
UCD Student Complaint Handling 
Guidelines for staff for local complaint 
resolution 

Treat complainants courteously and professionally at all times and make sure that the complainant knows your name.  

A positive attitude can help when hearing a complaint. 

Bear in mind that even if you feel the complaint is unjustified, the person’s sense of grievance is real. 

Make sure that the complaint falls within the authority of your Unit to resolve the matter. If not, provide the complainant with 
the contact details of the relevant area. 

Check if the complaint is within 15 working days from when the complainant first became aware of the problem.  

Listen carefully to what the person has to say and give them enough time to express their complaint. 

Summarise the complaint back to demonstrate that you have understood, seek clarifications of points that aren’t clear to you. 

Check what solutions/remedies the complainant is looking for. 

Manage the expectations of the complainant about what outcomes might possibly be achieved. 

Provide information that will assist the complainant to better understand the decision or the action that they are aggrieved about. 

If you do not have sufficient information, tell the complainant that someone will follow up with them about their complaint within 
15 working days. 

Where possible, try to resolve the problem locally and in a timely manner. 

Offer an apology, where appropriate, or provide relevant information/explanation to the complainant. 

If an on the spot solution is not possible, outline possible options for redress and seek agreement of complainant of these. 

If a straightforward local solution is not possible, escalate the complaint to an appropriate person for decision (e.g. the Head of Unit 
or their nominee). 

If the complainant is not satisfied with your attempts to resolve the matter, advise them that the complaint can be reviewed by the 
Head of Unit. Provide complainants with the following information: 

- the name and email address of the Head of Unit,
- link to Student Complaint Form: Head of Unit Review, and
- the timeframe within which the complaint must be raised (15 working days from receipt of the outcome).

Keep a record of the complaint: 
- complainant’s name, student number and UCD Connect email address;
- a summary of the complaint (what happened, when, where, who was involved and what

the impact on the complainant was);
- date the complaint was received by the Unit;
- specific action undertaken by the Unit to address the issue;
- date when the response/resolution was provided to the student;
- record whether the complaint has been upheld/upheld in part/not upheld/withdrawn.

For more information please consult 
the UCD Student Complaints Policy

The majority of student complaints are likely to be dealt with locally. The following guidelines are 
provided to help staff respond to student complaints when being made in person or via the telephone. 
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