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Annual Assurance Report from Senate 2020–21 

1. Overview

1.1 Senate is nominated in the Queen Mary Charter as the body with overall responsibility for the 
academic activity of the university, subject to the general superintendence and control of Council. In 
practice, Senate assigns individual responsibility to the Vice-Principals for the management of 
academic quality and standards in the faculties, as well as for the development of cross-cutting 
academic strategies. It also delegates responsibility for detailed scrutiny of certain issues—the 
quality of the academic experience; curriculum approval and review; postgraduate research; 
academic partnerships; and research ethics—to a small number of boards. Senate’s role is therefore 
to hold the Vice-Principals and the chairs of the boards to account, as well as to decide on matters of 
principle, while giving assurance to Council through regular reports that it is fulfilling its 
responsibilities effectively. 

1.2 The boards of Senate that have responsibilities most closely aligned with the assurances to be given 
by Council are: 

• Education Quality and Standards Board (EQSB), chaired by the Vice-Principal (Education), which
establishes academic regulations and quality assurance mechanisms, considers the outcomes of
reviews of the academic provision, and develops policies to improve the quality of the academic
experience;

• Taught Programmes Board (TPB), chaired by the Vice-Principal (Education), which scrutinises and
approves the standards, content and arrangements for the delivery of new taught programmes;

• Partnerships Board, chaired by the Vice-Principal (Policy and Strategic Partnerships), which
judges the appropriateness of potential partner institutions in teaching and postgraduate
research;

• the Degree Examinations Boards, chaired by senior academics appointed by Senate, which
consider recommendations from schools and institutes on the academic progress and
achievement of individual students in order to gain assurance that institutional procedures for
setting and maintaining standards have been followed and that assessment regulations are being
applied consistently and fairly;

• Research Degree Programmes and Examinations Board, chaired by the Head of the Doctoral
College, which combines the functions of EQSB, TPB and the Degree Examinations Boards for
postgraduate research.

1.3 The above arrangements are set out in the Academic Governance Framework and supported by the 
Academic Secretariat. Reviews of academic governance are conducted periodically alongside the 
corporate governance reviews. The review of academic governance in 2015–16, that was reported to 
Council, concluded that Queen Mary has a comprehensive academic governance framework that 
provides structured opportunities for members of staff and students to engage on issues at all levels 
of the institution and conforms to sectoral expectations. A full review of academic governance has 
been delayed as a result of the Covid-19 pandemic but will take place during 2021-22. 

1.4 Sectoral expectations on how universities should manage academic standards and deliver a high-
quality student experience are set out in the UK Quality Code for Higher Education provided by the 
Quality Assurance Agency (QAA), the body designated by the Secretary of State to carry out the 
quality and standards assessment functions on behalf of the Office for Students (OfS). Queen Mary 



meets these expectations through its academic regulations and a comprehensive set of institution-
wide policies found on its website at http://www.arcs.qmul.ac.uk/quality-assurance/index.html.  

The arrangements include: 

• policies and processes through which Queen Mary assures the standards, content and
arrangements for the delivery of new taught programmes before they are offered to students;

• mechanisms for reviewing the ‘health’ of programmes on an annual basis, using information on
student recruitment, progress and achievement, as well as feedback from students;

• mechanisms for reviewing local arrangements in schools and institutes on a six-year cycle;
• the involvement of students and student views in programme approval and review processes;
• the involvement of external specialists (who have been appointed through formal mechanisms

to ensure their suitability and independence) in student assessment and programme approval
and review processes;

• formal governance arrangements and the work of the Academic Secretariat to ensure that the
arrangements are implemented.

The Office for Students is consulting on its arrangements for regulating quality and standards; its 
proposals, if implemented, will not require institutions to comply with the UK Quality Code for 
Higher Education. Rather, the OfS proposes to amend its current conditions of registration for 
managing quality and standards to include detailed explanations regarding expectations for 
compliance, and examples of issues that will be considered to breach the conditions of registration. 

1.5 As was the case for the majority of 2020, during 2020-21 the priorities for academic standards and 
quality were focused on the arrangements to mitigate the effects of the Covid-19 pandemic on 
student assessment, progression and award. The Queen Mary Covid Mitigating Measures Policy 
2020-21 was developed by a group that was co-chaired by the Deputy Vice-Principal (Education 
Strategy) and the Vice-President (Science and Engineering) of the Queen Mary Students’ Union. The 
group met regularly in order to develop the arrangements as a co-created process, overseen by the 
Vice-Principal (Education) to ensure that proposals aligned with guidance from the Office for 
Students. The arrangements were also informed by the requirements of Professional Statutory and 
Regulatory Bodies (PSRBs), some of which amended elements of their requirements in light of the 
impact of the pandemic on assessment. Appendix A provides a summary of the Covid Mitigating 
Measures Policy and Appendix B summarises the mitigations in place for the School of Medicine and 
Dentistry. 

1.6 The arrangements for 2020-21 were considered the Education Quality and Standards Board on 
behalf of Senate. Queen Mary is confident that the principles and Policies were deployed effectively 
to protect academic standards while ensuring the best outcomes for students. Feedback on the 
arrangements was provided by external examiners at meetings of Subject Examination Boards, and 
by the external member of the Degree Examination Board. The Degree Examination Board makes 
academic awards on the recommendation of Subject Examination Boards and is supported in its 
work by an external member who provides commentary on the application of the academic 
regulations and the maintenance of academic standards. The report of the External Member of the 
Degree Examination Board is available as Appendix C. 

1.7 Significant areas of work during 2020-21 have included: 

• Assessment and feedback work stream

http://www.arcs.qmul.ac.uk/quality-assurance/index.html


This work stream formed part of the Curriculum Enhancement Project and comprised a working 
group that oversaw five task and finish groups each focussed on a particular aspect of 
assessment and feedback: marking, external examining, assessment design and feedback, the 
student voice in assessment, and assessment integrity and security. 

• The delivery of mixed-mode education
In advance of the 2021-22 academic year, the University has developed a mixed mode education
approach, which allows students to participate fully whether they are physically in the room or
joining an activity remotely. Central to the delivery of this approach has been the upgrade of
audio-visual equipment in more than 100 rooms across our campuses, and training 1071 staff in
both the technology and the associated pedagogy.

• NSS Task Force
An NSS Task Force was established following the publication of the 2020 NSS results. The Task
Force has supported a number of Schools and Institutes in understanding their results and
developing action plans.

• Adviser training
Further to the review of the advisor scheme, which was completed during September 2020, a
series of new training resources for advisors have been developed by the Queen Mary Academy
which include an online training course, Effective Advising.

• Review of programme approval, monitoring and review
A dedicated project board is considering revisions to processes for programme approval,
monitoring and review. The work follows an initial review which featured a pilot programme of
reviews in 2019-20 and seeks to streamline processes while ensuring agility and robustness of
approach in addressing any emerging issues.

• Student voice
A working group, supported by the Queen Mary Academy, has developed a course, Co-chairing
and co-creating in Student-Staff Liaison Committees, which aims to promote strong partnerships
between student and staff co-chairs and opportunities for co-creation in Student-Staff Liaison
Committees.

• Learner engagement analytics
Work is underway to develop a Queen Mary approach to Learner Analytics that is rooted in our
values and aims to support the student experience while providing a better understanding of
student engagement in order to develop engaging pedagogy.

• Review of compliance with consumer protection law
The Office for Students required all institutions to conduct an audit of their compliance with
consumer protection law at the beginning of 2021. The report of the audit conducted for
undergraduate taught provision is attached as Appendix D and the report of postgraduate
taught provision, completed over the summer, is attached as Appendix E.

1.8 Appendix F contains a summary of the conditions of registration with the Office for Students and 
detail of the usual mechanisms for monitoring compliance with these, together with any 
amendments made during 2020-21. As noted, several aspects of the framework for monitoring 
academic standards and quality are under review with the aim of refining our approach to 
programme review and reducing burden on academic colleagues, enabling effort to be targeted 
where it is needed most. 



1.9 During the 2020-21 academic year Council has considered the following items in relation to 
academic assurance: 

• a report following each meeting of Senate
• TEF Metrics
• Reports on student surveys
• Annual Student Casework Report

Appendices: 

Appendix A – Summary of Queen Mary Covid-19 Mitigation Policy 2020-21 
Appendix B – Summary of Queen Mary Covid-19 Mitigation Policy 2020-21 for SMD 

• COVID Mitigations for BDS
• COVID Mitigations for BSc in Oral Health
• COVID Mitigations for Diploma in Dental Hygiene and Therapy
• COVID Mitigations for MBBS

Appendix C – External Member’s Annual Report on Degree Examination Boards  
Appendix D – Review of Compliance with Consumer Law during the Pandemic (February 2021)   
Appendix E – Review of Compliance with Consumer Protection Law during the Pandemic: Postgraduate 
Taught Provision (September 2021)  
Appendix F – Summary of the conditions of registration with the Office for Students  

Jane Pallant, Deputy Academic Registrar (Secretariat) 
September 2021 



Appendix A 

Summary of Queen Mary Covid Mitigation Policy 2020-21 

This document was prepared to provide an update on the regulations and processes for 
examination boards during 2020-21, including which provisions apply to which students and 
cohorts. It provides a helpful summary of the measures in place for 2020-21. 

Contents 
Marking and external examiners ....................................................................................................... 1 

Extenuating circumstances ............................................................................................................... 1 

Changes from the standard policy for 2020-21 ............................................................................. 1 

Important changes from last year’s arrangements ...................................................................... 2 

Progression ......................................................................................................................................... 2 

Award requirements (including condoned failure) .......................................................................... 2 

Award rules for students who are finalists for the first time in 2020-21 ....................................... 2 

Award rules for students who were finalists in 2019-20 ............................................................... 2 

Classification ...................................................................................................................................... 3 

Classification of students who are finalists for the first time in 2020-21 ..................................... 4 

Classification of students who were finalists in 2019-20 .............................................................. 4 

Borderline classification policy ......................................................................................................... 5 

Extenuating circumstances and the borderline policy ................................................................. 5 

Review of module marks .................................................................................................................... 5 

Dates for examination boards and examination board processes .................................................. 6 

Undergraduate SEBs (except MBBS and BDS*) ............................................................................. 6 

Postgraduate taught SEBs ............................................................................................................. 6 

Marking and external examiners 
There are no alternative arrangements in place this year and the changes made for 2019-20 no 
longer apply – refer to the standard procedures in the Assessment Handbook. 

Extenuating circumstances 
Provisions relating to extenuating circumstances (ECs) are not cohort-dependent – you can apply 
the same rules to all students this year (as all claims will relate to 2020-21 issues).  

Changes from the standard policy for 2020-21 
• There is now no limit on the number of times a student can self-certify (submit an EC claim

without supporting evidence) - there was previously a limit of three instances per year. The
automatically-applied cap in the online EC system has been removed. Self-certification is

http://www.arcs.qmul.ac.uk/media/arcs/policyzone/Assessment-Handbook-2020-21-FINAL-(WEB).pdf
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not the same as automatic approval – the SEB must still review the claims to ensure they 
are valid ECs before accepting them. 

• The scope of what counts as valid ECs has been expanded so that students can claim for
circumstances outside their control arising from the long-term effects of the pandemic.
Caring responsibilities (which could already be accepted in some circumstances), suitable
study environments in which to complete the assessment, and access to
hardware/software can all be accepted as valid ECs.

• Where a student seeks a first take of all or part of the year (a repeat of the teaching, rather
than just the assessment) we would still ask for evidence. These cases will require a
detailed individual conversation with the student (as in any year).

Important changes from last year’s arrangements 
In 2019-20 there were additional EC provisions that do not apply this year. Notably: 

• A student who does not submit an assessment will not receive an automatic certified
absence. To have ECs considered, a student must submit a claim this year.

• The fit to sit policy applies as usual this year – once a student submits an assessment that
attempt will count and we will not then accept an EC claim. When applying the fit to sit
policy to online exams, please apply it based on whether or not the student has submitted
answers rather than whether or not they downloaded the questions.

• The only exceptions to fit to sit – as always – are the rare cases where a student can show
that they were unfit to determine their fitness to complete the assessment; these cases are
most commonly dealt with through the appeal process, but contact ARCS if you have
queries. A higher level of evidence will be required for these cases.

Progression 
The standard progression rules as set out in the relevant edition of the Academic Regulations 
apply for all programmes. Last year, all students were granted automatic progression – that does 
not apply this year. This is not cohort dependent, as all students who could benefit from the 2019-
20 automatic progression will already have done so. 

Award requirements (including condoned failure) 
‘Award requirements’ refers to the minimum requirements to achieve the award itself (credits 
taken and passed, passing core modules, minimum overall mark, etc), rather than the 
determination of the classification (including discounting modules), which is discussed separately 
below. Different arrangements apply for students who were finalists last year but did not 
complete, and for students who are finalists for the first time in 2020-21. 

Award rules for students who are finalists for the first time in 2020-21 
The standard award rules as set out in the relevant edition of the Academic Regulations apply. 

Award rules for students who were finalists in 2019-20 
Amended minimum requirements for award continue to apply as follows: 

Foundation Certificate (FdCert) (2019-20 finalists) 
Take 120 credits and pass a minimum 90 credits including a minimum 30 at or above level 3. Achieve 
a minimum College Mark of 40.0. 

Certificate of Higher Education (CertHE) (2019-20 finalists) 
Take 120 credits and pass a minimum 90 credits including a minimum 30 at or above level 4. Achieve 
a minimum College Mark of 40.0. 
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Diploma of Higher Education (DipHE) (2019-20 finalists) 
Take 240 credits and pass a minimum 180 credits including a minimum 30 at or above level 5. 
Achieve a minimum College Mark of 40.0. 

Ordinary Degree (2019-20 finalists) 
Take a minimum 360 credits and pass a minimum 270 credits including a minimum 30 at or above 
level 6. Achieve a minimum College Mark of 40.0 (calculated as a flat average of all 360 credits). 

Standard three-year bachelors’ awards (BA, BSc, BSc (Econ), BSc (Eng), BEng) (2019-20 finalists) 
Take 360 credits and pass a minimum 270 credits including a minimum 30 at or above level 6. 
Achieve a minimum College Mark of 40.0. 

Intercalated Bachelor of Science or Bachelor of Medical Sciences (iBSc/iBMedSci) (2019-20 finalists) 
Take 120 credits and pass a minimum 90 credits including a minimum 30 at or above the level 6. 
Achieve a minimum College Mark of 40.0. 

Bachelor of Law (LLB) (2019-20 finalists) 
A separate document from 2019-20 covers these arrangements – if SEBs other than Law have 
queries, please contact ARCS. 

Standard four-year integrated masters’ awards (MEng, MSci) (2019-20 finalists) 
Take 480 credits and pass a minimum 360 credits including a minimum 30 at or above level 7. 
Achieve a minimum College Mark of 40.0. 

Graduate Certificate (GradCert) (2019-20 finalists) 
Take 60 credits and pass a minimum 45 credits including a minimum 30 at or above level 6. Achieve 
a minimum College Mark of 40.0. 

Graduate Diploma (GradDip) (2019-20 finalists) 
Take 120 credits and pass a minimum 90 credits including a minimum 30 at or above level 6. Achieve 
a minimum College Mark of 40.0. 

Bachelor of Medicine and Bachelor of Surgery (MBBS) (2019-20 finalists) 
No changes from the standard regulations for award. 

Bachelor of Dentistry (BDS) (2019-20 finalists) 
Please refer to the Institute of Dentistry. 

Postgraduate taught awards (CILT, PgCert, PgDip, MA, MSc, MRes, MPA, MClinDent) (2019-20 finalists) 
The standard award rules as set out in the relevant edition of the Academic Regulations apply, 
except that failed modules can be condoned from a mark of zero rather than from the usual 40.0, 
where the other standard requirements for condoned failure are met. 

Classification 
Different arrangements apply for students who were finalists last year but did not complete, and 
for students who are finalists for the first time in 2020-21. 
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Classification of students who are finalists for the first time in 2020-21 
Undergraduate (except LLB, BDS and MBBS)  
The normal classification algorithm applies except that either 30 2019-20 credits or the entire 
2019-20 year (whichever gives the better outcome) will be discounted from the calculation of the 
Classification Mark. This refers to any credits that were part of the developmental year that the 
student was in during 2019-20 (whenever those credits were actually completed).   

• Where 30 credits are discounted, the algorithm is unchanged but the 2019-20 year average will
be an average of only the remaining module marks (weighted by credit value, as usual).

• Where the whole year is discounted, the year weighting for 2019-20 will be replaced with a zero
– eg a standard 1-3-6 weighting would become 1-0-6 (first, second, third years).

SITS will calculate outcomes on both algorithms and these will be displayed in the board reports. 

LLB 
A separate document from 2019-20 covers these arrangements in full – if schools other than Law 
require details, please contact ARCS. For the standard three-year LLB, students will be classified 
on the best of either the standard LLB scheme but with the 30 credits of 2019-20 modules with the 
lowest marks not counting as a negative factor in the minimum profiles, or the scheme for other 
bachelors programmes outlined directly above. There are additional considerations for non-
standard LLB programmes. 

MBBS and BDS 
These programmes do not have a final overall classification, so this does not apply. 

Postgraduate taught 
The normal classification algorithm applies. However, students who are part-time or on multi-year 
PGT programmes and who are now finalists for the first time will receive the same discounting 
provision as students who were finalists in 2019-20 but did not complete that year (see below); for 
those students the discounted credits can come from anywhere in the programme and are not 
limited to 2019-20 modules. 

Classification of students who were finalists in 2019-20 
Undergraduate (except LLB, BDS and MBBS) (2019-20 finalists) 
The normal classification algorithm applies except that the lowest 30 credits from the final 
developmental year will be discounted from the calculation of the Classification Mark.  

LLB (2019-20 finalists) 
A separate document from 2019-20 covers these arrangements in full – if schools other than Law 
require details, please contact ARCS. Standard three-year LLB students will be classified on the 
standard scheme, but with the 30 credits of final year modules with the lowest marks not counting 
as a negative factor in the minimum profiles.  

MBBS and BDS (2019-20 finalists) 
These programmes do not have a final overall classification, so this does not apply. 

Postgraduate taught (2019-20 finalists) 
The normal classification algorithm applies except that the lowest 30 credits from the final 
developmental year will be discounted from the calculation of the Classification Mark (except for 
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the PgCert, where only 15 credits will be discounted).  Please also note the change to condoned 
failure, above, for this cohort. 

Borderline classification policy 
Students within the specified zone of consideration should be considered under the borderline 
classification policy to see if they are eligible to be raised to the next classification banding. 
Borderline consideration is not automated, so please pay particularly close attention to these 
cases. As always, SEB minutes must include all students in the zone, whether they were raised or 
not (to explain why they were or were not raised). The same borderline mitigation arrangements 
apply to all finalists, whether new finalists or continuing finalists. 

The zone of consideration is 1.5% (rather than 1%) for all students. Students falling within the 
zone will be raised to the next classification provided they have at least the following number of 
final year credits at or above the level of the higher classification: 

All UG programmes that classify using the Classification Mark 45 
CILT 15 (unchanged) 
PgCert 30 (unchanged) 
PgDip 45 
MA/MSc/MRes/MPA/MBA/MClinDent/LLM 75 
Euromasters (School of Physics and Astronomy, only) 105 

Extenuating circumstances and the borderline policy 
In a standard year, the borderline policy allows for some additional adjustments where a student 
has significant extenuating circumstances not taken into account elsewhere (either expanding the 
zone from 1% to 1.5%, or – where a student is within 1% - raising them on fewer than half of their 
final year credits at the higher level). These additional provisions are not available this year (as 
was the case last year), due to the criteria being amended for all students as above. The borderline 
rules are therefore absolutely fixed. 

Review of module marks 
The 2020-21 Covid Mitigating Measures Policy includes the following text: 

“School/institute-level Subject Examination Boards should take patterns of student 
achievement into consideration and compare results against those of previous pre-Covid cohorts 
(and of the same cohort on other modules) to look for modules that seem out of line. If there is a 
variation that cannot be adequately accounted for and can be attributed to an assessment issue 
linked to the pandemic, restorative measures such as scaling may be presented to the Faculty-
level Degree Examination Board for consideration.” 

This is not a request for SEBs to undertake additional scaling, and certainly not to look at 
normative scaling. Rather, this is a reminder that – as in any other year – SEBs should look closely 
at the results of each module in context and seek to explain any significant deviations from 
expectations. If those differences cannot be explained, that is the point at which interventions 
such as scaling might be considered. As always, scaling requires DEB approval, but please contact 
ARCS as soon as you identify an issue as it is better to resolve these issues ahead of the DEB 
meeting itself wherever possible (so that the finalised marks are used when classifying). 
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The Power BI tool has considerable functionality that will help with the review of results on a 
student, assessment, and modular basis.  If you are unable to access Power BI please contact Sharon 
Pay, Reporting Services Manager in IT Services. 

Dates for examination boards and examination board processes 
A small number of changes to the dates for the June-July 2021 examination boards have been made 
(communicated previously by Registry). The actual assessment periods are not changing, so the 
changes are limited but will give a little extra time to SEBs; the original 2020-21 calendar had also 
included some additional time set against previous years, prior to these latest amendments. There 
are no changes to the previously published dates for the late summer and autumn exam board 
periods. Dates for the main summer period are given below.  

This year, TMR will be run after the SEBs have met and confirmed their marks; therefore SEBs will 
be able to extract reports anytime during the SEB window without waiting for a TMR refresh.  
However, it remains very important for SEBs to follow the marking deadlines, as this can seriously 
affect outcomes for students of other SEBs who have taken your modules. If this will not be possible 
for any module, make sure to inform other SEBs whose students will be affected by the delay. 

Undergraduate SEBs (except MBBS and BDS*) 
Mark entry deadline 16 June 2021 (12 noon) 
SEB period 18 – 25 June 2021 
Submission of SEB paperwork to ARCS and 
submission of final post-SEB marks to SITS 

29 June 2021 (12 noon) 

Degree Examination Boards 6 July 2021 (H&SS 10-12.00, S&E 14-16.00†) 
Official release of results 15 July 2021 

*These have a separate calendar.
† Includes the (SMD) Intercalated Programmes and Global Health SEBs.

Postgraduate taught SEBs 
Mark entry deadline 16 June 2021 (12 noon) 
SEB period 18 June – 2 July 2021 
Submission of SEB paperwork to ARCS and 
submission of final post-SEB marks to SITS 

6 July 2021 (12 noon) 

Degree Examination Board 14 July 2021 (14-16.00) 
Official release of results 21 July 2021 

The late summer assessment period is unchanged, running from 2-13 August 2021. 

If you will be running SEB reports, check in advance to make sure that you can log-in. If you cannot, 
contact Simon or Alice in ARCS to have this set up. Reports this year will include additional columns 
to show the different calculations in use. 

SEB report generator: https://webapps2.is.qmul.ac.uk/seb/report-two.action 
SEB report generator guidance: Assessment Handbook appendices 

In all cases, the SEB paperwork for submission to ARCS comprises the Report to the DEB, the SEB 
minutes, the EC monitoring form, and – where relevant – any first take forms. Templates are here. 

http://powerbi.qmul.ac.uk/
https://webapps2.is.qmul.ac.uk/seb/report-two.action
http://www.arcs.qmul.ac.uk/media/arcs/policyzone/Assessment-Handbook-2020-21-FINAL-(WEB).pdf
http://www.arcs.qmul.ac.uk/quality-assurance/examination-boards/


COVID Mitigations for BDS: 

QMUL announced a set of University Covid Mitigations in early February 2021 for assessments in the 
2020-21 academic year. However, some of these were not directly applicable to the BDS 
programme. Barts and The London Students’ Association, the Dental School, QMSU and QMUL have 
therefore been in discussions to develop a set of fair Covid mitigations for BDS students that satisfy 
professional standard and external regulator needs whist also allowing for mitigation against the 
impact of the pandemic on students throughout the 2020-21 academic year. Below are the 
mitigations agreed so far. These measures apply in the 2020-21 academic year only. 

1. Assessment design and delivery:
1.1. All written examinations and assignments are online.  Examinations will be 24 hour open

book assessments.  Assignments will be open for longer to allow the students to complete 
their work around their ongoing programme 

1.2. Coursework deadlines: as per QMUL Covid Mitigations policy, there will be more flexibility 
for coursework deadlines where appropriate. Many deadlines have already been 
extended in light of Covid but students should submit extenuating circumstances for an 
extension if needed (e.g. for SSCs or essays). 

1.3. Written exams: 
1.3.1.  BDS Y1-4. If it is not reasonable to expect a topic to have been covered this year in 

light of the pandemic, it will not be included in the exam.  However, all core content 
should have been covered in lecture or case -based teaching. 

1.3.2. For BDS Y5, all core topics for competency will be included. Questions on such topics 
will be written to take account of how students’ experiences have altered on 
account of the pandemic. 

1.3.3. As is usually the case, for any question where a significant proportion of students 
struggled, the examination board will reassess such questions to see if they were 
appropriate in light of what students were taught and would have reasonably 
experienced in the past year. If a question is then deemed unreasonable it will be 
removed from the exam. 

1.4. OSCE: 
1.4.1. The OSCE in BDS Y2, 3 and 4 will be adjusted to reflect the student experience in 

light of the pandemic. This will not compromise our ability to confirm to the GDC 
that our students have achieved the required competencies because there will be 
opportunity to demonstrate the appropriate skills throughout the remainder of their 
programme. 

1.4.2. A list of topics that can be assessed will be sent to students in advance so they 
know what to focus on. This list will be released no later than 2 weeks before the 
date of your OSCE. We intend that this practice will be for this academic year only. 

1.4.3. All stations will be counted in the OSCE in order to calculate your grade for passing 
and 50% overall will be needed to pass. 

Appendix B 
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1.5. Structured Clinical Reasoning / Unseen Cases: 
1.5.1. These will be timed examinations delivered online 

1.5.2. Students will have time to review the case immediately before entering their viva 

1.5.3. The cases will be adjusted to reflect the student experience whilst maintaining the 
need to demonstrate that the student is safe to practise. 

2. Extenuating Circumstances:
This section comes from the QMUL Covid Mitigations policy and has been included for
reference. The fit to sit policy will apply in the usual way (if a student submits an assessment
that assessment will count, except in rare cases where a student can show that they were
unable to determine their fitness to sit). However, the E.C. policy has now been adapted (see
below).

Please note E.C.s cannot be used to give additional marks or recognise a student’s potential (as 
with all institutions); they are primarily a deferral mechanism, until a point where a student is in 
a position to undertake the assessment. 

2.1. Self-certification will be expanded. There will now be no limit on the number of occasions 
on which a student can submit an E.C. claim for consideration without evidence (N.B., this 
is not the same as automatic approval). 
2.1.1. Students will need to submit a claim to be considered. This will help with 

engagement and to identify and address concerns. 

2.2. The definition of an extenuating circumstance has been temporarily expanded to 
recognise the effects of the pandemic on students’ ability to engage in assessment. 
Typically, an E.C. relates to a circumstance which is both ‘unforeseen and beyond a 
student’s control’. This year, students will also be able to submit an E.C. claim for 
circumstances outside their control arising from the long-term effects of the pandemic. 

2.3. We have updated the categories of E.C.’s to ensure that sufficient account is taken 
of caring responsibilities, suitable study environments, and access to the 
necessary hardware/software so that these will now be accepted as E.C.’s. Issues that 
have always been accepted as valid reasons for extenuating circumstances, such as 
domestic violence, but are (sadly) particularly likely to occur at this time, will continue to 
be accepted. 

3. Standards and Examination Boards (applicable to all exams):
As usual, the pass mark for exams is not set by the performance of students in the exam but
by using professional Standard Setters. The raw pass mark is therefore set in advance of the
exam by standard setters and students’ raw marks are adjusted accordingly before results are
released. This means that an individual’s performance will not affect the pass mark or
someone else’s performance.

3.1. Standard setting: The standard of the exam will be set to reflect the teaching that has 
been delivered and/or the experience students will realistically have had. Therefore 
questions on topics which may have been harder to cover or experience this year will have 
a lower pass mark than usual. That said, we are confident that all areas of required 
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competence have been covered and current events have only affected the balance of 
experience and thus of the exam. 

3.2. Parts 1 – 4 Examination boards.  The examination boards recognising the impact of the 
pandemic will assess students compassionately whilst ensuing that standards expected for 
registration with the GDC are maintained.   
3.2.1. Results and Resits.  The Part 1 – 4 examination boards recognising the impact of the 

pandemic, will assess students compassionately whilst ensuing that it maintains the 
standards expected for registration with the GDC. Someone who fails on their first 
sit will need to re-sit the failed exam. Failure in the 2nd sit would ordinarily lead to 
de-registration subject to appeal and extenuating circumstances.  However if they 
also fail their second sit, the exam board would grant an automatic exceptional 3rd 
sit.  The board will also review the student’s individual circumstances to determine 
whether they should be offered the opportunity of a first take1 in July 2022.  The 
student would be expected to be in full attendance.   

3.3. Part 5 Examination Board. 
3.3.1. Results and Resits. The Part 5 exam board, recognising the impact of the pandemic, 

will assess students compassionately whilst ensuing that it maintains the standards 
expected for registration with the GDC. Someone who fails on their first sit will need 
to re-sit the failed exam. Failure in the 2nd sit would ordinarily lead to de-registration 
subject to appeal and extenuating circumstances.  However if they also fail their 
second sit, the exam board would grant an automatic exceptional 3rd sit at the 
additional sitting of the examination in November / December 21 (see below). The 
board will also review the student’s individual circumstances to determine whether 
they should be offered the opportunity of a first take1 in July 2022.  The student 
would be expected to be in full attendance.   

3.3.2. Additional sitting. An additional diet of the Part 5 examination will be run in 
November / December 2021 for those who have insufficient experience or are not 
ready to sit the examination in June / July 2021.  This will allow the students to gain 
additional experience and still be able to join the Spring 2022 Dental Foundation 
Training programme.   

3.4. Merits and distinctions: the calculation of Merits and Distinctions will continue to be 
based on the overall performance in the Part. 

3.5. Honours.  The results for Part 4 2020 was suspended from the metric for Honours because 
of the first COVD lockdown. Therefore the award of Honours in 2021 will be based on the 
award of Distinction at the first sit of Part 5 alone provided the candidate received and 
merits or above in Parts 1 – 3.   

1A first take is defined in the Academic Regulations as 

“The repeat of a module following failure at a previous attempt. This involves attendance and 

completion of all elements of the module, and submission of all assignments, whether assessed or 

not. First takes count towards the value of academic credit for which a student must normally be 

registered in an academic or developmental year. Module marks for first takes are not capped. First 

takes incur pro rata tuition fees.” 
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COVID Mitigations for BSc in Oral Health: 

QMUL announced a set of University Covid Mitigations in early February 2021 for assessments in the 
2020-21 academic year. However, some of these were not directly applicable to Oral Health BSc 
programme. Barts and The London Students’ Association, the Dental School, QMSU and QMUL have 
therefore been in discussions to develop a set of fair Covid mitigations for Oral Health BSc students 
that satisfy professional standard and external regulator needs whist also allowing for mitigation 
against the impact of the pandemic on students throughout the 2020-21 academic year. Below are 
the mitigations agreed so far. These measures apply in the 2020-21 academic year only. 

1. Assessment design and delivery:
1.1. All written examinations and assignments are online.  Examinations will be 24 hour open

book assessments.  Assignments will be open for longer to allow the students to complete 
their work around their ongoing programme 

1.2. Coursework deadlines: as per QMUL Covid Mitigations policy, there will be more flexibility 
for coursework deadlines where appropriate. Many deadlines have already been 
extended in light of Covid but students should submit extenuating circumstances for an 
extension if needed (e.g. for SSCs or essays). 

1.3. Written exams: 
1.3.1. BSc Years 1 and 2. If it is not reasonable to expect a topic to have been covered this 

year in light of the pandemic, it will not be included in the exam.  However, all core 
content should have been covered in lecture or case -based teaching. 

1.3.2. In all years, as is usually the case, for any question where a significant proportion of 
students struggled, the examination board will reassess such questions to see if they 
were appropriate in light of what students were taught and would have reasonably 
experienced in the past year. If a question is then deemed unreasonable it will be 
removed from the exam. 

1.4. OSCE: 
1.4.1. The OSCE (BSc Year 2) will be adjusted to reflect the student experience in light of 

the pandemic. This will not compromise our ability to confirm to the GDC that our 
students have achieved the required competencies because there will be 
opportunity to demonstrate the appropriate skills throughout the remainder of their 
programme. 

1.4.2. A list of topics that can be assessed will be sent to students in advance so they 
know what to focus on to practice. This list will be released no later than 2 weeks 
before the date of your OSCE. We intend that this practice will be for this academic 
year only. 

1.4.3. All stations will be counted in the OSCE in order to calculate your grade for passing 
and 50% overall will be needed to pass. 

2. Extenuating Circumstances:
This section comes from the QMUL Covid Mitigations policy and has been included for
reference. The fit to sit policy will apply in the usual way (if a student submits an assessment
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that assessment will count, except in rare cases where a student can show that they were 
unable to determine their fitness to sit). However, the E.C. policy has now been adapted (see 
below). 

Please note E.C.s cannot be used to give additional marks or recognise a student’s potential (as 
with all institutions); they are primarily a deferral mechanism, until a point where a student is in 
a position to undertake the assessment. 

2.1. Self-certification will be expanded. There will now be no limit on the number of occasions 
on which a student can submit an E.C. claim for consideration without evidence (N.B., this 
is not the same as automatic approval). 
2.1.1. Students will need to submit a claim to be considered. This will help with 

engagement and to identify and address concerns. 

2.2. The definition of an extenuating circumstance has been temporarily expanded to 
recognise the effects of the pandemic on students’ ability to engage in assessment. 
Typically, an E.C. relates to a circumstance which is both ‘unforeseen and beyond a 
student’s control’. This year, students will also be able to submit an E.C. claim for 
circumstances outside their control arising from the long-term effects of the pandemic. 

2.3. We have updated the categories of E.C.’s to ensure that sufficient account is taken 
of caring responsibilities, suitable study environments, and access to the 
necessary hardware/software so that these will now be accepted as E.C.’s. Issues that 
have always been accepted as valid reasons for extenuating circumstances, such as 
domestic violence, but are (sadly) particularly likely to occur at this time, will continue to 
be accepted. 

3. Standards and Examination Boards (applicable to all exams):
As usual, the pass mark for exams is not set by the performance of students in the exam but
by using professional Standard Setters. The raw pass mark is therefore set in advance of the
exam by standard setters and students’ raw marks are adjusted accordingly before results are
released. This means that an individual’s performance will not affect the pass mark or
someone else’s performance.

3.1. Standard setting: The standard of the exam will be set to reflect the teaching that has 
been delivered and/or the experience students will realistically have had. Therefore 
questions on topics which may have been harder to cover or experience this year will have 
a lower pass mark than usual. That said, we are confident that all areas of required 
competence have been covered and current events have only affected the balance of 
experience and thus of the exam. 

3.2. The examination boards will look compassionately on all students whilst ensuring 
standards are maintained.  They will recognise the impact of the pandemic on clinical 
training and the need to ensure that any missed training is addressed during subsequent 
years.  

3.3. Results and Resits:  The exam board recognising the impact of the pandemic will assess 

students compassionately whilst ensuing that it maintains the standards expected for 

registration with the GDC.  Someone who fails on their first sit will need to re-sit the failed 

exam.  Failure in the 2nd sit would normally lead to de-registration subject to appeal and 

extenuating circumstances.  However if they also fail their second sit, the exam board will 
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automatically review the student’s individual circumstances to determine whether they 

could be offered the opportunity of a first take1.  The student would be expected to be in 

full attendance.   

1A first take is defined in the Academic Regulations as 

“The repeat of a module following failure at a previous attempt. This involves attendance and 

completion of all elements of the module, and submission of all assignments, whether assessed or 

not. First takes count towards the value of academic credit for which a student must normally be 

registered in an academic or developmental year. Module marks for first takes are not capped. First 

takes incur pro rata tuition fees.” 
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COVID Mitigations for Diploma in Dental Hygiene and Therapy: 

QMUL announced a set of University Covid Mitigations in early February 2021 for assessments in the 
2020-21 academic year.  However, some of these were not directly applicable to the Diploma 
programme. Barts and The London Students’ Association, the Dental School, QMSU and QMUL have 
therefore been in discussions to develop a set of fair Covid mitigations for Diploma students that 
satisfy professional standard and external regulator needs whist also allowing for mitigation against 
the impact of the pandemic on students throughout the 2020-21 academic year. Below are the 
mitigations agreed so far.  These measures apply in the 2020-21 academic year only. 

1. Assessment design and delivery:
1.1. All written examinations and assignments are online.  Examinations will be 24 hour open

book assessments. 

1.2. Coursework deadlines: as per QMUL Covid Mitigations policy, there will be more flexibility 
for coursework deadlines where appropriate.  Many deadlines have already been 
extended in light of Covid but students should submit extenuating circumstances for an 
extension if needed (e.g. for SSCs or essays). 

1.3. Written exams: 
1.3.1. All core topics for competency will be included. Questions on such topics will be 

written to take account of how students’ experiences have altered on account of the 
pandemic. 

1.3.2. As is usually the case, for any question where a significant proportion of students 
struggled, the examination board will reassess such questions to see if they were 
appropriate in light of what students were taught and would have reasonably 
experienced in the past year. If a question is then deemed unreasonable it will be 
removed from the exam. 

1.4. Structured Clinical Reasoning / Unseen Case: 
1.4.1. These will be timed examinations delivered online 

1.4.2. Students will have time to review the case immediately before entering their viva 

1.4.3. The cases will be adjusted to reflect the student experience whilst maintaining the 
need to demonstrate that the student is safe to practise. 

2. Extenuating Circumstances:
This section comes from the QMUL Covid Mitigations policy and has been included for
reference. The fit to sit policy will apply in the usual way (if a student submits an assessment
that assessment will count, except in rare cases where a student can show that they were
unable to determine their fitness to sit). However, the E.C. policy has now been adapted (see
below).

Please note E.C.s cannot be used to give additional marks or recognise a student’s potential (as 
with all institutions); they are primarily a deferral mechanism, until a point where a student is in 
a position to undertake the assessment. 
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2.1. Self-certification will be expanded. There will now be no limit on the number of occasions 
on which a student can submit an E.C. claim for consideration without evidence (N.B., this 
is not the same as automatic approval). 
2.1.1. Students will need to submit a claim to be considered. This will help with 

engagement and to identify and address concerns. 

2.2. The definition of an extenuating circumstance has been temporarily expanded to 
recognise the effects of the pandemic on students’ ability to engage in assessment. 
Typically, an E.C. relates to a circumstance which is both ‘unforeseen and beyond a 
student’s control’. This year, students will also be able to submit an E.C. claim for 
circumstances outside their control arising from the long-term effects of the pandemic. 

2.3. We have updated the categories of E.C.’s to ensure that sufficient account is taken 
of caring responsibilities, suitable study environments, and access to the 
necessary hardware/software so that these will now be accepted as E.C.’s. Issues that 
have always been accepted as valid reasons for extenuating circumstances, such as 
domestic violence, but are (sadly) particularly likely to occur at this time, will continue to 
be accepted. 

3. Standards and Examination Boards (applicable to all exams):
As usual, the pass mark for exams is not set by the performance of students in the exam but
by using professional Standard Setters. The raw pass mark is therefore set in advance of the
exam by standard setters and students’ raw marks are adjusted accordingly before results are
released. This means that an individual’s performance will not affect the pass mark or
someone else’s performance.

3.1. Standard setting: The standard of the exam will be set to reflect the teaching that has 
been delivered and/or the experience students will realistically have had. Therefore 
questions on topics which may have been harder to cover or experience this year will have 
a lower pass mark than usual.  That said, we are confident that all areas of required 
competence have been covered and current events have only affected the balance of 
experience and thus of the exam. 

3.2. Results and Resits.  This is the last sitting of the Diploma examination board. The exam 
board recognising the impact of the pandemic will assess students compassionately whilst 
ensuing that it maintains the standards expected for registration with the GDC. Someone 
who fails on their first sit will need to re-sit the failed exam. Failure in the 2nd sit would 
normally lead to de-registration subject to appeal and extenuating circumstances.  
However if they also fail their second sit, the exam board will automatically review the 
student’s individual circumstances to determine whether they could be offered the 
opportunity of a first take1 at the additional sitting (see below).  The student would be 
expected to be in full attendance.   

3.3. Additional sitting.  The Diploma in Dental Hygiene and Therapy has been replaced by the 
BSc in Oral Health.  An additional diet of the examination will therefore be run in 
November / December 2021 for those who have insufficient experience or are not ready to 
sit the examination in June / July 2021.  This will allow the student to complete their 
Diploma programme. 
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1A first take is defined in the Academic Regulations as 

“The repeat of a module following failure at a previous attempt. This involves attendance and 

completion of all elements of the module, and submission of all assignments, whether assessed or 

not. First takes count towards the value of academic credit for which a student must normally be 

registered in an academic or developmental year. Module marks for first takes are not capped. First 

takes incur pro rata tuition fees.” 
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COVID MITIGATIONS FOR MBBS 
Following approval by the Education Quality and Strategy Board and the University Senate, QMUL 
announced a set of University Covid Mitigations in early February 2021 for assessments in the 2020-
21 academic year. Staff, BLSA and QMSU representatives have had extensive discussions to apply 
these to MBBS students. This paper summarises the current position and supersedes any previous 
communication in relation to MBBS mitigations. These measures apply in the 2020-21 academic 
year only. 

1. Resits: all students in any year who fail (i.e. achieve less than 50% on the adjusted score or fail to
meet the OSCE criterion of number of stations passed) on their first sit of an exam/paper will, as
usual, be able to take a second sit later in the summer. It is recognised that students’
experiences will have been changed as a result of the pandemic but that it will be impossible to
quantify different levels of impact for different students. Accordingly, the impact of the
pandemic will be taken as acceptable extenuating circumstances for all such students. Hence, if
they fail their second sit, they will automatically be allowed an exceptional third-sit, starting
this September 2021. This means students will be able to repeat the year with an uncapped
single final attempt of all exams/papers (a fourth attempt in this repeat year will not be offered).

1.1. The only exceptions are for students who are already on an exceptional third sit in the 
academic year 2020/21 or who claimed Extenuating Circumstances and therefore were 
unable to take a first or second sit in Summer 2020. Such students will be considered on 
a case-by-case basis, but as much flexibility as possible will be adopted. 

1.2. Any student failing at the second attempt will also be discussed on a case-by-case basis 
for consideration of a first-take rather than an exceptional third-sit. A first-take involves 
repeating the year in attendance with both a first and re-sit opportunity (ab initio). This 
essentially means, if granted a first-take, a student will repeat the year as if it were their 
first time in that year. Students currently not in good-standing will not be considered for 
a first-take. 

2. Assessment design and delivery:

2.1. Coursework deadlines: as per QMUL Covid Mitigations policy, there will be more 
flexibility for coursework deadlines where appropriate. Many deadlines have already 
been extended in light of Covid but students should submit extenuating circumstances 
for an extension if needed (e.g. for SSCs or essays). 

2.2. Written exams: 
As is usually the case, for any question where a significant proportion of students 
struggled, the examination board will reassess such questions to see if they were 
appropriate in light of what students were taught and would have reasonably 
experienced in the past year. If a question is then deemed unreasonable due to its 
content (or presentation) it will be removed from the exam. 

2.2.1.  MBBS Y1-4 (including GEP Y1-3): If a topic was not covered this year because of 
the pandemic, it will not be included in the exam. However, all core content has 
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been covered in lecture or case/problem-based teaching. 

2.2.2.  For MBBS Y5, all core topics required by the GMC for competency as a 
foundation doctor will be examinable. This has always been the case and will not 
be changed this year. The School is however aware that students’ experiences 
have altered on account of the pandemic, therefore academics and clinical 
tutors will take the actual experiences of students during the pandemic into 
account and those altered experiences will be reflected in the balance of the 
exam. 

2.3. OSCE: 
As is usually the case, all stations will be counted in the OSCE in order to calculate your 
score for passing; to pass you must achieve a final adjusted score above 50% and pass 
more than 60% of stations. 

2.3.1.  If a topic was not covered this year because of the pandemic, it will not be 
included in the exam. This will not compromise our ability to confirm to the GMC 
that our students have achieved the required competencies because MBBS Y5 
will assess competences from across the programme. 

2.3.2.  In addition to the list of previously used station titles released every year, there 
will be a list of topics that can be assessed sent to students in MBBS Years 2, 4 
and 5 in advance, so they know where to focus. This list will be sent no later 
than 19th March 2021. We are doing this because of the change of balance of the 
exam this year. We intend that this practice will be for this academic year only. 

2.3.3.  For students joining MBBS Y5 next year: to account for the variability in 
experience on clinical placement this year, when calculating EPM scores, the 
School will discount an individual student’s worst 2 stations in their MBBS Year 
4 OSCE (where applicable). This will raise the average score in the Y4 OSCE of 
every finalist next year when calculating EPM, therefore mitigating against any 
potential asymmetrical effect of the pandemic on different students. 

2.3.4.  For students currently in MBBS Y4 but not entering MBBS Y5 next year: to 
account for the variability in experience on clinical placement this year, when 
calculating EPM scores, the School will discount an individual student’s worst 2 
stations for their MBBS Year 4 OSCE. This will raise the average score in the Y4 
OSCE when calculating EPM, therefore mitigating against any potential 
asymmetrical effect of the pandemic on different students. Not all students in 
the cohort will have sat their Year 4 OSCE in the 2020/21 academic year and so 
not all will have this mitigation applied. 

3. Extenuating Circumstances (E.C.):
This section comes from the QMUL Covid Mitigations policy and has been included for reference.
The fit to sit policy will apply in the usual way (if a student submits an assessment that
assessment will count, except in rare cases where a student can show that they were unable to
determine their fitness to sit). However, the E.C. policy has now been adapted (see below).
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Please note, however, as always and as with all institutions, E.C.s cannot be used to give 
additional marks or recognise a student’s potential. They are primarily a deferral mechanism, 
until a point where a student is in a position to undertake the assessment. 

3.1. Self-certification will be expanded. There will now be no limit on the number of 
occasions on which a student can submit an E.C. claim for consideration without 
evidence since we recognise that it will be very difficult to provide any such evidence 
and, in any case, the School is all too aware of the problems under which students have 
been working (N.B. this is not the same as automatic approval). 

3.1.1. Students will still need to submit a claim to be considered. This will help to 
identify and address concerns. 

3.2. The definition of an extenuating circumstance has been temporarily expanded to 
recognise the effects of the pandemic on students’ ability to engage in assessment. 
Typically, an E.C. relates to a circumstance which is both ‘unforeseen and beyond a 
student’s control’. This year, students will also be able to submit an E.C. claim for 
circumstances outside their control arising from the effects of the pandemic. 

3.3. We have updated the categories of E.C.’s to ensure that sufficient account is taken 
of caring responsibilities, suitable study environments, and access to the 
necessary hardware/software so that these will now be accepted as E.C. issues in 
addition to those that have always been accepted as valid reasons for extenuating 
circumstances, such as domestic violence (which, sadly, is more likely to occur at this 
time). 

4. Standards and Examination Boards (applicable to all exams unless specifically stated):
As usual, the pass mark for written exams is not set by the performance of students in the
exam but is an objective process, independent of student performance, undertaken by
professional Standard Setters. The pass mark for a written exam is therefore set in advance of
the exam by those standard setters. This means that one individual’s performance will not
affect the pass mark or anyone else’s performance.

4.1. Standard setting: The standard of the written exam will be set by lecturers who have 
taught students and/or clinicians who have worked with students on placement. These 
lecturers/clinicians will set the standard of the written exam to reflect the teaching that 
has been delivered and/or the experience students will realistically have had on wards 
or in teaching this year. Therefore, questions on topics which may have been harder to 
cover or experience this year will have a lower pass mark than usual. That said, we are 
confident that all areas of required competence have been covered and current events 
have only affected the balance of experience and thus of the exam. 

4.2. As always, exam boards will look more compassionately on all students whilst 
maintaining standards. (The Year 5 Board will have to adhere more closely to normal 
practice). We want to minimise the risk that students need to repeat the whole academic 
year as a result of the more than usually heterogeneous experiences they have 
encountered. We will provide remediation in subsequent years for students to make up 
for gaps in their experience. This opportunity for remediation, not previously available 
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and not likely to be available in the future if we are to restore some of the currently lost 
optional components of the course, means that it will be possible for a student to 
progress in cases where students are on the border of passing and might otherwise have 
had to repeat the year. We can do this without compromising standards since the whole 
course is examinable in Year 5 and so no-one is at risk of not being examined in important 
competencies. Someone who fails on their first sit will need to re-sit the failed exam. 
However, if they are on the borderline of passing at their second sit, the exam board will 
use all available data (including performance in previous years, performance during the 
year and other exams a student has sat including their first sit) to determine if, with the 
remediation outlined above, the student has the potential to pass Year 5 exams. If this 
is deemed likely, the student could still progress. This applies to all years except year 5 
as we cannot remediate beyond final year. (The term ’borderline’ will be defined 
statistically in advance of the exam board following consultation internally and with the 
external examiners).  

4.3. Merits and distinctions: the calculation of Merits and Distinctions will not change, will 
be based on all papers, and will use all OSCE stations. 
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EXTERNAL MEMBER’S ANNUAL REPORT 
ON DEGREE EXAMINATION BOARDS 

2020-21 
Name of external member Maureen McLaughlin 

Institution of external member University of Warwick 

Degree Examination board(s) 
attended (with dates) 

HSS & S&E: 6 July 2021 

Your completed report should be submitted by e-mail to Alice de Havillan, Academic Quality and 
Standards Officer, at a.l.dehavillan@qmul.ac.uk within 30 days of the degree examination board 
meeting.  

If you prefer, you may post your report in hard copy. If completing this by hand, you may need to 
enlarge the text boxes before printing. Please send any hard copy reports to: 

Academic Secretariat (External Examiners) 
ARCS, E10 Queens 
Queen Mary University of London 
Mile End Road, London, E1 4NS 

Your report is intended for internal use only and will contribute towards aspects of Queen Mary’s 
annual reporting procedures. Your report will be made available to students; please do not include 
personal information (such as your home address) or identify individual students. 

If you would like to raise any issues of a sensitive nature directly with the Principal, please feel free 
to do so.  The address is Principal Queen Mary University of London, Mile End Road, London E1 4NS. 
Please do NOT use this form for this purpose.     

This template is updated annually; the most recent version is available at: 
http://www.arcs.qmul.ac.uk/quality-assurance/external-examiners/external-examiners-
resources/ 

mailto:a.l.dehavillan@qmul.ac.uk
http://www.arcs.qmul.ac.uk/quality-assurance/external-examiners/external-examiners-resources/
http://www.arcs.qmul.ac.uk/quality-assurance/external-examiners/external-examiners-resources/
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1. The Award Process

1.1 In your view, are the processes for the determination of progression and awards sound and 
fairly conducted and in line with national standards and expectations? 

YES   /   NO   (if ‘no’, please state the reasons they fall short) 

1.2 Please also comment for QM on: 

• particular strengths and weaknesses in the progression and award process;
• the scheme for progression and for the classification of the award;
• the use of discretion, within the permitted scope of Queen Mary’s policy;
• the interpretation of regulations.
• Impact of revised award rules in reaction to Covid-19

In my experience, the processes for the determination of progression and awards at QMUL are in line with 
those I have witnessed in other HEIs. Progression and Classification schemes ensured that students have not 
suffered any academic detriment as a result of the ongoing impact of CV19 on their studies and assessment 
and the actions taken have been appropriate to the context of students at this University. 
Progression and classification schemes were clear and had been applied consistently across the SEBS and 
the use of discretion and consideration of borderline cases had also been applied in a transparent and 
consistent manner (noting that the School of Law has now moved to accommodate the general regulatory 
approach).  
Regulations (in  particular 3.72) were applied consistently and clearly throughout the process 
The use of scaling had been minimal and managed appropriately when applicable.  What was particularly 
impressive was the way in which module convenors had considered and articulated the impact of the 
revised award conventions and the wider University response to CV19 via the MIAs. 

2. Examination Board Arrangements

2.1 Were you satisfied with the arrangements for, and conduct of, the Degree Examination 
Board meeting? 

 YES   /   NO   (if ‘no’, please state the reasons they fall short) 

The DEB meetings are exemplary in terms of content, scope, engagement  and considered outcomes 

2.2 Were you satisfied with the decisions and recommendations of the Degree Examination 
Board meeting? 

YES   /   NO   (if ‘no’, please state the reasons they fall short) 

2.3 Please also comment for QM on: 
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• particular strengths and weaknesses in the examination board arrangements;
• the suitability of the examination board documentation;
• the opportunities provided to you to participate fully in the Degree Examination Board

meeting.

As noted above, the examination board arrangements were well supported by the paperwork preparations 
and advice of the ARCS team, well chaired throughout and the presentations of Heads of School/Module 
convenors (or their representatives) ensured that decisions and recommendations were fully understood 
and made in the clear light of evidence available and the prudent application of the regulations. 
The comprehensiveness of the paperwork, in particular the individual Dept minutes were welcome as 
providing appropriate context  and receiving this sufficiently in advance allowed me ot participate fully in 
the deliberations  - I was invited to make comments throughout the proceedings of both boards, 
particularly towards the end when I was invited to offer summary remarks.  
There are particular strengths in the presentations provide by senior colleagues from each dept to 
contextualise the outcomes and offer insight into the challenges encountered by their students which was 
indicative of a strong duty of care and an acute awareness of the impact of the pandemic upon  the student 
learning experience. A further strength is the level of support and  professional advice of the ARCs team – in 
my position I lead a team with responsibility to service institutional exam boards and am conscious of the 
considerable volume of work and tight timescales associated with this – I would commend the work of the 
team at QMUL to ensure accurate, comprehensive paperwork to support the process. 

3     Standard of student achievement 

3.1 In your view, are the patterns of student achievement by degree classifications, 
comparable with similar programmes or subjects in other UK higher education institutions 
with which you are familiar.  

 YES   /   NO   (if ‘no’, please state the reasons they fall short) 

3.2 Are there any other points on patterns of student achievement that you wish to direct to the 
attention of Queen Mary? 

In line with the experience of 19/20, I am aware that a number of HEIs have awarded a higher percentage of 
good honours degrees and the awards made at QMUL are in line with this trend. It is worth noting that 
QMUL has managed student expectations sensibly and has dealt appropriately with an increased volume of 
extenuating circumstances claims over this period. This is consistent with patterns seen within my own 
institution this year. The achievement of students under the continuing challenging environment are to be 
commended and there would appear to be a more varied approach to assessment and assessment offences  
and also some innovative and positive approaches to managing the potential for academic misconduct 
across departments from which students have benefited.  Colleagues seem appropriately aware of the 
potential for the impact of CV19 to have a bearing on the student learning experience of the next 
graduating cohorts who may have experienced the majority of their learning away from full time on 
campus. 
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4 Issues of Procedure 

If applicable, how did procedures/arrangements compare this year with previous years? Were 
suggestions made by you last year acted upon?  If not applicable, please go to question 5.  

This is my second year as EE, and I can see that procedures and arrangements compare with those in place 
in the previous year.  I note that there are increasing level of transparency regarding the application of 
regulations, assessment offence etc. I would still encourage QMUL colleagues to find a way of collating key 
performance data across the institution in order to improve transparency of process and the resulting 
outcomes. 

5 General Comments 

5.1 Are there any other further comments you might wish to draw to the attention of Queen 
Mary?  In particular we would welcome your comments on any aspects of exemplary 
practice. 

I have referred to a number of positive approaches which benefit the deliberative process and secure the 
high academic standards of awards. 

• Due care and attention to student performance and sensitivity to needs and anxieties was indicative
in the paperwork from the SEBS.

• Comments from external examiners and responses from Schools are indicative of a supportive
approach to assessment which underlines academic rigour as well as demonstrating a duty of care
through the operation of the extenuating circumstances process as well as the initiatives taken by a
number of depts (Physics in particular) to obviate assessment offences.

• I noted some very positive approaches ot assessment being discussed within the comments made by
External examiners in dept exam boards and also to extenuating circumstances support and measures
to manage assessment offences.

 I stand by the spirit of further comments I made last session that a more robust institutional understanding 
of the impact of covid19 on its student body would be achieved by careful monitoring of the current cohorts 
as they progress through to their final year.  
While increases in the number of ‘good degrees’  in levels of  degree outcomes  were largely well contained 
and understood I would again encourage further contextualisation  for external examiners so that they fully 
appreciate the extent of the supportive  approach undertaken to ensure students are able to achieve and 
fulfil potential. 
I would reiterate my comment that a greater level of institutional and School views of historic progression 
and award data at discipline level as well as more granulated breakdown of achievements by gender, 
ethnicity, disability, WP etc…. would promote a clearer understanding of the impact on student performance 
in semester A as opposed to Semester B in more systematic fashion.  
It will be interesting to reflect how the University might articulate the outcomes for 2020 and 2021 in the 
context of its Degree outcomes statement and for the consideration of its academic and corporate 
governance bodies ahead of any potential reporting to OfS in this respect.  Acknowledging that the DfE and 
OfS (the later evidenced once again in the recent second phase of the Quality & Standards consultation ) 
continue to articulate concerns about the impact of ‘grade inflation’, having a clear understanding of where 
and how this mas occurred but supported by the evidence of the robust application of regulations and 
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procedures will be critical in order to ensure graduates (and employers) can continue to have confidence in 
the value of their degrees. 
Once again, thank you for the opportunity to participate in these well run and well evidenced proceedings. 

Signed: Date: 15 August 2021 

Thank you for completing this report and for your contribution to assuring standards and 
quality at Queen Mary, University of London.  Please return your report to the address/e-
mail address given on the front page of this pro-forma.  You will receive acknowledgement 
of the receipt of your report from the Academic Secretariat. 



Review of Compliance with Consumer Law During the Pandemic 
February 2021 

Background 

1. On 14 January 2021, the Office for Students (OfS) wrote to each university (Annex A)
to commission a review in the first half of the spring semester of compliance with
consumer law during the pandemic as a basis for giving assurance to its governing
body on compliance with ongoing condition of registration C1. This condition requires
the University ‘to demonstrate that, in developing and implementing its policies,
procedures and terms and conditions, it has given due regard to relevant guidance
about how to comply with consumer protection law’.

2. Prior to this, the Minister of State for Universities wrote to the OfS (Annex B) asking
that universities maintain the quality, quantity, and accessibility of their provision during
the pandemic and inform students about their options for refunds or other forms of
redress where it has not been possible to provide what was promised.

3. The OfS published guidance on 10 June 2020 (Annex C) which sets out an expectation
on universities to provide clarity for new and returning students on how teaching and
assessment will be delivered in 2020–21, the circumstances in which changes might
be necessary, and any adjustments to teaching and assessment that might take place
as a result. The guidance also states that the OfS does not intend to take regulatory
action unless it becomes aware of ‘practices that appear to us to constitute a significant
disregard for the Competition and Markets Authority (CMA) guidance (and a significant
breach of consumer protection law which is not as a result of actions that were
necessary to implement public health advice may be evidence of that), or where we
consider that reasonable efforts have not been made to protect the interests of
students’.

4. The letter sent by the OfS on 14 January 2021 requires the University:
a) to re-test whether it was sufficiently clear with new and continuing students about

how teaching and assessment would be delivered in 2020–21, the circumstances
in which changes might be made, and what those changes might entail;

b) to assess whether students received, during the autumn term, the teaching and
assessment they were promised and might reasonably have expected to receive
based on the information provided;

c) to assess whether current plans for the spring and summer terms would ensure
that students received the teaching and assessment they were promised and might
reasonably expect to receive based on the information provided;

d) actively to consider its obligations under consumer law for refunds or other forms
of redress arising from the review.

5. There is no expectation on the University to report proactively to the OfS on the
outcome of the review unless it identifies compliance risks that amount to a reportable
event (Annex D). This is because the duty to ensure compliance with ongoing condition
of registration C1 lies with the Council. In addition, were the OfS to receive notifications
from students or others that raise relevant issues, it is likely that it would want to
discuss these and see documents relating to the review.

Method 

6. A task and finish group, chaired by the Chief Governance Officer and University
Secretary, was established by the Senior Executive Team to undertake the review and
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met on four occasions during February 2021. The terms of reference and membership 
of the task and finish group, which included three elected officers from the Students’ 
Union, are provided as Annex E. 

7. In clarifying the scope of the review, the task and finish group considered whether to
focus its attention on undergraduate applicants and students, or to include
postgraduates as well. The OfS letter of 14 January makes no reference to this,
whereas the CMA is clear that its guidance to universities applies to undergraduates
only (Annex F). Given the short time scale set by the OfS for the review, the inclusion
of postgraduates as well as undergraduates would have necessitated a much lighter-
touch review than was implied by the OfS letter. For these reasons, the task and finish
group concluded that the review should consider only undergraduate applicants and
students at this time.

8. The task and finish group gathered communications sent to students and applicants
by schools, institutes and the University centrally between March 2020 and January
2021, as well as information on teaching and assessment delivery and student
engagement during the autumn and spring terms in 2020–21. In addition,
announcements from Government and Ministers relating to education settings
specifically, and to the wider national situation, were considered as providing an
important context which would influence and affect the information the University could
reasonably provide and how it would be received by students.

9. In order to identify whether any disciplines should be prioritised for review and to
evaluate the effectiveness of feedback and complaints mechanisms (which is a
relevant consideration under consumer law) the task and finish group also gathered
existing summaries of student feedback and information on formal and informal
complaints. This included feedback collected through Student-Staff Liaison
Committees in schools and institutes and from additional surveys conducted by the
University and Students’ Union which specifically sought feedback on blended
learning.

10. The information gathered was shared with all the members of the task and finish group.
The Deans for Education led on the review for schools and institutes in their respective
faculties and the Director of Marketing and Communications and the Deputy Registrar
(Admissions) led on the review for central communications to students and applicants.
Other staff and student members of the task and finish group collectively reviewed all
areas. Meetings of the task and finish group were used to report and compare findings,
to identify emerging areas of focus and to calibrate the findings.

11. The task and finish group concluded that it was not necessary, or indeed possible in
the time available, to review every single communication. The purpose of the review
was to assess the overall level of compliance with consumer law and the effectiveness
of systems and arrangements that underpin this, rather than to identify issues
potentially affecting individual students that would be more appropriately raised and
addressed through the complaints procedure. The task and finish group therefore
adopted a targeted approach, guided by information on student feedback and
complaints as well as awareness of key milestones in relation to government guidance
and student and applicant engagement with the University. Enough documentation
was reviewed in each school and institute to provide a reasoned answer to the
questions asked by the OfS. To put this in context, at the time of the review only one
formal student complaint in 2020–21 had highlighted a potential breach of consumer
law requiring the University to consider its obligations for refunds or other forms of
redress.
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12. The task and finish group noted that, in some areas, provision would be, as in any
year, affected by factors which were not fully within the University’s control. For
example, in the School of Medicine and Dentistry, the University is reliant on the
partner NHS Trusts to provide the full range of clinical experiences. This was a
particularly relevant consideration in the circumstances of the pandemic.

Conclusions on communications 

13. At the outset of the pandemic, the University introduced regular, central
communications to all students on its response to local and national developments.
These were shared with leaders in schools, institutes, faculties and the central
University for input ahead of being sent. A timeline of central messages in the context
of key external developments is provided in Annex G. Communication about teaching
and assessment in 2020–21 commenced in May 2020. This described a core offering
of online seminars, lectures and assessment, with supplementary in-person activities
offered on campus (which students were encouraged to join if they were able) so long
as this was permitted under government guidance. In the event of government
restrictions being tightened, the core offering of teaching and assessment would
remain in place to enable students to complete their studies. Central communications
to applicants were based on the same messages.

14. A process was also introduced early on whereby schools and institutes built on the
central messages to provide discipline-specific detail to students and applicants while
maintaining consistency with the core messaging. This was especially important in
disciplines such as medicine, dentistry, engineering and law, where there are
additional requirements from professional, statutory and regulatory bodies that require
consideration and clarification. The process was supported by the Deans for Education
in the faculties, who worked closely with Directors for Education in schools and
institutes throughout the planning for 2020–21 to verify that the University’s agreed
approaches were implemented. Across the three faculties, sign-off processes were put
in place for school and institute communications, as well as regular meetings at faculty
level to calibrate the approach.

15. Based on a detailed review of central communications to applicants and students, the
task and finish group concluded that these provided appropriate clarity at a high level
about how teaching and assessment would be delivered in 2020–21, the
circumstances in which changes might be made, and what those changes might entail.
The approach set out by the University in May 2020 has held true during successive
periods of lockdown. The task and finish group also concluded that central
communications were sufficiently regular and that communications to applicants and
students were consistent with each other.

16. Based on a more risk-based review, the task and finish group concluded that the
process to trigger and sign-off on school and institute communications was generally
effective in ensuring that communications were sufficiently regular and aligned with
central messaging. This conclusion is supported by the following specific findings.
a) Feedback from some students indicated that they would have liked school and

institute communications prior to September 2020 to be more specific about the in-
person activities being planned on campus. For example, students sometimes had
different expectations of what was meant by terms such as ‘blended learning’,
‘face-to-face’ and ‘practical subject’. The task and finish group concluded that the
communications were as specific as they reasonably could be given the uncertain
picture nationally. It also noted that the responsiveness of schools and institutes to
student feedback played an important role in refining in-person activities and
meeting student expectations once teaching and assessment got under way.
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b) The review found that, in isolated cases, school and institute communications
initially stated that all teaching would be delivered online, in contrast with the
central messaging. These were highlighted by students and addressed by the
relevant faculty, with new school and institute communications sent quickly to
update the position (see also paragraph 19(b) below).

c) As the year progressed, the government made rapid decisions to tighten
restrictions. Central communications responding to such developments were
generally sent within 24 hours, but it took longer for school and institutes to work
out the detailed implications for individual programmes and to communicate these
to students. The task and finish group concluded that communications were issued
reasonably quickly and found no instances where school and institute
communications were issued too late for students to be able to respond. However,
the task and finish group also recognised that this was a source of understandable
anxiety for some students.

d) The review of communications in the School of Medicine and Dentistry found some
communications sent directly by the NHS Trusts to students that were not aligned
to the communications sent by the School. In each case, the School issued further
communications to clarify the position for its students.

Conclusions on teaching and assessment in the autumn term 

17. During the summer of 2020, schools and institutes were required to review their
programmes to ensure that these could be adapted to effective blended delivery. In
some instances, modules were changed or withdrawn, and this was communicated in
advance to existing students and applicants. The development of high-quality online
teaching and assessment was prioritised, as the University had communicated that
this would be the core mode of teaching and assessment. Schools and institutes were
also required to develop suitable in-person teaching activities which were Covid-
secure, engaging, and educationally relevant. The need to maintain social distancing
was a significant constraint in terms of what could be offered.

18. There were three broad levels of in-person teaching activity planned at the start of
2020–21: core activities in a limited number of subjects where professional, statutory
and regulatory body requirements apply; optional activities linked to the programme or
to individual modules; and enhancement activities designed to support students’
broader engagement. As such, and in line with the central messaging, for most
students the in-person activities were supplementary to the core online provision. In
some areas, the take-up of these activities amongst students was very limited.

19. The task and finish group concluded that the core online teaching and assessment,
and the in-person teaching, offered during the autumn term was consistent with the
communications sent to applicants and students by schools, institutes and the
University centrally. This conclusion is supported by the following specific findings.
a) Student feedback indicates that the core online teaching and assessment was well-

received and in line with what the University said would be offered. Where issues
were raised, these generally related to students’ access to study space and
devices, technical issues with the platforms used, or the approaches taken by staff,
which were addressed at the appropriate level. The in-person activities were
therefore prioritised for review.

b) In isolated cases where in-person activities were not initially communicated to
students (see paragraph 16(b) above), it was not always possible to offer new in-
person activities immediately. The activities were sometimes developed over a
period of weeks, by which time government restrictions were being re-tightened.
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c) Across the Faculty of Science and Engineering, students had the opportunity to
participate in four hours of in-person activity each week at the start of the autumn
term. There was some appropriate variance between schools in terms of how these
opportunities were configured and made available.

d) The diversity of disciplines within the Faculty of Humanities and Social Sciences
resulted in a wider range of approaches to in-person activities. The task and finish
group considers this to be appropriate. In certain schools, students raised concerns
over the small amount of in-person activity being offered, as well as reports of
activities being cancelled. The task and finish group investigated these specific
matters and found that, while in some instances communications could have been
made clearer (and subsequently were made clearer in response to student
feedback), overall, the communications and arrangements for teaching and
assessment were consistent with the central messaging.

e) Significant changes were made to course timetables in the School of Medicine and
Dentistry, where there are significant requirements from regulatory bodies, to
enable all students to balance blended learning within the government restrictions.
The implications for NHS Trusts of a second wave of the pandemic resulted in
limits being imposed on the type and number of in-person activities that could be
offered.

Conclusions on teaching and assessment in the spring term 

20. Plans were made over the course of the autumn term to offer further in-person activities
in the spring, the design of which was to be informed by student feedback on the
activities that were offered previously. In the Faculty of Science and Engineering,
students were told that opportunities to work in laboratories would be offered if
possible. With the announcement of a third national lockdown in January 2021,
however, many of these plans had to be postponed or abandoned. Formal assessment
in relation to the autumn term was delivered online in the first weeks of January 2021
as originally planned.

21. Compared to the government guidance in 2020, the guidance for January and
February 2021 presents a more complex scenario with different implications for
students depending on the discipline they are studying. The guidance issued in
January permitted in-person activities to continue in medicine and dentistry. This
posed a logistical challenge, in that many clinical resources and personnel were
necessarily prioritised for the public health crisis caused by the pandemic. The School
of Medicine and Dentistry therefore had to work with NHS Trusts and students to put
alternative opportunities in place, such as evening clinics for dentistry students. It took
time for this to be worked through, during which the School remained in regular
communication with students, although this was understandably a source of anxiety
for some students. Meanwhile, online provision of core teaching and assessment
continued in the other disciplines in line with the initial messaging to students. The task
and finish group found that schools and institutes did not in all cases supplement the
University’s central communication with further information on the implications of the
January 2021 lockdown as was expected, but concluded that this was not material.

22. In February 2021 the government lifted restrictions on in-person teaching in further
practical subjects with effect from 8 March. Planning is underway to deliver more in-
person teaching activities in four schools in the Faculty of Science and Engineering
and three schools in the Faculty of Humanities and Social Sciences. There is a faculty
sign-off process for the activities and communications in each school. This process
was still under way when the task and finish group was concluding its review.
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Conclusions on student feedback and complaints mechanisms 

23. The task and finish group concluded that responsiveness to student feedback and
complaints has played, and continues to play, an important and effective role in refining
teaching and assessment activities and meeting student expectations. This conclusion
is supported by the following specific findings.
a) The University prioritised regular Student-Staff Liaison Committee meetings in

schools and institutes to provide frequent opportunities to gather and respond to
student feedback on teaching and assessment. Some schools and institutes also
offered ‘town hall’ meetings to give all students an opportunity to ask questions and
raise issues with the leadership team.

b) Many of the central communications invited students to respond if they had
questions or concerns. The response was limited, suggesting that local
arrangements in schools and institutes for issues to be raised and resolved are
working effectively.

c) Themes raised through student feedback related to ‘no detriment’ policies, which
have been picked up in collaboration with the Students’ Union, and access to
laboratories in practical subjects, which becomes possible under government
guidance after 8 March. The summaries of formal and informal student feedback
and complaints considered by the panel otherwise revealed no particular patterns.

Summary of conclusions and recommendations 

24. In summary, the task and finish group concluded that communications from schools,
institutes and the central University to applicants and students about teaching and
assessment in 2020–21 were clear and regular. Communications were also consistent
for the most part and any inconsistencies were addressed appropriately. The
University’s promise to students comprised a core offering of online seminars, lectures
and assessment with supplementary in-person activities for those able to join on
campus when permitted under government guidance. In the event of government
restrictions being tightened, the core offering of teaching and assessment would
remain in place to enable students to complete their studies. The task and finish group
concluded that the University has remained true to its promise as the year progressed
and government restrictions were flexed. The core provision of online teaching and
assessment has been well received by students, and responsiveness to student
feedback and complaints has played an important and effective role in refining in-
person teaching activities in particular to match student expectations.

25. On this basis, the task and finish group is able to provide assurance that overall:
a) the University was sufficiently clear with new and continuing students about how

teaching and assessment would be delivered in 2020-21, the circumstances in
which changes might be made, and what those changes might entail;

b) students received, during the autumn term, the teaching and assessment they
were promised and might reasonably have expected to receive based on the
information provided;

c) current plans for the spring and summer terms would ensure that students
received the teaching and assessment they were promised and might reasonably
expect to receive based on the information provided.

26. As a result of its review, the task and finish group has not identified any issues that
require the consideration of refunds or other forms of redress under consumer law, or
compliance risks that amount to a reportable event under the OfS guidance.

Appendix D 



27. The task and finish group has also made the following recommendations, which are
being taken forward within the University in the context of continuous improvement.

 The use of terms that in practice have been interpreted in different ways by
students, such as ‘blended learning’, ‘face-to-face’ and ‘practical subject’, should
be avoided or more clearly defined in a consistent way across the University.

 Communications should distinguish more clearly between core teaching and
supplementary education activities.

 The University should consider how information might be cascaded to students
more quickly and placed more in the context of they have been told previously.

 Given the central importance of student feedback, ways of promoting further
engagement amongst students with feedback mechanisms should be considered.
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Chair – Sir Michael Barber Chief Executive – Nicola Dandridge CBE

Professor Colin Bailey
Queen Mary University of London
327 Mile End Road
London
E1 4NS
United Kingdom

Nicholson House
Lime Kiln Close

Stoke Gifford
BRISTOL

BS34 8SR

0117 931 7317
www.officeforstudents.org.uk

14 January 2021

Dear Professor Bailey

Regulation during the current phase of the Coronavirus (COVID-19)
pandemic
I am writing to give you a short update on the actions the Office for Students (OfS) is taking in
response to the disruption caused by the coronavirus (COVID-19) pandemic and, in particular, the
lockdown imposed by government last week.

I am also setting out actions we are asking you to take in connection with your continued
compliance with our existing regulatory requirements.

In addition, please see a letter from the universities minister to the Office for Students in Annex A,
dated 13 January 2021, which sets out the government’s expectations. In particular, the minister
has asked universities and colleges to maintain the quality, quantity and accessibility of their
provision and to inform students about their options for refunds or other forms of redress where it
has not been possible to provide what was promised. The minister has also thanked those
providers reporting their COVID-19 testing to the OfS and reiterated the importance of this
reporting.

We recognise and are grateful for the efforts you and your staff continue to make to ensure
students are able to continue to study and complete their courses successfully in these
exceptionally challenging times.

We are also aware that an increasing number of universities and colleges are putting in place
arrangements to support students not able to access their accommodation this term due to the
national lockdown. If you have not already done so, we would also encourage you to consider how
you might support your students by engaging with their private accommodation providers.

Annex A
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Action we are now asking you to take
1. Consumer protection

We are asking you to undertake a review during the first half of the spring term of your compliance
with consumer law and provide assurance to your governing body of ongoing compliance with
ongoing condition C1 (guidance on consumer protection law). This condition requires a provider to
demonstrate that, in developing and implementing its policies, procedures and terms and
conditions, it has given due regard to relevant guidance about how to comply with consumer
protection law.

We set out our expectation in our guidance for providers about student and consumer protection
(published on 10 June 2020)1 that all providers must be clear for new and returning students about
how teaching and assessment would be delivered in 2020-21, and the circumstances in which
changes might be necessary. We have heard from some students that they were not clear about
what had been promised, or that what was promised has not been delivered in practice. We are
now therefore asking you to:

a. Re-test whether you were sufficiently clear with new and continuing students about how
teaching and assessment would be delivered in 2020-21, the circumstances in which
changes might be made, and what those changes might entail.

b. Assess whether students received, during the autumn term, the teaching and assessment
they were promised and might reasonably have expected to receive based on the
information provided.

c. Assess whether your current plans for the spring and summer terms would ensure that
students received the teaching and assessment they were promised and might reasonably
expect to receive based on the information provided.

If you conclude that new or returning students were not provided with sufficiently clear information
about how teaching and assessment would be delivered in 2020-21, or that teaching and
assessment were not delivered as promised, we expect you actively to consider your obligations
under consumer law for refunds or other forms of redress.

If the outcome of your review identifies potential compliance risks with condition C1, we would
expect you to inform us of the risks identified and whether or not you are taking remedial action.
We are not otherwise expecting you to proactively report to us on the outcome of your review.
However, if we receive notifications from your students or others that raise relevant issues, we are
likely to want to discuss these with you and this would include asking to see documents relating to
your review.

1 See www.officeforstudents.org.uk/publications/guidance-for-providers-about-student-and-consumer-
protection-during-the-pandemic/.

Appendix D 

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.officeforstudents.org.uk%2Fpublications%2Fguidance-for-providers-about-student-and-consumer-protection-during-the-pandemic%2F&data=04%7C01%7CSara.Carroll%40officeforstudents.org.uk%7Cac703538f5ac40e8d02708d8b8730afd%7Ca9104e9942c84159b32ffab0cbee45a7%7C0%7C0%7C637462151529761158%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=1gay%2Br07vW5AofgLWw%2BFel9BwKCiWnAb%2FJvzaaaCchg%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.officeforstudents.org.uk%2Fpublications%2Fguidance-for-providers-about-student-and-consumer-protection-during-the-pandemic%2F&data=04%7C01%7CSara.Carroll%40officeforstudents.org.uk%7Cac703538f5ac40e8d02708d8b8730afd%7Ca9104e9942c84159b32ffab0cbee45a7%7C0%7C0%7C637462151529761158%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=1gay%2Br07vW5AofgLWw%2BFel9BwKCiWnAb%2FJvzaaaCchg%3D&reserved=0


2. Communication with students

You will already have communicated with your students about any changes to teaching and
assessment that will be necessary as a result of the current lockdown. As you continue to respond
and adapt to guidance about the return of students to campus during and following the national
lockdown, we would expect you to:

a. Inform students of any further changes to teaching and assessment arrangements, such
that these are broadly equivalent to those previously offered to students within the context
of requirements of public health advice.

b. Inform students about their entitlement to seek refunds or other forms of redress – such as
the opportunity to repeat parts of their course that you are unable to deliver this year – if
they have not received the teaching and assessment promised.

c. Provide students with clear information, advice and guidance about the implications of the
changes and the options available to them. This must include clear signposting of the route
to complain or seek redress.

As we indicated in our previous correspondence, it will be important to consider how your
approaches to the current situation affect all students and, in particular, those who might be most
vulnerable to disruption. This includes students who are suffering from coronavirus and who need
to self-isolate, international students, and students unable or less able to access remote learning
for whatever reason, together with care leavers, those estranged from their families, and students
with disabilities.

Our general regulatory approach during the pandemic
We have previously written to you to set out our expectations on the quality and standards of
courses (3 April 2020)2 and consumer protection (10 June 2020).3 Our guidance is relevant to both
undergraduate and postgraduate students. We intend to update and reissue these guidance
documents to ensure they continue to be appropriate during the current lockdown. We do not
expect substantially to change our position that we are unlikely to take regulatory action where a
provider has acted in response to public health advice and where reasonable efforts have been
made to protect the interests of students.

To assist you in the meantime, you may find it helpful to know that we expect to make the following
limited changes to our guidance on quality and standards:

2 See www.officeforstudents.org.uk/publications/guidance-for-providers-about-quality-and-standards-during-
coronavirus-pandemic/.
3 See www.officeforstudents.org.uk/publications/guidance-for-providers-about-student-and-consumer-
protection-during-the-pandemic/.
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a. Updated expectations for the current phase of the pandemic in relation to appropriate
measures for degree awarding bodies to take when considering mitigating or exceptional
circumstances:

i. You should ensure that standards remain secure.

ii. You should continue to consider appropriate ‘safety nets’ for individual students
affected by the pandemic and recognise its impact, for example, through the
implementation of your mitigating circumstances policies. With such safety nets in
place, you may determine that it is no longer necessary to implement the type of ‘no
detriment’ policies put in place by some providers in 2019-20 to mitigate the early
disruption caused by the pandemic on students.

iii. You should consult appropriately at an early stage with students about your
assessment and awarding plans and should consider in particular the needs of different
students, including those with characteristics protected under the Equality Act 2010.

iv. You should ensure that students are informed of the approach you intend to take as
early as possible, including where they can seek further advice if they have questions
about how the approach will apply to them.

b. Minor changes to our existing reportable events requirements to update references to
academic years and continue the requirement to report to us where you are not able to
ensure that a group of students can graduate as planned this academic year.

More generally, our reporting requirements remain those set out in our letter dated 30 July 20204

and we are maintaining this reduced set of reporting requirements through the current lockdown.5

This means that we continue to require you to submit reportable events relating to liquidity and
banking covenants.

We will continue to respond to notifications from students and others where concerns are raised
about the approach taken by providers. We are actively engaging with students’ unions to enable 

them to understand how our notifications process works so they can raise appropriate concerns
with us. As with individual student complaints, we are clear that such engagement should not
replace discussion between individual students’ unions and their providers.

In response to the pressures providers are currently under, we have extended the deadline for our
current quality and standards consultation until 19 January 2021 and are keeping the position
under review for other consultations with deadlines that fall further into the year.

4 See www.officeforstudents.org.uk/publications/update-on-the-office-for-students-approach-to-regulation-
and-information-about-deadlines-for-data-returns/.
5 Full details of our approach to regulation during this period are set out at:
www.officeforstudents.org.uk/advice-and-guidance/coronavirus/provider-guide-to-coronavirus/regulatory-
requirements/.
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We are aware that the government’s announcement that A-level and other examinations will not
take place as planned in 2021 is likely to have implications for admission to higher education for
those students planning to start courses in 2021-22. We will continue to monitor the position, but
meantime our time-limited condition of registration Z3, that includes requirements in relation to
some offer-making practices, remains in place.

Our approach to engagement with providers
We set out last year (4 November 2020)6 the approach we are now taking to engagement with
individual providers. This has allowed us to engage positively with providers to understand and
address issues that have arisen over the past 10 months, particularly in relation to concerns about
financial sustainability and quality. We are grateful for the constructive way in which providers have
approached these discussions with us.

We will continue to engage in this way with providers, particularly where we received notifications
or other information that raises concerns about quality and standards or consumer protection
matters.

Our team remains available to discuss any regulatory matters with you and can be reached at
regulation@officeforstudents.org.uk or on 0117 931 7305.

Yours sincerely

Susan Lapworth
Director of Regulation

6 See www.officeforstudents.org.uk/publications/letter-to-accountable-officers-coronavirus-covid-19-new-
national-restrictions-for-england/.

Appendix D 

mailto:regulation@officeforstudents.org.uk
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.officeforstudents.org.uk%2Fpublications%2Fletter-to-accountable-officers-coronavirus-covid-19-new-national-restrictions-for-england%2F&data=04%7C01%7CSara.Carroll%40officeforstudents.org.uk%7C61335cfdecf14dd5631808d8b8733c07%7Ca9104e9942c84159b32ffab0cbee45a7%7C0%7C0%7C637462152351511660%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=u9vHgiX%2FcXeYiChFpRCpN1YiEOEIDfwWwugLOXCRMsQ%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.officeforstudents.org.uk%2Fpublications%2Fletter-to-accountable-officers-coronavirus-covid-19-new-national-restrictions-for-england%2F&data=04%7C01%7CSara.Carroll%40officeforstudents.org.uk%7C61335cfdecf14dd5631808d8b8733c07%7Ca9104e9942c84159b32ffab0cbee45a7%7C0%7C0%7C637462152351511660%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=u9vHgiX%2FcXeYiChFpRCpN1YiEOEIDfwWwugLOXCRMsQ%3D&reserved=0


Chair – Sir Michael Barber Chief Executive – Nicola Dandridge CBE

Annex A: Letter from Minister for Universities, 13 January 2021

13th January 2021

Dear Sir Michael,

I would like to thank the Office for Students for its continued hard work in response to the
evolving Covid-19 pandemic. Your work is crucial for supporting students and will continue
to be critical in the months ahead. I am writing to you now following my letters to providers
and students on 30 December 2020, and the subsequent announcement by the Prime
Minister on Monday 4 January. I am aware that you intend to communicate with providers
following these developments, and I wanted to write to you in advance of that. This is not
intended as guidance under the Higher Education and Research Act 2017 but is intended
to set out the government’s position in support of your planned activity in this area.
This government’s priority is to support the wellbeing of students and staff throughout HE 
and to enable students to complete their courses and secure excellent outcomes. We are
especially grateful to those institutions reporting their Covid-19 testing and case numbers
and I would like to emphasise the importance of this. The Government has been very clear
that Higher Education providers are expected to maintain quality and academic standards,
and the quantity of tuition should not drop. Providers should seek to ensure all students,
regardless of their background, can access their studies remotely. You have indicated that
you will reiterate to providers their obligation to have regard to relevant guidance about
consumer protection law and will ask them to review whether students have received the
teaching and assessment they were promised. I would strongly encourage and support
that.

Universities and colleges have risen to the challenges of the pandemic, producing
interactive, high quality and innovative remote learning. This is more important than ever
with the vast majority of students studying solely online. I look forward to receiving in
February your review of digital teaching and learning in higher education. I know you are
monitoring and assessing quality in providers and I would like you to continue to do so -
and to a greater extent during this period when the majority of courses are 100% online.

Nonetheless, this has been a very difficult year for students, and understandably, many
are publicly questioning whether they should be entitled to both tuition fee and
accommodation cost refunds. I therefore also ask you to continue to encourage groups of

Michelle Donelan MP
Minister of State for Universities

Sanctuary Buildings 20 Great Smith Street Westminster London SW1P 3BT
tel: 0370 000 2288  www.education.gov.uk/help/contactus
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students to contact you through your notifications process if they have concerns about on
the quality of tuition, and to ensure providers are aware of that process. I urge you to
reiterate to the sector that students should make a complaint to their institutions if they
have concerns about the quality of course delivery and that they can take their case to the
Office for the Independent Adjudicator if they remain unsatisfied with their providers’ 
response. University complaints processes should remain open and accessible at this
time.

We are currently looking at what more we can do to support students and we strongly
encourage providers and accommodation providers to review their accommodation
policies to ensure they are fair, transparent and have the best interests of students at
heart. As you know, we recently announced up to £20 million to help students most in
need of support in these exceptional circumstances, for example those struggling to cover
accommodation costs as a result of the pandemic, in addition to an existing £256 million
universities can use to help those in financial hardship. We value your support in ensuring
this money is focused on the students who most need it. It is important to be clear to
providers that they should make students aware of the processes in place to support them
if they have concerns about their accommodation costs or face particular financial
hardship.

Finally, I would like to reiterate my thanks to the OfS for its continued hard work regulating
the higher education sector and supporting students during these challenging times, and in
particular the flexible approach you have taken to regulation.  I appreciate your efforts to
ensure a high-quality experience for all students, delivering excellent student outcomes
and value for money.

Yours sincerely,

Michelle Donelan MP
Minister of State for Universities
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Guidance for providers about student and consumer 
protection during the coronavirus (COVID-19) pandemic 
Summary 

1. This document provides guidance for registered providers about how the Office for Students
(OfS) will approach the regulation of student protection during the period of disruption resulting
from the coronavirus (COVID-19) pandemic. It is temporary guidance which supplements the
information provided in the OfS’s guidance relating to quality and standards1 and will be in
place until the OfS’s normal regulatory requirements are re-introduced.

2. The pandemic is causing immense disruption to students’ experience of higher education and
has created significant challenges for providers. Providers have had to make adjustments to
their normal arrangements for teaching, learning and assessment to respond to the disruption
and to implement government public health advice in order to protect the health and safety of
staff, students and the public. They have made enormous efforts to do this. However, even if
students have been supported to continue their studies, and quality has been maintained, their
experience of higher education and the delivery of their course will have been, in the majority
of cases, significantly different from their experience before the pandemic.

3. It is likely that adjustments will need to continue into the next academic year and therefore the
information that applicants for courses starting in 2020-21 received before the pandemic and
which has informed their decisions about what and where to study is now likely to be subject to
significant change.

4. Notwithstanding the significant uncertainty regarding the impact of coronavirus, providers will
need to ensure that prospective students have information that is clear and timely (including
any information about changes to the courses for which they have applied). Prospective
students will need to understand what a provider is committing to deliver in the current
circumstances and in different scenarios, how this will be achieved, and the changes that
might need to be made in response to changing public health advice, so that they are able to
make informed choices. Existing students also need clear information about any adjustments
to their courses and assessment that may take place in the next academic year.

5. Providers need to continue to ensure that their terms and conditions are fair and transparent,
and students must continue to have access to complaints processes which are accessible,
clear and fair. It is our expectation that complaints processes should be operated flexibly and
in a way that recognises the significant disruption that students have faced.

6. It is important that all providers consider how their approaches to the current situation will
affect all students, and in particular those who might be most vulnerable to disruption. This
includes students suffering from coronavirus or who need to self-isolate, international students,
and students unable or less able to access and effectively participate in remote learning for
whatever reason, together with care leavers, those estranged from their families, and students
with disabilities.

1 Available at www.officeforstudents.org.uk/publications/guidance-for-providers-about-quality-and-standards-
during-coronavirus-pandemic/. 
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7. We will continue to encourage students and other third parties to notify us of any concerns
about the information they have received, and about the changes made by a provider to its
teaching and assessment arrangements. We will also be interested in the number and
patterns of complaints that are made to the Office of the Independent Adjudicator for Higher
Education (the OIA).

8. During the exceptional circumstances caused by the pandemic, we do not intend to take
regulatory action unless we become aware of practices that appear to us to constitute a
significant disregard for the Competition and Markets Authority (CMA) guidance (and a
significant breach of consumer protection law which is not as a result of actions that were
necessary to implement public health advice may be evidence of that), or where we consider
that reasonable efforts have not been made to protect the interests of students. We will, as a
matter of course, take into account the impact of the pandemic on a provider’s ability to satisfy
conditions of registration during this period

9. Whether or not the OfS takes regulatory action in a particular case, students may complain to
the OIA2 or seek redress by taking legal action for breach of contract, or under consumer
protection law. Bodies such as the CMA, Advertising Standards Authority and local authority
trading standards departments may also intervene where a provider does not comply with
consumer protection law.3 Providers will need to continue to consider their own broader legal
obligations as is normally the case.

10. The approach we are taking during the pandemic does not reflect the approach we would
normally take to compliance with our regulatory framework. For example, in more normal times
we would be likely to have regulatory concerns about providers not delivering courses as
advertised. This reflects the unprecedented nature of the pandemic and the impact it has had
on all sectors of society and the economy.

11. Providers are able to contact the OfS at regulation@officeforstudents.org.uk if they have any
questions about this guidance.

Introduction 

12. All registered providers are subject to ongoing conditions of registration relating to student
protection – these are collectively referred to as ‘the C conditions’ and are as follows:

Condition C1: Guidance on consumer protection law. The provider must demonstrate 
that in developing and implementing its policies, procedures and terms and conditions it has 
given due regard to relevant guidance about how to comply with consumer protection law. 

2 In this guidance, where we have made reference to complaints being made to the OIA, we are assuming 
for simplicity that the student has followed the necessary procedure (such as first making their complaint to 
their provider), and that they are eligible to complain to the OIA. More information on eligibility and process 
for complaining to the OIA is set out on its website at https://www.oiahe.org.uk/. 

3 This guidance does not prevent action being brought for any alleged breach of consumer protection law 
and should not be read as a complete guide on consumer protection law or as legal advice. 
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Condition C2: Student complaints scheme. The provider must: 

i. Cooperate with the requirements of the student complaints scheme run by the Office of
the Independent Adjudicator for Higher Education, including the subscription
requirements.

ii. Make students aware of their ability to use the scheme.

Condition C3: Student protection plan. The provider must: 

i. Have in force and publish a student protection plan which has been approved by the OfS
as appropriate for its assessment of the regulatory risk presented by the provider and for
the risk to continuation of study of all of its students.

ii. Take all reasonable steps to implement the provisions of the plan if the events set out in
the plan take place.

iii. Inform the OfS of events, except for the closure of an individual course, that require the
implementation of the provisions of the plan.

13. Further information about these conditions can be found in the OfS’s regulatory framework.4

14. This document contains guidance about how the OfS will approach regulation of the C
conditions during the coronavirus pandemic, and specifically focuses on:

• Provision of information to current students and applicants

• Contractual terms and conditions

• Complaints

• Student protection plans

15. It is designed to provide guidance to providers in relation to students who began their course
in or before the 2019-20 academic year (current students), as well as applicants who intend to
begin a course in 2020-21 (prospective students).

Consumer protection law 

16. This guidance focuses on the OfS’s approach to the regulation of providers in relation to their
conditions of registration. We recognise that the issues that providers are having to consider in
relation to consumer protection law are complex and varied, likely to span several years, affect
individual students in different ways and have wider implications for both the student
experience and a provider’s financial viability and sustainability.

4 See www.officeforstudents.org.uk/publications/securing-student-success-regulatory-framework-for-higher-
education-in-england/. 
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17. It is important to note, however, that consumer protection law continues to apply during this
period of disruption.5 Consumer protection law applies to the relationship between providers
and applicants for their courses (prospective students) and current students. Students pay a
significant amount for their course and, although the ‘purchase’ of higher education is not a
straightforward transaction and students have their own obligations that will affect their
experience, their rights as consumers are important not only in protecting students but also in
maintaining confidence in the integrity of the higher education sector.

18. Providers will need to ensure that their contractual terms, their behaviour in seeking to rely on
any contractual terms, and their behaviour in negotiating, and advertising potential courses, is
compatible with legislation applying to consumer protection, unfair contract terms and unfair
trading practices.6

19. This guidance is intended to describe the OfS’s approach to its regulatory role and does not
prevent students exploring alternative routes available to them for any alleged breach of
consumer protection law. The OfS does not make judgements about whether consumer law
may have been breached for any purposes beyond the conditions of registration and other
regulatory requirements – only a court can decide whether a breach of the law has occurred
for wider purposes, including whether any remedies for consumers apply.

The OfS’s regulatory approach to student and consumer protection 

20. The OfS’s regulatory framework is designed to deliver the OfS’s regulatory objectives: we are
seeking to deliver significant improvements in access and participation for particular groups of
students and a high-quality higher education experience and good outcomes for all students.
The primary regulatory tools we use to do this are access and participation plans, and the
baseline conditions of registration for quality and standards (the B conditions). We use the
Teaching Excellence and Student Outcomes Framework (TEF) to incentivise excellence and
improvement beyond the regulatory baseline.

21. The C conditions are necessary to underpin the delivery of the regulatory objectives. This
means that the student protection mechanisms are primarily designed to work effectively in
support of our objectives, rather than as ends in and of themselves. In other words, they
protect students when, for example, the requirements of the B conditions are not being
delivered in practice.

22. The C conditions are generally expressed as a minimum baseline that all providers are
required to meet, but the OfS does not prescribe how a provider should do so. This reflects the
OfS’s approach as a principles-based, rather than rules-based, regulator as it recognises that
specifying particular approaches to be followed risks ‘tick-box’ compliance on the part of
providers and would stifle innovation and diversity of approaches.

5 See www.gov.uk/government/news/covid-19-sales-and-pricing-practices-during-coronavirus-outbreak. 

6 None of the examples in this document should be interpreted as preventing students from exploring other 
avenues of enforcement available to them, for example through the OIA, remedies under the Consumer 
Rights Act 2015, potential litigation, and any other enforcement action that may be taken by bodies that 
regulate consumer protection. This guidance does not prevent action being brought for any alleged breach of 
consumer protection law and should not be read as a complete guide on consumer protection law or as legal 
advice.   

Appendix D 

https://www.gov.uk/government/news/covid-19-sales-and-pricing-practices-during-coronavirus-outbreak


 

23. For example, this means that a provider is required to have regard to guidance on how to
comply with consumer protection law, but the OfS does not normally prescribe how the
provider should demonstrate such compliance. Judgements about whether condition C1
continues to be satisfied are based on a provider’s behaviour and evidence that it is operating
in a way that demonstrates that it has due regard to guidance by delivering it in practice and
as a result is complying with the law – for example by providing accurate information to
prospective students. Similarly, in respect of condition C3, a provider is required to have in
place an appropriate student protection plan, but the OfS will not normally prescribe the
detailed approach the provider should take to student protection nor the content of its plan.

24. When assessing providers’ behaviour in relation to compliance with the C conditions, the OfS
expects them to protect the interests of their students by providing clear and timely information
to prospective and current students, ensuring that terms and conditions are fair and
transparent, and that complaints processes are accessible and fair.

25. As set out in our guidance on quality and standards7 during the pandemic, providers should
make all reasonable efforts to provide alternative teaching and support for students that is
broadly equivalent to the provider’s usual arrangements. We also expect providers to ensure
that they follow the principles set out in their student protection plans in relation to ensuring
continuation of study for students, even where their plans do not specifically refer to pandemic-
related risks.

26. Providers have already adapted their arrangements for the remainder of the 2019-20
academic year and will be planning for any adjustments that may be necessary for 2020-21.
As set out above, we expect only to take regulatory action where we consider that there has
been a significant disregard for CMA guidance (and a significant breach of consumer
protection law which is not a result of public health advice may be evidence of that), or
reasonable efforts have not been made to protect the interests of students. We will, as a
matter of course, take into account the impact of the pandemic on a provider’s ability to satisfy
conditions of registration.

27. During this period, we are using four primary mechanisms to enable us to identify regulatory
concerns about student and consumer protection:

• We require a provider to report to us when it intends or expects to cease teaching some
or all of its courses to one or more groups of students, and we are likely to seek further
information as a result of such a report. Further information about our reduced reporting
requirements is available on our website.8

• We will continue to encourage students and other third parties to notify us of any
concerns about the arrangements put in place by an individual provider. Such

7 Available at www.officeforstudents.org.uk/publications/guidance-for-providers-about-quality-and-standards-
during-coronavirus-pandemic/. 

8 See www.officeforstudents.org.uk/publications/regulatory-requirements-during-the-coronavirus-covid-19-
pandemic/. 
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notifications will be particularly important to help us identity any providers that may not 
have made reasonable efforts to protect the interests of their students. 

• We will use our engagement with providers to understand their approaches to teaching
and assessment during the pandemic, ensure they understand our guidance and
expectations and to follow up any notifications that cause concern.

• As part of our normal regulatory approach we consider the number and pattern of
complaints to the OIA and we will continue to use this information to inform our
assessments after the pandemic and so will be able to take into account issues raised
by a provider’s students and the OIA’s response to these.

28. In this context it is important that all providers consider how their approaches to the current
situation will affect all students, and in particular those who might be most vulnerable to
disruption. This includes students suffering from coronavirus or who need to self-isolate,
international students, and students unable or less able to access or effectively engage in
remote learning for whatever reason, together with care leavers, those estranged from their
families, and students with disabilities.

29. Providers should engage with student unions or other student representative groups in order
to understand the concerns of students collectively as well as considering concerns raised by
individual students.

30. It is also important that all providers consider the needs of prospective students planning to
start courses in 2020-21. It is not clear when the progress of the pandemic might allow for the
delivery of courses to return to the format originally intended and advertised. In order for
providers to satisfy our regulatory requirements, applicants will need to understand what a
provider is committing to deliver, how it intends to achieve this and what plans are in place to
manage possible changes should these be required in response to the pandemic and
changing public health advice. Prospective students should be able to confirm their choice of a
course and a provider with confidence on the basis of such information.

Condition C1: Guidance on consumer protection law 

31. All registered providers are subject to ongoing condition of registration C1:

Condition C1: Guidance on consumer protection law. 

The provider must demonstrate that in developing and implementing its policies, procedures 
and terms and conditions it has given due regard to relevant guidance about how to comply 
with consumer protection law. 

32. The regulatory framework says that ‘relevant guidance’ for these purposes is the Competition
and Markets Authority’s (CMA’s) publication ‘UK higher education providers: advice on
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consumer protection law’9 (CMA guidance). The CMA guidance sets out three areas which are 
particularly relevant to ensure compliance with consumer protection law. These areas are: 

a. Provision of information to students at different stage of their engagement with a
provider: We expect providers to give prospective students clear and timely information
about their course. We also expect providers to let prospective and current students
know about any planned and possible changes and to keep them well informed as
circumstances change.

b. Terms and conditions: Terms and conditions must continue to be fair and students
need to have access to complaint processes that are easily accessible, clear and fair.

c. Complaints: It is our expectation that complaint processes should be accessible, clear
and fair. They should be operated flexibly and in a way that recognises the significant
disruption that students have faced. There should be clarity for students about who they
can complain to if their provider is operating in a partnership arrangement.

33. We recognise that providers have had to adapt their approaches to teaching, learning and
assessment as a result of the pandemic and this is likely to result in a change to the material
information that was provided to both prospective and current students. Such changes have
been necessary to comply with public health advice and to protect the health and safety of
students, staff and the public.

34. Where the actions a provider has taken were necessary in order to implement public health
advice, then regardless of whether there may be a breach of contract or a breach of consumer
law, we are unlikely to take regulatory action. In these circumstances we would still expect
providers to have regard to requirements set out in the CMA guidance in order to comply with
condition C1.

35. Where there is evidence of practice that, in the OfS’s view, demonstrates a significant
disregard for the CMA guidance or a significant breach of consumer protection law which is
not as a result of actions that were necessary to implement public health advice we would be
very likely to investigate whether there had been a breach of condition C1. For example, if a
website contained misleading or inaccurate information, if prospective students were not
informed of material changes to their course, or if current students were prevented from
making complaints.

36. Further examples of behaviour that would be likely to cause us regulatory concern are set out
in Annex A.

Prospective students 
37. Prospective students will have a different relationship with providers to current students of

those providers. This is because they will be making decisions about which course to choose,
and where to study, based on the information given by providers. When prospectuses and
other marketing materials were published for courses starting in 2020-21 and prospective

9 See 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/428549/H
E_providers_-_advice_on_consumer_protection_law.pdf The CMA guidance also refers to other relevant 
guidance on consumer protection law and therefore all such guidance is within the scope of condition C1. 
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students made their applications, the information provided would have been based on the way 
a course would normally run.  

38. Some information is therefore likely to have changed significantly as a result of the pandemic.
Notwithstanding the significant uncertainty regarding the impact of coronavirus, providers will
need to be clear about these changes, for example the extent to which teaching is now
planned to be delivered online rather than face-to-face and over what period. Prospective
students will need to understand what a provider is committing to deliver in the current
circumstances and in different scenarios, how this will be achieved, and the changes that
might need to be made in response to changing public health advice. Sufficient information
needs to be provided to allow prospective students to make an informed decision about
whether they are willing to start a course and accept those adjustments or whether they would
prefer to defer until the provider is able to deliver the course as originally advertised, or
whether they might choose a different course or different provider.

39. It is important to note that when an offer is accepted by an applicant a contract is formed. Any
changes to material information that has been provided to the prospective student should be
communicated to them before an offer is accepted, and they should expressly consent to
those changes. Material information is information that students need to make an informed
choice or decision and will cover details about the course and fees and includes the
information described in paragraph 40.

40. Sufficient information needs to be given to prospective students about the course, in line with
CMA guidance, including information about any planned changes and the provider’s plans for
different scenarios. Providers must set out information that includes the following:

a. Content of the course. If the modules, or other course components such as placements
or field trips, that will be offered have now changed or reduced, or will be delivered in
different years, this needs to be made clear. We expect providers to give applicants
clear information about the content that will be delivered in 2020-21 and beyond.

b. Length of the course. For example, if there are changes to the anticipated length of the
course to take account of particular assessment methods or placements that might be
core requirements for the course which can only be undertaken in a normal operating
environment, then these should be explicit.

c. How the course will be delivered. This includes the extent to which the course will now
be delivered online rather than face-to-face and how the balance between, lectures,
seminars and self-learning has changed. Prospective students will be particularly
interested in the volume and arrangements of contact hours and support and resources
for learning if this is now taking place online and virtually.

d. Cost of the course. Information about the cost of a course should be explicit up front
and should not increase once the course has started and so if a provider is offering a
discount only for the year in which any adjustments will be made and the cost will
increase to a ‘normal’ level thereafter this needs to be made clear to the applicant.
Providers should also be clear about any extra costs that students might need to bear to
access resources or buy equipment as a result of the changes to teaching.

e. How the course will be assessed.
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f. Award. If there are potential changes to the qualification that is awarded, for example
professional accreditation, as a result of the pandemic. If professional accreditation has
not been confirmed for 2020-21 then this should be made clear.

g. Possible locations. If the pandemic has affected where teaching may be delivered if
and when face-to-face teaching can resume, for example because social distancing
requirements may mean additional space may need to be made available at a location
that is not the normal teaching location for the course, then this should be explicit.

41. We recognise that in the current circumstances it is difficult for providers to give exact
information to students on how a course will be delivered. However, providers should
acknowledge what is definite and what is not, set out their plans for the delivery of the course
and properly explain the differences in delivery that will apply in different circumstances.

42. Providers should let students know about their plans for delivery in different scenarios and
changes in public health advice, for example by saying that teaching will be online until
government restrictions on social distancing are lifted which might mean this is online for the
entire academic year, or by describing that face-to-face teaching will be delivered following
guidelines on social distancing and increased health and safety measures. Providers should
also explain, if face-to-face teaching is resumed, what measures a provider would take in the
event of a further lockdown.

43. Plans need to be explained in a way that would allow a prospective student to make an
informed choice about what and where they study and to allow them to change their mind if
they are not satisfied with the revised offer.

44. Providers should also let applicants know how they would communicate with them about these
plans and any further changes that are necessary in response to changes in public health
advice.

45. If an applicant is not made aware of, or does not consent to, changes to the material
information in their offer and begins their course in 2020-21, we would expect the provider to
ensure that those students are aware of the options available to them, such as the right for the
students to seek repeat performance or a partial refund (dependent on what is applicable in
the circumstances). This is because providers have the opportunity now to set out in advance
of the student starting their course in 2020-21 what it plans to deliver in the current
circumstances and what its plans are in different scenarios.

46. In circumstances where offers have already been accepted, the express consent of the
student will be needed to make any changes to material information that was included in the
offer. The OfS considers that this is likely to be different to a situation where the material
information provided to prospective students set out what might change and how this would be
implemented. Then, although the course would be different, this was already clearly and
properly explained to the prospective student.

47. Changes to material information should be drawn to the attention of applicants in a timely way
so that applicants, whether or not they have already accepted an offer, may pursue other
choices. For example, for prospective students planning to start undergraduate courses in
September 2020-21, we would expect such information to be made available to them before
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confirmation and clearing in August 2020. For other students, information needs to be 
provided in order to inform decision making. 

Current students (with existing contracts) 
48. Providers have entered into contractual relationships with their current students and the

material information they provided as part of the offer forms part of the contractual
responsibility to the student. The content of those contracts and the relevant consumer
protection law will determine the scope of the relationship, and potential remedies available for
the student for any alleged breach of the contract (or relevant consumer protection law).

49. In the current circumstances where providers have had to make changes to courses to comply
with government public health advice it is likely that delivery will have been, in the majority of
cases, significantly different to that which was offered to the student. Where providers have
existing contracts with their students, the terms and conditions that were agreed at the time the
contract was formed will apply to the contractual relationship. This includes information that
was provided to students at the application stage about how the course would be delivered.

50. As a general principle, the OfS expects that a provider should make all reasonable efforts to
fulfil its contracts with students by continuing to deliver higher education that is broadly
equivalent to that which was originally advertised even if that education is being delivered
through a different method as a result of public health advice.

51. The OfS will continue to expect providers to comply with its guidance on quality and standards.
As set out in paragraph 8 above, we will generally only take regulatory action where a provider
has demonstrated significant disregard for CMA guidance, or a significant breach of consumer
law which is not a result of public health advice, or where reasonable efforts have not been
made to protect the interests of students.

52. We consider that providers will need to provide current students with clear and timely
information about any changes to material information about the course as set out in
paragraph 40 above and should seek their consent to this change.

53. Providers should also let current students know what options are available to them if they are
not satisfied with the changes that have been made; for example, if there is an option for
students to take a year out or to transfer to another course.

54. Providers should note that while following this approach may be appropriate for regulatory
purposes it does not imply that providers will be compliant with the law.

55. Students have rights under consumer protection law, which includes the right to redress in
certain circumstances.

56. We expect providers to properly consider their obligations under consumer protection law,
including students’ rights to redress. Providers should seek their own legal advice and properly
document their decisions in relation to consumer protection law.

57. As noted in paragraph 9, this guidance does not affect students’ rights under breach of
contract or consumer protection law or prevent action being taken by students or other
authorities. Ultimately only a court can decide whether a breach of the law has occurred
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including whether any remedies for consumers apply. Students also have the right to complain 
to the OIA if they have completed their provider’s own internal complaints process. 

Condition C2: Student complaints scheme 

58. All registered providers are subject to ongoing condition of registration C2:

Condition C2: Student complaints scheme 

The provider must: 

i. Cooperate with the requirements of the student complaints scheme run by the Office of the
Independent Adjudicator for Higher Education, including the subscription requirements.

ii. Make students aware of their ability to use the scheme.

59. Co-operating with the requirements of the OIA scheme includes a provider having rules and
regulations that are compatible with the rules of the scheme. Students should be provided with
clear accessible information about their right to complain to the OIA if they are not satisfied
with a provider’s response to a complaint or appeal.

60. The OIA has published a briefing note about complaint handling in general and in relation to
the pandemic.10 We expect providers to take account of OIA guidance and its good practice
framework. Where providers work in partnership with other providers, there needs to be clarity
for students about which organisation the student can complain to.

61. The OfS is only likely to have regulatory concerns in relation to condition C2 if providers do not
operate complaints systems that are compatible with the OIA scheme and guidance.

Condition C3: Student protection plans 

62. All registered providers are subject to ongoing condition of registration C3:

Condition C3: Student protection plan. 

The provider must: 

i. Have in force and publish a student protection plan which has been approved by the OfS
as appropriate for its assessment of the regulatory risk presented by the provider and for the
risk to continuation of study of all of its students.

ii. Take all reasonable steps to implement the provisions of the plan if the events set out in
the plan take place.

10 See https://www.oiahe.org.uk/resources-and-publications/latest-news-and-updates/oia-briefing-note-
complaints-arising-from-coronavirus-covid-19-disruption/. 
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iii. Inform the OfS of events, except for the closure of an individual course, that require the
implementation of the provisions of the plan.

63. Guidance on the purpose, structure and content of student protection plans was published in
February 2018.11 The guidance says that plans should be written with students as the key
audience. They should set out a provider’s approach to protecting its students’ interests
transparently and clearly. They should be tailored to the provider’s specific circumstances and
be based on its own assessment of the extent of the risks to the continuation of study for its
students. They must also include the actions a provider would take to ensure continuation of
study.

64. The guidance requires a student protection plan to cover the following main areas:

a. An assessment of the risks to continuation of study for students.

b. The actions a provider will take to preserve the continuation of study for students for any
risks identified that are reasonably likely to crystallise.

c. Refunds and compensation arrangements for students.

d. Communication with students about the provisions of the plan and the implementation of
these provisions.

e. Involvement of students in the review of the plan.

65. A registered provider is required to notify the OfS when events take place that require the
implementation of its student protection plan.

66. We highlighted in our analysis of the key themes from the initial registration process12 a
number of weaknesses with existing student protection plans. Issues have also arisen as the
OfS has assessed compliance with the requirement for a provider to implement its plan when
certain student protection events take place – plans are often not sufficiently detailed to be
implemented effectively.

67. We had intended to consult on revised guidance for student protection plans during 2019-20
and had expected to propose amended requirements in relation to course, subject, campus
and whole provider closure. However, we announced in March 2020 that we were pausing
planned consultations because of the impact of the coronavirus pandemic on higher education
providers.

68. In the current operating environment rather than requiring all plans to be revised we are taking
an approach which will ensure robust student protection measures are in place in the event of:

a. Closure of, or material changes to, courses.

11 For current providers, see www.officeforstudents.org.uk/publications/regulatory-advice-2-registration-of-
current-providers-for-2019-20/; for new providers, see www.officeforstudents.org.uk/publications/regulatory-
advice-3-registration-of-new-providers-in-2019-20/. 

12 See www.officeforstudents.org.uk/publications/registration-key-themes-and-analysis/. 

Appendix D 

https://www.officeforstudents.org.uk/publications/regulatory-advice-2-registration-of-current-providers-for-2019-20/
https://www.officeforstudents.org.uk/publications/regulatory-advice-2-registration-of-current-providers-for-2019-20/
https://www.officeforstudents.org.uk/publications/regulatory-advice-3-registration-of-new-providers-in-2019-20/
https://www.officeforstudents.org.uk/publications/regulatory-advice-3-registration-of-new-providers-in-2019-20/
https://www.officeforstudents.org.uk/publications/registration-key-themes-and-analysis/


 

b. Risk of whole-provider market exit and closure.

Student protection measures in the event of campus, subject or course closure or 
material changes to courses  
69. In our guidance on maintaining quality and standards during the pandemic we signalled that

providers should make all reasonable efforts to deliver any commitments in their student
protection plans that are relevant. This includes any commitments to make refunds and
compensation available to students.

70. Because we have reduced our regulatory requirements we do not intend to require changes to
be made to approved student protection plans as a matter of course. However, where
significant restructuring of a provider, including in order to avoid market exit, may be required
and where the existing plan is not adequate or sufficiently detailed to protect students, we are
likely to withdraw our approval of the provider’s existing student protection plan and require a
new plan to be produced and published. In these instances we will specify the requirements
for the revised plan.

Student protection measures in the event of market exit 
71. In place of the previously planned consultation on new requirements for student protection

plans, we intend to consult shortly on just one aspect of our planned proposals. This is
because of the risks to students that may arise as a result of the pandemic and a need for the
OfS to be able to intervene quickly and in a targeted way where there is a material risk that a
provider will exit the English higher education sector or cease trading.

72. The proposed consultation will relate specifically to providers that the OfS judges to be at
material risk of market exit. Therefore the regulatory burden associated with these proposals
would not apply to other providers.

73. In the meantime, should we consider any provider to be at material risk of market exit, we will
use our existing regulatory tools to ensure that appropriate student protection measures are in
place. This may include requiring amendments to a provider’s existing student protection plan,
but is more likely to involve other mechanisms such as requiring a provider to produce a
detailed orderly exit plan.
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Annex A: Examples of behaviours that during the coronavirus 
pandemic may cause the OfS concern in relation to 
compliance with condition C1: guidance on consumer 
protection law 
1. During the coronavirus pandemic, we do not intend to take regulatory action in relation to

condition C1 unless we become aware of practices that appear to us to constitute a significant
disregard for the CMA guidance or a significant breach of consumer protection law which is not
as a result of actions that were necessary to implement public health advice – the following
sections set out examples of behaviour that would be likely to cause us concerns about
compliance.

Prospective students 
2. The OfS is less likely to have concerns where providers:

a. set out upfront their plans for the delivery of the course after a contract is entered into
and before the course starts, so that they clearly and properly explain to prospective
students the differences in delivery that will apply in different circumstances.

b. have set out how the key components of the course, such as content, delivery,
assessment and location, will be delivered in response to changing circumstances and
changes in government public health advice and the implications of this. For example by
saying that teaching will be online until government restrictions on social distancing are
lifted (which might mean this is online for the entire academic year), or by describing that
face-to-face teaching will be delivered following guidelines on social distancing. This
needs to be done in a way that would allow a prospective student to make an informed
choice about what and where they study and to allow them to change their mind if they
are not satisfied with the revised offer.

c. explain to prospective students how they would continue the delivery of the course in the
circumstances of a further lockdown.

d. let prospective students know how they will communicate with them as planned changes
to the delivery of their course are implemented.

3. The OfS is more likely to have concerns where providers take the following (non-exhaustive)
approaches in relation to their prospective students:

a. The provider does not give information to prospective students in time to inform their
decision making, or only vague information is provided.

b. Providers supply prospective students all the information set out in paragraph 40 but
include a provision in their offered contract which allows them broad powers to change
(in broad circumstances beyond the current pandemic) all the information once the
contract has been accepted and the course has begun.

c. Providers that purposely publish information or provide information to students that they
will deliver courses in ways that they are aware at the time of publishing/communicating
to prospective students that they will be unable to do so.
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d. The provider offers unfair terms and conditions.

e. Providers do not make prospective students aware of any unusual or wide-ranging terms
in the proposed contract.

4. In these circumstances the OfS is likely to investigate whether there have been any potential
breaches of condition C1 and this may lead to the OfS taking regulatory action.

Current students 
5. The OfS is less likely to have regulatory concerns where providers take the following approach

in relation to their current students:

a. The alternative teaching and assessment being offered (and the methods of accessing
them) caters for all students.

b. Clear and easy to understand information is directly communicated to students. For
example by email to tell them:

i. changes to the course and its delivery as set out in paragraph 40

ii. the reasons for making the changes to courses and why the provider believes this
is consistent with the existing terms of the student contract

iii. options available to students if they do not wish to continue studying at the
provider, including where they wish to transfer to another provider or postpone
their studies

iv. their complaint handing and redress policies and procedures.

c. They only seek to rely on existing contract terms for the purposes of changing the way
tuition and other education services are provided, such as being provided online and
through other forms of remote services and do insert new clauses that allow for
amendments to the entire course that are not necessary as a result of the pandemic.

6. Providers should note that while following this approach may be appropriate for regulatory
purposes it does not imply that providers will be compliant with the law and, as noted in
paragraph 9, does not prevent action being taken by students or other authorities.

7. In contrast to the above, the OfS is likely to have regulatory concerns with the following (non-
exhaustive) type of behaviour:

a. Providers seek to rely on existing contractual terms as a basis for providing no
educational services (including the termination of contracts without liability) or to
severely limit the range and availability of alternative services.

b. Providers claim to be able to introduce new contractual terms to exclude or limit their
liability as a result of the coronavirus pandemic or otherwise seek to force students to
agree to such contractual changes.

c. Providers make no attempts to communicate directly with students or communicate
unclear or misleading information.
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d. Providers seek to introduce a blanket policy to refuse refunds without having due regard
for guidance on consumer protection law.

e. Providers withdraw complaint handing arrangements and other student support services,
including where those support services are delivered by other organisations such as
student unions.

f. Providers claim that students have no alternative options or avenues of redress, e.g. via
the OIA or the courts.
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Guidance for providers about reportable events during 
coronavirus (COVID-19) pandemic 

Updated 27 January 2021 

1. The OfS has revised its requirements for reportable events to minimise the regulatory burden

on providers during the period of disruption resulting from the coronavirus pandemic and

ensure it has the information necessary in the current circumstances.

2. Paragraph 494 of the OfS’s regulatory framework1 defines a reportable event as:

any event or circumstance that, in the judgement of the OfS, materially affects or could 

materially affect the provider’s legal form or business model, and/or its willingness or ability to 

comply with its conditions of registration. 

3. This document provides guidance for registered providers about how paragraph 494 should be

interpreted until further notice. It includes guidance about:

• Two new narrowly-defined reportable events relating to:

i. short-term financial risk

ii. cessation or suspension of the delivery of higher education, including the inability to

award qualifications or credit

• The removal of requirements to report some existing types of event

• An ongoing requirement to report some existing types of event.

4. If providers identify other very significant events not explicitly identified below they should

contact the OfS at regulation@officeforstudents.org.uk to seek guidance. We are taking this

different approach in the current circumstances because we recognise that it is difficult to

anticipate the issues that may arise and normal judgements about materiality are unlikely to

properly recognise the extraordinary circumstances in which providers are operating.

5. Reports should be submitted through the OfS portal in the normal way. Information on the use

of the portal and support for use of the portal is included in Annex C of the Notice on new

reporting requirements.2

1 See www.officeforstudents.org.uk/advice-and-guidance/regulation/the-regulatory-framework-for-higher-
education-in-england/. 

2 Available at www.officeforstudents.org.uk/publications/regulatory-requirements-during-the-coronavirus-

covid19-pandemic/. 
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New reportable events 

Short-term financial risk 

6. This reporting requirement does not apply to further education colleges and sixth form colleges

that are regulated by the Education and Skills Funding Agency (ESFA). It applies to all other

registered providers.

7. Registered providers are normally required to report to the OfS material events with possible

financial viability or sustainability implications. The coronavirus pandemic creates conditions in

which many providers are likely to experience a material change in their financial position and

performance that would normally be reportable to the OfS. It is not possible at the moment for

providers to identify the long-term impact of the pandemic and so we are removing the general

requirement for a provider to report events with implications for viability or sustainability over a

three- or five-year horizon. However, providers who have identified significant financial

concerns on a longer time horizon should contact us on regulation@officeforstudents.org.uk to

seek guidance.

8. Instead we are putting in place a requirement to report short-term financial risk as defined in

paragraphs 10 to 14 below. Collecting this information is necessary to allow us to identify

quickly those providers that are likely to experience acute financial challenges in the short term.

It will also help us to understand patterns across the sector and the exposure of different types

of provider to developing events. This information will allow us to consider with government and

other stakeholders, the financial risks being faced by providers.

9. We may revise this requirement as the situation develops. Where we consider there may be

financial risks to a provider based on our own modelling we may also initiate discussions with it

about this.

10. A provider is required to report to the OfS if it considers it to be reasonably likely that its

liquidity will drop below 30 days3 at any point during a rolling three month period from

the date of the report to the OfS.

11. If a provider’s normal cash management policy is to maintain lower levels of liquidity and a

forecast liquidity level below 30 days is a result of active cash management, it only needs to

report this to us if it considers that it is reasonably likely that it will not be able to manage this in

the usual manner. If a provider would normally fall to 30 days’ liquidity but believes it can

mitigate this and intends to do so it does not need to report this.

12. In assessing whether its liquidity is reasonably likely to drop below 30 days, a provider must

consider the impact of circumstances or events that it believes are reasonably likely to occur in

the period. This might include, but is not limited to:

• A reduction in forecast student recruitment, from UK-based students, EU students, and

international students

3 Liquidity is defined as the number of days of average cash expenditure covered by liquidity values, i.e. the 
ratio of cash and cash equivalents over expenditure excluding depreciation multiplied by a factor of 365 
(Liquidity days = (cash and cash equivalents)/(expenditure-depreciation)*365). 
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• A reduction in forecast income from non-teaching or research activity

• A reduction in forecast income from the provision of accommodation to students

• An increase in payment of refunds or compensation to students as a result of changes to

course delivery, accommodation, or other services.

13. A provider should report on such short-term financial risk within five days of the date that it

concludes that a scenario is reasonably likely to occur or, if that is not possible due to

exceptional circumstances beyond the control of the provider, as soon as reasonably

practicable thereafter and without undue delay.

14. A report should consist of:

• A brief description of the relevant scenario or scenarios

• A statement that sets out the date(s) on which the provider considers that liquidity is

reasonably likely to drop below 30 days.

15. We recognise the challenges associated with forecasting financial performance in the current

environment. Therefore we are not asking providers to submit a full set of updated financial

forecasts as part of their report.

16. When a provider reports such short-term financial risk, we will contact it to discuss its report

and are likely to ask for further information to help us to understand the issues. We may ask for

further information about the longer-term financial implications of these issues at a later date.

17. The financial position of individual providers and of the sector as a whole is likely to continue to

change. This means that we may amend or extend these reporting requirements in the future.

Cessation or suspension of delivery of higher education, including the inability to 

award qualifications or credit 

18. This reporting requirement applies to all registered providers.

19. Registered providers are normally required to report to the OfS events or circumstances that

materially affect or could materially affect the provider’s legal form or business model, and/or its

willingness or ability to comply with its conditions of registration, including the B conditions

which relate to the quality and standards of courses. They are also normally required to report

campus and course closures and other events that trigger an approved student protection plan

being implemented.

20. The coronavirus pandemic creates conditions in which many providers are likely to make

changes to the way they deliver higher education that would normally be reportable to the OfS.

We recognise that there is likely to be significant change and disruption to the delivery of higher

education, in particular in relation to teaching and assessment, and so we are removing the

general requirement for a provider to report events that would be of interest to us in normal

circumstances.

21. Instead we are putting in place a requirement to report significant changes to delivery of higher

education as defined in paragraph 23 below. Collecting this information is necessary to allow
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us to identify quickly those providers that have stopped delivering higher education teaching or 

have made significant changes to the way they deliver courses. It will help us to understand 

patterns across the sector and the impact of developing events on different types of students. 

This information will allow us to identify where further guidance may be necessary to ensure 

courses can continue to be delivered and the interests of students protected. 

22. We may revise this requirement as the situation develops.

23. A provider is required to report to the OfS if it has taken, or plans to take, any of the

following actions:

• The provider ceases or suspends delivery of any higher education courses to current

students where reasonably equivalent alternative study options are not provided.

A provider does have to report that it:

i. is no longer delivering higher education to one or more groups of students

ii. is ceasing or suspending delivery of one or more modes of study to current students, for

example no longer delivering a course on a part-time basis

iii. is ceasing or suspending delivery of higher education, in whole or in part, to current

international students with a visa issued under a Tier 4 licence

iv. is ceasing or suspending delivery of higher education in such a way that current students

who expected to complete their course in the 2020-21 or 2021-22 academic years are

unable to do so

v. has lost accreditation by a professional, statutory or regulatory body (PSRB) because of

changes to the delivery of higher education made as a result of the coronavirus

pandemic.

A provider does not have to report that it: 

i. has moved teaching and assessment to an online or other delivery method

ii. has temporarily closed a campus or the provider as a whole, as long as teaching

continues to be delivered.

• The provider is unable to award qualifications or credit for any unit, module or course.

• The provider decides to transfer students between its teaching sites.

• A provider withdraws offers made to applicants due to start a course in or after April 2020.

A provider does have to report that it:

i. no longer intends to accept an intake where offers have already been made.

A provider does not have to report that it: 

i. has postponed the planned start date of a course
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ii. has transferred offers to an equivalent course.

24. For courses that are delivered through a sub-contractual arrangement the lead provider should

make the report. For courses delivered through a validation arrangement, the provider with a

direct contractual relationship with the students should make the report.4

25. Reporting on significant changes to the delivery of higher education should include reports on

any relevant matters relating to transnational educational activities.

Removal of existing requirements to report some types of event 

26. Paragraph 494 of the regulatory framework contains a list of events that are, or are likely to be,

reportable. We recognise that this means that governing bodies and leadership teams will have

reduced capacity to undertake routine reporting of regulatory matters. We are therefore

removing until further notice the general requirement to report the following events:

• The provider becoming aware of legal or court action

• Regulatory investigation and/or sanction by other regulators

• Any new partnerships, including validation or subcontractual arrangements

• Opening a new campus

• Intended campus, department, subject or provider closure

• The implementation of a student protection plan except where this is covered under

‘cessation or suspension of delivery of higher education’ in paragraph 23 above.

27. If a provider considers that a very significant issue has arisen in relation to any of the types of

event listed above, it should contact the OfS at regulation@officeforstudents.org.uk or

telephone 0117 931 7305 to seek guidance as outlined above at paragraph 4.

Ongoing requirement to report some types of event 

28. A small number of the events listed in paragraph 494 of the regulatory framework continue to

be reportable. These are:

• changes of legal status of the provider

• changes of ownership or control of the provider

• the provider resolving to cease to provide all higher education on a permanent basis

• any material suspected or actual fraud or financial irregularity.

29. In the context of material suspected or actual fraud or financial irregularity, ‘material’ should be

understood to mean:

4 Definitions of ‘subcontractual’ and ‘validation’ are set out in the glossary of the OfS’s regulatory framework 
(February 2018), available at: www.officeforstudents.org.uk/publications/securing-student-success-
regulatory-framework-for-higher-education-in-england/. 
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• any fraud relating to the misuse of public funds

• any other financial fraud exceeding £50,000 in value or 1 per cent of a provider’s annual

income if that income is less than £5,000,000

• any type of non-financial fraud or attempted fraud regarding which the provider determines

to notify its own governing body.

30. These types of event are likely to have significant implications for a provider’s registration and

so need to be reported. Our experience is that they occur infrequently and so this should not

create significant regulatory burden. If a provider needs to report one of these events it should

contact the OfS at regulation@officeforstudents.org.uk or telephone 0117 931 7305 to seek

guidance. We are taking this different approach in the current circumstances because we

recognise that it is difficult to anticipate the issues that may arise and normal judgements about

materiality are unlikely to properly recognise the extraordinary circumstances in which

providers are operating.

31. In addition, all providers are required to continue to report the following events:

• changes to a provider’s accountable officer or the chair of its governing body

• changes to the information published on the OfS Register.

32. We need to keep up-to-date records for providers’ senior officers to ensure we are able to send

information to the correct individuals. We expect a provider to tell us if its accountable officer is

unable to work due to self-isolation or due to other illness. In these circumstances we will seek

to approve an interim accountable officer. The requirement to tell the OfS about changes to the

Register is a statutory requirement that we are unable to remove. Our experience is that

providers report changes to the Register infrequently.

33. Reports should be made within five days of the date that the event is identified or, if that is not

possible due to exceptional circumstances beyond the control of the provider, as soon as

reasonably practicable thereafter and without undue delay.
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Review of Compliance with Consumer Law 

In a letter to vice-chancellors on 14 January 2021 regarding regulation during the current phase of 
the Coronavirus pandemic, the Office for Students asked all universities to undertake a review during 
the first half of the spring semester of their compliance with consumer law and provide assurance to 
their governing body of ongoing compliance with ongoing condition C1 (guidance on consumer 
protection law). 

The Senior Executive Team has established a Task and Finish Group to undertake the review. 

Terms of reference: 

a) Re-test whether the University was sufficiently clear with new and continuing students about how
teaching and assessment would be delivered in 2020–21, the circumstances in which changes
might be made, and what those changes might entail.

b) Assess whether students received, during the autumn semester, the teaching and assessment
they were promised and might reasonably have expected to receive based on the information
provided.

c) Assess whether the University’s current plans for the remainder of 2020–21 will ensure that
students receive the teaching and assessment they were promised and might reasonably expect
to receive based on the information provided.

d) Identify any cases where new or returning students were not provided with sufficiently clear
information about how teaching and assessment would be delivered in 2020–21, or where
teaching and assessment were not delivered as promised, and make recommendations on the
University’s obligations arising from this under consumer law for refunds or other forms of redress
in the context of guidance issued by the Office for Students.

e) Recommend any potential improvements to central and local communications with new and
continuing students regarding teaching and assessment during the current phase of the
Coronavirus pandemic and on an ongoing basis.

f) Identify any potential compliance risks with congoing condition C1 regarding teaching and
assessment that meet the threshold to be reported to the Office for Students.

Membership: 

Chief Governance Officer and University Secretary (Chair) 
Vice-Principal (Education) 
Director of Marketing and Communications 
Dean for Education (Humanities and Social Sciences) 
QMSU Vice-President Humanities and Social Sciences 
Dean for Education (Science and Engineering) 
QMSU Vice-President Science and Engineering 
Dean for Education (Medicine and Dentistry) 
QMSU Vice-President Barts and the London 
Deputy Registrar (Admissions) 
Deputy Registrar (Secretariat and Legal) 

Timescale: 

The Task and Finish Group will complete its report by the end of February 2021. 
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1. Executive summary

1.1 The Competition and Markets Authority (CMA) has produced this compliance 
advice following the findings of the Office of Fair Trading’s (OFT’s) Call for 
Information (CfI) on the higher education (HE) undergraduate sector in 
England1 and further work it has undertaken into potential consumer 
protection issues in the UK HE sector.2  

1.2 Following constructive engagement with a range of stakeholders, we have 
consulted on and published this advice to help HE providers across the UK 
understand their responsibilities under consumer protection law in their 
dealings with undergraduate students.  

1.3 HE providers play a crucial role in the UK economy. They contribute directly to 
economic growth, employment and local economic activity, delivering skilled 
workers into the wider economy, and contributing to export earnings. 
Compliance with consumer protection law is important not only in protecting 
students but also in maintaining student confidence and the reputation of the 
HE sector and in supporting competition.  

1.4 Consumer protection law will generally apply to the relationship between HE 
providers and prospective and current undergraduate students. It sets out 
minimum standards that apply to various aspects of an HE provider’s dealings 
with students, for example in relation to information provision and complaint 
handling, and the requirement of fairness for terms and conditions. It sits 
alongside sector-specific regulatory obligations that are relevant to many HE 
providers. 

1.5 The advice is particularly important at a time when a greater share of HE 
providers’ funding is coming directly from students, which has highlighted 
particular expectations of providers when it comes to, for example, information 
they provide about degrees and courses available, the choices on offer, 
students’ rights as consumers, and how complaints by students will be 
handled. Consumer protection law is therefore an important aspect of an HE 
provider’s relationship with students, together with the existence of a 
supportive learning and pastoral environment within an academic community.  

1.6 The issues addressed in this advice are also important for students, given that 
for most students deciding what and where to study will be a ‘one-off’ decision 
involving the investment of a significant amount of time and money. That 
decision needs to be properly informed and right for them. Once students 

1 Call for information on the higher education sector (undergraduate) in England. 
2 See Consumer protection review of higher education in England.  
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have enrolled, if they are dissatisfied with their experience, it is likely to be 
difficult for them to switch HE providers or courses.  

1.7 HE providers should read and consider the advice and ensure that they are 
complying with the law. If necessary they should make changes to their 
practices, policies, rules and regulations as soon as possible. Non-compliance 
with consumer protection law could result in enforcement action by the CMA, 
local authority Trading Standards services or the Department of Enterprise, 
Trade and Investment (DETI) in Northern Ireland. 

1.8 We have specifically considered the law as it applies to HE providers of 
undergraduate courses but this advice may also be relevant to HE providers 
of other types of courses and to other students where consumer protection 
legislation applies. The advice may also be of interest to consumer and 
student advisers, and to enforcers.  

1.9 This advice sets out the minimum requirements for compliance with consumer 
protection law. The advice is not a substitute for the law itself, nor does it 
replace the role of a court, which provides a definitive interpretation of the law. 
The advice sets out the views of the CMA, and HE providers may wish to 
seek their own legal advice on the law.  

1.10 Information on background to this work, the purpose and scope of this advice 
and what you need to do is summarised in Chapter 2. Chapter 3 provides an 
overview of the consumer protection law covered in this advice. The subse-
quent chapters of the advice broadly follow the ‘student’s journey’ and focus 
on the issues of information provision, terms and conditions and complaint 
handling processes and practices. The examples used in the advice are 
based on issues which we believe are likely to be relevant to students. 

1.11 Chapter 4 explains what information HE providers need to give to students, 
and when it should be provided, in order to comply with their obligations under 
consumer protection law – in particular the Consumer Protection from Unfair 
Trading Regulations 2008 (CPRs) and the Consumer Contracts (Information, 
Cancellation and Additional Charges) Regulations 2013 (CCRs) – and to 
enable students to make informed decisions about what and where to study. 

1.12 Chapter 5 sets out advice about ensuring that HE providers’ terms and 
conditions are fair and comply with unfair terms legislation. 

1.13 Chapter 6 addresses issues around HE providers’ complaint handling 
processes and practices under the CPRs and unfair terms legislation, which 
should be transparent, clear, easily accessible and fair.  

Appendix D 



 

Summary of requirements for HE providers 

Information provision: ensuring that students are given up front, clear, timely, 
accurate and comprehensive information  

1.14 Student research and application stage: 

(a) To comply with the CPRs you must provide prospective students with
material information – including about the courses you offer, the structure
of courses, and the fees/costs. This should be given before they make a
decision about which courses and HE providers to apply to. This includes
information given in writing, visually and verbally. You should make sure
this information is accurate and you should not omit important information
that could affect students’ decisions.

(b) The information should be accurate, clear, unambiguous and timely, and
should be given up front.

(c) You should ensure that information is easily accessible – for example, via
your website, prospectuses, course and departmental handbooks and at
open days.

(d) You should ensure that you draw prospective students’ attention to
important and surprising rules and regulations, and make them
accessible.

1.15 Offer stage: 

(a) The CPRs and the CCRs both apply at the offer stage. When an offer is
accepted, the HE provider and prospective student enter into a contract.
To comply with both pieces of legislation you should ensure that:

(i) you continue to provide important information to prospective students
to inform their decisions about which offer(s) to accept (this obligation
continues throughout your dealings with students);

(ii) you draw prospective students’ attention to your full terms and
conditions, that these are easily accessible, and that you highlight
particularly surprising or important terms;

(iii) you provide prospective students with the necessary pre-contract
information under the CCRs at the latest before they accept an offer
of a place on a course;

(iv) where any pre-contract information (as defined in the CCRs) that you
have already provided changes, you have obtained the student’s
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express agreement to the change before or at the time of making the 
offer; 

(v) where you anticipate that some things might change after the offer is
accepted, you make clear in the pre-contract information what could
change, when, and how, so that the student can agree to this; and

(vi) any terms in the contract that purport to allow changes to the pre-
contract information are fair under unfair terms legislation.

(b) At the stage of offer and acceptance of a place on a course, a contract is
concluded between HE provider and student. For distance contracts (for
example, offers and acceptances made via the Universities and Colleges
Admissions Service (UCAS)), you should:

(i) provide confirmation of the contract on a durable medium, for
example as attachments to an email. The confirmation must include
all pre-contract information, unless it has already been provided on a
durable medium; and

(ii) remember to give prospective students notice of their 14-day right to
cancel, where the application and offer are carried out at a distance.

1.16 Student enrolment stage: 

(a) In principle, the pre-contract information you gave to students at the offer
stage should still be accurate on enrolment. In any event, if it has been
necessary to make any changes that affect material information (as
defined in the CPRs), you should ensure that you tell students about
these at the earliest opportunity – failure to do this may be a misleading
omission under the CPRs.

(b) Where a separate contract for educational services is entered into
between you and prospective students on enrolment, and enrolment takes
place on campus, you should ensure that you comply with the CCRs
requirements for on-premises contracts – certain information must be
provided if it is not already apparent in the context. If enrolment takes
place at a distance, comply with the CCRs requirements for distance
contracts (see above).

(c) You should ensure that you draw students’ attention to your terms and
conditions, and any other rules and regulations, and make them
accessible. You should highlight important and surprising terms and
provisions to students.
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Ensuring that terms and conditions between HE providers and students are 
fair  

1.17 You should ensure that: 

(a) your terms (which are likely to include your rules and regulations and
other applicable documentation that contains rules that apply to students)
can be easily located and accessed (for example, on your website) and
are available to students;

(b) students are aware of your terms and that you give them the opportunity
to review them before they accept an offer;

(c) you highlight any important or surprising terms and draw them to students’
attention before they accept an offer, so that their significance is not
missed;

(d) your terms are written in plain and intelligible language so that students
understand them and understand how they affect their rights and
obligations and how the terms could impact them; and

(e) your terms are not drafted in such a way that their effect could be unfair.
They should strike a fair balance between your rights and obligations and
those of students. For example, the following types of blanket term may
be open to challenge:

(i) terms allowing an HE provider an unreasonably wide discretion to
vary course content and structure or increase fees during the duration
of the course;

(ii) terms seeking to limit an HE provider’s liability for non-performance or
sub-standard performance of the educational service;

(iii) terms giving HE providers a blanket assignment, or a blanket right to
receive an assignment, of intellectual property rights (IPRs) from
students to the HE provider; and

(iv) terms allowing an HE provider to impose academic sanctions against
students for non-payment of non-tuition fee debts.

Ensuring that HE providers’ complaint handling processes and practices are 
accessible, clear and fair to students  

1.18 You should ensure that: 
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(a) your complaints procedure is easily located and accessible to students,
for example on your website and intranet;

(b) you provide prospective students with information about your complaints
process before they accept an offer of a course. This includes procedures
relating to applicants and current students if they are separate;

(c) you provide students with clear and accurate information about your
complaint handling procedures in writing and (where applicable) verbally,
for example:

(i) where you offer a course in partnership with, or sponsored or
awarded by, another HE provider it should be clear where
responsibility for complaint handling lies;

(ii) you should provide accurate details of any external complaint or
redress scheme that students can access; and

(iii) where students raise concerns at an informal level, you should inform
them that they can make a complaint under your formal complaints
process if the matter is not satisfactorily resolved;

(d) your complaints handling processes are fair, which is more likely to be
achieved where you:

(i) set out clear and reasonable timescales in which students can expect
to hear back about their complaint at each stage of the process, as
applicable;

(ii) set out clear and reasonable timescales relating to how long students
will be given to respond to any requests for further information that
you may make;

(iii) do not create unreasonable barriers for students pursuing a
complaint; and

(iv) provide the ability for students to escalate the matter if they are
unhappy and, where the regulatory framework allows it, ultimately to
appeal if the matter is not satisfactorily resolved;

(e) you follow any guidelines published by any third party redress or
complaint schemes of which you are a member; and

(f) your staff are trained in and follow your complaint handling procedures in
practice.
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Timeline of key events and announcements 

Date Coronavirus 
developments 

Announcements from 
Ministers/DfE/OfS 

Queen Mary communications 

10 March 
2020 

The University is open and please continue to attend lectures and other classes as 
normal. We are working hard to make course materials available online, and as soon 
as your course is available digitally your school/institute will let you know 

12 March 
2020 

International students can go home if they would like to (5th year medics to check 
with Institute first).  Students currently studying in partner institutions overseas given 
the choice to come back to the UK. 

13 March 
2020 

For the majority of subject areas, from 23 March you will not be expected to come 
onto campus for lectures and other classes, although at this point we expect that the 
campus will remain open and that you will continue to be able to access the library 
and other facilities (including those for research). Some learning materials are already 
available online and will be available online before 23 March, replacing the need for 
large group lectures. You will be told by your School/Institute where this is the case. 
UK students should continue to come onto campus. 
We are putting alternative arrangement in place for assessment and guarantee 
students will not be disadvantaged. 

17 March 
2020 

Donelan Tweet: Medical and 
scientific guidance continues 
to be that universities and 
other educational settings 
should remain open unless 
advised otherwise by PHE. 
They should take sensible 
steps to keep students and 
staff safe, in line with advice 
from @PHE_uk 

We are now working hard to make the final transition to remote education, such that 
no student will have to come onto campus for lectures or classes from 23 March. 
Many schools and institutes are already delivering teaching online, and your School or 
Institute will let you know as soon as they are ready to move to remote education. If 
your School or Institute has already moved to remote education, there is no 
expectation that you come onto our campuses unless you want to. If your course is 
already being delivered remotely and you currently live in University residences, and 
would now like to leave the residences and return home, you are welcome to do so. 
Please let residential services and your School/Institute know if you are in this 
position and are intending to leave the residences.    

18 March 
2020 

Library and counselling move online. Students told everyone due to graduate will get 
an award; graduation postponed 

19 March 
2020 

No further face-to-face teaching after 5pm today. 
Students living in residences 
If you live in student residences we now encourage you to consider going home if you 
can. If you vacate your room we will release you from your contract and refund any 
money paid in advance. If it is not possible for you to go home, you are of course 
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welcome to stay in your residence and please be reassured key facilities will be 
available to you and we will continue to support you. 

20 March 
2020 

Assessments: 

• Face-to-face summer exams will not take place.

• Instead, there will be online assessment focused on the achievement of
learning outcomes. If your course is accredited, these online assessments will
meet requirements of professional and regulatory bodies.

• Online assessment will comprise a range of approaches, such as open book or
summative coursework.

Study space on campus open. 
23 March 
2020 

First national lockdown 
announced 

Donelan announces two 
week moratorium on 
changes to offers 

All teaching now online 

25 March 
2020 

IT labs closed 

2 April 
2020 

No disadvantage in relation to assessment. Stay put (in residences or at home) 

21 April 
2020 

OfS publish Briefing note on 
student accommodation 
during pandemic 

29 April 
2020 

OfS publish Briefing note on 
supporting student mental 
health during pandemic 

30 April 
2020 

PM announces that 
country is ‘past the peak’ 

4 May 
2020 

Donelan Tweet: No decision 
has yet been taken on social 
measures impacting next 
academic year. Students 
who are concerned that they 
aren’t receiving adequate 
quality of provision at the 
moment should first talk to 
their Uni or college 
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Donelan Tweet: To be clear, 
we only expect full tuition 
fees to be charged if online 
courses are of good quality, 
fit for purpose & help 
students progress towards 
their qualification. If Unis 
want to charge full fees they 
will have to ensure that the 
quality is there  

10 May 
2020 

Initial easing of 
restrictions – possibility of 
primary pupils having a 
phased return to school 
from 1 June 

14 May 
2020 

Campuses never closed. New academic year - hope to be able to welcome students 
back to our campuses, in person, for the beginning of Semester 1. We want you to 
rest assured however that whatever happens – whether you are able to travel safely 
to our campuses or not – we will ensure you will be able to fully access your 
education in September. None of us knows at the moment how much freedom of 
travel there will be come September, within the UK or between countries, so we are 
preparing for all scenarios. 
Working to develop some support for students over the support. Any support 
developed will be optional 

21 May 
2020 

Fully hope to be able to welcome you all back, in person, in September. We realise 
however there may be travel restrictions still in place and I have already promised 
you that whether you are able to return to our campuses or not in the Autumn, you 
will be able to fully access your education. We are in the process of developing a 
dynamic blended educational offer for the first term, with a backbone education 
online, and of the world-class quality you rightly expect. You will be able to do all the 
things you would normally do, in relation to engaging with lectures, seminars, having 
tutorials and practical work alongside working in groups and on projects. All of these 
will have a digital version so that everyone, wherever they are, can have full access to 
their education. 
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28 May 
2020 

I fully hope to be able to welcome you all back, in person, in September. However, 
with uncertainties surrounding coronavirus – including possible ongoing travel 
restrictions, and the ways in which the UK and other countries ease out of lockdown – 
we know that this may not be possible in all cases. We have therefore been finalising 
our plans to ensure that you can fully engage with your education, your teachers and 
fellow students, whether physically on campus or remotely. 
 For those of you who will be able to join us on campus in September, we will ensure 
that our premises and activities follow government guidance and that we are Covid-
19 Secure. For those of you who cannot be with us in person in September, we look 
forward to welcoming you back on campus later in the year, and as soon as it is 
possible for you to join us. 
For every student, your teaching and learning from September will be ‘blended’, that 
is, with a core proportion online and wrap-around academic advising and mentoring 
support embedded in an on-line learning community.   
Where we can supplement online education with face-to-face campus-based teaching 
we will, and the proportion of physical provision will increase as quickly as it is safe 
and practical to do so. We are re-configuring our campuses, including our lecture 
theatres and other learning spaces, our libraries, and study and social spaces, to 
ensure we can all maintain social distancing, necessary hygiene standards and keep 
you, and everyone else on our campuses, safe and well. 

3 June 
2020 

Donelan Tweet: This is a 
difficult time for students 
and it is important they have 
clarity about what to expect. 
We have published guidance 
to help universities make 
informed decisions and plan 
how courses can run this 
autumn while minimising 
risks to students and staff 

4 June 
2020 

For those of you not graduating, I would like to reiterate that if travel restrictions 
allow you should plan to return to our campuses in September. From September, our 
educational provision will be ‘blended’, that is, with the backbone for the first term 
will be online, and there will also be face-to-face educational activities for those able 
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to join us on our campuses. If you can’t travel in September, please be reassured you 
can fully access your education online, and join us as soon as you can. 

Your safety is our foremost priority. For those of you who will be able to join us on 
campus in September, we will ensure that our premises and activities follow 
government guidance and that we are Covid-19 Secure. We are re-configuring our 
campuses, including our lecture theatres and other learning spaces, our libraries, and 
study and social spaces, to ensure we can all maintain social distancing, necessary 
hygiene standards and keep you, and everyone else on our campuses, safe and well. 

15 June 
2020 

Some return of secondary 
pupils to school 

29 June 
2020 

First local lockdown in 
Leicester 

3 July 2020 Travel corridors 
introduced 

4 July 2020 Some reopening of 
hospitality 

17 July 
2020 

Work-from-home 
guidance eased; PM 
announces plans for 
significant return to 
normality by Christmas 

20 July 
2020 

Your lecturers and other University staff are working incredibly hard to get everything 
ready for next term. I think that the work we are doing as a result of Covid-19 will 
improve your educational experience: you will have more digital resources at your 
fingertips, inspired by the latest in online teaching methods, and the face-to-face 
educational activities will be in smaller groups, leading to a richer experience for you. 
The other aspects of our educational offer, including access to e-mentoring, is 
available, alongside the extra-curricular activities described above. All aspects of our 
provision for next term are being carefully thought through to make sure you have 
the outstanding student experience you expect and deserve. 

28 July 
2020 

Please do plan to come back to campus, for the start of term in September if you are 
an undergraduate, or as soon as you need to if you are a postgraduate. All students 
will be offered face-to-face educational activities as part of our blended learning 
approach. In addition, as you heard in the Principal’s last email, campus facilities are 
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reopening and the library, sports facilities, study areas, cafes and social activities 
await you. If you can’t travel, you can access your education fully remotely – but we 
very much want to welcome you back in person if you are able to join us.    

We are planning a blended educational approach for the first semester (September 
– January). This means a blend of online and face-to-face educational activities, with
wrap-around academic advising, e-mentoring and peer-to-peer support. We are
drawing on the very best teaching methodologies for both online and face-to-face
activities, and I am sure you will enjoy it!

We are currently planning for the second semester to be fully on campus, subject to 
government guidelines and the progression of the pandemic, in the UK and 
worldwide.  

We are fully prepared for a local or nationwide lockdown, should one happen, and 
will support you through it.   

1 August 
2020 

Shielding paused 

20 August 
2020 

Caps lifted on medicine, 
dentistry and other courses 
with number controls 

4 
September 
2020 

Looking forward to seeing you back. Covid-19 pandemic and ongoing travel 
restrictions means that not all of you will be able to join us on campus for the start of 
the year. For those of you who can join us, we look forward to welcoming you in 
person. Wherever you begin this academic year, we are ensuring that you will have 
full access to your education through a blended offering that has world-class online 
learning as a golden thread throughout. 

For those of you who are able to join us on our campuses, in addition to the online 
offering there is an exciting array of Covid-safe educational, social and sporting 
activities awaiting you. You will be able to enjoy the full University experience you 
expect and deserve: all our social facilities, including our cafes, sports and other social 
spaces will be open. We are of course ensuring that our premises and activities follow 
latest government guidance and that we are COVID-secure. We have spent the 
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summer re-configuring our campuses to ensure that we can all maintain social 
distancing and the hygiene standards necessary to mitigate the risk of coronavirus. 

8 
September 
2020 

Warning of possible 
second peak 

10 
September 
2020 

DfE publishes updated 
guidance on campus 
reopening, including ‘advice 
on what a provider should 
do in the event of a local 
lockdown, track and trace 
procedures, the creation of 
new households in student 
accommodation and reflects 
the latest social gathering 
restrictions coming into 
force on Monday’ 

11 
September 
2020 

R value rises above 1 for 
the first time since early 
March 

On campus educational activities 

All students who are able to join us on our campuses will have in-person educational 
activities to enjoy. These activities are exempt from the new Government guidance 
on numbers of people who can meet together. The nature of the activities will vary 
between courses and you will receive more detail about them from your School or 
Institute. The activities will be Covid-safe; we have spent the summer reconfiguring 
our campuses to ensure that we can all maintain social distancing and the hygiene 
standards necessary to mitigate the risk of coronavirus. 

Students who are unable to travel to our campuses 

If you are not currently able to travel to London, please be reassured that you can 
access your education fully remotely. I do however encourage you to come to join us 
on our campuses if you are able to. 

17 
September 
2020 

I know how important in-person educational activities are to all of you. If you can’t 
see them on your timetable please don’t worry: if your School/Institute hasn’t been in 
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touch with details, they soon will be. Please be assured that everyone will have some 
of these activities to enjoy, and that they will all be Covid-safe.  
In some cases, Academic Advising may be one of the in-person activities offered. 
Academic Advising is 1:1 or small group meetings with your Academic Advisor. These 
meetings are the lynchpin of your university education. They are your opportunities 
to discuss your learning in depth, to challenge your thinking and to learn many of the 
techniques that will help you as you progress through your degree and career. Your 
Academic Advisor is your first port of call throughout your degree. 
 For those of you who are not currently able to travel to London, please be reassured 
that you can access your education fully remotely.  

Social activities in line with Government guidance 

18 
September 
2020 

Warning of second wave 
having arrived 

22 
September 
2020 

New restrictions on 
hospitality announced; 
recommend working from 
home 

23 
September 
2020 

The announcement from Government yesterday included explicit guidance that 
universities and all education institutions, should stay open. Please do continue to go 
to your face-to-face educational activities, as well as engaging with the online 
learning. If you have any questions about your in-person educational activities please 
contact your School/Institute directly. We will also continue to provide support to 
students, both in person and online. 

28 
September 
2020 

I know how important in-person activities are for you. These activities are up and 
running and I have asked all Schools and Institutes to provide as many of these as 
possible. 

29 
September 
2020 

Williamson addresses House 
of Commons on student 
return to HE 

12 October 
2020 

Three tier system 
introduced 
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31 October 
2020 

Four-week lockdown 
announced 

2 
November 
2020 

Universities will stay open. Blended education still offered. Catering outlets open. 
Qmotion closed, some of our social activities moved online.  

6 
November 
2020 

Please do continue to come to our campuses to engage in in-person educational 

activities, undertake research or use our study spaces, if you are able to. All of these 

facilities remain fully open. If you can’t, or prefer not, to travel to our campuses you 

can follow your course online. 

11 
November 
2020 

Student travel corridor 
announced 

26 
November 
2020 

More social activities on offer from next week. More social activities offered. Looking 
forward to welcoming you back in January, if you can travel. Will be offering a 
blended education, mix of online and in person activities. If you can’t travel, you can 
follow course online 

2 
December 
2020 

New three tier system 
introduced. ‘Staggered 
return’ of students in Jan 
announced.  

Students can travel at any time; owing to our term dates new announcement does 
not really affect us. Campus facilities open from 4 Jan. Looking forward to welcoming 
you back. Teaching will start as planned on 25 Jan, earlier for med and dent courses. If 
you can’t travel, you can follow your course online (apart for students in some 
courses, which will have contacted students separately  

10 
December 
2020 

Reiterate about staggered start not affecting QM; students can travel back when they 
wish in line with any Government regs in place at the time. Some facilities will be 
open over Christmas, all university run facilities open from 4 Jan. 

14 
December 
2020 

New strain announced; 
stricter restrictions in 
London 

16 
December 
2020 

Move to tier 3 will not affect our operations: you can still travel to and from 
campuses, will offer blended education inc in person activities as planned next 
semester. If you can’t travel back for semester 2, for most courses you can follow 
your course online. 

19 
December 
2020 

Tier 4 introduced 
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31 
December 
2020 

All campuses remain open; students can come onto campus to access study space or 
support facilities. Medical and dental students start in person teaching as planned  

4 January 
2021 

Lockdown in England Gvnmt tells universities to 
stay open, but teach most 
courses online til at least 
mid Feb (except clinical and 
PSRBs) 

Campuses, study space and catering outlets stay open. Education online for most 
subjects until at least mid February, except in clinical subjects where institutes will 
contact students. Teaching will start as planned, but be online. Can still travel to 
campuses if you need to access quiet study space or IT facilities. Residences stay 
open.   

6 January 
2021 

Williamson addresses House 
of Commons on closure of 
education settings during 
national lockdown 

13 January 
2021 

Fair assessment: must make sure assessment processes are fair and robust, and take 
into account any overall trends in students’ achievement as well as individual 
students’ achievements. 
Education will be online until at least mid-Feb. Enhanced H&S measures. 

18 January 
2021 

Set out fair assessment principles joint with SU 

20 January 
2021 

Can travel onto campuses if you need quiet study space, IT facilities or feel mental 
health better served by being on campus 

28 January 
2021 

Announcement that schools 
not back, and universities 
not able to offer in-person 
teaching to any more 
students, until at least 8 
March 

Can’t offer more students in-person teaching until after 8 March. Hopeful after this 
date we will be able to. Will update when we know more 

2 February 
2021 

Fair assessment: Covid mitigations policy 
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Appendix E 

Review of Compliance with Consumer Protection Law during the Pandemic: Postgraduate Taught 
Provision 

September 2021 

Background 

1.The Audit and Risk Committee considered a report of a review of compliance with
consumer protection law for undergraduate provision at its meeting in March 2021. This review had
taken place following notification from the Office for Students on 14 January 2021 that each institution 
should commission a review of compliance with consumer law during the pandemic as a basis for
giving assurance to its governing body on compliance with ongoing condition of registration C1. This
condition requires the University ‘to demonstrate that, in developing and implementing its policies,
procedures and terms and conditions, it has given due regard to relevant guidance about how to
comply with consumer protection law.’

2.The review was undertaken by a Task and Finish Group which considered undergraduate provision
in accordance with the guidance provided by the Competition and Markets Authority (CMA) and to
ensure that a comprehensive review could be undertaken in the time frame provided by the Office for
Students. Following its consideration of the report, Audit and Risk Committee recommended that it
would be helpful to conduct a similar review for postgraduate taught provision.

3. The review of undergraduate provision provided helpful insight into the consistency of
communication between local areas and the centre; this was of particular importance in areas where
the impact of the pandemic had meant that certain aspects of the programme had changed or
would no longer be available. Overall, the engagement with students about in-person activity had
been very important, and the example communications reviewed by the Task and Finish Group
indicated that Schools and Institutes had done this well.

4. In extending the review to postgraduate students, it was recognised that the controls around
communication were the same as for undergraduate students and that Schools and Institutes had
understood and acted upon their obligations in relation to compliance with consumer protection
law. As a result of this groundwork, the review of postgraduate provision was able to identify areas
of focus, including programmes with practical elements and following up on areas where students
were known to have raised concerns.  The review also took place later in the year, which allowed for
an understanding of the ways in which concerns and complaints had been resolved at local level.

Method 

5. An initial meeting to discuss the approach was held between the Deputy Academic Registrar
(Secretariat) and the Deans for Education; it was recommended that the review should be desk-
based and should seek to minimise the burden on staff in Schools and Institutes. Colleagues agreed
that the focus would be on correspondence that was sent to postgraduate taught applicants and
students before the start of the 2020 academic year that described any changes to their programme
for 2020-21. Details of student concerns or complaints were also requested, specifically those which
had been raised in connection with their expectations of the programme as advertised and how it
was delivered during 2020-21.
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6. The majority of Schools and Institutes responded with details of the correspondence with applicants
and students, together with any specific areas of concern for their disciplines. It was noted that no
complaints had reached the institutional (Stage Two) level as there was overwhelming evidence of
successful resolution of student concerns either on an individual basis, or by cohort. A group of
students from a programme with a clinical component had contacted the Appeals, Complaints and
Conduct Office but the concern had been resolved at local level (Stage One).

Findings 

7. A significant theme across the information received was that communications with postgraduate
applicants and students were timely and as accurate as they could have been at the time of writing.
Where concerns were raised, these were all dealt with locally through direct engagement with
students and there was evidence to suggest that the efforts of staff in addressing concerns have
been greatly appreciated by students.

8. It was recognised that postgraduate programmes with a practical or clinical element were most
likely to have been impacted by the Covid-19 pandemic. Of the responses received, there was only
one significant area of complaint from students regarding the limited opportunity for clinical
experience that could be offered following the second national lockdown. Academic staff had met
with students to discuss their concerns and explained that additional clinical opportunities would be
made available as soon as Government guidance allowed for these to take place. Students were
satisfied with the local response to their concerns and have been able to attend evening and
weekend clinics to mitigate the impact of any time lost during the pandemic. The response sought to
make it clear to students that the situation would be monitored throughout their programmes and
additional measures, such as the out of hours clinics, would be taken to ensure that the students
were not disadvantaged.

9. There were few instances of issues arising from provision where module choice had been
impacted by the pandemic. Only one School provided an example of this issue, following its decision
to withdraw some of the modules that would be made available to students in order to optimise the
selection of mixed-mode modules that could be offered. The School provided full details of the
changes to applicants as soon as these were agreed, and unfortunately two applicants decided not
to join the programme as a result of these changes. While this was a disappointing outcome for the
applicants, it was reassuring to note the detailed correspondence that made the changes clear to
applicants prior to their arrival and clarified exactly what had changed, in accordance with the
guidance provided by the Office for Students.

10. Field trips were another area of focus since there was much uncertainty regarding the viability of
these activities during 2020-21. Students were kept informed of the thinking around this aspect of
the programme, which was to go ahead if it was possible to do so. In cases where the field trip could
not take place, students had been refunded the part of their tuition fee that covered the trip. Some
concerns had been raised from a group of students on a programme that was usually able to offer
additional extra-curricular visits and activities that were not possible during the pandemic. In
response, the programme team had met with students to discuss this issue and it was hoped that
those students who wished to access external activities had now been able to do so.

11. Some Schools and Institutes had not received any negative feedback from students in terms of
what was available to them following changes necessitated by the pandemic. However, there were
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several instances of general feedback in relation to minor problems with blended learning and also 
access to study space on campus. Schools and Institutes provided details of their correspondence in 
relation to specific issues, with some disciplines having undertaken surveys on the blended learning 
experience in order to be able to enhance delivery for the future. From the correspondence 
received, it is clear that Schools and Institutes responded very quickly to student concerns on an 
individual basis, and also sought feedback on their approach throughout the year. 

12. There were some excellent examples of pre-arrival communication for new postgraduate
students, detailing both changes to the programme and what to expect in terms of blended learning
and the changes in government guidance. When looking at all of the correspondence, it was evident
that this was most effective when it was tailored to individual programmes and offered clear
explanation of any changes together with details of where students could get more information and
support.

Conclusions 

13. As with the undergraduate review, there is good evidence to be able to provide assurance that
overall:
a) the University was sufficiently clear with postgraduate students about how teaching and
assessment would be delivered in 2020-21, the circumstances in which changes might be made, and
what those changes might entail;
b) students received, during the full academic year, the teaching and assessment they were
promised and might reasonably have expected to receive based on the information provided.

14. The review has not identified any issues that require the consideration of refunds or other forms
of redress under consumer law, or compliance risks that amount to a reportable event under the OfS
guidance.

15. The recommendations that were made following the review of undergraduate provision are also
applicable to postgraduate provision, with particular reference to building on the successful use of
student feedback and complaint handling at local level. These recommendations have been taken
forward, together with lessons learned during 2020-21.

Jane Pallant 
Deputy Academic Registrar (Secretariat) 
September 2021 
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Condition of registration with the 
Office for Students: 
B: Quality, reliable standards and 
positive outcomes for all students 

Responsible 
body/mechanism 

Changes or 
amendments during 
2020-21 

B1: The provider must deliver well 
designed courses that provide a high- 
quality academic experience for all 
students and enable a student’s 
achievement to be reliably assessed 

Senate 
Taught Programmes Board 
Education Quality and 
Standards Board  

Queen Mary Covid 
Mitigation Measures,  
were developed in 
partnership with 
students and built on 
the principles and 
policies for the  
management of 
assessment, 
progression and award 
approved during 2019-
20. 

The process for 
approving new 
programmes of study 
has been the focus of a 
project board led by 
the Deputy Vice-
Principal (Education). 
The revised process 
will streamline 
programme approval 
while ensuring that it is 
agile and that resource 
is appropriately 
aligned to support new 
initiatives.  

B2: The provider must support all 
students, from admission through to 
completion, with the support that they 
need to succeed in and benefit from 
higher education.  

Student and Academic 
Services 
Admissions Policies 
Queen Mary Academy 

Queen Mary Academy 
has delivered an 
ambitious and 
comprehensive 
training programme 
for academic advisers. 
This programme will 
ensure that academic 
staff are equipped to 
support students 
through the full range 
of teaching and 
learning activity.  

B3: The provider must deliver 
successful outcomes for all of its 
students, which are recognised and 

Subject Examination Boards 
Degree Examination Boards 
External Examiners repots 

The principles and 
policies approved for 
use in 2020-21 were 
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valued by employers, and/or enable 
further study. 

Engagement with 
Professional, Statutory and 
Regulatory Bodies 

reviewed by external 
examiners and the 
external member of 
the Degree 
Examination Board.  

B4: The provider must ensure that 
qualifications awarded to students hold 
their value at the point of qualification 
and over time, in line with sector 
recognised standards. 

Annual Programme Review 
Periodic Review 
Degree Outcomes Statement 
External engagement 

The processes for 
programme 
monitoring and review 
are currently under 
discussion as part of 
the Project Board 
SP109 to ensure that 
mechanisms for 
programme review are 
effective, risk-based 
and improve the 
student experience.  

Queen Mary Academy 
has developed training 
resources for external 
examiners.  

B5: The provider must deliver courses 
that meet the academic standards as 
they are described in the Framework 
for Higher Education Qualifications at 
Level 4 or higher. 

External examiner 
engagement 
Academic Regulations 
Assessment Governance 

Assessment and 
feedback workstream 
which had oversight of 
five task and finish 
groups with a focus on 
a specific aspect of 
assessment and 
feedback: marking, 
external examining, 
assessment design and 
feedback, the student 
voice in assessment, 
and assessment 
integrity and security.   

C: Protecting the interests of all 
students 
C1: The provider must demonstrate 
that in developing and implementing its 
policies, procedures and terms and 
conditions, it has given due regard to 
relevant guidance about how to comply 
with consumer protection law. 

Complaints Procedure 
Terms and Conditions 
Student Protection Plan 

Review of the 
complaints procedure 
to streamline the 
process. 

Regular review of 
terms and conditions 
and the Student 
Protection Plan. 
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