Filing of claims

The claims related to the education audit conduct or to the decisions made by the reviewers are considered by the Agency in compliance with the official procedure.

The Agency subdivides the university/academy/institute claims into appeals and complaints in order to separate the solution of controversial issues, related to the university/academy/institute reaction to concrete solutions or conclusions drawn by the reviewers in defined circumstances, from the solution of controversial issues due to university/academy/institute dissatisfaction of the audit procedures or/and of the reviewers’ actions.

The complaints of the university/academy/institute related to the preparation to the institutional audit/separate education programs audit and concerning the terms of the audit, its duration, reviewers’ team members and so on are solved by the Agency representative that bears responsibility for the present audit conduct.

The university/academy/institute shall lodge the complaint related to the institutional audit/separate program audit conduct directly to the representative of the Agency during the audit or immediately after its completion. 

If the complaints could not be solved in the university/academy/institute they can be considered by the Director-General and/or Advisory Council, the university/academy/institute stays informed who exactly will deal with complaints.
While considering the reviewers reports Advisory Council takes into consideration the considered complaints.
The complaints lodged later then three months after disagreement emergence the Agency usually doesn’t consider. Every complaint is considered according to its own schedule because the complaint solution depends on the matter of disagreement and on the volume of consultancy and recommendations that can be inquired both from the university/academy/institute and from the reviewers, who have conducted the audit. The Agency shall regularly inform the university/academy/institute about the course of consideration and in any case the decision shall be taken in the course of three month. 

The university/academy/institute can also disagree with any decisions of the Advisory and Accreditation Councils and lodge to the Agency an appeal composed in writing and signed by the rector of the university/academy/institute. The appeals in oral form won’t be considered. The university/academy/institute shall indicate in the appeal which decisions of the Advisory and Accreditation Councils reflect in a wrong way the state of the university/academy/institute affairs. When receiving the appeal the Agency acknowledges with the letter the receipt of the appeal to the university/academy/institute.

Any appeal is considered by the commission, the composition of which is determined by the Director-General of the Agency in accordance with Head of the Supervisory Board for each concrete case separately, the university/academy/institute stays informed who exactly will deal with appeal. 
Consideration of the appeals and complaints of the university/academy/institute let the Agency to identify the faults made in the course of the audit and take measures in order for them not to repeat again. So, the considerations of the claims let the Agency control and assess the effectiveness of used procedures, support openness and responsibility for its activity and it is a part of strategy aimed at improvement of the Agency’s work quality.

