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Το διατμηματικό Ξενόγλωσσο Προπτυχιακό Πρόγραμμα Σπουδών εφαρμόζει τον «Κανονισμό Λειτουργίας Μηχανισμού Διαχείρισης Παραπόνων και Ενστάσεων Φοιτητών/Υποψήφιων Διδακτόρων του Α.Π.Θ.», ο οποίος συμπεριλαμβάνεται στον Εσωτερικό Κανονισμό Λειτουργίας του Α.Π.Θ., όπως εγκρίθηκε με την Απόφαση 3159/14.04.2025 της Συγκλήτου ΑΠΘ και δημοσιεύτηκε στο ΦΕΚ 5130Β/26.09.2025. 
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REGULATION FOR THE OPERATION OF THE
COMPLAINTS AND APPEALS MECHANISM
FOR STUDENTS/DOCTORAL CANDIDATES OF THE A.U.TH.
No. 3159/15-4-2025
Meeting of the Senate of the Aristotle University of Thessaloniki

Article 1
Purpose
The purpose of these Regulation governing the mechanism for handling complaints and appeals submitted by students and doctoral candidates is to ensure their effective management, with a view to the continuous improvement of the quality of educational and administrative services provided, adopting a student-centred approach and guided by the principles of transparency and integrity.
A complaint is defined as an expression of dissatisfaction (verbal or written) by a student of the School/Postgraduate Programme or a doctoral candidate, arising from unmet expectations regarding the quality of the services provided.
An appeal is defined as any written and formal expression of doubt or disagreement by a student or doctoral candidate concerning a decision taken by the competent body of the School/Postgraduate Programme in relation to a submitted request.

Article 2
Scope
The Regulation governing the operation of the complaints and appeals mechanism apply to active students of the first and second cycles of study, as well as doctoral candidates, and aim to resolve disputes or issues such as:
· Disagreements concerning matters of study and attendance.
· Inappropriate behaviour by a member of academic or administrative staff.
· Inadequate guidance provided to students by a member of academic or administrative staff.
Students have both rights and obligations, as described in the relevant Study Regulation. They are also encouraged to contact their Academic Advisor for guidance and support on matters related to their studies and attendance.
Students and doctoral candidates may submit verbal or written complaints when an act or decision by a member of the School or a collective body is not in accordance with:
· the study and attendance Regulation,
· the Code of Conduct and/or the procedures governing academic teaching and research,
· the rational use of facilities and infrastructure,
· the protection of intellectual property and copyright,
· appropriate professional conduct,
· equal treatment and equality,
· the prevention of harassment and sexual harassment.
In particular, students and doctoral candidates may raise complaints or objections relating to their studies as follows:
· For academic matters related to their studies, students may contact the Academic Advisor of the Programme, in accordance with the responsibilities of the Academic Advisor.
· For issues requiring mediation between students or doctoral candidates and teaching or administrative staff of the Institution, compliance with the law within the framework of academic freedom, addressing maladministration, and safeguarding the smooth operation of the Institution, students and doctoral candidates may contact the Student Ombudsman, in accordance with the responsibilities of the Student Ombudsman. The Student Ombudsman contributes, as far as possible, to supporting and addressing difficulties encountered by students and doctoral candidates during their studies, whether administrative in nature or related to their relationships with teaching staff or fellow students. Issues relating to the substance or content of teaching or assessment do not fall within the remit of the Student Ombudsman.
The Student Ombudsman’s Office informs the relevant teaching, research and administrative staff and/or the appropriate University Schools concerned by the complaint, either in writing or verbally.
· For violations of rules of conduct and quality of studies, students and doctoral candidates may contact the Ethics Committee of the Institution.
· For issues related to gender discrimination, students and doctoral candidates may contact the Gender Equality and Anti-Discrimination Committee.
· For issues related to personal data protection, students and doctoral candidates may contact the Data Protection Officer (DPO).
It is advisable to inform the Office of the Student Ombudsman and seek its opinion when approaching the above committees, in order to address the issue in the most appropriate manner.

Article 3
Stages of Examination of Complaints and Appeals
The student or doctoral candidate must submit the complaint in writing at any stage of the process described below.
The complaints and appeals management mechanism consists of the following stages:
Stage 1: Direct Resolution
Hearing:
Examination of the complaint submitted by the student or doctoral candidate by a member of the School.
The student or doctoral candidate reports the complaint to a member of the teaching staff (the course instructor, professor in charge, or Academic Advisor) or to a member of the administrative staff (Head of the Secretariat), depending on the nature of the complaint. The member of the School examines the complaint in collaboration with the student or doctoral candidate and proposes a solution.
If, following the completion of the direct resolution process, the student or doctoral candidate disagrees with the proposed solution or the issue remains unresolved, they may submit the complaint in writing to their Academic Advisor or to the Student Ombudsman within thirty (30) days from the date on which the issue arose.
Stage 2: Formal Resolution
Mediation:
a. Procedure handled by the Academic Advisor. The Academic Advisor examines the complaint in collaboration with the student and proposes a solution. For this purpose, the Academic Advisor may, at their discretion, contact other members of the School in order to request their assistance in resolving the issue.
The same procedure applies when the complaint is handled by the Student Ombudsman. If the complaint is not resolved and further action is required, such as communication with bodies outside the University community (e.g. police authorities or foreign academic institutions), the necessary contact is undertaken.
b. Procedure handled by the Student Ombudsman. The initial contact between the interested parties and the Student Ombudsman may be made by telephone, text message or email. The complaint must be submitted with identification; anonymous complaints are not examined. Following receipt of the complaint, verbal communication with the person concerned takes place in order to clarify details. Subsequently, communication with the relevant individuals or services is agreed upon in order to resolve the issue. Where intervention is deemed necessary, a letter is sent to the relevant member of staff or competent administrative body.
Administrative Review: Review of the complaint by the Head of the School.
If, following mediation by the Academic Advisor, the student objects to the outcome or the issue remains unresolved, they may submit the complaint in writing to the Secretariat, addressed to the Head of the School, using the designated Complaints and Appeals Submission Form. The form must include reference to the hearing and mediation stages that have taken place.
The Head of the School undertakes the necessary actions to examine and investigate the matter. Depending on the nature of the issue, the Head may invite the student to a hearing, seek the assistance of any member or body of the School or the Institution, or refer the matter to the School Assembly.
If the complaint is referred to the School Assembly at this stage, the decision of the Assembly is final and the student may not proceed to Stage 3.
Within a reasonable period of time, depending on the nature and urgency of the issue, the student is informed of the outcome and the decisions taken.
Stage 3: Appeal and Final Review

Appeal: Examination of the appeal by the School Assembly.
If, following the administrative review, the student disagrees with the outcome or the issue remains unresolved, they may resubmit the complaint in writing to the School Assembly or the Curriculum Committee, via protocol, using the designated Complaints and Appeals Submission Form, which must refer to the hearing, mediation and administrative review stages.
Where the Head of the School has already referred the matter to the School Assembly during Stage 2, the student may not submit an appeal under this stage.
The decision of the School Assembly is final.
The same procedure applies to complaints submitted to the Office of the Student Ombudsman for which a report or recommendation has been submitted to the School Assembly.

Article 4
Right to Information
The student or doctoral candidate shall be informed in writing, by any appropriate means, within thirty (30) days of submitting the complaint, of the actions taken and any decisions reached.
If no response is received within this time-frame, the student or doctoral candidate may contact the Vice-Rector for Academic Affairs of the University for further handling of the complaint or appeal.
Article 5
Personal Data
In all cases of complaints or appeals, and in the preparation of related documentation, the applicable provisions on personal data protection and the Personal Data Protection Policy of the Aristotle University of Thessaloniki shall apply.

Article 6
Transitional Provisions
The School Assembly or the Curriculum Committee shall be responsible for ensuring compliance with and the proper implementation of these Regulation, as well as for addressing any related matters not explicitly provided for herein.
Appendix
Sample Complaint Submission Form

Reference No: .................
TO
Full Name: ………………………….…………………………………...……………
Registration No.: …………………………………………………………...…………
Year of Study: …………………………………………………………………………
Telephone/Mobile: ……………………………………………………………………
E-mail: …………………………………………………………………………………
	Student status: 
	Undergraduate
	☐

	
	Postgraduate
	☐

	
	Doctoral candidate
	☐

	The complaint concerns:
	Study issues
	☐

	
	Student issues (catering, accommodation, etc.)
	☐

	
	Administrative issues
	☐

	
	Issues with teaching staff
	☐

	
	Personal data
	☐

	
	Other
	☐



Please briefly and clearly describe the issue encountered or your complaint:
…………………………………………………………………………………………………………………………….………………………………………………………
	I expressly and unreservedly consent to the processing of my personal data solely for the purpose of handling this complaint.
	☐



Thessaloniki, ....................................
Mr/Ms ………………………
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Sréfio 1: Ancubeias Endlucn

‘Axpbaon; Eééraon napaniuou touftng gorn/ipes
i Touftnc unogfproulac Séxtopalpiogad anb péoc
ou Tytatos. O/H gommrig/pia i o/n unogripiog/a
6topag/pioca, avapépel To NapTovo Ot UENDC
AEN/EALETEN, (otoviomy uncoBuvo/n kabiyn-
w/p1a 1 otov/om Bi6éoKovta/ouoa o uaBAuaTOC
1 otov/omy Avabnpaik/en Z04Bouko) A o¢ éhoc
‘oot npoouos (otov/ay mpoioTayEvol
eapareiac), avahoya e ™ gion tou napanévow.To
ko ou Tyuaroc eEexale omapdnovo oe ouvEpy-
i i rovgormey pia unopeiola816aKTopa/pGoa
a1 mporeve i Aion, ik epiTT0eK Gmiow T Ty
‘ohoxMipuon ¢ Sbixasias Tac aneublac enuon.
ol gormridpa i oi unoprigiodabiéxtopacipaca
‘viotarai ot npéaon enuonc A n aréotaon cfako-
Aoubeivasivanpofnyaric, tére nopelva unofre
v piévea (30 ucpiovand T nuépa cupvEN 100
‘mpoBMiTo, ypamTi t apdnovo Touf e oToviGTIY
Axabncing/xn tou Ziouho 1 crov/oTy Zuvivopo
ou Gommit.

‘xéb10.2: Enfonpn Enthvor,

n:

o Aabixaoia bicknepaiwons and tou/my Axanyai-
6/k 6Boulo Eéraon tou napanbvou 10u/nG 0ok
s and tou/ ey AxaBuaind/i ou EouBouno.
OM AxaBnyaég/n Zopfovkos eEerale o napdnovo.
‘o€ ouvepyasia i tov/my o i xaiTporeive i
ion, Sty xate08uvon e, ol AKaBnaKGGKn Zou-
Bouloc, xanéry kpion ol emkorvuvel ke e
1600 100 Tuaroc uc owond va GAoe T owwboop
Touc ac BANOTE o TV KaBAKBVILY T0U¢ OPEhON,
oty enluon tou npoBMpatoc.

Ty 12 BaBikaola axohoue ka1 o/n Eneyopoc tou
Do, Av o napémovo Sev emhoeran e Ut 1 bt

apcoordBnontou/me Akabnualo/knc Suoidou,
‘o/n gormidtpia cviotarar ya v enduon A n katé:
‘otaonsEaxahoubelvacivaxnpoAnpai,Tére opel
vaunoféheryparix o napanovo Toufmc omy fa
e, pe napaMyn Tou/in Mp3cBpo Tou Tiparoe
pnowonorvTa: To cuyKekpIEvo Eviumo Yrofoldc
Mapanéuio ko Voo nou avapépe Erots A
a1 n Giabixaoia axpbaon K SiapeoohaBon rou
‘aKoNouBABRKe. /M Mpdespoc tou Tuuaros npofc-
velonicanapaitEc evpyecc i eEétaon Gipeinnon
ou npoMatos Advarar, avakoya e T pion 100
‘mpoBMjaroc va ahéoe: o€ axpsaon tov/my g/
O -
Aopyavou o0 Tunuatoc i ToulBpuyaroc  vanapanis
peionapénovo 0T Evékeuon tou Tatos T
e nou o/n fpdeBpoc napanéune: o apdrovo
‘ot Euvehevon Ty anbgpaon e opaTy ka1
evBinararoin gormrrgpava wnodler évoraon
Vaxéver YpAon T Titou Grasiou e rapooac b
xaoiac b eihoyou ypowod SiaoTAaros kal ava-
Adpuc G poonc o npouaroc Kartou eneyovras
ouBéyato, cnpepovETa appoBiu o/ goTACAPE

‘166103 Evotasn et OpioTen Encveééraon npof-
uatognapanvou.

“Evoraon; E6évaon évotaons and T Sweheuon T
paroc.

‘e nepumrisonc nou erd Ty Ghowdripuon e 8-
‘aBikaolag S eEéraons tou napandvou, o/n
‘pormiotpia evorara yia v endon 1 katdora-
on ebaxohoube va evar poBAnan, Tere nopeiva
‘unofdher e véou ypamac 10 napdnows Tou/ms o
‘Zuvéhevon tou Typatoc T Entpom Mpoypdiasa-
o Enoubiin péow TpuoRsou, XPROWOTONNTAE
o oukExpIEvo Eviumo YroBoic Napandvy kaiEv.
ordosuwmou avapépe oty ANuv kart Siadiacia
axpbaan. SpeooNanon i Siownric eEéraonc
Mou axGACURNKE ENC TEpMTOEC KT T Onies ol
MpeBpoc touTuatos xe 160 o m ovvbop
¢ Zovéhevang Thatos oto 01660 T Aowrucc
Etéraonc, bev Sovarar o/ poric/ e va uroféer
‘votaon kanva kiver prion o ropvTos BAATOC TG
‘abinaolac Hanbgaon nov 8akneelané m Ivdhes.
on Typatoscivaropiorac.

Hiha Siabaoia axahovbitar kar ya ta ropdnova
ou Tpapeiou Tou Zuvnyépou tou Dot ya tacroia
xaouvradi éxBeon/ovoraon npoc m Tuwehevon 100
Tuparoc.

Aptpos
clup Evntpuonc

OM pomrirpiar ol unoiped/abiaxtopadpo-
‘o0 evnpepiveTat eyypagu b KiBE Tpoogopo PO,
‘vt ypowos Seottuarocpivia (0 nuspdvand Ty
‘Unoo Tou apambvou Tou AT YETKA e T VERYCIE
nou youvyive, Ko ryia o vépyeaanogacn
‘il yia o Gimpé Tou/mc 5e nepituon nou o/
o parioln unoyrpiodadiaxtopadpocaes
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‘euBETnon tou napanEvoL A e ¥GTOR TOUAN. R i putpionc
Aptpos H Zuvélevon tou Tuuatoc i n Emtpo Moypds
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‘0 Evoraon opieral kabe yparr ka enionun Sia-
‘émuwon aupiBoliac  avippnang ex uépous ou/mG
pormtpiac/unoyierou/as 8i5axopalpioa: via
™ Ay anbgaon 100 apyBI0u OpYGOU TouTha-
QMM oyered e o unofiayevo it Tou/ .

Aptpo2
Nebio Evappovic

O avovouScAetoupyias aviouod Baepionc o
panévy i evoTGoEiY GREUGUNETEL OF EVEpYOUC/EC
portntéc/ipcs ou mpTou Kl BelpouKiXNGY aTOU-
g e ———
‘nel o enthuon Siapvias i pofharoc, e

" Bagunia oe Béata omouby ka1 gafmanc.

Eibibrepa, o porrée/tpce Kt o1 rogrovee -
‘éxtopec/piootc umopoiy va ppalov onoaBAmOTE
‘mapénovo  évotaon oXETK e Tic OV ToUG,
axoosbuc:

" T Bépara axadnuaixos nepiexouévon oxerc e
I OMOUB 100G, O OITTEG/TIEC POy v aney-
Bivovian orov/oTy AxaBnuas/in Zououdo tou

unopngiuy SibaKtOpuy/pooN TwY BUOKONG nou
aveieraniZouy xat T Sipreia e goTOAS ToUC
eite o Béjuara o gUoNG ete o€ oyéoe e

¢ Ewnyépou Tou Gort.

"o fpageio Zvnyépou tou Gormntd evcpdver cy-
P9 Kt TPOGOPIX 0 BIBATIS, EPEUNTINS Kol
‘Bl mpocumKS ko i apUSBIEC UTnPEDIEC 100




