
Appendix D: Process for resolving a complaint about a service provider that UniSA has an 
agreement with to deliver services as part of, or relating to, a student’s program or studies
Note: this flowchart must be read in conjunction with the policy

Student has a 
complaint

Does the 
complainant need 

advice?
Yes

Complainant seeks advice from 
Campus Central, USASA Student  

Advocate, or UniSA Online Course 
Facilitator (14.2)

No

Wherever possible, complainant discusses 
complaint with the service provider, either 
independently, or with the assistance of a 

support person (18.3)

Is the matter 
resolved?YesComplaint 

resolved No
Complainant may lodge 

complaint with the relevant 
manager/supervisor (18.4)

Manager/supervisor 
investigates (18.5)

Is the complaint 
substantiated?Yes

Manager/supervisor acts to 
resolve the complaint in 
line with the contractual 
arrangements between 
UniSA and the service 

provider (18.7)

No
Manager/supervisor advises 

complainant that matter will not 
proceed further within the University 

(18.6)

Is the matter 
resolved?YesComplaint 

resolved No
Complainant or manager/
supervisor refers matter to 
the senior manager (18.8)

Is the matter 
resolved? No

Complainant or senior 
manager refers matter 

to Student Ombud 
(18.9)

Is the complainant 
satisfied with the 

outcome?
No

Complainant may 
lodge complaint 

with external body 
(18.10)

Yes
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