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Complaints and Grievances







Student Complaint Guide

Introduction
The complaints system is a part of the general policy of the Program,
which aims to guarantee students' rights, achieve transparency, and
enable investigation. These lead to the development of services provided
by the program. The existence of a system for following up and
handling complaints aims to provide a safe environment that
guarantees the preservation of the rights of complainants who are the
students. It also grants decision-makers the right to respond and express
their opinions and observations. Hence, the idea of this guide was
prepared to give the student an idea about his academic and non-academic
rights about complaints and grievances. Correspondingly, it informs the
student about the time specified for some controls and procedures that the
student must be aware of to facilitate achieving his/her desired goals.
General Terms of the Guide
1. Complaint: It is an expression of a student’s dissatisfaction with the
procedures, services, or activities provided by the program.
2. Feedback: It is any negative or positive reaction of students and
beneficiaries through official evaluation questionnaires, discussion
sessions, and others.
Purpose of the Guide
e Defining the program policies and procedures that would regulate
the program's relationship with the beneficiaries by clarifying the
procedures that students must follow when submitting a complaint in
any area of the program.
e Familiarize students with the procedures for submitting complaints.
e Inform students that each of them has the right complaint, whether

that complaint is against academic or non-academic aspects.
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e Shedding light on the possible procedures to solve problems and
difficulties face students and find appropriate solutions to them.
e Participation in improving the services provided by the program to
students and faculty members.
Guide Starting Points
e A complaint is an expression of dissatisfaction with any service
provided by the college to the student.
e Anonymous complaint (unnamed) is not accepted. The student must
submit the complaint personally, and not anyone else.
e The sensitivity of the complaint is considered. Students who submit
complaints will not face any discrimination or suffering because of it.
e  You should not expect that the complaint would always bring
results to your satisfaction. The provision of some services can depend
on resources or policy decisions at the college; however, each
complaint will be carefully considered, you will be informed of the
reasons for any decision made, and there are mechanisms for another
appeal if you are still not satisfied.
e If any student submits a malicious or false complaint, he is subject to
an investigation by the College Vice Dean for Academic Affairs
Procedures of Student Complaints
1. The Academic Affairs Committee supervises the implementation of the
mechanism for dealing with students' complaints.
2. The role of the Academic Affairs Committee to deal with students’
complaints are:
* Determines a program coordinator to deal with student complaints
to be a link between students, faculty members, and the College Vice
Dean for Academic Affairs and provides advice on how to deal with

student complaints.
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= Receiving, recording, and examining students’ complaints and
directing both parties to the complaint to the procedures for applying
for its solution, as well as following up the procedure of solving it.
= Take the necessary measures to resolve the complaints and
supervise the implementation of any results of the investigation
process.
* Providing advice and guidance to different parties on how to submit
complaints and deal with various problems.
= Hold the periodic meetings of the Vice Dean for Academic Affairs
to discuss students’ problems and investigations, how to solve these
problems, and best practices to deal with them.
= Establishing a register of students’ complaints, which records the
content of complaints, the date of their delivery, and, the procedures
followed for resolving them.
= Make statistics at the end of each semester on the kinds of
complaints. They must be submitted to the Vice Dean for Academic
Affairs to take them as some guide in improving the performance
systems of educational programs and their affiliated services.
3. The student can complain by filling out a complaint form obtained
either from the College Vice Deanship for Academic Affairs, the Quality
Assurance Unit or from the college's website.
4. The student raises his/her complaint or grievance to the other concerned
party (i. e. a faculty member) within five (5) days from the date of the
occurrence of the problem in a friendly and informal manner. If the
problem is not solved within three (3) days, the student submits a written
complaint to College Vice Deanship for Academic Affairs using the form
prepared for this purpose.
5. The student submits his/her complaint directly to the College Vice
Deanship for Academic Affairs within ten (10) days from the date of the
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official occurrence of the problem. The student completes the complaint
form accompanied by documents that support his/her position in the
complaint. The Academic Affairs Committee investigates the complaint
and often takes twenty-five (25) working days. Complaints submitted
after this date are not considered except in some exceptional cases, and
the decision of the Vice Dean in this regard will be final.

6. The Academic Affairs Committee reviews the complaint to ensure that
it falls within the framework specified for complaints. This may require
discussing the student submitting the complaint to determine the nature of
the problem and find out what satisfies him/her to solve the problem.

7. If the complaint is considered appropriate to be examined, it will be
investigated and this may require discussing the complainant, other
students, faculty members, or employees in the college who are associated
with the subject of the complaint.

8. After the investigation is completed, the Academic Affairs Committee
writes a report on the circumstances of the complaint and the findings of
the investigation. These recommendations include accepting the complaint
partially or completely or rejecting it and submitting it to the Vice Dean
for Academic Affairs.

9. Depending on the nature of the complaint, a written report is often sent
to the complainant within twenty-five (25) days of receiving the
complaint, and if more time is needed than this, the complainant is
notified by that.

10. If the complaint is against the college Vice Dean, it can be submitted
to the College Dean, and in this case, the complaint is treated as an appeal
request.

11. The student submitting the complaint may appeal to the College Dean

against the decision of dealing with the complaint in the following cases:
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» The existence of improper procedures in investigations related to
the misconduct of any of the faculty members.
» The emergence of new information that was not previously
available.
12. Any student who wishes to appeal for his/her complaint must submit
his/her request to the office of the College Dean. So that the dean of the
college determines the possibility of creating an internal college appeal
committee. The appeal request must include the following:
= Appeal evidence.
= Names of any witnesses the complainant wishes to be heard.
= A copy of the complaint form.
= A solution to the problem that may satisfy the complainant.
13. Student complaints are received through:
= Complaint’s box located in the college (near the Vice. Deanship for
Academic Affairs office).
* Vice Dean for Academic Affairs.
* Heads of Academic Departments.
= Complaint’s email.
e Complaints’ boxes are to be opened and complaints are collected
weekly.
e Weekly Collection of complaints from email.
14. The official complaint must be submitted within ten (10) days of the
occurred problem. There are some exceptions in some special cases
depending on the nature of the problem. The complaint must be submitted
as soon as possible to the Vice Dean for Academic Affairs.
15. This timing period must be adhered to, except for the time of student
assessment, exams, or vacations for faculty members at the college.
16. If the dean of the college decides that the appeal request is according

to the agreed rules, he will form an appeal committee within thirty days.
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The appeal committee must consist of three people who have not
previously dealt with this complaint.

17. The Complaint Appeal Committee invites both the student and the
College Vice Dean personally or his/her representative to testify (if
possible). The committee's decision is to be considered as the final
decision. The complainant is allowed to call the witnesses required for the
appeal process.

18. This committee may accept the appeal in completely or in part or
reject it.

19. The student has the right to withdraw the complaint submitted while
the complaint is under investigation. In this case, the complaint record is
closed and the concerned parties are informed of the withdrawal. The
complaint that has been resolved or closed is not allowed to be withdrawn.
20. All information of the complaints is dealt with in strict confidentiality.
Only authorized parties are provided privately and confidentially with the
information in case this information must be known. The information is
used for the investigation and resolution of the complaint according to the

policy of the university.
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Mechanisms of Students’ Grievances and Ways to Deal with them

a) Criteria for Submitting Grievances
e Grievance: It is an expression of dissatisfaction with a service
provided to the student by the college. Complaints or grievances
may relate to shortcomings in administrative procedures,
inadequacies resulting from non-fulfilment of obligations and
regulations for the operation or other services provided by the
college; a failure in previous decisions within a reasonable time.
e It is not possible to complain or grievance about the academic
decisions taken by the college. Dissatisfaction with such decisions may
be addressed within separate requests procedures.
e The college values students' opinions to improve the services
provided to them. Therefore, before making formal complaints, you
should consider other ways to present your opinions. They can be
presented to the Student Council, for example, where the student
representatives can help you. You may also take into account that there
are informal procedures to try to resolve your complaint. The
complaint becomes official if it is submitted to one of the leaders
(Heads of Departments, Vice Deans, or the Dean).
e Anonymous complaint (unnamed) is not accepted. The student must
submit the complaint personally, and not anyone else. If you mention a
name of a person or persons in the complaint, the sensitivity of the
complaint will be taken into account by the person managing your
complaint. You will not face any discrimination or suffering because
of complaining.
e You should not expect that the complaint would always bring
satisfying results. The provision of some services may depend on the
available resources or decisions according to general policy at the

college level or even a national level; however, each complaint will be
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carefully considered, and you will be informed of the reasons behind
any decision made. Pear in mind, there are some mechanisms for
another appeal if you are still not satisfied.
b) Students Grievances are Received Through:
1. Student's academic advisor.
2. Student Council.
3. Heads of Departments.
4. Vice Dean for College Affairs.
5. Dean of the College.
¢) Grievance Application Procedures:
There are several steps for a grievance application procedure, as outlined
below:
e The Head of the Department, the Academic Advisor, and the
Student Council may be able to help you, so do not hesitate to contact
one of them.
e Ifyou can solve your grievance informally through discussion and
clarification. The grievance must be submitted written after filling out
the appropriate form that can be obtained from Student Affairs.
e The grievance must include the following:
e The procedures or actions, if any, that you have taken previously to
solve the problem, or any procedure you know that has been done by
the college.
e Your expectation of what to be done to solve your problem.
e Your grievance will be examined (investigation) as quickly as
possible within the limits of the available resources.
e You will be informed of the results of the investigation and any
actions to be taken within two weeks of submitting the grievance. For
example, your complaint may be referred to the Student Issues

Committee for a decision. You may receive an apology or an
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explanation of how the systems can be improved in the future. If the
college considers no further action to be taken, you will be informed of
the reasons.

e If you are still not satisfied, you should specify writing the reasons
for your dissatisfaction and send them to the Student Grievance
Committee. The committee will review the grievance and make its
recommendations.

e The student would be informed of her/his response to the grievance
within two weeks.

e In case the grievance against the result of a course evaluation, the
college will implement the re-evaluation of course procedures,
allowing the revision of the degrees or the re-evaluation according to
the answer forms and assessment of the case by acceptance or
rejection.

e In cases that require the approval of the department or college
council, the student is informed of the proposed decision to solve the
problem if the department head under the mandate proposes it, and the

specialized councils inform him after decision and approval.
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University of Hail
2005

Kingdom of Saudi Arabia

University of Ha’il
Mechanisms for Filing Grievances and Ways to Deal with Them

No | Steps for implementing the process Responsibility | Used Form
The Head of the Department, the Academic Advisor, the | The student

8 Student Council may be able to help you, go directly to them. personally
If you are unable to resolve your grievance informally through
discussion and clarification, you can apply for a formal | The  student

> grievance through the Student Issues Committee. The | personally
grievance must be submitted written after filling out the form.

The aggrieved student will be informed of the results of the | Students’

3. | investigation and any actions to be taken within two weeks of | Issues
applying the grievance. Committee
If the student is not satisfied with the committee’s decision,

A he/she should submit written reasons for not being satisfied to | The  student
the Student Issues Committee. The committee will review the | personally
grievance and make recommendations.

The student will be notified of a response to his grievance | Students’
5. | within two weeks. Issues
Committee
In case of a grievance against the evaluation of a course result, the college
will undertake a re-evaluation of the course. To allow re-revision of grades | The  College

6 or re-evaluation of degrees according to the answer forms prepared for the | Council
course by the course instructor.

Informing the student of the results of the review process as | Head of the

b soon as the decision is approved by the College Council. Department
In cases that require the approval of the department or college
council, the student is informed of a proposed decision to solve

8. | the problem if it is proposed by the head of the department Head of - the

Department

under the delegation. The student is to be notified after the

approval by the specialized councils.

Approved
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Kingdom of Saudi Arabia
University of Ha’il

Grievance Application Form

1. Personal Data: Application Number:

Name (full name)

ID

Department

Level

E-mail

Mobile Number

2. Content of the grievance

Is there any action regarding your grievance that has been taken (For
example, did you speak to the course instructor or the responsible person

who provide the service about your complaint?)

* What is the outcome you want from your grievance?

Date: Signature:
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Kingdom of Saudi Arabia

University of Ha’il

Students’ Complaints Registration Form

No.

The full name

Level

Complains

Number

The subject of the

Complaint

Date of

Complain

Signature

Date of
informing

the student
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Complaint Form

Date of Complain: ............ Number of the Complain (official use): ........
Information about the complainant
Name (full name): ID:
Mobile Number: Telephone:
University e-mail Private e-mail

Defendant's information

Name: Position:

If the complaint is about a specific course, | Course Name:
please specify the name of the course and | Section number:

section.

The content of the complaint (please explain the context and reasons for

the complaint, the evidence and attach any supporting documents)

Date of the incident in question:
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Is there any action regarding your grievance that has been taken (For example,
did you speak to the course instructor or the responsible person who provide

the service about your complaint?)

What is the outcome you want from your complaint?

Responsibility

Iam a student/student, .........ccooiiiiii e assure that
all information in this complaint is correct and that it is not intended to
maliciously or harm the reputation of the defendant, and that I bear full
responsibility If proven otherwise.

Name of the Student: Signature:

Receipt of the complaint (for official use)

Name of the Recipient: Receiving method:

Date of receiving complaint:
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