
 

STUDENT CONCERNS AND COMPLAINTS  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

AQU = Academic Quality Unit 
SCO = Student Complaints Officer (in AQU) 

SCCP = Student Concerns and Complaints Procedure 
OIA = Office of the Independent Adjudicator 

 
1
Always refer to Appendix 2 of the SCCP to check whether or not the student is eligible to submit a 

conern/complaint, or ask AQU for advice. 
2
See section 6.6 of the SCCP for possible CRP decisions. 

Concern(s) raised with relevant member of staff, and 
response provided

1
 

END 

YES 
END 

Head, or nominee, meets with 
complainant (and ‘friend’) as part of 

his/her investigation 

Head of School/Corporate Service Review 
form submitted to Head of School/Corporate 

Service, within one month of initial 
response 

Written response to student, cc SCO, 
College DQAE (or as identified by the 

College DoE) and College DoE, within 20 
working days of receiving the ‘Head of 
School/Corporate Service Review’ form 

AND further action as 
appropriate  

Student submits  
formal complaint  
to SCO in AQU 

within one month 
of Head’s written 

response 

END 
(written 

response 
provided) 

 
Mediation 

END 
(any 

agreement put 
in writing) 

AND 
anonymised 

report (re quality 
issues) to AQU 

or University 
committee as 
appropriate  

Student 
satisfied? 

SCO  
able to 

resolve? 

Resolved 
through 

mediation? 

YES NO YES 

NO 

NO 

Student submits written 
submission to 

Complaints Review 
Panel within  

one month of mediator 
summary of 

outstanding issues 

CRP 
decision

2
 

Completion of 
Procedures letter 

issued 

YES Mediator 
summary of 
outstanding 

issues 

NO 

Student 
satisfied? 

START 

Student may go to OIA if 
dissatisfied with outcome 

of internal complaint 
procedure 

N.B. – Mediation is available at 
this stage.  The SCO in AQU 

can provide advice. 


