
 

 

PROCESS FOR FORMAL COMPLAINTS – Informal Resolution 

 

Complainant Relevant Department 
University Complaints 

Officer (UCO) 
University 

Management 
 
 
 

relevant department Relevant staff member 
discusses issue with 

Complainant 

 
 
 
 
 

Management approves 
proposed solution 

 
 
 
 
 

 
Staff member proposes 
informal resolution to 

Complainant and sends all 
correspondence to UCO 

 
UCO files informal 
correspondence 

 
 
 
 
 

Complainant confirms if happy 
with proposed solution 

UCO follows up with 
relevant department / 
student to track status 

of complaint 

 
 
 
 

Staff member either actions 
solution or refers 

Complainant to UCO 

 
 
 

If Complainant still 
dissatisfied, UCO sends 

Student Complaints Policy 
and Formal Complaint 

Form 

 
 
 

 

 

If still dissatisfied, Complainant may 
submit Formal Complaint Form and 

proceed to the next stage of the 
process 

Relevant staff member 
discusses issue with 

manager / other staff as 
required 



 

 

PROCESS FOR FORMAL COMPLAINTS – Initial Investigation 
 

 
Complainant 

University 
Management 

University Complaints Officer 
(UCO) 

& Head of Complaints (HoC) 

Investigating Officer 
(IO) 

 

 
Complainant submits Formal 

Complaints Form 

UCO reviews the form and requests 
any additional information required 

from the Complainant or any 
information on the informal  
process from University staff 

 
 

 
UCO liaises with Head of HoC, 

identifies and approaches the IO IO confirms availability 

 
 
 
 

UCO sends formal receipt to 
Complainant and forwards all 

documents to the IO together with 
specific instructions, templates and 

deadlines 

 
IO carries out investigation, 

meeting with the Complainant 
and other parties as required 

 

 

Complainant receives receipt of 
complaint with details of IO and 

deadlines 

 
 

UCO informs Complainant of any delays 
and agrees revised deadline 

Delays 
in 

process 
notified 
to UCO 

 

 

UCO critiques the draft Outcome 
Report and sends to HoC, who 

liaises with IO on any amendments 
needed 

By 1st deadline – 14-21 
calendar days from start: 

IO prepares draft Outcome 
Report and sends to UCO 

 

 
Agreement of 
process and 
deadline for 

recommendations 

 

HoC liaises with University 
Management on recommendations 

made by IO, where necessary 
 
 
 

 
UCO carries out final check of 

Report and records decision on 
tracking spreadsheet 

 
 
 

By 2nd deadline – five weeks 
from start: 

IO provides UCO with final 
Outcome Report 

 

Decision made on 
Recommendations 

 
 
 

Outcome Report and 
Appeal form sent to 
Complainant (with 
appropriate letter 

depending on outcome) 

 
 

 Where necessary, UCO creates 
recommendations report, sends to 
relevant staff and records action 

taken on tracking spreadsheet 

 

Complainant receives outcome and 
may elect to request an Appeal (see 
Appeal Stage) or request a Close of 

Procedures Letter 



 

 

PROCESS FOR FORMAL COMPLAINTS – Appeal 
 

 
Complainant 

University 
Management 

University Complaints Officer 
(UCO) & 

Head of Complaints (HoC) 

 
Appeal Officer (AO) 

 

 
Complainant submits Complaint 

Appeal Form 

UCO reviews the form and requests 
any additional information required 

from the Complainant or any 
information on the formal 

complaint from IO 

 
 
 
 

UCO liaises with HoC, identifies 
and approaches the AO 

 

AO confirms availability 

 
 

 
UCO sends formal receipt to 

Complainant and forwards all 
documents (from Appeal request 
and original Complaint) to the AO 
together with specific instructions, 

templates and deadlines 

 
 

AO carries out investigation, 
meeting with the Complainant 
and other parties as required 

 
 

Complainant receives receipt of 
complaint with details of AO and 

deadlines 

 
 
 

UCO informs Complainant of any delays 
and agrees revised deadline 

 
Delays 

in 
process 
notified 
to UCO 

 

 

UCO critiques the draft Outcome 
Report and sends it to HoC for 
comment and Appeal Panel for 

approval 

By 1st deadline – 14-21 
calendar days from start: 

AO prepares draft Outcome 
Report and sends to UCO 

 

 
Agreement of 
process and 
deadline for 

recommendations 

 

Appeal Panel liaises with University 
Management on recommendations 

made by AO, where necessary 
 
 
 

 
UCO carries out final check of 

Report and records decision for 
Academic Board 

 
 
 

By 2nd deadline – five weeks 
from start: 

AO provides UCO with final 
Outcome Report 

 

Decision made on 
Recommendations 

 
Outcome Report sent to 

Complainant with COP letter and 
OIA info if no case, or 

appropriate letter if upheld 
 

 
 

 Where necessary, UCO creates 
recommendations report, sends to 
relevant staff and records action 

taken on tracking spreadsheet 

 

Complainant receives outcome and 
may elect to request that the OIA 

review the case (see separate 
process chart) 



 

 

OIA REVIEW (Independent from University’s Process) 
 

 
Complainant OIA 

University Complaints 
Officer (UCO) & Head of 

Complaints (HoC) 

 
University Management 

 
Complainant applies to OIA for a 

Review of Complaint OIA receipts request with copy to 
University 

 
 

OIA confirms to Complainant that 
their case is valid for review with 

copy to University 

 
UCO informs HoC and University 
Management as necessary and 

starts to collate appropriate 
documentation 

 

 

OIA allocates Case Worker to 
Review case 

Acknowledge 

 
 
 

Case Worker requests 
documentation from University 

UCO creates .pdf 
of all relevant 

documents and 
sends to OIA 
electronically 

 
 
 

Case Worker reviews case and 
documentation, liaising with 

Complainant and University as 
necessary 

 
 

Review Completed. 
Outcome documentation, together 

with recommendations sent to 
Complainant and the University 

 

 
Complainant receives 

outcome from OIA 

UCO receives outcome and 
recommendations and liaises with 
University Management on action 

 
 

 
Agree action 

 

 
UCO liaises with relevant staff / 

departments to ensure actions are 
carried out 

 
 

 

UCO ensures that Complainant and 
OIA are informed of action taken 

by the University 

 
 
 

Complainant receives 
confirmation of action taken by 

the University 

 

OIA receives confirmation of 
action taken by the University 

 
UCO tracks progress of OIA review 

through website 

 

UCO records OIA Review request 


