Student Complaints Policy

Student complaint resolution process

International Culinary Studio is committed to a respectful and responsive learning environment where students
feel safe to raise concerns. All complaints will be handled fairly, promptly, and transparently, with support
available and clear escalation options. Feedback is welcomed as part of continuous improvement and student
wellbeing.

Purpose

This policy provides students with a clear, supportive process for raising and resolving concerns. This policy
encourages early resolution, fair decision-making, and quality improvement. It also supports International
Culinary Studio’s obligations under the Education (Pastoral Care of Tertiary and International Learners) Code of
Practice 2021, the Privacy Act 2020, and access to external complaint and dispute resolution pathways,
including NZQA and Study Complaints | Nga Amuamu Tauira where appropriate.

Scope

This policy applies to all International Culinary Studio domestic and international students across all
programmes and delivery modes. It covers informal and formal complaints, escalation pathways, and external
resolution options, including NZQA and Study Complaints | Nga Amuamu Tauira where appropriate. It also
confirms that personal information will be managed in line with privacy legislation.

Definitions

e A concern is an issue a learner wants to raise informally. It may be resolved through discussion,
clarification, support, or a quick action.

e A complaint is a formal expression of dissatisfaction where the learner wants the matter reviewed,
investigated, and responded to under this policy.

Learners are encouraged to raise concerns early. However, a learner may make a formal complaint at any time
if the matter is serious, if they are not comfortable using the informal process, or if the issue has not been
resolved.

Complaints process: Steps One, Two, and Three

Step One: Raising a concern informally
e Learners are encouraged to raise any concerns as early as possible so they can be resolved quickly.
e |earners may first discuss the concern with the Chef Instructor.

e |falearneris not comfortable doing this, they may contact Student Services directly.

Contact Ansie: admin®@internationalculinarystudio.com

Learners may also raise concerns through student surveys completed during their study. However, surveys do
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not replace the formal complaints process. If a learner wants a matter to be managed as a complaint, they
should follow Step Two.

Step Two: Making a formal complaint:

If the concernis not resolved, or if the learner wants the matter to be formally reviewed, the learner may make a
formal complaint. The learner may also go directly to Step Two if the matter is serious, if they feel uncomfortable
raising it informally, or if the complaint involves a staff member.

Formal complaints should be emailed to: admin@internationalculinarystudio.com

To ensure the matter is managed under this policy, the learner should clearly state that they are making a formal
complaint.

The learner may use the complaint form available on the International Culinary Studio website using the search
arrow ‘complaint’ or include the complaint details in the email.

The complaint should include:
e What happened
e When it happened
e Who was involved, if relevant
o What steps have already been taken, if any
e What outcome the learner is seeking
e Any supporting information or evidence

International Culinary Studio will acknowledge the formal complaint within 2 working days and the complaint
will be referred to the Principal and/or Academic Quality Manager.

e The learner will be invited to meet with the Principal or delegate within 5 working days of the complaint
being received.

e |nternational Culinary Studio will aim to resolve the complaint within 30 working days.

e |f the matter remains unresolved after 30 working days, the learner may escalate the complaint to the
CEO: Cheryl Cordier cheryl@internationalculinarystudio.com

e Learners will not face negative consequences for raising genuine concerns or complaints.
o Allcomplaints will be treated seriously and confidentially.

Any personal information collected during the complaints process will be used only to address the complaint
and will only be accessible to authorised staff. Students may request access to their personal information and
request corrections if needed by contacting the organisation’s Privacy Officer.

Contact Privacy Officer: Kaye Grenon (Principal) kaye@internationalculinarystudio.com

Step Three: External complaint and dispute resolution options

If the learner remains dissatisfied after completing the International Culinary Studio complaints process, they
may raise the matter externally.

There are different external pathways depending on the type of issue.

For concerns about the quality of education, pastoral care, learner wellbeing, safety, or whether International
Culinary Studio is meeting the Education (Pastoral Care of Tertiary and International Learners) Code of Practice
2021, learners may contact NZQA. NZQA investigates concerns about provider compliance with the Code and
education quality.

o NZQA learner complaints information is available here: https://www2.nzga.govt.nz/tertiary/the-
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e NZQA complaintinformation is available here: https://www?2.nzga.govt.nz/about-us/contact-

us/complaint/
For financial or contractual disputes, including fees, refunds, contracts, or claims for redress, learners may
contact Study Complaints | Nga Amuamu Tauira. Study Complaints is a free and independent service for
domestic tertiary learners and international students.

e Study Complaints information is available here: https://www.studycomplaints.org.nz/

Learners are generally expected to use International Culinary Studio’s complaints process first before raising
the matter externally.

Continuous Improvement

Once a complaint is resolved, the Academic Quality Manager will arrange a review with appropriate staff to
consider the complaint, the outcome, and any improvements needed.

Any agreed actions will be recorded and implemented as part of International Culinary Studio’s continuous
improvement process.
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