1.2 Complaints
[bookmark: _GoBack]Shanghai University of Finance and Economics is the Public University and ACCA program is a professional direction of Accounting. Here’s the complaint log & FAQ for students. The complaint process is committed to ensuring that the students’ problems have be resolved. The policy state Turnaround times will take 5-7 days.
Step 1: Student detects problem or the problem adduced before has not been resolved. 
Step 2: Complaint form is got from the program’s responsible person by
website from accounting school, Filling the complaint form and handing it to the responsible person. 
Step 3: 
A-Solve the problem which accounting school control directly. Bring the problem to the academic affairs teacher in school. The teacher will bring the result of process and improvement into the training system to avoid occurring again. 
B- If the problem is out of academic affairs teacher’s control but can be solved by accounting school, The Vice Dean of accounting school will solve the complaint after approval according to procedures and bringing responsible improvement into the training system to avoid occurring again. 
C-If the problem is out of account school’s control, the responsible will
report the problem to SUFE. 
D-As with all organisations, there may be rare occasions when our
service falls below an acceptable standard. If this happens, please send us
full details of your complaint:
By email: complaints@accaglobal.com
Please provide your full name and ACCA registration number in your
email.If your enquiry relates to something other than a complaint, it will be re-routed to the appropriate department, which may lead to a delay in any response being provided.
FAQ
If you have exhausted both your learning provider complaint's process and AccA's,you can escalate to the appropriate regulator.Details of which can be found on
https://www.accaglobal.com/gb/en/footertoolbar/contact-us/connect/unhappy.html
How long will it take to resolve students’ complaint?
ACCA aims to respond to all complaints within 7 working days. If students’ complaint is complex, it may take more than 10 working days to 
resolve. If this happens, we will keep students informed throughout the entire process. 
If students have exhausted the ACCA complaints process and are not 
satisfied with the outcome then may escalate students complaint to the 
appropriate regulator. The role of our regulators is not to overturn 
decisions made by ACCA but to ensure that we have followed our 
policies and procedures when handling students complaint. 
Will complaints be treated confidentially？
Yes, all the complaints will be treated confidentially in SUFE.

