Tracking Your Complaint or Report and

Communicating with the Case Manager via
SSO

This guide is intended for UNSW students/staff and shows how to track the progress of the complaint or
report they submitted and communicate with their Case Manager via single sign-on (SSO).

To track the progress of a complaint or report submitted via the Case 1Q Portal, please refer to this
corresponding section.

Login

Logging into Case IQ

UNSW users should log in via the Login with your zID button

1. Navigate to Case IQ and log in using your
UNSW SSO credentials (zID@ad.unsw.edu.au) Non-UNSW sername
by clicking on Login with your zID.

Non-UNSW Password

You will be prompted to use your Microsoft

Authenticator app to confirm your login.

Navigating to Your Case

2. Navigate to the cases section by clicking on the Cases in the navigation pane on the left. The
complaints and reports you submitted would appear in the table at the bottom.

3. You can manually search for a particular complaint/report by entering its complaint or report
number in the Search bar.

4. Click on the complaint/report to see more details.
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Reports Complaints or Reports =
= ReqU eSt. gl CASE STATUS (ALL) LIST TEAM COMPLAINANT FIRST NAME L Open
Internal Review
Y
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Navigating to the Message Board

5. Navigate to messages area by clicking on the
Message Board tab.

You will be able to see any messages sent by
the Case Manager or notes, meeting/phone
summaries or general updates shared with
you in the table.

A I
Files Internal Review Requests |Message Board 5
NOTETYPE CREATED DATE LAST UPDATED DATE
v Al - All
Item Number Created Date = Note Type Details Created By m
O 2024-00948 /1 07/02/2024 4:45 PM Message Thisis a message forthe Raymond
melai 2 Nang
behalf of pl
to addre:
1 1-1outofirecords~

Viewing the Message

6. Click on the message or any other, shared item to see its contents.

If there are any files attached to the message, they will appear in the File section table at the bottom.
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Add Note

Files Internal Review Requests Message Board

TV LAST
v Al - All Al
Item Number Created Date Note Type Details Created By m
O 2024-00948 1 07/02/2024 4:45 P Message Raymond

o0 address.
1 6 1-1 out of 1 records »

Details: This is a message

Attachments

C. 2024-00943

* Note Type: Message

Created Date: 07/02/2024 4:45 PM
Created By: Raymend Wang

or the complainant or referrer on behalf of the complainant to address.

Created By Created Date v Content Searchable o

Responding to or Creating a New Message

7. To respond to a message from your Case Manager or to create a new message, you will need to
submit a new message. Navigate back to the Message Board tab and click on Add Note.

8. Under the Note Type field, select Message.

9. Enter your response or message in the free text field. Be sure to provide detail and clarity.
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Files Internal Review Requests Message Board

EEEEEEE LAST
h 4 1L Al
Item Number Created Date ¥ Note Type Details Created By m
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New Message
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Attaching Files

Files
10. If there are any files to attach, click on Add (10
File in the top right Of the Files table- Attachments Created By Created Date v Content Searchable m
11. Inthe file upload page, enter a description
and include any contextual information to
help understand the file and its contents. New File 13- ERE

12. Drag and drop the file into the attachment
area, or click on Upload a File from your
Computer to upload via a file dialog.

Case! 2024-00943

13. Finish attaching the file to the case by
clicking on the floppy disk button in the top 11
right-hand corner.

Words: 0, Characters: 0/10000

0 of 1 Attachments

14. Repeat for any other file(s).

& Drop files here to upload

Sending the Message

15. After all details have been provided and file(s) uploaded, send the message by clicking on the
floppy disk button in the top right-hand corner.

The Case Manager will be notified and provide a response, if required, as soon as possible.
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This is the content of the message.
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Tracking Your Complaint or Report and
Communicating with the Case Manager via
the Case IQ Portal

This guide is intended for UNSW students/staff and members of the community, and shows how to track
the progress of a complaint or report they submitted anonymously.

Please note that this guide is only applicable for those who opted to create an account when they
submitted their complaint or report. If an account was not created, you will not be able to track progress
via Case 1Q. To find out more about your complaint or report, please contact the UNSW Complaints team.

To track the progress of a complaint or report submitted via single sign-on (SSO), please refer to this
corresponding section.

Logging in to the Case 1Q Portal

1. Navigate to the Case 1Q Portal and log into your account by clicking on Log In at the bottom.

2. Enter your account details and click on Sign In.

Login
Online Email Non-UNSW Username
You may submit 3 Complaint or Report using the online You may raise a Complaint or Report by email to
form, where you may remain anonymous throughout the complaints@unsw.edu.au. If you wish to remain
process or choose to provide your identity. If you wish to anonymous w vh sing this method of reporting, avoid
remain anonymous, you have the option to opt-in to using your UNSW email or a personal email that has a
receive or seek updates by accessing the Message Board username with elements that could be used to identify Non-UNSW Password
through a safe and secure log-in. you, such as your name or nicknames. You can also use 2
email to request more information prier to submitting
online.

Report Online Send Email
Sign In

Have you raised a Complaint or Report before, and created log in details?

#=Back to portal #m Forzot your password?
Login 1
Navigating to Cases
3. Your landing page will show you a table of all the 4 l i
complaints and reports you have submitted to date. Wemegeran | Complaints of Reports
B Files
4. If this is not visible, click on the Complaints or Complaiat or Rapore
Reports section in the navigation pane on the left.
5. Click on the case to see more details and its current :
status. 3
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Navigating to the Message Board

6. Navigate to messages area by clicking on the

Message Boad tab.

You will be able to see any messages sent by

the Case Manager or notes, meeting/phone
summaries or general updates shared with

you in the table.

Viewing the Message

Files Internal Review Requests

NOTE TYPE CREATED DATE LAST UPDATED DATE

A d All - All
Item Number Created Date +
07/02/2024 4:45 PM

O 2024-00948 / 1

1

Message Board

s ]+

1-1out of 1records v

7. Click on the message or any other, shared item to see its contents.

If there are any files attached to the message, they will appear in the File section table at the bottom.

Files Internal Review Requests Message Board

v A - All
Item Number

O 2024-00948 1

2

7 ]+

Add Note

1-1out of 1 records ~

Responding to or Creating a New Message

Case 2024-00948
* Note Type: Message
Created Date: 07/02/2024 4:45 PM

Created By: Raymond Wang

Attachments Created By

Details This is a message for the complainant or referrer on behalf of the complainant to address.

Created Date v Content Searchable [us]

8. To respond to a message from your Case Manager or to create a new message, you will need to
submit a new message. Navigate back to the Message Board tab and click on Add Note.

9. Under the Note Type field, select Message.

10. Enter your response or message in the free text field. Be sure to provide as much detail and clarity

as possible.

Files Internal Review Requests Message Board
EEEEEEE LAST
k 4 Il Al
Item Number Created Date ¥ Note Type Detail: C
O 2024-00948 | 1 07/02/2024 4:45 PI Message

2 ]+

Add Note

1-1out of 1 records
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New Message

Complaint or 2024-00348

Report:
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Attaching Files

Files

11. If there are any files to attach, click on Add - 6
File in the top right of the Files table. Mahmets  Cretedly  CreatedDae - cotemsearsare [

12. Inthe file upload page, enter a description
and include any contextual information to

help understand the file and its contents. New File s {ERED
13. Drag and drop the file into the attachment

area, or click on Upload a File from your levpload

Computer to upload via a file dialog. BIUS :Z;2M Fma - o

14. Finish attaching the file to the case by
clicking on the floppy disk button in the top
right-hand corner.

Words: 0, Characters: 0/10000

0 of 1 Attachments

1 5. Repeat for any Other file(S). o & Drop files here to upload

Sending the Message

16. After all details have been provided and file(s) uploaded, send the message by clicking on the
floppy disk button in the top right-hand corner.

The Case Manager will be notified and provide a response, if required, as soon as possible. The
response is accessible via the Message Board tab (Navigating to the Message Board, Step 6).
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This is the content of the message.
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