
  

P9 S13 C1 Complaint Procedure Flow-Chart  
 

 
 

 

END 

Complainant 

satisfied with 

outcome? 

trainer / member of staff / 

individual seeks to resolve 

the matter quickly (within 

15 working days) 

Learner completes 

complaint form, within 15 

working days, for internal 

review by head of unit 

(normally appropriate 

resolution within 15 

working days) 

Learner 

satisfied? 

END 
END 

YES NO YES 

NO 

Learner should raise 

concerns as soon as 

possible with the relevant 

trainer / member of staff / 

individual within 15 

working days starting 

from when the 

complainant first became 

aware of a problem. 

Start I want to make a 

complaint… 

Complaints Officer 

receives complaint and 

decides if it is within 

remit of complaints policy 

Learner completes a form, 

within 15 working days, 

and submits it to the 

Complaints Officer. 

Learner completes 

complaint form, within 15 

working days, for internal 

review by head of unit 

(normally appropriate 

resolution within 15 

working days) 

Complaints Officer 

appoints and Investigating 

Officer; acknowledges 

receipt in 5 working days 

Complaint outside remit of the 

policy. Learner referred to a 

suitable alternative procedure by 

Complaints Officer 

Complaint deemed invalid because 

• The complainant is not a 
registered student 

• The complaint is considered to 
be frivolous or, vexatious 

• False information is submitted. 

Complaints may be taken to the Office of 

the Ombudsman / Office of the 

Ombudsman for Children 

NO 

YES 

Investigating Officer 

supplies a report the 

Academic Council 

Committee for Learner 

Appeals and Complaints, 

with recommendations 

for resolution. Committee 

decision communicates by 

the Complaints Officer 

Complaints under the 

Equal Status Acts 

2000/2004. Procedure xxx 

Complaint about 

noncompliance with 

legislation, where there is 

a special inquiry officer 

under the legislation: 

Disability Act, 2005 

Complaint of harassment 

procedure Policy on 

Dignity and Respect 

END 

In cases where the 
Complaints Officer 
considers a complaint to be 
frivolous, vexatious or 
where false information is 
submitted the matter may 
be referred to the Registrar 
for review under the UCD 
Student Code. Disciplinary 
action may be taken against 
the complainant. 

YES 

Complaints where local resolution 

has not been first sought: 

complaints will normally be 

referred back to relevant unit, 

unless the issue has been identified 

as requiring immediate 

investigation at Forus Training level 

Learner 

satisfied? 


