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Mechanism

Student Complaints and Handling Procedures
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A. Criteria for Submitting Grievances

1. Grievance: It is an expression of dissatisfaction with certain aspects of the services provided to
students by the college. Complaints or grievances may relate to deficiencies in administrative
procedures, failure to fulfill obligations and regulations regarding the process, or other services
provided by the college, as well as the failure to make a decision within a reasonable timeframe.

2. Complaints cannot be made regarding academic decisions made by the college. Dissatisfaction
with such decisions can be addressed through separate appeals procedures.

3. The college values student opinions in improving the services provided to them. Therefore, before
submitting formal complaints, students should consider other ways to express their opinions. For
example, the student council, where representatives of students can assist you. It is also worth
considering that there are informal procedures to attempt to resolve your complaint. The complaint
becomes official when it is submitted to one of the leaders (department heads, deans, or vice-
deans).

4. Complaints cannot be anonymous. If you have a complaint, you must submit it yourself, not on
behalf of someone else. If you mention the name of another person or persons in the complaint,
the sensitivity of the complaint will be taken into consideration by the person handling your
complaint. You will not be subjected to any discrimination or suffering as a result of submitting the
complaint.

5. You should not expect that the complaint will always yield the desired results. The provision of
certain services may depend on resources or decisions related to public policies at the college or
even at the national level. However, every complaint will be carefully considered, and you will be
informed of the reasons for any decision made. There are also mechanisms for submitting further

appeals if you are still dissatisfied.

B. Receiving Student Grievances

L

2.

3.

Academic Advisor for Students.
Student Council.

Department Heads.

Vice Dean of the College.

Dean of the College.
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T —————
There are several steps involved in the grievance procedure, as follows:

1. The department head, academic advisor, or student council may be able to assist you directly. You can
approach them for assistance.

2. Ifyou are able to resolve your grievance through informal means, such as discussion and clarification,
it is advisable to submit a written complaint after filling out the complaint form. The complaint form
can be obtained from the Student Affairs office.

3. Yourgrievance should include the following:

a. What actions or measures, if any, have you taken in the past to resolve the issue or
any actions known to have been taken by the college.

b. What do you expect to be done to resolve your problem.

c. Your grievance will be investigated as promptly as possible within the available
resources.

d. You will be notified of the investigation results and any actions to be taken within
two weeks of submitting the complaint. For example, your complaint may be referred
to the Student Grievance Committee for a decision. You may receive an apology or an
explanation of how systems can be improved in the future. If the college determines
that no further action will be taken, you will be informed of the reasons.

e. If you are still dissatisfied, you should provide a written explanation of your
dissatisfaction and submit it to the Student Grievance Committee. The committee
will review your grievance and make recommendations.

f. The student will be informed of the response to their grievance within two weeks.

d. In the case of a grievance redarding course evaluation results, the college will
establish procedures for reevaluation of the course, allowing for grade review or

reassessment based on answer keys and assessment criteria."

In cases that require the approval of the department or college council, the student will be
informed of the proposed resolution once it is suggested by the department head under the

delegation, and they will be notified after its approval and endorsement by the relevant committees.
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