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PROCEDURE 2.36.0: STUDENT COMPLAINTS

Should a student have a concern or a complaint — an issue believed to have an adverse effect upon
the student, someone else or a group of students — the student can bring the issue forward using the
following procedure.

1. INFORMAL RESOLUTION
When appropriate, the student should first raise concern with the faculty member, staff member,
office or administrator most directly responsible as promptly as possible.

2. FORMAL COLLEGE COMPLAINT

If the concern is not resolved through the informal process, the student submits a formal written
complaint to the proper vice president. For matters concerning academic services, the vice president of
academic services is the appropriate contact; for matters concerning student support or auxiliary
services, the vice president of student development is the appropriate contact.

A written complaint is defined as a concern documented via an email or signed letter delivered via
official college communication channels (e.g., postmarked to the college's main campus address or
delivered electronically to official Sandburg email addresses). A written complaint is considered formal
only when the complainant states the complaint is formal and can demonstrate the informal process
has been attempted without resolution. To demonstrate the informal process has been attempted
without resolution, the formal complaint should identify the issue, relevant dates, actions already
taken, the requested resolution and supporting documentation.

3. ROUTING AND ACKNOWLEDGMENT

The receiving office records the date received, safeguards the information, and routes the matter to
the appropriate administrator. Matters governed by another college policy are referred to that process.
The college acknowledges receipt and identifies the responsible office or contact.

4. REVIEW AND INSTITUTIONAL RESPONSE

The administrator responsible reviews the submission, gathers information as needed, provides a
reasonable opportunity for relevant parties to respond and issues a written institutional response. The
response identifies the disposition and any available internal appeal or next step. Decisions will be
provided in writing to the relevant parties within 30 working days of receipt of the formal written
complaint.

This procedure doesn't apply to complaints filed on the basis of discrimination and/or sexual
harassment. Complaints also can be filed simultaneously with the Office of Civil Rights, U.S.
Department of Education, or pursue both avenues of complaint resolution.
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Formal complaint summary and annual review procedures

e Each vice president will compile a list of formal written complaints received, and submit it to the
manager of presidential and board of trustee services who aggregates the data into a master
document.

e Formal complaints are reviewed by the president’s cabinet to see if patterns emerge that reveal
a need for improvements in programs, activities or services.
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