STUDENT COMPLAINTS PROCEDURE
This procedure is governed by its parent policy. Questions regarding this procedure are to be directed
to the identified Procedure Administrator.
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Overview:

NorQuest College (college) is committed to fostering a learning
environment that is conducive to the personal, educational, and social
development of its students.
Students have a right to register a complaint against any college policy
or administrative process alleged to be unfair, or against any individual
whose actions are alleged to interfere unduly with a student’s
reasonable and legitimate access to services or participation in
appropriate college-related activities, insofar as the complaint is not
more appropriately addressed by other college policies or procedures.
Students have a right to appeal any decision made by a Student
Complaint hearing panel or an Academic Misconduct hearing panel if
that decision was unduly influenced by bias, unfair procedure, or
incomplete evidence, and if it can be shown that the outcome of the
review might have been substantially affected by any of these
circumstances.
Authority to establish this procedure is derived from the NorQuest
College Board of Governors Policy No. 5, which delegates authority to
the President and CEO to establish policies and procedures for the
college’s management and operation.

Procedures:

Student complaints and student appeals of hearing panel decisions will
be addressed using the adjudication principles stated in the Student
Judicial Affairs Policy and the relevant actions specified below.
New Complaints
Informal Complaints
If a student believes that there is justification to complain about an
unfair college policy, administrative process or individual behaviour but
is uncertain where to go to seek support or redress, the student
should contact the Office of Student Judicial Affairs (OSJA) for advice.
Normally, students are encouraged to seek an informal resolution of
the complaint by meeting with the individual most directly involved in
the complaint. The student may be accompanied by an attendant at
any meeting(s).
If it is not possible to address the complaint in this manner, or if the
informal discussion does not satisfactorily resolve the matter, the
student should discuss the complaint with the individual’s immediate
supervisor who may meet with the respective parties, interview
others, and review pertinent documentation prior to recommending a
resolution.
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Formal Complaints
1. If the complaint remains unresolved, the student may submit a
Complaint Report Form to the OSJA outlining the basis for the
complaint, any supporting information, and the remedy being
sought. Student complaints must be filed within ten working days
of the incident, with day one being the first working day after the
incident. Exceptions may be made by the OSJA in cases in which
the nature of the complaint necessitated a delay in proceeding.
2. The OSJA will review the complaint and determine whether a
hearing panel, or mediation, is the most suitable mechanism for
resolving the complaint. If the OSJA determines that a complaint
would be more appropriately adjudicated by another college policy
or procedure, the OSJA will refer the case accordingly.
3. If the OSJA determines that mediation is warranted, and all parties
agree to participate, mediation will be undertaken. Upon
satisfactory resolution of the issue, proceed to step 6 (below).
4. If the OSJA determines that a hearing panel is warranted, or if
mediation does not lead to a satisfactory resolution of the
complaint, then the OSJA will convene a hearing panel and notify
the relevant parties of the process.
5. Following its deliberations, the Hearing Panel will submit its report,
including the basis for its decision, to the OSJA.
6. The OSJA will inform the parties of the outcome, and the allowable
grounds for an appeal, within two working days of the decision.
7. The OSJA will place the report on file, and, if applicable, monitor
the fulfillment of any conditional sanctions.
Appeals of Hearing Panel Decisions
1. A student who wishes to appeal a decision may do so by
submitting a Complaint Report Form, if that decision was made by
one of the following hearing panels:
a. Student Complaints Procedure hearing panel (new complaints)
b. Academic Misconduct Procedure hearing panel.
All other appeals will be treated as new complaints, as outlined
above, insofar as the complaint is not more appropriately
addressed by other college policies or procedures. Applications to
appeal must be made within five working days of the decision in
question.
2. The OSJA will forward the Student Complaint Form to the relevant
Associate Dean, Dean, or Director to review the request for an
appeal. If that person has been involved at a previous stage, an
alternate Associate Dean, Dean, or Director will be asked to review
the request.
3. The Associate Dean, Dean, or Director will make a decision either
to approve or deny the request for a student complaint appeal on
the basis of the following grounds:
•
alleged bias on the part of the parties who heard the
complaint; or
•
alleged unfair procedures in reviewing the complaint; or
•
substantial new evidence that was not previously available;
AND where the outcome of the review might have been
substantially affected by any of the above circumstances.
4. If the Associate Dean, Dean, or Director denies the request, the
decision not to proceed with the appeal is final. Proceed to step 7
(below).
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5. If the Associate Dean, Dean, or Director approves the request for
an appeal, the OSJA will convene an Appeal Panel and notify the
relevant parties of the process.
6. Following its deliberations, the Appeal Panel will submit its report,
including the basis for its decision, to the OSJA. The decision made
by the Appeal Panel is final.
7. The OSJA will inform the parties of the outcome within two
working days of the decision.
8. The OSJA will place the report on file, and, if applicable, monitor
the fulfillment of any conditional sanctions.
Hearing and Appeal Panel Composition
Hearing Panel
One student, one unaffiliated instructor/employee, and one person
designated by the Vice President, Teaching and Learning, who will act
as Chairperson (normally an Associate Dean or Dean in Teaching and
Learning).
Appeal Panel
Two students, two unaffiliated instructors/employees, and one person
designated by the Vice President, Teaching and Learning, who will act
as Chairperson (normally an Associate Dean or Dean in Teaching and
Learning).
Timeline for Student Complaints Procedures
New Complaints
WHO
Student /
Respondent /
Supervisor
Student

WHAT
Discuss the complaint
and seek an informal
resolution
Submit Complaint
Report Form to OSJA

WHEN
As soon as possible

Office of Student
Judicial Affairs
(OSJA)

Review case,
recommend mediation
or convene hearing
panel
Meet, discuss case,
and arrive at
resolution

Within five working
days of receiving
complaint

Mediation
or
Hearing Panel
OSJA
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Within ten working
days of receiving
notice from OSJA

Hear case, and render
decision
Notify parties of
outcome of Hearing
Panel or mediation,
and further process
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Within ten working
days of the
occurrence

Within two working
days of decision

Appeals of Hearing Panel Decisions
WHO
Student

WHAT
Submit Complaint
Report Form to OSJA

WHEN
Within five working
days of the decision

OSJA

Forward file to
Associate Dean, Dean,
or Director for review

Within five working
days of receiving
complaint

Associate Dean,
Dean, or Director

Decide whether or not
an Appeal Panel is
justified and notify
OSJA
If appeal granted,
convene Appeal Panel

Within five working
days of receiving file

If appeal is denied,
notify parties of
decision
Hear case, and render
decision

Within two working
days

OSJA

Appeal Panel
OSJA

Definitions:

Notify parties of final
decision and close
case

Within seven working
days

Within ten working
days of receiving
notice from OSJA
Within two working
days of receiving
Appeal Panel
decision

Attendant: an individual (e.g., an Association representative,
counselor, colleague, or family member) selected by the complainant
or respondent to consult with, accompany, or assist, at any meeting or
hearing related to the incident. The attendant(s) may observe but may
not participate in any proceedings without the permission of a
designated college official.
Notice: Written notice delivered by any reasonable means.
Reasonable: moderate and fair in the circumstances.
Respondent: any individual against whom
misconduct has been made under this procedure.

an

allegation

of

Sanctions: a punishment or penalty imposed as a result of violating a
policy or regulation.
Student: any individual admitted to, and enrolled in, any college
course(s) or program(s).
Unaffiliated: status of an adjudicator who has not had a prior
involvement or is not in a potential conflict of interest in hearing the
case.
Related Information:
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•
•
•
•
•

Academic Calendar
Academic and Non-Academic Misconduct Procedure
Freedom of Information and Protection of Privacy Act
Student Judicial Affairs Policy
Academic Misconduct Procedure
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•

Non-Academic Misconduct Procedure

Related Documentation:

•

Complaint Report Form

Next Review Date:

December 2022

Revision History:

November 2012: New
August 2013: update for document links and branding
December 2013: update for procedure administrator and links
November 2014: update for document links

November 2015: revised
November 2017: update for alignment with revised Non-Academic
Misconduct Procedure
January 2018: update
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