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1. [bookmark: _bookmark1]Preamble
1.1 Purpose
The Canterbury Institute of Management (‘the Institute’ or CIM) Student Grievance Management Policy (‘the Policy’) establishes the framework to manage student grievances, complaints, and appeals confidentially, respectfully, and in a culturally safe and equitable manner. This policy ensures that students are treated fairly and consistently, and that all feedback is used to support continuous quality improvement, in alignment with the Education (Pastoral Care of Tertiary and International Learners) Code of Practice 2021. This Policy applies to all current and prospective students at 
CIM recognises that effective grievance management processes provide opportunity for continuous service improvement across all its functions and dealings. CIM aims to make students feel comfortable submitting a complaint and confident that their issues will be dealt respectfully, fairly and without any adverse repercussions.

1.2 Definitions
For definitions, please refer to the Glossary of Terms.

2. Scope
This Policy applies to all current and prospective students at CIM. It also applies to grievances related to any aspect of the student experience, including academic matters, administrative decisions, pastoral care, and interactions with CIM staff, contractors, or third-party service providers.

3. Policy Principles
CIM grievance procedures are based on the following principles:
3.1 Students…can expect their concerns to be acknowledged and considered promptly, respectfully, and fairly, including in a culturally safe manner that upholds the principles of Te Tiriti o Waitangi and the Code of Practice 2021.It is assumed that the parties to a complaint wish to resolve it in good faith and seek to achieve an amicable resolution of their complaint;
3.2 All parties are expected to conduct themselves honestly and courteously;
3.3 Where a CIM error is identified, it should be appropriately acknowledged;
3.4 The procedures used to review and resolve grievances are conducted in accordance with principles of natural justice and in a manner that provides fair, reasonable, and unbiased treatment for all parties;
3.5 CIM expects that, in most cases, the grievances can be resolved through prompt, informal discussion.

4. Types of Grievances
4.1 Academic grievances
Academic grievances are complaints or appeals against academic decisions and include but are not limited to: 
a. a decision of a member of academic staff that affects an individual or groups of students:
b. content or structure of academic programmes, nature of teaching, or assessment:
c. examined and marked assignments and exams;
d. issues relating to authorship and intellectual property;
e. quality of teaching. 

4.2 Administrative grievances
Administrative grievances include decisions and actions related to administrative or academic services and include, but are not limited to the following: 
a. standard of service received while accessing administrative support provided by CIM;
b. a decision by an administrative staff member that affects an individual or groups of students;
c. access to resources and facilities;
d. financial.

4.3 Pastoral Care or Wellbeing Grievances
These include grievances regarding the quality or appropriateness of counselling, accessibility services, student support, cultural responsiveness, discrimination, bullying, or exclusion from services provided under the Education (Pastoral Care of Tertiary and International Learners) Code of Practice 2021.

5. Grievance Management Procedures
5.1 Informal Grievance Management
CIM expects that, in most cases, the grievances can be resolved through prompt, informal discussion. Students are encouraged, wherever possible, to resolve issues informally with the relevant party/parties. Students may raise an informal grievance by contacting the Student Support Manager.

5.2 Formal Grievance Management – Internal 
a. All grievances or complaints must be submitted by the student to the Student Support Manager by completing Student Grievance Form. 
b. This should be done as soon as practicable and preferably within ten (10) working days of the incident or the unsuccessful informal resolution attempt. Extensions may be considered on a case-by-case basis where cultural, personal, or health-related factors apply.The Student Support Manager informs the student in writing of receipt of the grievance or complaint and what are the next steps and estimated timeframe for resolving. There must be assurance to the student and genuine intent to resolve the grievance in an unbiased and timely manner. 
c. The Student Support Manager endeavors to resolve the issue. If the issue involves other parties (such as awarding bodies) or requires clarification or intervention of other parties, then the Student Support Manager in liaison with Programme Leader must communicate the grievances to the Academic Director/Dean. The Academic Director/Dean communicates the matter to the relevant party/parties in a timely manner. 
d. The Student Support Manager provides updates to the student on the progress of resolution or upon receipt of a final response or action on the complaint. Where applicable, evidence of the outcome or reason for the outcome must be provided to the student.
e. If the student is not satisfied with the outcome of their formal grievance, they may appeal in writing to the Academic Director/Dean. They must provide all relevant details and documentary evidence to the Academic Director/Dean within ten (10) working days of the response to their initial grievance. 
f. The Academic Director/Dean consults with the complainant and other relevant parties within ten (10) working days of the appeal having been received.
g. Where possible such consultations should take the form of face-to-face interviews. The complainant or the respondent may ask a support person to accompany him or her to these interviews. Students may bring a support person of their choice, including whānau or an advocate. The support person must not be a legal professional, unless the case is escalated to a formal legal process.Following the consultation, the Academic Director/Dean provides a written report to the complainant advising of further steps taken to address the grievance, including the reason for the decision, within ten (10) working days of consultation having concluded. 
h. The report further advises the complainant of his or her right to access the external appeal process where the complainant is not satisfied with the outcome of the internal appeal.

5.3 [bookmark: _bookmark2][bookmark: _bookmark3]Formal Grievance Management – External 
5.3.1 Office of the Ombudsman
The Ombudsman can investigate complaints about the administrative conduct of public sector agencies, including public education providers. This service is free of charge.
· Business Hours: 8:30 to 17:00, Monday to Friday
· Phone: 0800 802 602
· Website: www.ombudsman.parliament.nz

5.3.2 New Zealand Qualifications Authority (NZQA)
NZQA handles complaints regarding the quality of education and pastoral care provided by Private Training Establishments (PTEs), Te Pūkenga, Wānanga, and universities. They also address concerns related to fee refunds and other contractual matters.
· Phone: 0800 697 296
· Email: risk@nzqa.govt.nz
· Website: www.nzqa.govt.nz

5.3.3 Study Complaints | Ngā Amuamu Tauira
This independent service assists domestic tertiary learners and international students in resolving contractual and financial disputes with their New Zealand education providers.
· Phone: 0800 00 66 75
· Email: help@studycomplaints.org.nz
· Website: www.studycomplaints.org.nz

6 Right to Withdraw
Students may withdraw new complaints, escalated complaints and grievances at any time during the resolution process, and the matter is deemed to be resolved. Notwithstanding this, CIM reserves the right to continue to investigate a complaint if required to do so to satisfy other requirements or protect the Institute community. 

Where a grievance is withdrawn, CIM will document the reasons (where known), but will not disadvantage the student. CIM may continue to investigate the matter if required to meet regulatory or Code of Practice obligations.

7 Grievance Outcome
In making a complaint a student requests a review (among other matters) of their treatment by CIM, the quality or delivery of a service provided by CIM or the conduct of the Institute staff or students for the purpose of: 
7.1 receiving an apology; 
7.2 correcting an error in relation to the student or the student’s record; 
7.3 having a decision made; and/or
7.4 improving existing services and processesWhere systemic issues are identified through a grievance process, CIM will take corrective and preventative actions as part of its quality assurance and continuous improvement processes.

8 Record Keeping and Confidentiality 
8.1 All parties with an interest in the outcomes of a grievance procedure must keep confidential notes of their discussions with other parties, which should be placed on the student’s file and the staff member’s file where relevant. 

8.2 Records of grievance proceedings will be kept securely. Participants may request access to their statements. Summary notes and decisions will be confirmed by the staff member and made available to students on request.An explanation in writing for decisions and actions taken as part of the procedures is given to the respondent and the complainant. 

8.3 CIM keeps appropriate records of all grievances as per the Records Management Policy. 

8.4 [bookmark: _bookmark4]Parties to the complaint are to be provided with appropriate access to these records on request.
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