Student Concerns and Formal Complaints Process Flowchart — GI108-01

Student/s identifies and raises concern with the staff member most

directly involved (or international students with the International _|The staff member attempts to resolve the concern or escalates
Student Support Officer). If raised with any other person, please "|it to their manager if the issue cannot be resolved at that level
refer to the direct staff member in the first instance.
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% No further action required. Where Refer the matter to the Manager discusses the matter with student (including a
S appropriate, action is taken to initial staff member’s > support person if the student wishes) and works with
("/-‘) improve the relevant programme or manager related parties to resolve the matter.

service to avoid similar concerns

arising in future.
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No further action required.
Where appropriate, action is
taken to improve the relevant
programme or service to avoid

similar formal complaints arising

in future. (Assistant) Head of School / Service Section Manager explains the procedure to student.
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Student contacts the (Assistant) Head of School / Service Section Manager stating a desire to raise a
formal complaint.
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Student submits formal complaint in writing to Executive Dean/Director.
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The Executive Dean/Director adds details of the complaint to the Complaints Register and Risk Register if
relevant.
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The Executive Dean/Director acknowledges receipt of the complaint within five working days of receiving
it.
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The Executive Dean/Director investigates the complaint and makes a decision (usually within one month
of acknowledgement of the formal complaint).

Formal Complaint
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The Executive Dean/Director communicates the outcome and related decision/s of the investigation in
writing to the complainant.
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The Complaints Register is updated
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Is the student satisfied with the outcome?
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Student follows the internal EIT Appeal process, lodging an appeal within 10 working days of notice of the outcome. @ E l T
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