
Complainant writes to the 
EFA

EFA acknowledges receipt of the 
complaint 

EFA assesses the initial complaint to 
ensure it is in scope for investigation

EFA confirms that the 
complaint is not in scope 

and provides potential next 
steps to the complainant, 

where appropriate

EFA confirms the complaint is 
within scope and requests 

further information

Complainant provides further 
information to EFA

Complainant responds, confirming 
summary

EFA sends the summary of the 
complaint to the institution

Institution responds to the EFA

EFA sends the institution’s response to 
the complainant 

Complainant confirms 
they’re satisfied with the 

institution’s response

Case closed

Complainant confirms they wish to 
pursue their complaint

EFA considers the responses from both 
parties, confirms outcome to both 
parties and closes the complaint

Case closed

EFA action Institutional Action Complainant pursues through 
other routes

EFA requests additional 
information to determine 
whether it is in scope for 

investigation

EFA sends a draft summary of the 
complaint to the complainant for 

comment

Process Flow:  How to complain about post-16 EFA-funded institutions
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