Concerns, Complaints, Appeals and Inquiry

Concern} Complaint Appeal Investigation Inquiry
Send Complaint Email Notice of
Raise concern Resolved? — ‘No+t- F9rml to — Resolved? — — —No— - Appeal Form Provide nIISSIngme — — — —Yes — — — — C.an.pro.wde No| Appeal cancelled & + — — — — - Yes Resolved? -No Appeal to external
I complaints@yoobee [ 10 working davs 5 working days missing info? body
o | colleges.com | g cay END
(]
c I I I
© | | Yes | | Yes |
4 I
- | | O | | |
| ! | |
| END |
I I | END I
| ! | | |
| ! | |
! l ! ' I
I I
g I I
e ! !
. _8 Action and respond | | |
O .
> 2 5 working days |
2 I
o+
=)
= I
I
I

Campus Manager
Faculty Lead

Action and respond Notify Complaints &

Appeals Offcier

Complaints & Appeals Officer

Add to complaints &

appeals register

Send to Faculty
Lead / Campus
Manager

Update complaints
and appeals register

v

Send Appeal
Acknowledgement
Letter

Review
3 working days

Add to complaints &
appeals register

Missing

No

Identify Investigator

and send all
documentation

Notify appellant by
email

info? Yes

Update complaints
& appeals register

Cancel appeal

[ - — —
Original complaint accepted
OR
Appellant cancels

Send Appeal
Approved template
by email
3 working days

Send Appeal
Declined template
by email
10 working days

Contact the
appellant

Declined

Appeal
Outcome

— — — )

Agreement to proceed

Update complaints
& appeals register

Investigator/Chair

Appeal
Application
Template

lescccccaccapanal

Make provisional
recommendation —
grounds met or not

Notify Appeals

Officer

A
I
I
I

Establish inquiry
panel, provide
information
7 working days

Notify panel and
appellant of date
and time

Send Appeal

Outcome Letter
5 working days

Appeal Outcome
Letter Template

Inquiry Panel

Peer review

3 working days

|
I
Agreement to proceed
OR
Decined

If , during the peer review, no agreement can be reached,
then the default agreement is to proceed with inquiry

v

Panel meets, learner
presents evidence.

Register conflicts of

interest

Panel decision

Endorsement from
Academic Dean
(academic appeals Officer

only)

Notify Appeals




	Complaints and Appeals.vsdx
	Complaints


