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RE TAUIRA O PETERE

CONCERN OR COMPLAINT

CONCERN

Informal procedure

Feedback related to programme,
course or staff's performance, or
another student

Comfortable to discuss
with staff concerned?

Discuss issue with
staff concerned

Discuss issue with:
Cohort Mentor (SoTE)/
Nga Maunga Awhina
(SoSP), Prog/Prof Lead,
Student Engagement
Coordinator

Discuss issue with
Head of School

COMPLAINT

Formal procedure
About BTI, misconduct or other
matters of a serious nature?

Write to Executive
Leadership Team (ELT)
outlining issue

ELT investigates

Meeting with ELT

ELT (or member of)
meets with student to
discuss outcome /
strategies for resolution

Written complaint
to The
Chairperson,

Board of Directors

A 4 ¢
NO FURTHER ACTION REQUIRED

o The above process is outlined in SG.23 Student Concerns and Complaints Policy.

¢ In any meetings or discussions, all parties have the right to a support person.

If you are not satisfied by the outcome of our complaints process, you may be able to raise your concerns externally. The New Zealand Qualifications Authority’s website
provides useful information about the avenues available to you.

You may also be able to take your complaint to Study Complaints - a dispute resolution provider specialising in supporting domestic tertiary and international students in
resolving disputes with their provider. This is a free service for students.

Study Complaints NZQA

If you are an international student or a domestic You can report any concerns to NZQA about the quality of education or safety and wellbeing at a specific education provider. Information
tertiary learner and you have an unresolved complaint you provide supports them in monitoring of the quality and integrity of New Zealand qualifications and the pastoral care of learners. There is

(financial or contractual dispute) about a New Zealand an online form on the NZQA website that you can use to let them know your concerns about an education provider. This form can be used
education provider, you can contact Study Complaints to:

at https:/mwww.studycomplaints.org.nz/ o notify NZQA of concerns about tertiary education providers
o notify NZQA of complaints regarding meeting the Code of Pastoral Care for international students.



https://www2.nzqa.govt.nz/about-us/contact-us/complaint/education-provider/

