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1. Introduction 
While Malta Leadership Institute (MLI) strives to provide a service of excellence and quality, 
however, students might not be satisfied from time to time with the service offered. The following 
policy and procedures provide students with a channel whereby they can formally complain and 
appeal any decision taken.  

2. Document Control 

3. The Fundamental Principle of the Policy  
 

MLI is dedicated to fostering a transparent, fair, and supportive environment for all members of its 

academic community, including lecturers, students, and staff. MLI strives to ensure that the learning, 

teaching, and working experiences are positive and enriching. However, there may be instances where 

learners, tutors, assessors, or administrative staff are dissatisfied with specific issues or decisions 

made by tutors, assessors, or management, leading them to feel they have been treated unfairly or 

inappropriately. Complaints may be raised by both staff (academic and administrative) and learners. 

To address and resolve such concerns, the Complaints and Appeals Policy is designed to manage issues 

related to admissions, academic matters, and other aspects of the educational experience. 

4. Policy Overview  

4.1 Policy Purpose 

 

This policy establishes a fair and transparent process for resolving grievances related to admissions, 

academic issues, and other aspects of the educational experience. It ensures that all academic 

community members, including lecturers, students, and staff, can seek resolution when they believe 

their concerns have not been adequately addressed. 

Version Section Responsibility Authorisation Date 

1 Office of the Principal MLI Council 2017 

6 Office of the Principal MLI Council 

QA Committee 

2025 



  Malta Leadership Institute 
             c/o LCTS, Valley Towers, Suite 9 (Level 6), Valley Road, Birkirkara, BKR9022, Malta, Europe.

   

 

4                                                                 MLI Complaints and Appeals Policy & Procedures 
 

4.2 Policy Scope  

This policy applies to all complaints and appeals submitted by students, lecturers, assessors, 

administrative staff, and other members of the MLI academic community. It encompasses 

grievances related to: 

1. Admissions decisions. 

2. Academic assessments and grading. 

3. Conduct and disciplinary matters. 

4. Any other educational concerns within the institution’s scope. 

4.3 Policy Key Principles  

• Transparency: All procedures under this policy will be clearly defined and accessible to all 

parties involved. 

• Fairness: Each complaint or appeal will be handled impartially, carefully considering the rights 

and perspectives of all parties. 

• Confidentiality: Information related to complaints and appeals will be managed with sensitivity 

and discretion, ensuring the privacy of those involved. 

• Timeliness: This policy ensures that complaints and appeals are addressed promptly, minimising 

any disruption to the educational experience. 

• Accountability: MLI is committed to using feedback from complaints to improve policies, 

procedures, and the overall educational environment. 

4.4. Policy Review and Updates 

 

The Administrative & Student Support Departments Manager (Local/International) will review this 

policy annually and make revisions to reflect procedure updates or educational standard changes. 

5. Complaints Procedures 

5.1 Procedures for Academic Staff 

MLI encourages lecturers to follow specific procedures to address their complaints fairly, efficiently, 

and transparently. Lecturers have access to a three-level escalation process for submitting 

complaints: 

1. Level 1: The tutor/assessor first discusses the complaint with MLI Administration staff. A 

formal complaint can be submitted within two weeks of the incident by completing the 

Complaint form: https://form.jotform.com/jesfrig/complaint-form (Appendix 1). The MLI 

Administration staff will acknowledge receipt of the complaint within five working days. 

https://form.jotform.com/jesfrig/complaint-form
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2. Level 2: If the issue is resolved, a written statement summarising the outcome of the 

investigation will be provided within fourteen working days. Suppose the MLI Administration, 

including the Administration and the Academic Manager, needs help to resolve the issue. In 

that case, they will escalate the matter to the MLI Principal for a joint decision on the next 

steps. 

3. Level 3: If the issue remains unresolved, it will be presented to the MLI Council Members for 

further discussion to agree on the appropriate course of action. 

Examples of Issues Covered by This Procedure Include: 

a) Work-life balance. 

b) Evaluation and promotion 

c) Workload 

d) Resources 

e) Compensation 

f) Student behaviour 

g) Administrative support 

h) Professional development 

i) Other relevant concerns 

5.2. Procedures for MLI Students 

All individuals at MLI have the right to express concerns. Recognising this as a right, MLI is committed 

to managing complaints regarding assessment outcomes, judgments, or experiences of discriminatory 

or harassing behaviour fairly, effectively, and transparently. 

Complaint Escalation Process 

There are four levels of escalation available for complaining, each designed to ensure transparency 

and fairness: 

1. Level 1: The learner addresses the issue directly with the lecturer or MLI Administration staff. 

2. Level 2: If the issue still needs to be resolved through discussions at Level 1, or if the learner 

feels uncomfortable engaging at this level, they may submit a formal complaint using the form 

at https://form.jotform.com/jesfrig/complaint-form. The MLI Administration staff will 

acknowledge receipt of the complaint within five working days. 

3. Level 3: If the MLI Administration staff resolves the issue, they will provide a written statement 

detailing the outcome of the investigation, typically within 14 working days. Suppose the MLI 

Administration, including the Administration and Academic Manager, needs help to resolve 

the issue. In that case, they will escalate the matter to the MLI Principal for a joint decision on 

the next steps. 

4. Level 4: If the issue remains unresolved, it will be referred to the MLI Council for further 

deliberation and to determine an appropriate course of action. 

https://form.jotform.com/jesfrig/complaint-form
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Examples of Issues Covered by This Procedure 

 

1. Poor teaching or supervision 

2. Misleading information in prospectuses or promotional materials 

3. Failures in MLI services, whether academic or non-academic 

4. Inadequate facilities 

5. Misconduct or inappropriate behaviour by an MLI staff member. 

6. Unfair assessment practices 

7. Complaints against other students 

8. Other relevant concerns 

5.3. Procedures for MLI Administration Staff 

 

At MLI, all staff members have the right to express grievances regarding decisions made by either the 

MLI Principal or any other management staff. To support this right, MLI encourages staff to utilise 

established procedures to ensure their complaints are handled fairly, efficiently, and openly. 

There are two levels of escalation when complaining: 

1. Level 1: The MLI staff member should verbally discuss their complaint with their first-in-line 

supervisor, either the respective manager or the MLI principal. 

2. Level 2: If the issue remains unresolved after verbal discussion, the MLI staff member should 

submit a formal complaint via email to the CEO/Principal’s PA. The complaint should include 

details of the incident(s), involved parties, and evidence. The complaint recipient will 

acknowledge receipt within three working days, and resolution should occur within seven 

working days. The MLI Principal might discuss this complaint with the individual or request an 

Independent Board to assess the situation.  

The following are some examples that are covered by this procedure: 

i. Ongoing conflicts with a colleague; 

ii. Lack of resources and support for completing tasks; 

iii. Unfair workload distribution among team members; 

iv. Discrimination or harassment in the workplace; 

v. Unclear job expectations and responsibilities; 

vi. Issues with performance evaluations and feedback; 

vii. Problems with workplace safety and compliance; 

viii. Inadequate facilities or equipment for work. 

12.4 Appeals Procedures 

If an MLI staff member or student is dissatisfied with resolving their formal complaint, they may 

request an Independent Review. The following steps outline the appeal process: 
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• Request for Independent Review: A written request for an Independent Review must be 

submitted to the MLI Principal, clearly stating the reasons for the appeal and including any 

supporting documentation. A review fee of €1000 is required, which the opposing party will 

reimburse if the review finds that the appeal is justified. 

• Appointment of External Expert: Upon receiving the appeal request, the MLI Principal will 

appoint an External Expert to conduct an impartial review of the complaint. Additional experts 

may be involved if deemed necessary to ensure a comprehensive assessment. 

• Review Process: The External Expert(s) will review the details of the complaint, assess the 

provided evidence, and conduct interviews to understand the issue entirely. 

• Decision: After the review, the External Expert(s) will submit their findings and 

recommendations to the MLI Principal. 

• Action and Monitoring: MLI is committed to implementing appropriate actions based on the 

Independent Review findings, ensuring that all parties’ interests are respected. The appeal 

process will also be monitored to identify areas for ongoing quality improvement. 

• Communication of Outcome: The MLI Principal will write to the staff member or student to 

communicate the results of the independent review, outlining any actions taken or decisions 

made in response to the appeal. 

This appeals process ensures that all concerns are addressed fairly and transparently, aiming to 

achieve resolutions that uphold the principles of justice and continuous quality improvement within 

MLI. 
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Appendix 1: Online Complaints and Appeals Form 
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