
Stage 2
(Formal Complaint)

Submit written complaint to
Designated Contact:

  Director of Faculty  PA
Campus concerns & HE Course delivery or 

Quality concern
College-wide concern: Director of Quality 
& Learner Experience  (Learner Services))

Designated Contact
Nominate a Manager

to investigate and send
them complaint details and

relevant documentation

Stage 3 
(Appeals)

Submit written appeal to the
Principal within 15 working days 
of receiving response to stage 2

Principal’s PA
Send a written

acknowledgment to
complainant within 5

working days of receipt

Principal 
Review appeal, conduct

further investigations and
consult with Nominated 

Manager if
necessary

Send a written
acknowledgment to
complainant within 5

working days of receipt

Yes

Nominated Manager:
Investigate complaint fully 

and provide full written 
response to Designated 

Contact within 10 working 
days of receipt of complaint 

START

Designated Contact:
To provide full written 

response to complainant 
within 15 working days of 

receipt of complaint, 
detailing what, if any action 

has been taken

Complainant
wishes to
appeal?

Refer to an Appeals Panel or
Hearing if necessary – must be
set up and meet within 10 days

Appeals Panel/Hearing
Review all documentation

and provide written
response to complainant
within 5 working days of

meeting

Formal
Complaint?

Stage 1
(Informal Discussions)

Attempt to resolve
complaint with member

of staff 
directly concerned

Resolved?
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No
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END
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