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London College of Business Studies overall approach to ensuring compliance with consumer
protection law

London College of Business Studies is a small private higher education institute who has a small
number of learners, funded through Student Finance England. All of our learners access students
support to fund and pay their tuition fees. We currently run one programme which is offered through our
accrediting partner, Pearson, and due to this the academic regulations are used the way the Awarding
Body endorses. We also have a partnership with Kingston University to deliver The BSc (Hons)
Business Management with foundation year, and the policies applied to these students will be those of
Kingston University. Further regulations and processes are complemented through College’s HE
policies that are adopted through external referencing from regulatory bodies such as QAA and UK
Quality Code for Higher Education. Our policies that relate to consumer protection laws are in
accordance with the requirement of Competition and Markets Authority (CMA) guidance on consumer
protection law for Higher Education Providers as well as the Data Protection Regulations 2018 (GDPR).

The College has a clear and effective operational structure within which students are not only provided
with adequate and transparent opportunities to provide feedback, but also processes to make
complaints. These processes are continuously monitored for compliance, effectiveness and
appropriateness.

Students are provided with avenues to make informal complaints and if not satisfied with the outcome
pursue a formal complaint and then are given the opportunities to appeal the outcomes of the complaint
with the senior management, all the way up to the principal. On completion of the internal procedures
students are also given the information to contact the Office of Independent Adjudicator if not satisfied
with the outcome of their complaint.

Students are supported through the complaints process by the welfare officer if required and they are
also given various platforms to make a complaint as appropriate. Most of the College’s policies, terms
and conditions and contracts are derived from model contracts and terms and conditions as normally
used in the Higher Education Sector. All policies and terms and conditions are subject to annual review
in which student feedback and self-assessment are two important drivers of improvement.

Mechanisms we use to monitor and ensure compliance with the consumer protection law;
» College’s complaint’s policy and procedures and all other related policies are subject to an
annual review by the senior management team

+ Student feedback forms an integral part of review and improvement mechanism.
+ College maintains a student representative body which is able to participate in senior

management meetings and is a part of the Quality Assurance Process at the College

« Annual Monitoring reviews result into action plans which are monitored regularly for urgent
implementation

» Policies and terms and conditions are model and are based on external reference points such as
GDPR, CMA, QAA, UK Quality Code of Higher Education

» Internal control mechanisms are in place to ensure compliance with regulatory requirements and
accuracy of processes. This avoids tampering of information and confirms to our good
information management based on ACCURATE (Accurate, Complete, Cost Effective,
Understandable, Relevant, Accessible, Timely and Easy to Use)

» Complaints policy is available online on the website and the learner portal and is also provided
during induction and refers to the Office of Independent Adjudicator.

* All documentation and centrally controlled for them to contain the same information even if
available at different sources.




O A public information policy is maintained to support these processes.

The LCBS approach to providing information to applicants and students: research and application
stage, offer stage and enrolment stage

LCBS aims to provide the important information regarding terms and conditions to the learners at the
earliest stage possible and this is usually done at the application stage. The terms and conditions are
included within the Application Form. The College is, however, also going to provide this information
again to learners at the offer stage.

The College mainly publishes course/programme information through its website. The information is
adopted from the Awarding Body as the college does not run its own programmes. For this reason, the
College ensures that the information is regularly reviewed for accuracy and appropriateness. Awarding
body programme information is reviewed annually and is then compared with the information that the
College holds in order for it to be published for public access on the website. This is an annual process
as a part of the College’s review of all documentation. The responsibility of updating the information
rests with a senior manager and no one else is able to amend it. This ensures that the information is not
tampered with.

Subsequently, the students are provided with a programme student handbook which once again takes
information from the Awarding body but contains detailed procedures regarding the programme and the
College. This handbook gives information regarding academic appeals, progression, assessment
regulations, malpractices, student representations, welfare support, prevent duty and other important
information. The handbook is also subject to an annual review with a possibility of ad hoc review if
required. The College ensure that the information is up to date and accurate with respect to its
compliance with the awarding body. The programme handbook is provided to all learners during the
induction process and they are also given a power point presentation. Additionally, the programme
handbook is also available for learners to access anytime through the learner portal.

The course information page on the website can be found here: http://Ichs.co.uk/pearson-btec-hnd-
inbusiness/

The College also maintains a Public Information Policy which outlines the processes being followed to
implement the above.

LCBS contract terms and conditions

We have generic term and conditions with the learners and these are read and signed by the learners at
the time of admission. These are included on the application form which can be found on the website
under the Downloads tab. Terms and conditions will be provided again at the offer stage.

Terms and conditions are mainly related to data protection regulations, admissions, termination of
admissions and refunds. A copy of the terms and conditions is also provided to the learners again at the
induction.

We ensure that terms and conditions and regulations are clear and understandable to students by
comparing our terms and conditions with the norm in the education industry and taking feedback from
learners on understandability.




Complaint handling processes and practices

We have a complaints process which students are made aware of through the following mechanisms
and is available on our website under the Downloads section.

Students are made aware of the complaints process through the Induction provided to them at the start
of the Academic Year. They are also provided with the same policy through the Learner Portal which they
have access to throughout the year.

Complaints processes and the use of these processes as well as the encouragement of learners to use
these processes is also communicated through the termly feedback collected from all learners as well as
termly student representation meetings which provide students with an opportunity to discuss issues. The
discussion forum options available on the student portal is also another way of communicating
complaints.

College has signed up with the Office of Independent Adjudicator and learners are advised of the option

to contact them in case of the complaint not being handled at the College. The complaints policy refers to
this.

Complaints handling process is fair, clear and accessible and this is confirmed through the following
practices;

Complaints processes and the complaints policy in total is subject to annual review

Student and staff feedback as well as self-assessment of processes results into the review of the processes
to make them appropriate according to our stakeholder requirement

Complaints processes are shared through induction, student representation meetings, staff feedback and
the policy is always available on the student portal as well as the College’s website

Academic complaints/appeals processes are derived from the Awarding body requirements and are
updated as per the changes reflected through the Awarding body published documents reviewed
annually.

Internal Annual Course and College Review ensures that complaints and complaints processes are subject
to review and actions are taken to make the necessary changes.

College provides learners with support in lodging complaints. A welfare office assists and, if required,
accompanies a learner to support him/her throughout the process.

Students given direction to contact the Office of Independent Adjudicator in case of exhausting College’s
internal complaint procedures.




FURTHER INFORMATION
1. The CMA Guidance on consumer protection law for higher education providers has been used in the
following ways;

a) Learners’ journey at the College begins at the admission enquiry and application stage with the
College and that is why we believe that we need to fully support the learners at this stage for
them to make informed decisions to study at our College.

b) All the course information along with fees is already published on the website. Information about
facilities is also available and is consistent with the facilities and support at the College.
Learners are then invited to complete a simple application form which allows them to include
their information and mention the course name they are enrolling for. The application form can
be seen on College’s website under downloads menu. The application form contains the
important terms and conditions and the students are required to read these and sign to confirm
they accept these.

c) Once the application is received, it is assessed for suitability and the eligible learners are
invited to attend a diagnostic assessment to assess the candidate’s suitability to meet the
minimum requirements of the programme.

d) Candidates who pass the assessment are then invited to attend an interview. The interview
serves as a tool to assess student’s spoken English and student’s interests to determine if these
aligned with College’s expectations. Questions related to the College and the students decision to
choose this College are also asked in order understand why the student has opted to study at the
College and also that the student understands the programme he/she has enrolled for and is
aware of the related information

e) Students who pass the interview are then sent an offer email containing information about the
offer; mainly course details, study mode, duration, fee, study location etc. The email also invites
the learners to attend a compulsory induction. Terms and conditions will also be provided again
at this stage.

f) During the induction, learners are made aware of everything they need to know once again. They
are reminded about their right to withdraw within 14 days without any negative impact,
attendance policies and requirements, assessment procedures, terms and conditions, quality
assurance procedures, student body representation etc. After the induction students sign an
induction checklist confirming they have received all the information. This is the time from which
learners have 14 days to make up their mind to continue to study at the College or do not accept
the offer.

g) Paragraph (a) to (f) are consistent with the CMA guidance under section 4- Information
Provision

h) Further examples of how the guidance has been used can be seen through the use of terms and
conditions. Terms and conditions are mentioned on the application form and students are
required to sign to confirm they have read these. The terms and conditions are simple and easy to
understand and not complex in nature. The fees and refunds policies are available on the website.
The Recruitment and admissions as well as the Admission Policy are also available on the
website under the same Downloads section of the website. This ensures that the policies
containing terms and conditions are always easily accessible and are available at the same
sections rather than being at different places, avoiding terms becoming unfair. This is consistent
with Section 5 of the CMA Guidance.




i) Similarly, the complaints policy is available on the website for all students, prospective or current,
and this is also accessible on the Student Portal which is an important resource platform for all
learners that continue to study with us. This allows for the policy to be easily accessible as it is
available on 2 different platforms. The complaints handling processes are fair as they allow the
learners to appeal these all the way to the principal, the awarding body and even the
Independent adjudicator for higher education. Please see Complaint’s Policy under
Downloads menu on the website. This is consistent with Section 6 of the CMA guidance

Most of the policies and terms and conditions being used by the College are driven through the external
reference points such as QAA, Awarding Body Pearson, UK Quality Code and CMA.. Legal input was
also acquired during 2011 to 2013 in order to review the terms and conditions in line with legal
requirements surrounding terms and conditions as such that these do not breach the rights of the
consumer under consumer protection law and the terms are fair, balanced and pragmatic. The legal input
was acquired particularly to ensure that the College is correctly discharging its responsibilities towards
its consumers, the students, and that these do not in any way expose the College to the risk of litigation.

Internal control mechanisms related to the provision of information are mainly related to the centralised
control of the documents. In the past the College had some issues over discrepancies found in
documents, mainly with different versions being used or documents not being updated at all locations.
This was mainly because different people were responsible for different documents. In order to
overcome this, the control of the documents now only rests with the Head of Administration and an
Internal Tracking of documents is used to keep track of all documents that need amendment, or need to
be reviewed along with the location information of the document to ensure that these are reviewed on
time and all documents at different locations are updated. Moreover, only the head of administration can
authorise the final amendment, while other staff members can request amendments to the documents.

The College conducts an annual course and college review exercise known as the ACCR. This is a part
of the Colleges internal quality assurance mechanisms and these are conducted by the senior
management team. The purpose of the review it to assess the College and its operations holistically for
compliance with regulatory requirements and its own policies and procedures. This is quite similar to the
QAA review. As an outcome of this any actions that have been identified are then set out in an Action
Plan which is monitored for implementation by the management.

It is not only assessed whether the College has correctly portrayed and published all the information but
we also carry out steps to ensure that the procedures are being correctly implemented and followed at the
College by all staff members.

The terms and conditions are reviewed at least annually and on a needs/ad hoc basis when required. The
Head of Administration is mainly responsible for the review.




