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Purpose and Scope 

Murdoch University aims to offer an excellent experience to its students through our 
courses of study, services and facilities but we recognise that occasionally things go 
wrong. This procedure explains how students can make a complaint. The procedure can 
be used by students for both individual and collective complaints.  

It is expected that the student(s) concerned will pursue the complaint personally; 
complaints submitted by a third party will not normally be accepted (although students 
may seek help in lodging their complaint). The University will treat complaints seriously 
and will deal with them fairly and objectively. 

This procedure applies to all staff and students. 

 

Scope:  

This procedure is designed to encompass the following: 

• Complaints from students concerning their experience related to an Academic 
College, an Administrative or Support Service or general publicity about the 
University. 

• Complaints from students concerning the arrangements for teaching or the 
arrangements for assessments. 

• Complaints from international students concerning their dealings with the 
University’s education agents and/or any related party the University has an 
arrangement with to deliver courses or related services. 

 

The procedure does not cover the following, for which separate procedures exist: 

• Academic appeals relating to decisions made as a part of admissions, progression 
or assessment processes (Student Appeals Policy) 

• Complaints involving an allegation of misconduct by a student (Student Academic 
Misconduct Procedure). 

• Complaints involving an allegation of Sexual Harm misconduct (Sexual Harm 
Procedure, Sexual Harm Procedure - Dubai) 

• Complaints arising in the context of graduate research enrolment (Graduate 
Research Degrees Dispute Resolution Procedure). 

 

Student Complaints Management Procedure 

https://goto.murdoch.edu.au/PPMDoc?id=387
https://goto.murdoch.edu.au/PPMDoc?id=385
https://goto.murdoch.edu.au/PPMDoc?id=385
https://goto.murdoch.edu.au/PPMDoc?id=519
https://goto.murdoch.edu.au/PPMDoc?id=519
https://goto.murdoch.edu.au/PPMDoc?id=351
https://goto.murdoch.edu.au/PPMDoc?id=196
https://goto.murdoch.edu.au/PPMDoc?id=196
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Overarching Policy 

Complaints Management Policy  

Procedure 

1. In this procedure, the following terms have the following meanings: 

1.1. “Sexual Harm” is defined in the Sexual Harm Policy  

2. Implementation Steps: 

2.1. Complaints should be brought forward by students as soon as possible after 
the events or actions (or lack of actions) which have prompted the complaint. 
A delay may impact on the ability of the University to resolve the complaint or 
provide the best outcome. Students are expected to raise any concerns 
informally in the first instance. Only if the informal stage has been exhausted 
and the student remains dissatisfied should the formal stage of the 
procedure be initiated1. 

2.2. Every reasonable effort will be made to resolve a complaint satisfactorily, in 
a professional, fair and transparent manner. If a complaint is upheld, or the 
complaint results in a decision or recommendation in favour of a student, 
the University will provide an appropriate response, immediately commence 
implementation of the decision or recommendation and/or take preventative 
action, correct any mistakes or misunderstandings as far as possible and as 
soon as practical and will take any other action deemed appropriate. The 
student will be informed of any action taken. If a complaint is not upheld, 
then detailed reasons for that decision will be provided in writing to the 
student. 

2.3. While it is preferable that the complainant is identified, an anonymous 
complaint may be accepted and investigated if: 

2.3.1. It is deemed to be of a serious nature; 

2.3.2. It contains or points to good evidence of misconduct, error or some 
other significant institutional flaw; or 

2.3.3. So required by law. 

3. Students are advised that while best efforts will be made it may not be possible 
to achieve a resolution or to properly investigate a complaint that is lodged 
anonymously or where the student wishes to have their identity protected during 
the complaint management process. 

4. A student who does not provide contact details may not be able to be advised of 
the outcome of the complaint management process. 

5. An anonymous complaint may be sent via the Murdoch University website to 
UniversitySecretary@murdoch.edu.au or by mail addressed to the University 
Secretary, Murdoch University, 90 South Street, Murdoch WA 6150, Australia. 

 
 
 

1 However, where the seriousness of the complaints warrants, the University may allow the complaint 

to progress directly to the formal stage. 

https://goto.murdoch.edu.au/PPMDoc?id=456
https://goto.murdoch.edu.au/PPMDoc?id=350
mailto:UniversitySecretary@murdoch.edu.au
mailto:UniversitySecretary@murdoch.edu.au
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6. International students are advised that, while best efforts will be made, it may not 
be possible to achieve a resolution or to properly investigate a complaint that 
involves the University’s education agents and/or any related party the University 
has an arrangement with to deliver courses or related services. The University will 
however always respond to such complaints. 

7. Implementation Steps: 

There are three possible stages through which a complaint may progress: 

7.1. Informal Stage 

7.2. Formal Stage 

7.3. External Review 

8. Informal Stage 

8.1. Many complaints can be resolved informally, and a complaint will ideally be 
dealt with as close as possible to the point at which it arises. Students who 
wish to complain should, therefore, initially discuss the matter with those 
directly responsible. 

8.2. The list below highlights those members of staff who should be approached by 
a student to seek an informal resolution of their complaint: 

8.2.1. Complaints relating to a Unit should be raised with the relevant Unit 
Coordinator or Academic Chair. 

8.2.2. Complaints relating to staff in a College should be raised with the 
relevant Executive Dean Academic Operations (where the complaint 
is against the Dean Academic Operations, the Deputy Vice 
Chancellor (Colleges) should be addressed)2. 

8.2.3. Complaints about one of the University’s administrative or support 

8.2.4. services should be raised with the relevant manager. 

8.2.5. Complaints about the arrangements for students studying in one of 
Murdoch University’s offshore campuses in Singapore should be 
raised with the Singapore Dean. 

8.2.6. Complaints about the arrangements for students studying in Dubai 
should be raised with Dean Dubai. 

8.2.7. Complaints about information provided by the University should be 
raised with the Director Marketing and Communications. 

8.3. If students are unhappy to approach the person identified above, another 
appropriate member of staff or the Guild of Students may be approached for 
support. 

8.4. Staff investigating complaints at this stage should, if possible, have a face- to-
face or telephone discussion with the student concerned, to come to an 
understanding of the exact nature of the student’s dissatisfaction and to 
explore what outcome the student seeks. 

 
2 The Dean Academic Operations (or PVC) will liaise with the People and Culture Office as appropriate.  



Page 4 

 

[OFFICIAL] 

8.5. Wherever possible, student complaints should be resolved at this local level, 
without the need to resort to formal proceedings. A student should normally 
expect to receive a written or verbal acknowledgement within five (5) working 
days and a full response within fifteen (15) working days of receipt of the 
complaint. 

9. Formal Stage 

9.1. If the student is not satisfied with the response at the informal stage, they 
may initiate a formal complaint in writing by email to 
UniversitySecretary@murdoch.edu.au or by mail addressed to the University 
Secretary, Murdoch University, 90 South Street, Murdoch WA 6150, Australia. 
The University Secretary will determine who is the most appropriate senior 
member of staff within the University to deal with the complaint. 

9.2. The senior members of staff, to whom complaints may be forwarded by the 
University Secretary, are listed below: 

9.2.1. Complaints about an Academic College will be dealt with by the 
Deputy Vice Chancellor Colleges or, if the Deputy Vice Chancellor 
Colleges has previously been involved, the Provost3 

9.2.2. Complaints about the Student Village will be dealt with by the 
Director, Student and Library Services. 

9.2.3. Complaints about student services, student processes or student 
information about the University will be dealt with by the Director, 
Student and Library Services. 

9.2.4. Other complaints will be forwarded to the senior member of staff who 
in the opinion of the University Secretary is the most appropriate 
person to deal with them. 

9.2.5. Complaints from an International student concerning their dealings 
with the University’s education agents and/or any related party the 
University has an arrangement with to deliver courses or services will 
be managed by the Pro Vice Chancellor International. Depending on 
the source of the complaint, the Pro Vice Chancellor International may 
forward the complaint to the relevant education agent or related party. 

9.3. If a complaint involves any of the officers listed in 2.2.1 to 2.2.3, or if the 
University Secretary considers there otherwise to be any conflict of interest, 
they will identify an appropriate alternate. 

9.4. The officer to whom the formal complaint is forwarded may either investigate the 
matter themselves or delegate responsibility to another member of staff of 
appropriate standing and background to undertake the investigation on their 
behalf. 

 

 
 

 

 

 

3 Where the complaint involves allegations of misconduct by a staff member, the People and Culture 

Office must be consulted. 

mailto:UniversitySecretary@murdoch.edu.au
mailto:UniversitySecretary@murdoch.edu.au
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9.5. Students are asked to complete the Complaints Form (attached). The information 
to be given on the Complaint Form is to include: 

9.5.1. Contact details for the student making the complaint. 

9.5.2. Details of the complaint. 

9.5.3. A statement of the action already taken to try to resolve the complaint 
informally and why the response given is considered unsatisfactory; 
and 

9.5.4. What resolution the student wants. 

However, if the University Secretary determines that sufficient information 
has been given in the text of the email or letter submitted then the complaint 
will be accepted without the need to complete a Complaints Form. 

9.6. The University Secretary will acknowledge receipt of the complaint and forward 
the complaint to a senior member of staff appointed to deal with the complaint 
within five (5) working days of receipt of the complaint. 

9.7. The senior member of staff appointed to deal with the formal complaint will 
commence the assessment of the complaint within five (5) working days from 
receipt of the complaint. The senior member of staff will attempt resolution of the 
complaint by a means appropriate to its nature and circumstance. Such means 
may include: 

9.7.1. Correspondence between the parties. 

9.7.2. Negotiation with the student or with appropriate members of staff or 
with both. 

9.7.3. Facilitation of a conciliation meeting between the student and staff 
concerned; or 

9.7.4. If both parties agree, referral for mediation. 

9.8. The senior staff member will ensure the student is given an opportunity to 
formally present their case at minimal or no cost and be accompanied and 
assisted by a support person who is not a qualified legal practitioner at any 
relevant meetings. 

9.9. The outcome of the complaint will be finalised as soon as practicable. It is 
expected that the formal procedure should normally be completed and a 
written response covering detailed reasons for the outcome sent to the 
student within six (6) weeks of the receipt of the complaint by the University 
Secretary. The possible outcomes include: 

9.9.1. A resolution, reached between those involved following mediation if 
appropriate. 

9.9.2. If the complaint is upheld, recommendations to the relevant authority 
within the University on how the issues identified in the complaint 
might be addressed including, if applicable, appropriate redress to 
the student. 

9.9.3. Dismissal of the complaint with detailed reasons given to the student 
in writing. 
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9.9.4. A copy of the letter to the complainant informing them of the 
outcome of their complaint will be lodged with the University 
Secretary. 

9.9.5. That the complaint is forwarded to the relevant external body who 
has jurisdiction to manage the complaint (such as in the case of a 
complaint from an International student about the University’s 
education agents and/or any related party the University has an 
arrangement with to deliver courses or services. 

9.10. The University Secretary’s Office will keep a written record of the complaint, 
including a statement of the outcome and reasons for the outcome. 

10. External Review 

10.1. If the student is not successful in the University’s complaints process, the 
University Secretary’s Office will advise the student within 10 working days of 
concluding the review of the student’s right to access an external complaint 
handling and appeals process. The University Secretary’s Office will give the 
student the contact details of the appropriate complaints handling and 
external appeals body. More information is at:  

http://our.murdoch.edu.au/University-Secretarys-Office/Governance- 
Services/External avenues/ 
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