
Student Complaints: A Quick Guide

Student has concerns

Does student consider the concerns can be considered and 
resolved through informal discussion?

Stage One: Informal Discussion
• Student raises concerns with appropriate staff members (e.g. HoD, 

Registrar, Student Support)
• Aim is satisfactory resolution through informal discussion

Resolved satisfactorily? Resolved and concluded

Stage Two: Formal Complaint
• Student submits formal complaint to Registrar
• Registrar undertakes eligibility check

Complaint accepted?

Complaint eligible to be 
considered under other 

NFTS policy OR
Complaint dismissed (e.g. 

out of time or wholly 
unreasonable)

• Complaint is investigated
• Findings of fact and recommendations are made

Complaint referred to Complaints Panel?

• Complaints Panel considers and determines complaint
• Complaint justified (in whole or part) OR not justified
• If justified, redress offered to student

Student satisfied with Stage Two decision?

Stage Three: Review
• Student requests review of Stage Two decision by Director of Curriculum
• Director of Curriculum undertakes review and makes determination
• Review upheld OR dismissed (in whole or part)
• If upheld, any redress offered to student

Completion of Procedures Letter 
issued to student

External Review:
All students have the right to take their complaint to the Office of 

the Independent Adjudicator for Higher Education (OIA) for 
external review

OIA Contact details:
Tel: 0118 959 9813 

Email: enquiries@oiahe.org.uk
Website: https://www.oiahe.org.uk

Support and Advice:
If you are bringing, or involved in, a complaint, you are 

encouraged to seek advice and support from Student Support or 
the Registrar

Contact details: 
SSW: swellbeing@nfts.co.uk
Registrar: ewheal@nfts.co.uk

Deadline for Making a 
Complaint:

3 months after incident giving 
rise to complaint
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