


Student complaint resolution stage requirements

Advice regarding these requirements is available at from the Integrity and Standards Unit.

	
	Grounds for complaint:
	Complaint must be made within:
	Complaint must be made to the:
	Forms and record keeping:
	Complainant must be provided with a:

	Stage 1 – Informal resolution
	Any complaint in relation to the student experience (unless another process for resolution is prescribed in a specific Statute, regulation, rule or policy
 pertaining to the matter in question).

	12 months following the incident, situation or activity that led to the complaint, unless:

(i) the complaint can, despite the delay, be reasonably considered; and

(ii) one of the following applies:

a) the complainant can provide reasonable grounds for the delay; or

b) the complaint raises a serious matter.

A ‘late complaint’ must be submitted to the Integrity and Standards Unit.
	(i) respondent directly where possible and appropriate; and/or 

(ii) Stage 1 Responsible Officer, unless:

a) the complaint raises a serious matter; or

b) there are valid reasons for not attempting Stage 1.

	Complainant:

No mandatory forms. Complaints may be made and responded to in-person, via telephone or in writing via e-mail or AskUWA
.

Responsible Officer:

No mandatory forms; however, complaint records must be created and captured on an appropriate records management system in accordance with the University Policy on: Records Management.
	(i) complaint acknowledgement within 5 University working days of receipt of complaint (if not provided at the time the complaint was made);

(ii) progress update every 10 University working days; and

(iii) complaint outcome within a reasonable period of time.


	Stage 2 – Formal resolution
	For a complaint previously submitted at Stage 1:

The complaint is unable to be informally resolved at Stage 1.
For a complaint submitted directly to Stage 2:

That the complaint is not suitable for informal resolution under Stage 1 because: 

(i) the complaint raises a serious matter; or

(ii) there are valid reasons for not attempting Stage 1.
	For a complaint previously submitted at Stage 1:
20 University working days of the Stage 1 outcome.
For a complaint submitted directly to Stage 2:

As per Stage 1 requirements.

	Integrity and Standards Unit (for referral to the Responsible Officer).
 
	Complainant:

Complaint Submission Form (hardcopy or online).
Integrity and Standards Unit:

Registration and finalisation of complaint in the Complaint Handling System (CHS).

Responsible Officer:

Complaint Outcome Form OR finalisation of complaint in the CHS; and comprehensive complaint records must be created and captured as per Stage 1.
	(i) complaint acknowledgement in writing within 5 University working days of receipt of complaint; and 

(ii) complaint outcome in writing within 30 University working days of receipt of complaint.  Where this requirement is not met, a progress update in writing and updates every 10 University working days thereafter.



APPENDIX A








� A guide to related policies and procedures is available at � HYPERLINK "http://www.web.uwa.edu.au/university/complaints/students/related-policies" �http://www.web.uwa.edu.au/university/complaints/students/related-policies�. 


� A complaint that requires additional confidentiality must not be submitted or responded to via � HYPERLINK "http://www.ask.uwa.edu.au" ��AskUWA�. 






