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1. POLICY
Thaddeus Stevens College of Technology will provide students with an opportunity to express complaints in various forums. There is a formal and informal procedure for registering a complaint.  
2. PURPOSE

To obtain documentation of student complaints with a process to track and address concerns in a timely manner.
3. SCOPE
All students.
4. DEFINITIONS
Complaints are any form of feedback from the students that the students desire to make the College aware of in a formal manor.
5. BACKGROUND


It has been the practice of the College to collect student complaints by using the “Ask Joe” Web link, as well as meetings with the students including residence hall council and Student Congress meetings. This policy was created to provide students with a more formal process to express concerns that are tracked through to resolution and comply with 34CFR 602.16(a)(1)(ix). 

A complaint should not be confused with a formal grievance or appeal (i.e. Grade Appeals, Discipline Appeal). The College will direct students to the appropriate policy for issues that are not complaints. 
6. OBJECTIVES
To collect, track, and resolve student concerns.

7. PROCEDURE

Procedures for INFormal Complaints

A student can express a complaint to any staff or faculty member informally, in person or by email. If the student feels the complaint was not properly addressed, a complaint can be filed officially by completing the Student Complaint form. In addition, students can submit a complaint to the “Ask Joe” email address on the College’s Web site.
Procedures for Formal Complaints

A formal complaint will be recorded on a Student Complaint form and logged into the “Complaint Database.” Student Complaint Forms are available at the Student Services, Business, and Academic Affairs offices and online (College Web site and Portal). 

If the Complaint is better suited to be considered a grievance or an appeal including, but not limited to, Grade appeals, Discipline appeal, Title IX, the student and their Student Complaint form will be forwarded to the appropriate person. 
The completed Student Complaint form will be forwarded to the Vice President for Academic Affairs, Vice President for Finance & Administration, and/or the Director of Student Services based on the nature of the complaint.
Once the complaint has been received by the appropriate College administrator, there will be an investigation.  A written response will be sent to the person who filed the complaint (by email or hard copy) within five business days of receiving the complaint.  
If the student does not feel that the response addressed all of their concerns, the complaint can be rejected and the complaint refiled directly to the President.
A record of the complaint, response, and any additional follow-up will be recorded and available through the President’s Office.

8. DUTIES AND RESPONSIBILITIES

The President will assign the complaint received to the Vice President for Academic Affairs, Vice President for Finance & Administration, and/or the Director of Student Services based on the nature of the complaint.
The person assigned the complaint will address the concerns identified in the complaint and report back to the President.

The President, or his designee, will provide feedback to the student who filed the complaint feedback. 

A record of the complaints will be maintained in the President’s office.
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