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STUDENT COMPLAINT RESOLUTION POLICY
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POLICY:

Consistent with the College of New Caledonia’s aim to provide high quality services to
every student, the College welcomes students’ feedback about their College experience
and provides a complaints resolution process designed to address effectively and fairly
every complaint formally brought forward by a student about any aspect of that
experience.

Definitions:
For the purpose of this policy:
“Appeal’” means a request for reconsideration of a decision.

A “complaint” is an expression of dissatisfaction made to the College by a student in
relation to the College, a student or a staff member where a response or resolution is
explicitly or implicitly expected.

An “Educational Administrator” is a Dean, Associate Dean, Regional Director, Associate
Regional Director, or a Director.

“Complainant” is an individual or several individuals who lodge a complaint.

“Respondent” is an individual, several individuals or an organisational unit of the College
who is/are alleged by a complainant to be responsible for the circumstances comprising
the complaint.

"Student" means:

e an individual enrolled in a credit course(s);

e an individual enrolled through Continuing/Community Education as a student in a
specific course offering;

e an individual enrolled in a Career and College Preparation (CCP)course(s)

e an individual enrolled in a technical or trades course(s) including CTC students;

e a staff member may be defined as a ‘student’ for the purposes of this Policy if
they are also a student of the College and are enrolled or previously enrolled as
above.
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Every student has the responsibility:

1)

to familiarise themselves and comply with the complaint and appeal procedures.

The rights and responsibilities of respondents in relation to student complaints resolution
are identified in a number of College documents including the Faculty Association
Collective Agreement, the CUPE Collective Agreement and various College policies.

General Principles:

1)

2)

3)

4)

5)

6)

7

This Policy aims to reconcile the interests of students, staff and the College while
ensuring that overarching expectations of fairness are met.

The College is committed to ensuring that complaints are dealt with through
processes which reflect the principles of natural justice and are transparent and
timely.

The College depends on a high level of goodwill and trust between students and
staff. In the first instance, an attempt should be made to resolve difficulties and
differences as close as possible to their source with the people most directly
involved. It is expected that the more formal processes set out towards the end of
this Policy will be used on relatively rare occasions.

Clearly, it will not be possible to resolve every complaint in a way which gives
satisfaction to all parties. For example, resourcing constraints may affect the
level of service provided. However, the procedures are designed and should be
implemented so that if there is disappointment with an outcome it is not
aggravated by dissatisfaction with a process.

The College undertakes that for all parties involved in a complaint, privacy and
confidentiality will be assured as far as is possible unless disclosure to third
parties is required under Federal or Provincial legislation (including Freedom of
Information legislation) or College regulations or policies; and/or disclosure is
necessary to progress the complaint, in which case the student will be notified in
advance of the disclosure.

The College ensures that the procedures operate consistently and in accordance
with other College regulations, policies and relevant Provincial legislation.

It is the College’s intention to ensure that neither the aggrieved student nor the
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Limiting Complaints

Every student can contribute to minimising the extent to which complaints arise.
Depending on the circumstances a student can:

e suggest to other students who are having difficulties or have complaints that they
seek assistance from relevant College staff and service area;

e promote mutual respect between individuals, whether members of staff or
students, such that complaints are less likely to arise;

¢ be aware of the laws and College policies and guidelines that extend rights and
responsibilities to students.

Every staff member can contribute to minimising the extent to which complaints arise.
Depending on the circumstances a staff member should:

e ensure that students are given timely and explicit information on all relevant
matters

encourage students to ask questions and/or raise concerns

seek students' feedback

listen carefully to students’ comments

be aware of the laws and College policies and guidelines that extend rights to
students.

Support Services

It is recognised that complainants and respondents participating in a complaints
resolution process may require support. In the case of the respondent being a member
of staff or an organisational unit of the College, a range of supports including peers,
EFAP, Human Resources and the Union are available.

For complainants or respondents who are students only, a range of supports across the
College are available. Depending on the nature of the complaint, other school/faculty
staff such as Coordinators, Deans, Associate Deans, Regional Director, Associate
Regional Directors, Counsellors in Student Services and the Student Union may be able
to offer support. Indigenous aboriginal students may also contact the Aboriginal
Resource Centre for support and advocacy.

A student having a complaint of any kind, which they have been unable to resolve
informally, may contact the relevant Program Coordinator and/or Associate Dean, a
College Counsellor, the Student Union or the Aboriginal Resource Centre to discuss
their concerns, and will be advised on appropriate further action to take, or whom they
should next consult in the attempts to resolve their problems. Any one contacted may
attempt to mediate or resolve a complaint informally.

PROCESS/PROCEDURE

e All parties are encouraged to review related policies such as the College of New
Caledonia’s Human Rights Policy (HR 5017) and to seek advice, if required. It is
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expected that information-sharing between the student, the complainant, and the
employee, the respondent, in the complaint resolution process will occur in a
respectful and professional manner. Electronic notification of a student complaint
via email or instant messaging is not acceptable.

Clarification of the steps in the student complaint resolution process and/or
assistance with articulation of the complaint can be sought from the Students’
Union or the Counselling and Advising Department or the relevant Regional
Counsellor and/or Regional Director/Associate Regional Director.

The College has overriding obligations under Freedom of Information legislation
and the law generally. Beyond those obligations, the College facilitates access to
information and documents relevant to a complaint while having due regard to
privacy, confidentiality and the reasonable interests of any relevant third parties.

Students are entitled to be accompanied at all stages of the complaints process
by a person of their choosing. However the accompanying person must not be a
legal practitioner.

Students are expected to present his/her own case.
A complaint may be judged to be vexatious or frivolous for further consideration,

and thereby rejected summarily by the Vice President Academic or the Vice
President, Community and Student Services. If so, this is done at the earliest
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If a student is unsure whom to approach, they are encouraged to seek guidance
from the Students’ Union or a Counsellor in the Counselling & Advising
Department or the Advisor in the Aboriginal Resource Centre or the Advisor in
the International Education Department.

At the point of initial contact a student can expect that any complaint will be
treated seriously and they will receive a fair hearing.

In their discussion with the staff member (respondent), the student shall outline
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STEP 2
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named by the President and one (1) Chair of the Committee named by
the President — for a total of five (5) committee members.

. The Chair will have a vote and will be responsible for ensuring that the
members of the Student Complaint Resolution Committee are free of
conflict of interest related to the complaint being heard.

. The ad hoc Student Complaint Resolution Committee will begin hearings
within five (5) working days of the establishment of the Committee. The
Committee will interview and do such other research as it feels necessary
to fully explore the appeal.

. The Chair of the ad hoc Student Complaint Resolution Committee will
advise the President within two (2) working days following completion
of all hearings of the Committee’s recommendation(s). A copy of the
recommendations will also be sent to the Vice President, Community and
Student Services along with the official record of the proceedings and all
referenced documents.

. The President will review the recommendation(s) and make a final
judgment on the appeal. The President will communicate this final
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d. Subsequent re-examination of either party or any witnesses if
required.

4. There shall be no representation by legal counsel during any stage of the
Student Complaint Resolution process.

5. The Vice President, Community and Student Services shall be
responsible to retain for seven (7) years a permanent Student Complaint
Resolution file, containing the official record of proceedings, all
referenced documents and a copy of the recommendation(s) made to the
President. Students’ documentation shall be returned to the student.
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Appendix 1

Grade and Clinical Appeal Policy: deals with appeals and concerns related to
final course grades and clinical grade issues.

Standards of Conduct: Student Responsibility and Accountability: deals with
concerns and appeals related to Academic Misconduct and Personal
Misconduct.
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Appendix 2
INITIAL CONTACT — Useful advice

e Think about what it is that you are having trouble with.

e Maybe get everything down on paper as this helps you focus your thoughts and
will help you to put your case later on.

o Talk about it with a friend confidentially. It helps put it into perspective.

¢ Always remember that, like yourself, the other party/parties involved in your
complaint have rights which must be respected at all times. Disregarding the
rights of the others involved will serve no purpose and may reduce the likelihood
of a satisfactory resolution.
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STUDENT COMPLAINT RESOLUTION FORM
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