Complaints and Appeals Resolution Procedure
This procedure outlines how learner concerns, complaints and appeals are received, investigated, and resolved. It ensures that all matters are managed promptly, fairly, and with respect for confidentiality. 
	Step / Stage
	Actions
	Person Responsible

	1. Initial Resolution
	Learners are encouraged to raise any concerns directly with onsite staff such as their tutor, site coordinator, or administrator. Many issues can be resolved through discussion, clarification, or minor adjustments. Staff should listen carefully, note the concern, and aim to resolve it promptly and fairly.
	Tutor / Site Coordinator / Administrator

	2. Lodging a Complaint
	If the learner is uncomfortable or not satisfied with the informal resolution, they may make a formal complaint by either: 
a. Completing the online Concerns and Complaints Form; or 
b. Completing a paper Concerns and Complaints Form and handing it to the site coordinator or administrator, or emailing it to complaints@literacy.org.nz. 
Learners may request support from a staff member if needed.
	Learner / Site Coordinator / Administrator

	3. Admin Upload
	When a paper complaint form is received, the administrator scans and uploads it to the secure online portal to ensure it is properly logged and tracked.
	Administrator

	4. Acknowledgement
	The Complaints Officer acknowledges the complaint within five working days, confirms receipt, and advises what will happen next.
	Complaints Officer

	5. Assignment of Lead
	The Complaints Officer reviews the complaint and determines who will manage it. The matter may be assigned to a site-based lead if it can be resolved locally, or to a non-site-based lead if it involves another area or a potential conflict of interest. All assignments are recorded in the complaints register.
	Complaints Officer

	6. Resolution Planning
	The lead person works with the Complaints Officer to plan how the matter will be addressed. Roles are identified for those who will be Accountable / Approver, Consulted, and Informed. A timeline and communication plan are agreed.
	Lead Person / Complaints Officer

	7. Protection of Complainant
	Where necessary, steps are taken to protect the complainant. This may include but not limited to: 
a. Writing to any person named in the complaint to direct them not to contact or discuss the matter with the learner. 
b. Moving the complainant to another class, schedule, or site if practicable. 
c. Temporarily standing down staff or learners involved while the matter is being considered. Confidentiality must be maintained.
	Lead Person / Manager / Complaints Officer

	8. Investigation
	The lead person gathers information, reviews relevant material, and meets with those involved. The learner is given the opportunity to explain their concern and provide any supporting information. The process must be fair, impartial, and consistent with organisational policy.
	Lead Person

	9. Resolution Form
	When the investigation is complete, the lead person records the findings and recommendations on the Resolution Form. The Complaints Officer and Approver review the form and may approve, comment, or request further information.
	Lead Person / Complaints Officer / Approver

	10. Outcome Notification
	The complainant is advised in writing of the outcome. The letter outlines the findings, any actions taken, and explains how to lodge an appeal if they are not satisfied.
	Complaints Officer / Lead Person

	11. Appeal Lodgement
	If the complainant wishes to appeal, they must do so within ten working days of receiving the decision. Appeals can be made using the online Appeals Form or by submitting a paper form by email.
	Learner

	12. Appeal Handling
	Appeals are reviewed by the Chief Executive or a delegate who was not involved in the original investigation. The Complaints Officer coordinates the process.
	Chief Executive / Delegate / Complaints Officer

	13. Provision of Information
	The Complaints Officer provides the Chief Executive or delegate with all records relating to the complaint and any new information provided by the learner.
	Complaints Officer

	14. Appeal Investigation
	The Chief Executive or delegate reviews all information and may meet with the complainant or others if required. They ensure that due process has been followed and that the decision was fair and reasonable.
	Chief Executive / Delegate

	15. Appeal Outcome Form
	The Chief Executive or delegate records the decision on the Appeal Outcome Form and ensures it is securely stored.
	Chief Executive / Delegate

	16. Final Outcome Notification
	The complainant receives a letter outlining the appeal decision. The letter includes the outcome and informs the learner of their right to refer the matter to an external dispute-resolution scheme, if they remain unsatisfied.
	Chief Executive / Delegate / Complaints Officer
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All information relating to a complaint or appeal is treated as confidential and shared only with those directly involved. Learners will not be disadvantaged for raising a concern in good faith. Records of complaints, investigations, and outcomes are securely stored by the Complaints Officer in line with organisational record-keeping and privacy requirements.

