
 
 

Agent Complaint and Grievances Process 
 

NorQuest College is committed to maintaining transparency and accountability in its 
partnerships with international agents. To ensure students receive accurate 
information and fair representation, the following process outlines how complaints 
and grievances against agents will be addressed. This procedure aims to protect 
students’ interests while upholding the integrity of our recruitment practices 
 
An International Student can lodge a complaint or grievance against an agent for 
the following reasons: 
 

• Student was not well represented by the agent during the application process 
• Agent withheld necessary information from the student, such as: 

o The Offer Letter 
o Log in details for (MyMail) or (MyQuest)  
o Communications from the College  

Agent complaints or grievances, will be dealt in three stages by the NorQuest 
International Office (NQI):  
 
Stage One: Agent Re-training 

After the student’s compliant has being reviewed, the agent will be scheduled 
to receive additional training with emphasis placed on solving the issue 
raised by the student.  

 
Stage Two: Written Warning 

If the agent receives a second complaint, NQI will review the complaint and 
the Agent’s past performance and will issue a written warning.  
 

Stage Three: Cancellation of Contract 
Should a third compliant be made regarding an agent, the agent’s contract 
with the College will be terminated.  

 
Filing a Complaint 
 
Students who wish to file a complaint about an agent should send an email to 
International.Recruitment@norquest.ca and include the following details: 
 

o Full Name 
o Student ID 
o Agent’s name 
o Complaint or issue 

Confidentiality  
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All complaints and grievances filed by students will be treated with the utmost 
confidentiality. Information provided will only be shared with individuals directly 
involved in resolving the issue.  
 
Should a student prefer to file a complaint in-person, they can schedule an 
appointment with an International Student Recruiter by emailing 
international.recruitment@norquest.ca  
 
Disclaimer: 
The College shall not be responsible and shall have no liability for any information 
provided or representations made by the Agent or any other party in any manner 
whatsoever relating to the College’s information, programs, services or in respect of 
any other matter.  
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