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FEEDBACK / COMPLAINTS / DISPUTE
RESOLUTION MANAGEMENT PROCESS

Wherever practical complainant should
first seek to resolve a grievance by directly
talking to the person with whom they have

the grievance with

v

Positive Feedback or Complaint
received via formal student
feedback form / informal feedback
to Student Services Dept

!

Acknowledge
feedback/complaint via
phone/e-mail & relevant dept
completes the Complaint
Resolution Report
(within 2 workina davs)

File Positive Feedback in
Student Feedback / —
Complaint File

Can complaint be
resolved within 2
working days?

Discuss with Supervisor
and gather information

A 4
Update student on solution & update

Complaint Resolution Report form
(21 working days) Resolve complaint within

7 working days and

update student
Yes

Recommend approaching Council
for Private Education (CPE) -
Student Services Centre if student
is not satisfied or complaint cannot
be resolved within 21 days

File in Student

> Feedback/Complaint file
Yes
Update student on solution Review for Continual
& update Complaint Improvement
Resolution Report form by seeking feedback via email
(21 working days) from key stakeholders and
analysing the
feedback/complaint to serve as
inputs for review process.
A\ 4

Recommend approaching
Small Claims Tribunal if
student is not satisfied with
CPE-Student Services Centre

Form required: a) Student Feedback Form
b) Complaint Resolution Report



