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SHEPHERD COLLEGE – TE HEPARA PAI

FORMAL COMPLAINTS, GRIEVANCES AND APPEALS 

PROCEDURES FOR STUDENTS 

Preamble
In any community there will be misunderstandings and disagreements from time to time.     Most of these misunderstandings and disagreements can be addressed in a face to face conversation between the parties involved.   Steps such as those described in Matthew’s Gospel 18:15-20 are most appropriate in Good Shepherd College.

In the event, however, that a student judges that a matter is more serious or that it cannot be addressed appropriately in a face to face conversation, he or she is free to make a formal complaint.   If a formal complaint is made, the following procedures are to be followed.

Academic Issues

These procedures relate to complaints and grievances arising from issues concerning classes.

A. 
For cases where it is appropriate to approach the lecturer concerned in the first instance:

1. First approach:  

a) The student shall write to the lecturer within seven days of the cause of complaint or grievance stating fully the matter for concern.

b) The lecturer shall reply with a decision, in writing, within seven days of receipt of the letter.

2. For cases where complainant is not satisfied with the above:

a) Within seven days of receipt of the written reply from the lecturer, the student shall write to the Principal, enclosing copies of both the original letter of complaint and the lecturer’s response.

b) The Principal shall consult appropriately.  Both parties shall be informed of the principal’s decision in writing, within seven days.

3. Right of Appeal


For cases where the student is not satisfied with the above two procedures:

a) If the student is not satisfied with the decision of the principal, the student may then write to the Grievance Committee of the Senate, enclosing copies of all correspondence. The Grievance Committee shall decide upon the complaint and convey its decision to each of the interested parties as soon as possible.

b) When ratified by the Senate the decision of the Grievance Committee is final. The Chairperson of the Senate has the authority to act in the name of the Senate to ratify a decision of the Senate Grievance Committee.

B. 
For cases where it is not appropriate for the complainant to contact the lecturer in the first instance:
1. First Approach:

a) The student shall write to the Principal within seven days of the cause of complaint or grievance stating fully the matter of concern.

b) The principal shall consult appropriately and shall reply in writing to the student and to the lecturer within seven days of receipt of the letter.

2. Further Possible Action:

a) If necessary, Steps 3a and 3b shall be followed.

Assessment Issues

These procedures relate to complaints and grievances regarding assessment.

A.  
For cases where it is appropriate to approach the lecturer concerned in the first instance:

1. First approach

a) The student shall write to the lecturer within seven days of receiving the marked assessment stating fully the matter of concern.

b) The lecturer shall write formally within seven days of receipt of the letter from the student with the decision, explaining the criteria for marking and according marks.

2. For cases where the complainant is not satisfied with the above procedures:

a) The student shall write to the Dean of Studies within seven days of the receipt of the written reply from the lecturer, enclosing copies of both the original letter of complaint and the lecturer’s response.

b) The Dean of Studies shall mark the assessment task or shall ask another lecturer of the college to do so.  The Dean of Studies shall inform the student and the original lecturer of this second assessment.

3. For cases where the complainant is not satisfied with the above procedures:

a) The student again writes to the Dean of Studies stating reasons for dissatisfaction.

b) The Dean of Studies shall ask a moderator external to the college to mark the assessment task.  The Dean of Studies shall inform the student and the lecturer of the external moderator’s decision.

4. Right of Appeal

a) For cases where the student is not satisfied with the above, the student may appeal to the Grievance Committee of the Senate, enclosing copies of all correspondence.

b) The Grievance Committee shall submit the correspondence and documents to another external moderator and ask the moderator to mark the assessment task.   The Grievance Committee shall convey the moderator’s assessment to the student and to the Dean of Studies.    The assessment of this external moderator is final.

B. 
For cases where it is not appropriate for the complainant to contact the lecturer concerned in the first instance:

The complainant shall write to the Dean of Studies and steps 2, 3 and 4, shall be followed, if required.

Administrative Issues

These procedures relate to complaints and grievances arising from office matters or any other administrative related issues.

A. 
For cases where it is applicable to approach the staff member concerned in the first instance:
1. First Approach

a) The student shall write to the member of staff, within seven days of the cause of the grievance, stating the matter.

b) The member of staff shall reply with a decision in writing, within seven days of the receipt of the letter.

2. For cases where the complainant is not satisfied with the above:

a) The student shall write to the Principal, within seven days of receipt of the letter from the member of staff, enclosing both original statements.

b) The Principal shall consult appropriately and inform the complainant of the decision, within seven days of the receipt of the letter from the complainant.

3. Right of Appeal

a) For cases where the student is not satisfied with the above, the student may write to the Grievance Committee of the Senate within seven days of the receipt of the Principal’s written decision, enclosing all correspondence.

b) The Grievance Committee shall consult appropriately and shall inform the complainant and the staff member of the decision within four weeks of receiving the letter.

B. For cases where it is not appropriate for the complainant to contact the staff member concerned in the first instance:

The complainant shall follow Steps 2 and 3 above, if required.

C. 
In cases of complaints and grievances against the Dean of Studies:

1. First Approach

a) The student shall write to the Principal stating clearly the reason(s) for the complaint.

b) The Principal shall consult appropriately and shall write to the complainant and the Dean of Studies within seven days of receipt of the letter.

2. Right of Appeal

If not satisfied with the Principal’s reply, the student is entitled to write to the Grievance Committee of the Senate, within seven days of receipt of the Principal’s written decision, enclosing copies of all correspondence.

D. 
In cases of complaints and grievances against the Principal:

The student shall write to the Grievance Committee of the Senate.

The Grievance Committee shall consult appropriately.   When ratified by the Senate, the decision of the Grievance Committee shall be conveyed to the student in writing.

The Chairperson of the Senate has the authority to act in the name of the Senate to ratify a decision of the Senate Grievance Committee.

E. 
In the case where a student is not satisfied with the internal and external procedures at the College, the student is advised to contact the NZQA at:

125 The Terrace,   PO Box 160, Wellington

Tel:
(04) 802 3000
Fax:
(04) 802 3112

Adopted by the Senate on:
28 September 2000

