Student Complaint Resolution Procedures

Students have easy access to various
communication modes and channels to
contact the School to make suggestions or
complaints

v

At least one staff handles the students’
suggestions or complaints

v

Initial response to students within 2 working
davs

v

Update students on the status of suggestions
or complaint investigations

v

Feedback on suggestions or resolve the
complaints within 21 working days

Result?

J

_

Complaints not resolved
within 21 working days
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Provide customers with easy access
to conduct business with the
organization and make complaints

Ensure customer complaints are
resolved and analysed for
improvements

Set and deploy customer contact
performance measures for
employees in the response chain

N

Within 21 working days

Reward students for suggestions implemented
or for complaints, update the student on the
solution

v

For complaint resolution, monitors the affected
student after a month

Result?

Not satisfied

complaints are
resolved and
analysed for
improvements

Satisfied

Analysis and opportunity for improvement

v

Evaluate and improve the customer
relationship management process

A4
Recommend the student /
to CASE Mediation

Centre or the Small 5
Claims Tribunal ’

Evaluate and
improve the
customer

relationship
management
process
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4. Ensure customer



2

Customer Satisfaction

v

Gather and analyse information on student
attendance and dropout rate

v

Gather and analyse information on student
evaluation feedback on subject content,
lecturer efficiency & program management

v

Use customer satisfaction result and retention
rate for planning and improvement

v

Evaluate and improve the process of
determining customer satisfaction
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6. Gather and analyse
information on customer
satisfaction and retention

8. Gather and analyse
information on customer
satisfaction and retention

7. Evaluate and improve the
process of determining
customer satisfaction
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