
 
 

Mairehau High School 
 
International Students; Grievances and Complaints 
Procedures Policy 

 
 

Rationale 
To promote and ensure the welfare of international students through the establishment of procedures for 
dealing with complaints from international students or their authorised agents/representatives. 
 

Purpose 
As a signatory to the Code of Practice for the Pastoral Care of International Students the school is required to 
have procedures to deal with complaints from international students or their authorised 
agents/representatives.  This is to ensure that the interests, rights and responsibilities of all parties are met in 
dealing with complaints and grievances. 
 

Guidelines 
●​ Procedures to be followed are outlined in the attached document: “Internal Grievance Procedures: What 

to do if You Have a Problem”. 
●​ The document referred to in (1) above will be given to all international students and displayed in the 

International Students’ Centre. 
●​ Students are entitled to and may request advocacy and interpretation at any time within the process 
●​ Complaints and grievances will be dealt with as expeditiously as possible.  If a complaint or grievance is not 

resolved within 14 days of the Board of Trustees receiving the complaint, the complainant may refer the 
complaint to the New Zealand International Education Appeal Authority, c/o Ministry of Education, Private 
Box 1666, Wellington (IEAA) seeking their assistance in resolving the dispute. 

●​ Outcomes will be documented in writing and a copy provided for the student and the student’s authorised 
agent/representative. 

●​ These procedures will be reviewed in accordance with the school’s review procedures. 
 
 
Exclusions 
Nil 
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 Internal Grievance Procedures : What to do if you have a problem 

 
Problem with Homestay 

 
 
 
 

Talk to your homestay 
 
 

If you cannot talk to homestay, talk to … 
 
 
 
 

 Dean       Your                 Your        Homestay 
 Mrs       Guardian           ESOL    co-ordinator 
 Robertson  or                 teacher                 Mr  
            Counsellor                             Chandran 

                                                      385-3145 

Problem with Study or your Subjects 
 
 
 

 
You can talk to … 

 
 
 
 
 
Dean of        Your                Your           Your 
I.S. Mrs      Subject              level      guardian 
Robertson    teacher             Dean                or 
                                                        counsellor 
                                                          who will 
                                                             contact         
                                                        the school 

Problems or questions about 
your visa, school/homestay 

fees, enrolment issues 
 
 

Talk to … 
 
 
 
 
 

Contact                          
Immigration                                                  

Problem with your Health 
 
 
 
 

         You can talk to … 
 
 
 
 
 
Your           Dean            School               Make 
Homestay     Mrs       Counsellor       appointment 
(they can   Robertson                            with 
help you go                                              School 
to the doctor                                       Health 
Nurse                    
if necessary 
 
 

 
 
 
 
           If you have a big problem and have talked to these people, but you are still not happy, you/your parents can write to either the School  Principal (Mr Romana),  

  or the School Board of Trustees.  If, after contacting the Principal/BOT your problem is not solved, you can contact IEAA at the International Education Appeal  
  Authority, C/- Ministry of Education, PO Box 1666, Wellington, New Zealand. 
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