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A Two-Tier Model – The Parent and Child Student Case

The Complaints and Integrity Management module in Service One has adopted a two-tier 
approach with a Parent student case being the student or requestor facing visible case information 
and the Child student case record for internal use by the SPIS case manager, decision maker and 
delegate to work on the case throughout the case management lifecycle.

The two-tier approach was primarily designed to segregate student or requestor visible 
information from sensitive case management information. All pertinent fields are synchronised 
from the Child student case to the Parent student case so that case managers, decision makers, 
and delegates only need to work from the Child student case, with the exception being to attach 
student or requestor visible documents on the Parent student case; or send emails to the student 
or requestor from the Parent student case.

COMPLAINTS AND INTEGRITY MANAGEMENT
IN SERVICE ONE



Guideline to navigating the Parent and Child student case 

S e r v i c e O n e

Viewing a Parent Student Case
The Parent student case contains mostly read only information that the student or requestor has 
submitted when they lodged the form in Service One. The information in the Parent student case 
cannot be changed or added to via the Parent student case record.

NOTE: only attachments or Work notes (Not Customer visible) and Additional comments (Customer 
visible) can be added to the Parent student case. 

Attachments and Additional comments (Customer visible) will be visible to the student or requestor who 
submitted the Service One form. For example: the Topic Coordinator who reports an Academic Integrity 
Issue; the student who submits a complaint.

To access a Parent student case from the Child student case, select the          icon next to 
the Parent case number.

A pop up will appear with details from the parent case. To open the full record, select 
Open Record.
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The Parent student case record is clearly identified by a banner at the top of the page indicating 
that any attachments or comments added to this case will be visible to the person who lodged 
the case.

To navigate back to the Child student case, select the case number in the Child Cases section 
at the bottom of the page. 

COMPLAINTS AND INTEGRITY MANAGEMENT
IN SERVICE ONE


	Slide Number 1
	Slide Number 2
	Slide Number 3

