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STUDENT COMPLAINT RESOLUTION PROCEDURES 

Definitions  

Anonymous Complaints  
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Procedures  
 

1. CNC uses a three -tier approach  to  resolve complaints. The goal is to resolve most 
complaints  informally and at the first point of contact. However, the nature of some 
complaints may require a more formal resolution process .  

1.1 Students have four choices where to first submit  their complaint:  
1.1.1. Informal Complaint Process – discussion directly with the employee or 

faculty member involved in the complaint  
1.1.2. Informal Complaint Process – discussion with the a ppropriate Associate 

Dean, service area  Manager , or Operations Manager  
1.1.3. Formal Complaint Process – formal review of the complaint by a 

committee  
1.1.4. External Review – request a review from an external body such as the 

BC Office of the Ombudsperson  
1.2. If a student  has concerns discussing their complaint with the employee or faculty 

member they may instead speak to the appropriate  Associate Dean or Manager, 
or move directly to the formal complaint process.  

 
2. College employees are responsible for maintaining confidentiality and protecting privacy 

throughout the student complaint resolution process as outlined in  BC’s Freedom of 
Information and Protection of Privacy Act. All related d ocuments must be stored securely 
and only made  accessible to those staff involved in the review of the complaint . 

 
3. Students may submit shared complaints as a group;  however,  each student must 

submit their own formal complaint form. The College may choose to respond to 
students together or individually depending on the situation.  

 
4. Students may choose to bring  a support person to any meeting with College 

representatives  as outlined in the Student Complaint Resol ution Policy.  
 
5. An Associate Dean, Dean, service area Manager, service area Director, Operations 
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6.3. Service provided that falls below the normal standard for the organization.  

 
7. Within ten (10) business days of the incident, the student will schedule time to speak to 

the employee involved in the complaint .  
 

8. The parties will work to resolve the complaint  through discussion.  
 

INFORMAL RESOLUTION – DISCUSSION WITH EMPLOYEE OR FACULTY 
Timeframe  Action  Responsible  
Recommended within 
ten (10) business days of 
the incident  

Schedule time to speak with the 
employee involved in the complaint  

• Student  

During the scheduled 
meeting  

Attempt to resolve the complaint 
through discussion  

• Employee or faculty 
member  

• Student  
 
 
9. If the stude nt is not satisfied with the outcome , or, if the student is not comfortable 

discussing their concerns with the employee directly , the student may schedule a 
meeting  
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Formal Complaint Resolution Process  
Complaints Requiring Internal Review or Alternative Dispute Resolution  
 

11. The formal complaint resolution process is intended to review  complaints not resolved 
informally  or those complaints of  a more serious or systemic nature. Formal complaints 
will involve 

https://cnc.bc.ca/about/policies
https://cnc.bc.ca/about/policies
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16.3 continue to update the student with the Committee’s progress and expected 
timeframe ; and 

16.4 ensure the review is t horough and completed as quickly as possible.  
 

17. Within two (2) business days of completion of the review , 
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Timeframe  Action  Responsible  

Within two (2) business 
days of receiving the 
Committee’s 
recommendations  

Review the recommendations  
 
Provide the student with a written 
response outlining the Committee’s 
recommendations  
 
Provide a copy to the Director of 
Student Services  

• Dean, Director or 
Regional Principal  
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