
STAGE 1: A student should raise an informal complaint within 10 working days of the incident occurring 

Screening of Complaint 
Insufficient evidence/ 
sufficiently compelling 

case not presented 

Sufficient evidence/ 
sufficiently compelling case 
presented 

Review 

Requested 

Decision 

Accepted 

STAGE 2: – Written complaint 
should be submitted on complaint 
form within 10 working days of the 

outcome of Stage 1 
Insufficient evidence/ 
sufficiently compelling 

case not presented 

Complaint referred for 

investigation to: 

1. Pro-Vice-Chancellor (PVC) of 

relevant Faculty; or 

2. Director of relevant Service 

An Investigating Officer is appointed to prepare a report within15 days of 
receiving the complaint and may make recommendations to the PVC/ 

Director as appropriate. The student shall see a copy of the report and may 
make a written response within five working days, after which the PVC/ 

Director will make a finding 

Finding made and communicated 
to the student normally within 
eight working days 

APPEAL: STAGE 3 – An appeal may be made on the relevant 
form, on specific grounds within 10 working days of the written 

finding of Stage 2. 

Screening of Complaint 

Annex 1: Student Complaints Procedure 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 

 

  
 

Insufficient evidence/ 
sufficiently compelling 
case not presented End of 
internal process* 

 

 

 

 

Insufficient evidence/ 
sufficiently compelling    
case not presented 

 

Appeal Panel considers 

appeal 

Review 

Requested 

 

 

  

 
 

*There is no further internal appeal. However, a student who is aggrieved by the decision of the Appeal Panel may make a complaint 
about maladministration to the Northern Ireland Public Services Ombudsman https://nipso.org.uk/nipso/about-us/who-we-are/ within 
six months of notification of the University’s final decision. 

Insufficient evidence/ sufficiently 
compelling case not presented 

End of internal process* 

Appeal Not 
Upheld* 

Appeal Upheld 

Decision 

Accepted 

Review 

Requested 

Screening of Complaint 

Right of Appeal on 
specific grounds 

Sufficient evidence/ 
sufficiently compelling 

case presented 

NOT RESOLVED 

RESOLVED 

One of the following will respond, normally within 5 working 

days and attempt to resolve the complaint 

• The member of staff involved 

• The Head of School 

• The Head of the relevant Service 

• Students on placement should raise the matter with the 

member of staff responsible for the placement 

Decision 

Accepted 

Sufficient evidence/ 
sufficiently compelling 
case presented 

No further 

action 

No further 

action 

Insufficient evidence/ 
sufficiently compelling 

case not presented End of 
internal process* 


