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Early Resolution 
 Direct contact with the relevant Service or Programme team, through Personal Tutor etc.

Complaint submitted by student  - 

by student complaint from and Email via Studentprocedures@cumbria.ac.uk

Eligibility Assessment

Student Casework team will complete the Eligibility Assessment within 10 working days. 

The student will be advised on which of the following steps  will be taken:

•  Refer the concerns to the Principal Lecturer or Service Manager for consideration (eligible)

• Refer the complaint to an independent Complaint Investigation Officer for formal investigation (eligible)

• Notify the student that the complaint is out of time or out of scope (not eligible).

NB: students must provide evidence when making their complaint. Students may be asked to  provide 

additional information before next steps can be taken. 

Notify the student of the outcome that all internal procedures have concluded. 
The Student Casework team will issue a Completion of Procedures (COP) Letter as soon as possible, and  within 28 days 

after the end of internal processes. Any complaint to the Office of the Independent Adjudicator must be submitted within 
12 months of the date of the COP Letter.

Complaint review request
A complaint review can be requested by the student within 10 working days of receiving 

the outcome report if they are not content with the outcome. The review request must be 

on the basis of one or more following grounds:

• There is new material evidence  that could not be provided earlier- reason will be 

required.  

• There is evidence that there has been a procedural error in the application of the 

complaints procedure. 

• There is evidence that the remedy is not proportionate to the problems experienced.

•  

The Casework team will conduct an eligibility assessment on the review requested; if it is 

deemed eligible (within scope and evidenced) then a reviewer will be appointed.

Investigation officer appointed :

• will agree key points for Investigation, 

• will consider evidence (presented by student and/or others 

involved). 

• will speak to other parties where appropriate.

• consider if a remedy can be offered or action should be taken.

•  complete investigation outcome report  within 20 working days 

of  receiving the referral (for complex cases this may be longer but 

the student will be advised)

Outcome  if this is emailed to student and they have 10 working days to 

accept the finding of the outcome report or request a complaint review. 

Consideration by 
Principal Lecturer or 
Service Manager  - issues 

considered and if there is any 

possible or appropriate 

remedy. 

This is offered in line with 

regulations within 15 working 

days of the referral to them. 

Student then has 10 working 

days to accept the remedy or 

request a complaint review.

Eligibility review 
Request 

If Eligibil ity 
assessment notes out 
of time or scope the 
student can request a 
review subject to 
grounds 

If the review request is eligible :
a manager will be appointed from a pool of Academic Registry managers.  They will :

• assess if new evidence makes a difference to the outcome of the complaint, 

• (may refer to Investigation Officer if appropriate)

• review the finding and assess if it was the correct decision/s and  if there is doubt 

about the decision, refer the complaint for a new investigation. 

• ascertain if there are grounds to review the remedy and if yes return to initial 

investigation officer for  a revised remedy to the student or initiate a new 

investigation.
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