
 
 
 
 
 
 
UK Higher Education Providers. Advice on Consumer Protection Law 
 
Please see full document at:  
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/428549/HE_provi
ders_-_advice_on_consumer_protection_law.pdf 

 
Summary of requirements for HE providers (taken from above document) 
Information provision: ensuring that students are given up front, clear, timely, accurate 
and comprehensive information  
 

 
These consumer protection issues relating to:  
(a) the information available to students to enable them to choose the most appropriate course and 
HE provider;  

(b) the terms and conditions used by some universities, including their accessibility, fairness and 
proportionality; and  

(c) the speed and effectiveness of complaints handling by some universities, as well as an apparent 
lack of student knowledge about the process.  
 
 
1. Student research and application stage:  
(a) To comply with the Consumer Protection from Unfair Trading Regulations 2008 (CPRs) Cardinal 
Newman College will provide prospective students with material information – including about the 
courses we offer, the structure of courses, and the fees/costs. This will be given before any 
prospective student make a decision about which course to apply to with us as their HE provider. 
This includes information given in writing, visually and verbally. Cardinal Newman College will make 
sure this information is accurate and will not omit important information that could affect students’ 
decisions.  
(b) The information will be accurate, clear, unambiguous and timely, and will be given up front.  

(c) Cardinal Newman College will ensure that information is easily accessible – for example, via our 
website, course marketing literature, course handbooks and at open events.  

(d) Cardinal Newman College will draw prospective students’ attention to important and surprising 
rules and regulations, and make them accessible.  
 
1.1 Offer stage:  
(a) The CPRs and the Consumer Contracts (Information, Cancellation and Additional Charges) 
Regulations 2013 (CCRs) both apply at the offer stage. When an offer is accepted, Cardinal Newman 
College the HE provider and prospective student enter into a contract. To comply with both pieces of 
legislation Cardinal Newman College will ensure that:  
 
(i) we continue to provide important information to prospective students to inform their decisions 
about which offer(s) to accept (this obligation continues throughout our dealings with students);  

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

(iii) we 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;  
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(iv) where any pre-contract information (as defined in the CCRs) we have already provided changes, 
that we will have obtained the student’s express agreement to the change before or at the time of 
making the offer;  
 
(v) where we anticipate that some things might change after the offer is accepted, we 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 
Cardinal Newman College HE provider and student. For distance contracts (for example, offers and 
acceptances made via the Universities and Colleges Admissions Service (UCAS)), we will  
 
(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) make clear to prospective students notice of their 14-day right to cancel, where the application 
and offer are carried out at a distance.  
 
1.2 Student enrolment stage:  
(a) In principle, the pre-contract information we give 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), we will ensure that we tell students about these at the 
earliest opportunity – failure to do this may be a misleading omission under the CPRs.  

(b) Cardinal Newman College will draw students’ attention to our terms and conditions, and any other 
rules and regulations, and make them accessible. We will highlight important and surprising terms 
and provisions to students.  

Ensuring that terms and conditions between HE providers and students are fair  
Cardinal Newman College will ensure that:  
 
(a) College terms can be easily located and accessed and are available to students, see website and 
Key Information for HE students on Moodle.  

(b) students are made aware of our terms and are given the opportunity to review them before they 
accept an offer;  

(c) we will 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) our 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) our terms are not drafted in such a way that their effect could be unfair.  
 
Ensuring that HE providers’ complaint handling processes and practices are accessible, clear 
and fair to students  
Cardinal Newman College will ensure that:  
 
(a) our complaints procedure is easily located and accessible to students, on our website and under 
Key Information for HE students on Moodle.  

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

 



 
 (c) we provide students with clear and accurate information about our complaint handling 
procedures in writing and (where applicable) verbally, for example:  
 
(i) where we offer courses in partnership with another HE provider it will be clear where 
responsibility for complaint handling lies;  

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

(iii) where students raise concerns at an informal level, we will inform them that they can make a 
complaint under your formal complaints process if the matter is not satisfactorily resolved;  
 
(d) our complaints handling processes are fair, which is more likely to be achieved where we:  
 
(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) We follow any guidelines published by any third party redress or complaint schemes of which 
we are a member; and  

(f) our staff are trained in and follow our complaint handling procedures in practice.  
 


