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1. Preamble 

1.1 Purpose 

The purpose of the Student Grievance Management Policy (‘the Policy’) is to provide students of the 

Canterbury Institute of Management (‘the Institute’) with an effective, timely, fair and equitable 

grievance handling system which is easily accessible. 

 

1.2 Background 

1.2.1 A grievance can be defined as a student’s expression of dissatisfaction with any aspect of the 

Institute’s services and activities, and may relate to: 

a. the enrolment, induction or orientation process; 

b. the quality of education provided; 

c. academic matters, including student progress, assessment, curriculum and awards in a 

course of study; 

d. handling of personal information and access to personal records; 

e. attitude and behaviour of academic or administrative staff; and 

f. the way someone has been treated by another student. 

1.2.2 This Policy cannot be used for an appeal or complaint where there exists a separate review, 

appeal or complaint procedure being undertaken by the Institute. 

1.2.3 This Policy recognises that effective grievance management contributes to an improved work 

environment for all members of the Institute community. It also provides an opportunity to 

improve our staff experience by identifying areas of risk and areas for improvement. 

1.2.4 The Institute has an obligation to provide prospective and current students with access to the 

systems that allow, address and resolve grievances, complaints and appeals. The Institute has 

established processes that enable prospective and current students to lodge formal grievances 

against any aspect of their experience with the Institute, educational agents or related parties. 

1.2.5 This Policy, and the right to make complaints and seek appeals of decisions and action under 

various processes, does not affect the rights of the student to take action under the Australian 

Consumer Law, if the Australian Consumer Law applies. 

1.2.6 Grievance management at the Institute is guided by the following principles: 

a. procedural fairness; 

b. transparency; 

c. resolution at the informal level, where possible; 

d. respect for all parties; 

e. timely and effective grievance management; 

f. consistency; 

g. ethical and equitable practices. 

1.2.7 This Policy demonstrates the Institute’s commitment to these principles. 

1.2.8 The Institute has adopted a case management approach to grievance handling. The nature of 

the concerns raised determines which area of the Institute takes primary case management 

responsibility. Communication between internal agencies may then be required (for example, 

where grievances are between students and staff; or where grievances have several component 

allegations). 

1.3 Definitions 

For definitions, refer to the Glossary of Terms. 
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2. Scope 

This Policy applies to students (or persons seeking to enrol with the Institute) regardless of the location 

at which the grievance has arisen, the mode in which they study or their place of residence. 

 

3. Policy Statement 

This Policy is designed to ensure that the Institute responds effectively to individual cases of student 

dissatisfaction. Through this Policy the Institute aims to: 

a. develop a culture that views grievances as an opportunity to improve the organisation and how it 

works; 

b. set in place a grievance handling system that is student-focussed and helps the Institute prevent 

grievances from recurring; 

c. ensure that any grievances are resolved promptly, objectively, with sensitivity and in complete 

confidence; 

d. ensure that the views of each complainant and respondent are respected and that any party to a 

grievance is not discriminated against nor victimised; and 

e. through implementation of the Institute’s core principles of care and fairness and implementation of 

this Policy, the Institute ensures that there is a consistent response to grievances. 

 

4. Informal Grievance Management 

4.1 Students (or persons seeking to enrol with the Institute) are encouraged, wherever possible, to 

resolve concerns or difficulties informally. There are support staff available to assist students in 

resolving their issues at this level. 

4.2 When a student has a complaint, they should first discuss the matter with the person concerned. 

The student may nominate another person to speak on his or her behalf. If the student is unable to 

raise the matter with the person concerned, he or she may discuss the matter with another relevant 

staff member of the Institute. 

4.3 It is expected that in most cases the discussion of the student concern or complaint with a staff 

member resolves the matter to the satisfaction of both parties. Where this informal approach does 

not lead to an acceptable resolution, the student may pursue the formal process for the resolution 

of the matter as outlined below. 

 

5. Formal Grievance Management Procedure 

5.1 This procedure can be used by students (and persons seeking to enrol in a course of study with the 

Institute) to submit a grievance of an academic or non-academic nature. Grievances of an academic 

nature include matters related to student progress, assessment, curriculum and awards in a course 

of study. Grievances of a non-academic nature cover all other matters including complaints in relation 

to personal information that the Institute holds in relation to the student. 

5.2 During all stages of this procedure the Institute takes all necessary steps to ensure that: 

a. the complainant and the respondent arenot be victimised or discriminated against; 

b. the complainant (and, where relevant, the respondent) has an opportunity to formally present 

his or her case and each party to the grievance may be accompanied and assisted by a support 

person at any relevant meeting; 

c. a full explanation in writing for decisions and actions taken as part of the process are provided if 

so, requested by the complainant or the respondent; 
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d. where the internal or external complaint handling or appeal process results in a decision that 

supports the complainant, the Institute immediately implements any decision and/or corrective 

and preventative action required and advise the complainant of the outcome; 

e. there is no cost to the complainant for using the internal or external grievance and appeals 

process. 

 

5.3 Stage one – Formal Grievance 

5.3.1 For a complaint to be treated formally, the student must put his or her grievance in writing 

and make an appointment with the Student Support Manager to discuss the issue. The student 

may nominate another person to attend the meeting and speak on his or her behalf. 

5.3.2 The Student Support Manager reviews the grievance. If the Student Support Manager has, or 

perceives there to be, a conflict or a potential conflict of interest in the handling of the 

grievance, the Student Support Manager refers the matter to the Program Director. Where 

the grievance involves the Campus Director & Dean, the grievance is handled by the Chair of 

the Academic Board. Within ten (10) working days from the date the Institute receiving the 

grievance and supporting information, the Student Support Manager and/or Program Director 

attempt to resolve it through investigation and conciliation, consulting with relevant staff and 

students. 

5.3.3 The Student Support Manager and/or Program Director may determine that no further inquiry 

is necessary. The student must be advised in writing of this decision. 

5.3.4 Where further inquiry is deemed necessary, the Student Support Manager and/or Program 

Director may call a meeting with the relevant parties to find a resolution. The meeting is held 

within ten (10) working days of the conclusion of the review and investigation. Where an 

investigation or conciliation cannot be concluded within ten working days, the Student Support 

Manager and/or Program Director keep the student informed of the status of the matter and 

the reason for any delay. 

5.3.5 The Institute maintains formal records in accordance with the Records Management Policy of 

the actions taken and notifies the student in writing of the outcome of the grievance process, 

giving reasons for any decision. 

5.3.6 The Institute maintains a register in accordance with the Records Management Policy of formal 

complaints and grievances and actions taken. 

 

5.4 Stage two – Internal Appeal: 

5.4.1 If a complainant is dissatisfied with the outcome of his or her complaint, he or she may lodge 

an appeal with the Campus Director & Dean. The Campus Director & Dean appoints a 

Grievance Committee to consult with the complainant and other relevant parties within ten 

(10) working days of the appeal having been received. 

5.4.2 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. This support person should not be a legal professional. 

5.4.3 Following the consultation, the Campus Director & Dean, or his or her nominee, 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. 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. 

 

5.5 Stage three – External Appeal – Domestic Students: 
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5.5.1 If the complainant is not satisfied with the outcome of the internal appeal, the complainant 

may request the Institute that the matter be dealt with through an external dispute resolution 

process. There are several avenues for external dispute resolution which can be followed by 

any person who believes that a complaint has not been satisfactorily resolved. Unless 

otherwise stated, first lodgement of a complaint with an external agency is free of charge. 

5.5.2 Should the student consider the matter is not resolved as a result of Internal Appeal, the 

student may seek external mediation by an independent third party. The Institute's Student 

Support Officer provides clear information and support to the student on external mediation 

and dispute resolutions options. 

Where the student wishes to have the matter reviewed by an independent third-party the 

Institute refers the matter to the Resolution Institute. The Resolution Institute is an 

independent national association of dispute resolution. 

Level 1, 13-15 Bridge Street Sydney NSW 2000 

Phone: +61 2 9251 3366 

Fax: +61 2 9251 3733 

Free call within Australia: 1800 651 650 

Email: infoaus@resoltution.institute 

Website: https://www.resolution.institute/ 

5.5.3 If a complainant/student is of the opinion that their issue is of the nature that they do not 

wish to go to mediation and rather choose to go to arbitration through Resolution Institute, 

CIM facilitates and pay for that. Details of arbitration process can be found on the link below: 

https://www.resolution.institute/resolving-disputes/arbitration 

 

Resolution Institute arbitration rules can be viewed at link: 

https://www.resolution.institute/documents/item/1844 

 

A complainant/student can submit online arbitration application at the link below: 

https://www.resolution.institute/forms/command/display_form?formID=33 

 

5.5.4 Once complainant/student has submitted their arbitration application online, they should 

forward Resolution Institute invoice or payment link to admin@ciom.edu.au for payment 

of arbitration application fees. However, if complainant/student have paid the charges, they 

can get the paid fees reimbursed from CIM by providing an application for refund with the 

bank account details. All paid arbitration fees are refunded within 7 days. 

The Institute covers any fees charged by the Resolution Institute. 

5.5.5 Other appeal options: 

The other options available to students include: 

• Department of Fair Trading (http://www.fairtrading.nsw.gov.au) 

• Administrative Appeals Tribunal (http://www.aat.gov.au) 

• getting a mediator or seeking legal advice at their own expense. 

NSW Fair Trading safeguards the rights of consumers and advises business and traders on 

fair and ethical practice. The Administrative Appeals Tribunal (AAT) provides independent 

review of a wide range of administrative decisions made by the Australian government and 

some non-government bodies. The AAT aims to provide fair, impartial, high quality and 

prompt review with as little formality and technicality as possible. Both individuals and 

government agencies use the services of the AAT. 

mailto:infoaus@resoltution.institute
https://www.resolution.institute/
https://www.resolution.institute/resolving-disputes/arbitration
https://www.resolution.institute/documents/item/1844
https://www.resolution.institute/forms/command/display_form?formID=33
mailto:admin@ciom.edu.au
http://www.fairtrading.nsw.gov.au/
http://www.aat.gov.au/
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5.6 Stage three – External Appeal – International Students: 

5.6.1 If an international student is dissatisfied with the outcome of the complaint or appeal at the 

end of the internal appeals process, the student may wish the matter to be dealt with through 

an external dispute resolution process facilitated by the Overseas Students Ombudsman 

(OSO). 

An international student may lodge an external appeal or complain about the decision to the 

OSO. The OSO offers free and independent advice to international students who may have a 

complaint about their education provider. The Institute's Student Support Officer provides 

clear information and support to the student and refers the student to: 

Overseas Student Ombudsman 

GPO Box 442 Canberra ACT 2601 

Phone: 1300 362 072 

Website: www.oso.gov.au 
 

 

5.6.2 Things international students should know about complaining to the OSO: 

a. In Australia, you have the right to complain. 

b. The OSO’s services are free. 

c. In some cases, the OSO may decide not to investigate your complaint. This might happen 

where another organisation can help you, or if you have not spoken to your provider 

about your complaint. 

d. If the OSO decides not to investigate, they will tell you why and may refer you to 

another organisation that can help. 

e. The OSO is independent and impartial. If the OSO does decide to investigate your 

complaint, they will contact the education provider and ask what happened. 

f. The OSO will treat your information with privacy and respect, and collect, store, use 

and disclose your personal information only in accordance with Australian privacy laws. 

 

5.6.3 How to make a complaint: 

a. Online (International Students) 

Overseas students can make a complaint online via the following link: 

https://forms.australia.gov.au/forms/ombudsman/overseas-students-ombudsman- 

complaint-form 

b. Mail 

Overseas students may write a letter and post it to: 

Overseas Students Ombudsman 

GPO Box 442 

Canberra ACT 2601 

AUSTRALIA 

 

5.7 Where, the outcome of the internal and external complaints and appeals process, supports 

the student, the Institute implements the decision or corrective action as soon as possible and 

advise accordingly. 

http://www.oso.gov.au/
https://forms.australia.gov.au/forms/ombudsman/overseas-students-ombudsman-complaint-form
https://forms.australia.gov.au/forms/ombudsman/overseas-students-ombudsman-complaint-form
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5.7.1 A de-identified summary of the internal and external complaints grievances with the outcomes 

are reported and presented to relevant governance committees, including Teaching & Learning 

Committee, Academic Board and Governing Council. 

 

6 Enrolment Status 

The Institute maintains the student’s enrolment while the grievance handling process is ongoing. 

 

7 Record Keeping and Confidentiality 

7.1 A written record of all grievances handled under this procedure and their outcomes shall be 

maintained for a period of at least five (5) years to allow all parties to the grievance appropriate 

access to these records upon written request to the Student Support Manager. 

7.2 All records relating to complaints are treated as confidential and are covered by the Institute’s 

Privacy Policy and the Records Management Policy. 

 

8 Approval, Publication and Training 

8.1 This Policy was first approved by the Institute’s Governing Council at its meeting on the 4 December 

2015. 

8.2 This Policy is made available to students and prospective students through publication in the 

Student Handbook and on the Institute’s website. 

8.3 For the purposes of communicating to and training staff, this Policy forms part of the staff induction 

process.
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9 Grievance and/or Appeal Procedure Flow Charts 
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If Appeal is not resolved at Stage 1, refer to Flow Chart below (Stage 2) 
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Non-academic Grievance and/or Appeal Process Flow Chart 
 

 

 


