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Background

The Agent Quality Framework (AQF) is a set of tools to enhance the experience of international students working
with education agents and counsellors to apply to study in the UK. It is designed to ensure agents and counsellors
have the right knowledge of the UK as a study destination and understand the integrity of the UK visa and
immigration system, to uphold the UK’s reputation as a world-class study destination, and to support their
student’s journeys to the UK.

As part of the AQF, universities are required to provide students a clear channel for lodging a complaint if they
are dissatisfied with their experience of using a specific education agent. In 2024-25, the university used the
existing Admissions Complaints and Appeals Policy for this purpose, but we have now adapted our response.

Recruitment Partner, Educational Advisor and Agent Complaints Process

As part of its commitment to the Agent Quality Framework (AQF), Newcastle University is committed to
ensuring that the relationships between recruitment partners (including educational advisors and agents),
students and the University remain fair and transparent.

Newcastle University hereby commits to:

- Empowering student choice and enabling informed decision making
Ensuring good agent governance and professionalism

Promoting ethical agent practices, professional knowledge, and competency
Increasing transparency and accountability.

We strongly advise all students to make use of the many resources available, such as the British Council guide
to choosing the right agent, the Study UK website, and UKCISA website.

However, we acknowledge that on rare occasions, students may have reason to question or express concern to
the University about the recruitment partner who has supported them with their application. We also recognise
that on occasion applicants, may be dissatisfied with their experience or feel that material information
provided is inadequate or misleading. If this is the case, then applicants can use the following procedure to
raise their concerns. For instances where this is the case, the University has process which allows students to
submit a complaint about the recruitment partner.

Please note that this complaints procedure is only in relation to recruitment partners, educational advisors or
agents. If an applicant wishes to make an appeal or complain about their application to the University, this is
covered by the Admissions Complaints and Appeals Policy.


https://ucarecdn.com/9added83-d239-45be-87a5-7ecdf0b007de/
https://ucarecdn.com/9added83-d239-45be-87a5-7ecdf0b007de/
https://study-uk.britishcouncil.org/
https://www.ukcisa.org.uk/
https://www.ncl.ac.uk/mediav8/study-with-us/Admissions%20Complaints%20and%20Appeals%20Policy.pdf

What might a student wish to submit a complaint about?

Examples of why a student may wish to submit a complaint about a recruitment partner, educational advisor or
agent, could include (but are not limited to):

e incorrectinformation being provided to them which lead to the student being disadvantaged during the
application process

e not providing the level of service which the student had expected to receive

e the actions, lack of actions, or professional behaviour of a member, or members, of staff from the
recruitment partner, educational advisor or agent

e Misleading information or promises being provided related to the securing of Newcastle University
scholarships, discounts or other funding, which disadvantaged them during the application process

What is the University’s complaint process?

e Astudent submits a complaint about a recruitment partner, educational advisor or agent using the
online form.

e The complaintisreceived by the International Office and referred to the relevant member of the
International Recruitment team.

e The International Recruitment team member will assess the complaint and may contact the student
and recruitment partner, educational advisor or agent for further information. Following this, the
International Recruitment team member will determine whether to uphold or dismiss the complaint.

e We aim to respond to all students’ complaints as soon as possible and resolve all complaints within 15
working days of receipt. If, at this point, the case is unresolved, the International Recruitment team
member will inform the student of the progress of their case.

e |fthe complaintis upheld, then the International Recruitment team member will agree a suitable
outcome with the Deputy Director (International Recruitment) and issue this to the recruitment partner,
educational advisor or agent.

e The International Recruitment team member will notify both the student and the recruitment partner,
educational advisor or agent of the outcome and any proposed action.

What might the outcome of the complaint be?

If a complaint is upheld, then there a number of actions which the University could take in relation to the
recruitment partner. These include, but are not limited to:

e Requiring the recruitment partner, educational advisor or agent to attend further mandatory training
related to the issue, facilitated by Newcastle University

e Untagging a student’s application from the recruitment partner, educational advisor or agent (please
note that the University will ensure that the student will not be unintentionally disadvantaged by taking
this action)

e Theissuing of a formal warning to the recruitment partner, educational advisor or agent, to be
accompanied by monitoring and regular review of subsequent performance

e Termination of the University’s contract with the recruitment partner, educational advisor or agent

Submit a complaint

To submit a complaint, please complete the following online form. Please note - appeals and complaints
should be made directly by the applicant.

Due to Data Protection legislation, we are only able to consider appeals and complaints made by third parties if
an applicant has provided written authorisation, including the name and contact details of the relevant third

party.


https://app.geckoform.com/public/#/modern/21FO00cjsyvswr00fdfwrwqh3b

