
I’m dissatisfied 
with a service and/or

staff member(s)

I make a formal 
complaint? 

I try to resolve issue 
with sta� concerned.  

National Tauira 
Success Team 

(NTST) receives my 
complaint form. 

NTST emails 
complaint form to 

management 
team of my 
takiwā . *    

I go to Tauira 
Complaints Page on 
TWoA website and 

access Tauira 
Complaints Form. 

Takiwā completes 
investigation of my 

complaint. 

Takiwā sta� 
member contacts 
me & we discuss 
desired outcome.  

I’m happy 
 with 

 outcome?  

Issue resolved. No 
further action 

required.   

I can appeal  
outcome via the 

Tauira Complaints 
Appeals process.

Complaint closed. 

Te Wānanga o Aotearoa
Tauira Complaints Process (for tauira ) 

I save form in my 
Word documents, �ll 

it in & email to 
tauira. complaints

@ twoa.ac.nz
(Preferred option). 

I print form, fill it 
in & post to 

National Tauira  
Success Team

TWoA 
PO Box 6076 

Hamilton 3206.

Staff member 
sends me  

Complaints
  Outcome letter    

OR

* Unless the complaint is about a Head O�ce unit in which
case the form will be sent to that unit ’s manager. The subsequent 
process described above also applies to Head O�ce units. 

YES

NO

NO YES

Flowchart edited by National Tauira Success Team, February 2018. 

Within 1 
working 
day of 

receiving 
complaint.

Within 
20 working 

days of 
receiving 
complaint 

from NTST.

I can get 
guidance 

from 
Student 
Support. 

NTST 
email me an 

acknowledgment
within 5 working

days.

Within 
20 days of 
receiving 

the 
outcome 

letter 

I go to Tauira 
Complaints 

webpage for info 
re Complaints 

Appeals 
Process 




