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A direction of travel…



We recommend that each provider, along 
with its students, compares its own 
complaints and academic appeals 
processes to the Framework to be sure 
that there are sound reasons for any 
differences
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How it works



Good practice framework
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WONKHE  |

It is good practice…
It is not good practice…



• principles
standalone

• bias

• more than one 
process student 
representative bodies behaviour of staff 
or other students group complaints

•
complaints appeals

Headlines
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• Inclusive flexible

• Flexible: 

New principles



• reasonably kindly

respect

• supportive barriers

• disadvantaged

• listened

Inclusive
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Examples of issues students might raise



But what can I 
complain about? 
Quality and B3…
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B Conditions examples
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Bias



definition

•

reason

•

Academic appeals
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Who can complain?
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Representation
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Case study
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New section on confidentiality
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Support for students
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Support (standards)
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Support issues
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Process flexibility
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Process adjustments for disabled students
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Grounds for appeals
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Fast tracking…
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Panel members and sensitive info
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Panels 
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Multiple procedures
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Acting flexibly to use a single process
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Students’ unions
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Complaints about others
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Complaints about other students
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Communicating outcomes
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Case study: Request a review
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Group complaints
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Group complaints
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Deal or no deal?
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Group case study
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Learning from complaints
Characteri

stics of 
complaina

nts
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