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Summary of approach to ensuring compliance with consumer protection law 

Truro & Penwith College (T&PC) is currently compliant with Consumer Protection Law and the 

accuracy of information is maintained through its Public Information Verification Procedure1. The 

procedure requires that management responsible for higher education (HE) provision review and sign 

off as accurate all information available on the website to the public and to prospective applicants.  

During academic year 2018/19 we shall be revisiting this policy document to ensure that compliance 

with consumer law is maintained through clear processes and procedures. Much of our published 

information sits on the T&PC Polices and Statements page on the website.  As part of our review of the 

Public Information Policy, T&PC will ensure there are appropriate links to the location of existing 

published information available to applicants, students and other customers to ensure its availability. 

 

The Higher Education Programme Team Lead is responsible for ensuring the college complies with 

Consumer Protection Law and is currently leading the development of a new policy that cross 

references all existing activity to ensure that our compliance is mapped accurately within all 

documentation and is signposted for all consumers. Once in place the policy will be considered on an 

annual basis and updated when necessary with a full review after 5 years.  

 

The Higher Education administration team is responsible of ensuring all processes are compliant and 

that staff are clear about the rights of consumers and the policies that apply to the various processes 

that we undertake:  

 

 information provision pre-application,  

 on application,  

 post-application,  

 at enrolment,  

 on programme,  

 post-graduation.   

The HE administration team is also responsible for ensuring that any data held by the college complies 
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with new legislation and that consumers are clear about the data that is held by T&PC and the purpose 

of holding that data. 

 

Consumer Protection Law has been added to the standing agenda at the College Board of Studies for 

Higher Education to consider any ongoing issues or changes to policy and their impact on operational 

issues.  Information regarding consumer law is discussed at regular meetings of the Higher Education 

Management and Planning team and any issues reported to the College Board of Studies for Higher 

Education (CBSHE), either through the standard meeting procedure by direct reporting to the Chair, 

who sits on the Senior Management team of the College. 

 

Truro & Penwith College students enter into a contract with the College and, where relevant, the 

University of Plymouth (UoP) and Pearson2,3   The T&PC Student Contract applies to all students on 

Higher Education programmes at the University and UoP students will also be sent a copy of the UoP 

terms and conditions.  To help our students understand the terms of the contract the key terms and 

conditions are outlined in plain English in a document that is provided alongside the contract.4  Students 

also receive a copy of the Student Charter5 outlining what they should expect for the College and the 

T&PC Student Code of Conduct6 outlining what the college expects from the student when they are on 

programme. 

 

The Student Contract was produced by the Director of Studies with advice from UoP, the college legal 

team and will continue to be reviewed annually at CBSHE to ensure it remains fit for purpose and 

encompasses all existing and any new provision. The Higher Education Programme Team Lead 

provides an annual Higher Education Review to a Governors sub-committee of the Teaching and 

Learning Committee and Consumer Protection Law is one of the items that has been added to that 

review as part of our preparation for Registration with the Office for Students (OfS). 

 

Staff are provided with regular information regarding Consumer Protection Law through meetings of our 

Programme Leaders and Programme Team Lead meetings and regular staff development takes place 

through the year at which information is made available about consumer law.  The training in July this 

year will include a requirement for HE staff to attend a session on changes to consumer law and data 

protection and the implications for Higher Education.  This will be repeated for any new staff in 

September before the start of the academic year. 

 

1. Provision of information to applicants and students: research and application stage, offer stage 

and enrolment stage 

The standardisation and accuracy of public information begins with the planning and development of 

the College HE Prospectus and the replication of information on the college website.  Any material  

change in policy regarding fees, course content, structure, location or delivery are discussed at CBSHE 

and recommendation taken to the College Senior Management Team by the chair of CBSHE.  Once 
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agreed, that information is amended on the website or communicated to the marketing and prospectus 

team to ensure information is accurate and up to date.  The website and prospectus information is 

cross-referenced to a single set of definitive information that is held on line for every programme.  

T&PC is in the process of changing its Management information System and the integration of the MIS 

into the new website will enhance the ability to manage and maintain a single source of data for every 

programme.  The prospectus is checked by programme, leads, and mangers of curriculum areas and 

by the Programme Team Lead for Higher Education.  The higher education marketing team operate a 

rigorous checking service to ensure all published information is accurate and reflects the set of 

definitive information for a programme. 

 

As well as the website and prospectus, potential applicants have access to information about the 

college and its Higher Education courses through Open Days and Open Evenings, Schools visits, 

information presentations and talks, visits to employers, Student progression events, and National 

Collaboration Outreach Programme activity through our provider: Next Steps South West. 

 

All marketing information, stands, publicity and posters are checked with Programme Leads, Managers 

or with the Higher Education Team before their release.  Presentations and talks are checked by a 

member of the HE Team and the material produced by Next Steps South West that reflects the college 

offer is reviewed by the college representative on that project and the Higher Education programme 

team lead to ensure accuracy is maintained. 

 

The process for ensuring accuracy and correct representation of the college through marketing 

information, press releases, social media and publicity materials is maintained through the Marketing 

team having a dedicated Higher Education Publicity Officer who ensures information is checked before 

its release. Regular meetings between the Head of Marketing and Communications and the Higher 

Education Programme Team Lead review the process and release of information and resolve any 

issues that occur.  A recent review of the restructured website found that some published information 

has been relocated and a proposal is being taken to CBSHE to create a single page for all published 

information that is provided for the pubic and for applicants. A single page is provided for all published 

information required by enrolled students apart from that information relating directly to their individual 

programme.  

 

The College has a well-tested Recruitment and Admissions Policy7 and follows an Admissions Process8 

that ensures that the information that is provided to every applicant at each stage of their journey is 

‘signposted’ to admissions staff and academic staff involved in the application process.   Every student 

is interviewed by a member of the delivery team, either face to face or by telephone and is provided 

with information about their potential programme(s).  At interview applicants are made aware of 

possible changes to the programme and it is made clear that not all options may run every year.  The 

date of decisions regarding optional modules will be confirmed to the student at that point.  Where 

possible primary and secondary choices for optional modules will be discussed and identified.  The 

likely days on which the programme will run in each stage will be made clear to an applicant at this 

point. 

 

At the point of offer, the applicant is provided with a letter, the terms and conditions and contract, and 

their attention is drawn to any particular information of direct relevance to their programme.  If any 
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material changes take place following the offer the student is contacted by the Admissions Department 

and any changes are clearly explained and identified in writing.  Students continue to receive 

communication from the college following offer until their place is confirmed to maintain lines of 

communication should they have any questions about the programme. 

 

Following the release of results or if an unconditional offer has been accepted, the applicant is sent a 

letter confirming their acceptance on programme, welcoming them to the college and with links to 

course information.  They also receive a letter from the Programme Leader identifying appropriate 

preparation information, helpful equipment, reading lists etc.  From 2018/19 onwards this letter will 

confirm the student has a 14 day period to consider the offer and has the right to cancel or change 

through the UCAS “adjustment period”.  At this point students will be asked to confirm primary and 

secondary choices for optional modules and Programme Leads will confirm the date when any 

decisions will be taken regard options.  The confirmation letter confirms details about the need for 

placements on programme, Disclosure and Barring Service checks, criminal offence information and 

any additional costs that the student could occur when on programme, either relating to equipment or 

co-curricular optional visits and trips. 

 

Applicants who have confirmed their place are sent information about the college through a summer 

newsletter and are given a point of contact for any enquiries over the summer when academic staff may 

be on leave.  During the pre-enrolment period students are notified of the enrolment details and given 

dates, times and locations to attend for enrolment and induction and the details of their timetabled days 

and times (as available). 

 

In the event of programme closure due to non-viable group size, students are supported in considering 

transfer to other programmes within the college or at other HEI providers locally or in the region as 

identified within the College Programme Changes and Closure Policy and Procedure9.  Any decision to 

close programmes will normally be made by the start of June, however in some circumstances a later 

decision may need to be taken in which case applicants will be contacted and supported as advised by 

UCAS procedures and the College Policy.   

 

Contract terms and conditions 

The college has two student contracts: one that apples to college students engaged in HE Programmes 

through Pearson or through the other providers working with the college10, and one for students who 

are enrolled on programmes validated by the University of Plymouth11, The T&PC Student Contract 

(UoP Programmes) extends the document that applies to all students on Higher Education programmes 

to include information from the University; students enrolled on UoP programmes will also be sent a 

copy of the UoP terms and conditions.   

 

To help our students understand the terms of the contract, the key terms and conditions are outlined in 

plain English in a document that is provided alongside the contract.12  Students also receive a copy of 
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the Student Charter13 outlining what they should expect for the College and the T&PC Student Code of 

Conduct14 outlining what the college expects from the student when they are on programme. 

 

The Student Contract was produced by the Director of Studies with advice from UoP and the college 

legal team and will continue to be reviewed annually at CBSHE to ensure it remains fit for purpose and 

encompasses all existing and any new provision. The Higher Education Programme Team Lead 

provides an annual Higher Education Review to a Governors sub-committee of the Teaching and 

Learning Committee and Consumer Protection Law is one of the items that has been added to that 

review as part of our preparation for Registration with the Office for Students (OfS). 

 

Our Terms and conditions are reviewed by a panel nominated by the CBSHE and that includes student 

representation.  The panel will consider all statements within the Terms and Conditions and check that 

there is compliance with the Competition and Markets Authority (CMA) recommendations for Higher 

Education with regard to avoiding terms that could be considered unfair. 

 

Terms and Conditions are provided on the website so that any potential applicant can see the T&Cs 

that would apply to them at T&PC prior to application.  Following application, T&PC has a policy to 

provide Terms and Conditions at the point of offer so that applicants have the maximum time available 

to consider the terms before confirming their acceptance.    

 

 

Complaint handling processes and practices 

We have a College Complaints Process15 that is available on the website to all members of the public.  

This document embraces the process for Higher Education complaints and a new HE Complaints 

flowchart16 that outlines the process for staff and students, taking into the account the variation in 

appeals process that occurs because of the UoP process. 

 

Our complaints procedure is also adaptable to ensure the best interests of the student can be taken 

into account. A recent case where a student worked over a number of weeks through an informal 

process that could not be resolved was lifted to a direct complaint to our University partner rather than 

a Stage 2 complaint with the college.  As the student had gone through a lengthy support process it 

was felt there would only be a delay in process by following the procedure, as required by the policy, 

and the college accepted the student’s decision to move straight to Stage 3. 

 

Our policy is to ensure that student body has regular access to tutors and programme leads and the 

opportunity to make representation to the college thorough the student course representative or the 

lead student representative, at biannual quality meetings, termly student rep meetings, weekly group 

tutorials and regular module reviews.  Wherever possible our target is to work with the student to 

ensure they have an excellent experience and to ensure that should any issue arise that has the 

potential to become a complaint, there is discussion, intervention and early resolution of the issue. 
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If a student is dissatisfied with the colleges attempt to resolve the issue or the issue is significant 

enough for the student to warrant an immediate formal complaint, the process involves a meeting 

between the student and a Programme Team Lead or Deputy Programme Team Lead to discuss the 

complaint and clarify the issues that should be investigated.  This additional step creates a link 

between a member of staff at the college and the complainant, helps define the complaint throughout 

the process and identify the nature of any investigation.  Once the student has confirmed that the 

formal process is in place and the nature of the complaint, the complaints procedure begins with formal 

recognition of the complaint and the start of the investigation. 

 

At the end of the investigation, the student receives a formal response from the Principal of the college 

and notification of any action to be taken by the college regarding the complaint.  Following this the 

student may choose to appeal, to either the Chair of the Board of Governors or to the University of 

Plymouth Complaints Officer (depending on the approval institution).   

 

At every point the complainant is made aware of the process and the next stage should they not be 

satisfied with the outcome.  Following review of the outcome of any formal complaint, a completion of 

procedures letter is issued by the college or by the UoP.  Once a Completion of Procedures letter is 

issued the student is able to take their complaint to the Office of the Independent Adjudicator (OIA) 

should they remain dissatisfied with the outcome or process.  All formal complaints are reported 

annually to the Board of Governors. 

 


