
Good Practice Framework: Handling complaints and academic appeals Annex 2 - Overview of complaints and appeals process

Annex 3: Overview 
of complaints and 
appeals processes

COMPLAINTS APPEALS

 Overview of complaints and appeals processes

	⊲ Information and/or explanation 
	⊲ Apology 
	⊲ Agree a solution

	⊲ Initial assessment 
	⊲ Consider meeting with the student 
	⊲ Consider mediation or conciliation? 
	⊲ Investigate  
	⊲ Refer to a complaint hearing or meeting? 
	⊲ Explain the outcome to the student 

	⊲ Signpost to any informal options 
	⊲ Clarification 
	⊲ Explanation

	⊲ Initial assessment 
	⊲ Consider meeting with the student 
	⊲ Gather documents and information 
	⊲ Is further investigation needed?  
	⊲ Refer to an appeal hearing or meeting? 
	⊲ Explain the outcome to the student

	⊲ Procedure followed? 
	⊲ Outcome reasonable?  
	⊲ New evidence? 
	⊲ Explain the outcome to the student

	⊲ Procedure followed? 
	⊲ Outcome reasonable?  
	⊲ New evidence? 
	⊲ Explain the outcome to the student

Upheld
Explain that the student can ask for a 
Completion of Procedures Letter if they 
want one. The student can submit a 
complaint to the OIA for review.  

Not Upheld
Issue a Completion of Procedures 
Letter automatically. The student 
can submit a complaint to the OIA 
for review.

Closing the  
complaint/appeal

Review stage

Formal stage

Early resolution
swift, local and 
informal

What support 
does this 

student need? 

Is this the right 
process? 
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Has the student 

reached the end 
of the process? 
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