Trainee
Trainee Tutor
Tutor Complaint
Complaint and
and Resolution
Resolution Process
Process
1. Information
Literacy Aotearoa provides information/advice to all
Trainee tutors on:
 The complaints process;
 Informal and formal options;
 Resolution.

2. Informal Self-help Process
Complaint/concern
resolved. End of process.
Complaint resolved.

You can attempt to resolve the complaint by raising it
directly with the person responsible.OR
Ask someone you trust to support you in speaking
directly with the person responsible.
You need to raise your complaint within 20 working
days of the event that caused it.

If you are not
satisfied that the
matter has been resolved,
you may proceed
to the Formal Internal
Process

3. Formal Internal Process
You complete the Trainee Tutor Complaint form, on
the Literacy Aotearoa Intranet here and send/give it
to the Manager Programme and Quality (PQ) within 3
months of the triggering incident.
You accept the
recommendations.
Complaint closed.

The PQ Manager arranges an investigating committee
who will meet with both parties and others named by
you and/or the person supporting you as having
information relevant to the situation.

If you are not satisfied
with the outcome, you
can Appeal to Te
Tumuaki

The committee will consider all information and
formally advise both parties of its findings and
recommended resolution. You should expect an
outcome within 2 months.

4. Appeal to Te Tumuaki
Your concern is resolved.
End of process.
Complaint closed.

You may appeal the way your complaint was handled
by emailing Te Tumuaki via
trainingadmin@literacy.org.nz to request a review of
the process.

5. External Complaint
You may make a written complaint to the New
Zealand Qualifications Authority (NZQA) or the Human
Right Commission (HRC), depending on the nature of
the complaint.
You may do this with assistance from a support
person if you wish.

If you are not satisfied
with the outcome, you
can make an External
Complaint

