edu-p@int

LEARNING HUB

Received Student’s complaint
What went wrong?

Acknowledge of receipt
within 2 working days

)=

CoMPLAINT REsoLuTION PROCEDURE
J

<

Informal

For minor complaints that Student
wishes to try and resolve with
the people involved / Customer
Service Officer (CSO)

Formal
For complaints of serious nature, unsatisfactorily
resolved via the informal complaints route where
Student wants a formal investigation and official

+

CSO assists Student to
resolve the complaint as close
to its origin as possible

Student
satisfied with
solution?

No

CSO to keep a record of the

record
Il

The Student completes the Complaint Form and
submits it to the CSO

+

CSO refers the complaint to School Manager

+

School Manager starts investigation & speaks to the
people involved

+

School Manager develops practical solutions

+

complaint

School Manager recommends practical solutions to
the Student

School Manager re-meets

-»

Student
satisfied with

No

Student and proposes
alternatives

solution?

Student
satisfied with
solution?

School Manager informs the people involved of the
outcome and implements improvements

+

School Manager updates the Complaint Log Book

Refer to
CASE Mediation Centre




