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1. Purpose

Willis College intends to strictly facilitate a learning and teaching atmosphere and foster the educational
purpose and mission of the college. This policy establishes an accepted process for resolving student
appeals, complaints, or concerns in a prompt and courteous manner. The College expects most issues to
be resolved informally through discussion between the student and appropriate staff.

2. Scope

Applies to: Students.
Applies in: All locations.

Includes: Harassment, discrimination, unsafe work conditions, breach of privacy, or
confidentiality.

Excludes: N/A.

3. Definitions

Student: Any individual enrolled in a program, course, or training offered by Willis College,
whether full-time, part-time, in-person, or online.

Management: Refers to the Faculty Head or Campus Director, Program Coordinator, Career
Services Manager.

Complaint: A grievance filed regarding college policies, safety, or professional conduct.

Professional Conduct: Behavior reflecting respect, responsibility, and integrity.

4. Policy Statement

Willis College provides a structured four-step process for complaints, where satisfaction must be sought
at the current level before proceeding to the next.

Written Requirement: All formal statements of complaint must be made in writing.
Confidentiality: Willis College ensures all complaints are kept confidential.

Response Guarantee: No formal complaint will go unanswered; responses will be arranged in a
timely and professional fashion.



e Documentation: Records of complaints will be confidentially maintained for a period of at least
three years to five years, depending on provincial requirements.

o Staff Responsibility: Staff members presented with a verbal complaint will instruct the student
to follow the formal procedure and remind them of the written requirement.

5. Procedures

¢ Related procedure document(s): College Student Complaint Procedure, College Student
Complaint Form.

e High-level steps:

1.

2.

Step 1 (Informal): Discuss situation with instructor; if not possible, move to Step 2.

Step 2 (Informal): The student requests a verbal meeting with Management (Faculty
Head or Campus Director).

Step 3 (Formal Written): If unresolved, the student submits a written College Complaint
Form within 3 days of the verbal meeting. Compliance arranges a meeting with the
Complaint Resolution Committee within 7 days. A written response is provided within 7
days following this meeting.

Step 4 (Escalation): Unresolved complaints are escalated to Executive Management,
who reviews the situation and meets with the student, providing a written response
within 7 days of that meeting.

Step 5 (External): If the student remains unsatisfied, they may submit the complaint to
the appropriate provincial regulatory body.

6. Compliance and Enforcement

Students and staff must comply with the established rules of the complaint policy.

e The student has the right to have another person present or have another person make an oral
presentation on their behalf during Step 3 meetings.

¢ Management will require copies of all previous written responses from those already contacted
by the student during the process.

7. Training and Awareness

e Required training: Policy reviewed during orientation.

e Target audience: Students.

e Documentation: Outlined in the Willis College Student Handbook.

8. Related Documents

e Policies: Student Handbook - Professional Behaviour, Respect for Others, Personal Integrity.

e Procedures/standards: College Student Complaint Procedure.



e Forms/templates: College Student Complaint Form.



