
Student Complaints Procedure 

STAGE 1 (Early Resolution) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Start of Stage 1 
Student raises issue with the 
individuals directly involved 

Student provides clear description 
of the problem stating the 

outcome requested 

Can issue be 
resolved 

immediately? 

YES 
Provide solution 

END 
Relevant staff to acknowledge receipt of 

complaint by email/letter and ensure 
student is kept up-to-date on progress 

Relevant staff to seek resolution (normally 
within 10 working days) and to respond to 
student outlining the case and outcome(s). 

Is student 
satisfied? 

END OF STAGE 1 

Proceed to Stage 2 

NO 

END 
YES 

NO 



STAGE 2 (Formal Complaints Stage) 

 

 

 

Start of Stage 2 
Student wishes to make a 

formal complaint 

Student submits Formal Complaints 
Form with evidence to Academic 
Registry (caostaff@aber.ac.uk)  

Is the Complaints 
Form fully 

completed? 

NO 
Form returned to 

student for full 
completion 

Head of Department investigates 
complaint and drafts a written report 

submitted to Academic Registry. 

Academic Registry will issue the formal 
outcome to the student normally within 6 

working weeks of receipt of the formal 
complaint. 

Is student 
satisfied? 

END OF STAGE 2 
Proceed to Stage 3 –  

Final Review 

YES 

END 
YES 

NO 

Student is encouraged to 
consult with a Student 

Adviser, Students Union 
(union.advice@aber.ac.uk)  
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