
Strategic Plan
The OIA is the Designated Operator of the Student Complaints Scheme established under the 
Higher Education Act 2004, and a charity registered in England and Wales.

Operating Report & Plan Staff objectives

Values
Integrity and independence
We are honest, inclusive and 
fair. We are independent and 
impartial and we make decisions 
on merit.

Quality
We review complaints in a 
proportionate, timely and fair way, 
using our insight to develop and 
promote good practice. We have 
a professional and committed 
staff team.

Openness and accessibility
We are clear, transparent and 
accessible in all that we say and 
do.

Service ethos
We treat all who engage with us 
with respect and sensitivity. We 
listen, reflect, and learn, being 
flexible and responsive to those 
who use our service and working 
continuously to improve what we 
do.

Engagement
We are committed to 
understanding the sector and to 
sharing knowledge.

Equality and diversity
We believe strongly in equality 
and diversity and we promote 
it through our work and as an 
employer.

Purpose
The charitable purpose of the OIA is the advancement 
of education through the independent, impartial and 
transparent review of unresolved student complaints and 
the active promotion of good practice in preventing and
handling complaints.

Vision
Higher Education students are always treated fairly, 
thereby protecting and enhancing national and 
international public confidence in the sector.

Our Aims
To provide an effective, trusted and responsive service 
for the efficient, timely and proportionate review of 
student complaints.

To ensure consistency and fairness through effective 
quality control.

To use knowledge and skills acquired from our work, and 
promote awareness of our service, in order to develop 
and improve practice across the sector.

To build trust and influence policy and practice by 
engaging with students’ groups, providers, government, 
sector bodies and regulators and other ombudsmen.

To recruit and develop staff of the highest calibre who 
are committed to our vision and values, and to promote a 
positive and collaborative working culture.


