Stadnt sbmis complan Flowchart of Student Complaints
Procedure — C17 P1

9a - UniSA Tell Us assses if 9a — UniSA Tell US advises

complaint falls within scope of No} correct process and refers
the policy student

9c - UniSA Tell Us respond
to student within 2
working days and explain
process

9b - UniSA Tell Us advise
relevant EO (or equiv) of
complaint within 2 working
days or receipt

10b - EO (or equiv)
monitors progress of
complaint & ensures
timeframes &
process are adhered
to

10a - EO (or equiv) assigns
complaint to the relevant
Manager/ Supervisor
within 2 working days of
receipt

1la & b — Manager/
Supervisor assesses
complaint

11c & d — Within 10 working
days of assessing the complaint,

the Manager/ Supervisor advises -Complaint not upheld
the student/ EQ/UniSA Tell Us of
the outcome

11e Complaint upheld

Manager/ Supervisor
implements outcome and/
or recommends person or

areas to implement

outcome

12.0 -Within 10 working
days of being notified of
the outcome by Senior
Manager, Student may
request an Internal Review

Matter closed

UniSA Tell Us send Internal
Review request to Senior Matter closed
Manager?

13 a/b/c - Senior Manager

undertakes internal review

within 20 working days of
receipt of complaint

Senior Manager
implements outcome and/

13d - Within 10 working days o
making determination Senior
or recommends to | ——13e Complaint upheld: 4

14 - Within 10 working
C laint not uph Id—> days of being notified,
Manager advises the Student/ omplaint not uphe Student may request for
UniSA Tell Us & EO of outcome, Internal Review by the
Student Ombud

appropriate person or area
to implement outcome

Matter closed

[ GEIREYEY
Matter closed request received by
Student Ombud?

Student Ombud responds
within 24 hours and
considers students
complaint

15- Student may pursue

. Rejects Ombuds findings SINE G TR S
External Review

Ombuds findings

Matter closed

Accepts Ombuds findings
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