STUDENT
FLOWCHART

COMPLAINT/

Commence:
Day of
Complaint

GRIEVANCE

Student lodges Complaint/Grievance in writing (signed)
and forwards personally to STEi Institute Pastoral
Counsellor

A 4

Records entry in the “International Student’s
Complaint/Grievance Register” (Log Book) immediately*

(*In any event, no later than 2 working days)

A

Acknowledges Complaint/Grievance in writing as soon as
possible**

(**In any event, no later than 2 working days)
Letter to student shall also include possible time frame to
interview student for Complaint/Grievance Resolution

Proceeds to investigate

Typical duration of the investigation should be completed
within 21 working days

PROCEDURE

Communicates in writing to student on outcome

of investigation and implemented Service

Recovery, as soon as possible***

(***In any event, no later than 16 working days)

Student satisfied
with investigation
outcome and
Service Recovery™

Service
Recovery
Required?

v

Principal's personal attention is sought

H

MProposes Resolution as soon as possible++

(++In any event, no later than 21 working days)

Case closed. Update Register (Log Book).
Review processes/procedures for continual improvement

Important Note: " In instances where the student is still not satisfied with STEi
Institute Principal’s Proposed Resolution, the student (and/ or STEi Institute) has
the option open to refer the Complaints/ Grievances to The Council for Private

Education (CPE)




STUDENT COMPLAINTS RAISED TO CPE

FLOWCHART

Student files complaints/ grievance to STEi
Institute Management Team

Yes

Resolved? End

Student files complaints/ grievances to the

Council for Private Education (CPE) - (Student Services Centre)

Fee Refunds Unsatisfactory STEi Institute has violated Conditions of
Services Registration

(under Enhanced Registration Framework
and/or EduTrust)

A 4
Small Claim

Tribunal
v Investigation will
Investigation be carried out in

by CPE a separate
investigators process by CPE
A 4
No Stage 1: Mediation
Resolved?

(Singapore Mediation Centre)

Yes
Resolved? End

Yes
No

Stage 2: Arbitration

(Singapore Institute of Arbitrators)

R End




