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Corporate Policies & Procedures  
Corporate Procedures – Document CPP117d 

Student Complaint Flowchart 
In the event of immediate danger or threat to safety, call the Police on 111 and then Security on 03 940 8076. Students who 
are considering making a complaint should refer to CPP117c Student Complaints Procedure and the process below. 

https://www.ara.ac.nz/siteassets/documents---home/about-us/policies/cpp117c-student-complaints-procedure.pdf
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Academic Concerns

Learner/Colleague or Service Concerns

Learners with an Academic 
Concern. (e.g. grade, 
assessment, course 

outcome)

If self-resolution feels safe and 
you are able to use it, write or 

tell the academic colleague that 
you are concerned.

If self-resolution is not 
appropriate or not achieved 
via self-resolution, with the 
academic colleague, you are 
to escalate this to the most 

appropriate Academic 
Manager. The relevant 
Academic Policy will be 
applied and discussed.

Academic Disputes 
Covered by;

 Assessment Policy (APP505)
Learner Behaviour Management Policy (APP506)

Application for Academic Assessment Appeal 
(APP517a)

Suspension & Refusal/ Cancellation of Enrolment 
(APP512)

 

Learners with a complaint 
about learner/colleague or 

service

If self-resolution feels 
safe and you are able 
to use it, write or tell 

the colleague/or 
learner that you are 

concerned

If self-resolution is not 
appropriate or 

resolution is not 
achieved via self-

resolution, you can 
make a formal 

complaint

Make a formal 
complaint at 

https://www.ara.ac.nz/
about-us/complaints/

CPP117a

Facilitated conversation

Initial information 
gathering and 

discussion with the 
complainant(s) and 
exploring of options 

(See CPP117c)

Investigation following 
relevant learner or 
colleague policies & 

statutes.

Doesn't meet threshold 
of policy or 

unsubstantiated 
complaint

Both the 
complainant and 
any colleague or 
learner involved 

will be informed of 
the outcome of 

the investigation.

INFORMUS (Anonymous Reporting System)
If you wish to make an anonymous disclosure you can do so through INFORMUS. You will be asked 
to complete an online form which allows Ara to collect statistical and thematic information about 
the issue/event you wish to raise. The INFORMUS webpage contains information about the process 
and what happens when you submit an anonymous report. Please refer to the INFORMUS FAQ 
webpage for further information. 

Formal

Procedural Support 
from Student 

Advocate &/or 
Advisor

Informal

Outcome/ Resolution

Additional Information 
CPP222 Addressing Bullying, Harassment and Discrimination Policy
CPP117 Raising Problems or Complaints
CPP117a Raising Problems or Complaints form
CPP117c Raising Problems or Complaints Procedures
APP506 Probation policy
APP512 Suspension Cancellation and Refusal of enrolment policy
APP301 Learner Responsibilities and Rights
APP301a Learner Responsibilities and Rights handout

Contacts
Tutors/Programme Manager
Academic Manager/Head of Department
Complaints Coordinator
Student Advocate
Class Representatives
Student Wellbeing Advisor

Supported  by the Complaints Coordinator (see CPP117c)

Led by appropriate Academic Manager or Director

Led by Complaints 
Coordinator

No Action
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