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1. Introduction 

This document  describes QA Higher Education’s complaints policy.  The policy may be used 
by current and  prospective students . The objective of  the policy is to ensure that 
complaints are dealt with fairly and appropriately and are given careful consideration.  

QA Higher  Education’s Senior Management team has overall responsibility for the 
complaints policy. It monitors the complaints received and the ef fectiveness of the policy 
in addressing them. The Senior Management team will review any common causes or 
patterns of  co mplaints which emerge.  

All pro grammes  and courses  delivered by QAHE are covered by this policy, including  

�x Foundation, u ndergraduate and postgraduate degrees  
�x Pre-sessional 
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iii. Review by a University Partner 
 
If  a student is dissatisf ied with the outcome of  the formal complaint  and is 
registered on a programme validated by a partner university , they can request 
a review by the relevant University Partner.  Each University has its own policy 
for complaints. Details on how to do this can be provided by the QAHE 
Com plaints Of ficer or can be found in the relevant Programme Handbook.  

 
iv. Review by QA Higher Education 

 
Students or  who are registered on a QA Higher Education programme and who 
are dissatisf ied with the outcome of the formal complaint can request a review 
by QA Higher Education.  
 
The grounds on which a student or can request a review of  the decision are:  
 

�x The Investigating Officer made an error in judgement or did not co nsider 
all  of  the evidence available to them ; 

�x The Investigating Officer did not conduct the complaint fairly , and/or  not 
in line with this policy ; 

�x There is new  material  evidence that could not, for valid and evidenced 
reasons, be submitted at the time of  the complain t;  

Student who wish to proceed to a formal complaint review should submit details 
to the Complaints inbox within 10 working days f rom the date of  the outcome 
letter. Students are expected to clearly set out the grounds on which a review is 
being  requested. The Complaints Of f icer will consider late complaints at the 
review stage in exceptional circumstance.  

The f inal complaint review will be considered by a senior member of staff who 
has no prior involvement in the matter being complained of . The  formal 
complaint review shall either be rejected , upheld or partially upheld, in which 
case a resolution or a revised resolution will be proposed.  

Students who are dissatisfied by the decision may be eligible for review by the 
Of f ice of  the Independent Adjudicator for Higher Education (OIA). This is an 
independent body set up to review student complaints and appeals.  Information 
can be provided by the Compla ints Of ficer  via the Complaints inbox 
qahe.complaints@qa.com . 
 

5. Enhancement and improvement 

Formal and informal complaints are logged and reviewed on a regular basis.  On a quarterly  
basis, a report is produced for the Senior Management Team that outlines any areas for 
improvement based on the nature of  the complaints received.  
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