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STUDENT GRIEVANCES, COMPLAINTS AND APPEALS FLOWCHART 
 
 
 
 

START 

 
 
 
 

Stage 1: Informal 
Complaint Received 

 
Student Experience Officer 

 
1.1. Complaint directed to Student 

Experience Manager or Course 
Coordinator. 

 

 
1.2 Student notified of outcome  
within 10 working days.  

 

 
 
 
 

 
1.3.Resolved? 

YES 

 
 
 

NO 

 
 
 

 
Stage 2: Formal complaint 

received 
 

Student Experience Manager 

 
2.1. Completed Student  
Complaints and Appeals 
Form received 

 
 

2.2. Email acknowledgment sent 
within 10 working days. 

 

 
 
 
 
 

2.3. Complaint assigned to LEA 
Investigating Officer 

2.4. Student notified in writing of 

Investigation outcome with 10 
working days of receipt of Student 
Complaints and Appeals Form 

 
 
 
 

 
 

 
2.5 Resolved? 

YES 

 
 
 

NO 

 
 
 
 

2.6. Complaint actioned and closed. 
 

 
 
 
 

2.7.1. Student File 
2.7.2. Complaints and 

A Appeals Register 
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A 
 
 
 

Stage 3: Escalation to 
Internal Appeal 

 
Investigating Officer 

 

 
3.1. Student lodges  
 Notice of Appeal 

 
 

3.2 Assigned to Registrar or 
Appeals Committee for 
review 

 
 
 

 
YES 3.3 Grounds for NO 

Appeal? 
 

 
 
 
 
 

3.4 Student notified in writing of 
outcome with 20 working days of 
receipt of Notice of Appeals Form 

3.5. Student notified in writing of 
outcome within 10 days of receipt 
of Notice of Appeal Form 

 
 
 
 

NO 
3.6 Appeal 

 
 
 

YES 

 
 
 
 

3.7 Appeal actioned and closed. 

 
 
 
 
 

Stage 4: External Appeal 
 

Investigating Officer 

4.1. Escalation to External 

Agency within the 20 
working days of Internal 
Appeal decision. 

 

 
3.8.1. Student File 
3.8.2. Complaints and 
Appeals Register 

 

 
 
 
 

STOP 
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Version History 

Version 
number: 

Approved by: Approval Date: Revision Notes: 

1.0 Registrar 4/01/2020 New flowchart 

1.1       Registrar 17/01/2023 Amended to 10 or 20 working day time 
frames for compliance with ESOS  
Replaced COO with Registrar 

1.2 Registrar 22/02/2023 TEQSA and CRICOS requirements 
incorporated 

    

 


