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• This policy governs complaints from students respecting Southrock Academy and any
aspect of its operations.  Student will not be subject to any form of retaliation as a result
of filing a complaint.

• All student complaints must be made in writing.

• The student must provide the written complaint to the Senior Education
Administrator, who is responsible for making determinations in respect of
complaints.  If the Director is absent or is named in a complaint, the student must
provide the complaint to the Assistant Manager.

• The process by which the student complaint will be handled is as follows:

PURPOSE STATEMENT

The purpose of this policy is to provide a process for addressing students’ complaints 
respecting Southrock College and any aspect of its operations. Students may also use this 
policy to challenge a grade, a decision or an action that is believed to be unfair. Students will 
not be subject to any form of retaliation as a result of filing a complaint.

PRINCIPLES

• Students and employees are expected to resolve matters of concern through dialogue
with the respondent.

• This policy relates to all student complaints with the exception of those related to
Human Rights.

GUIDELINES

• The Receptionist of Southrock Academy will assist with the complaint process when
and where needed as an unbiased guide to the process.

• In all cases it is expected that every effort will be made to resolve issues through
dialogue.

• A student with a complaint about employees, instruction, grading, program content,
services or policy- related decisions will be expected to articulate the concerns to the
individual involved in person and in writing prior to contacting the Senior Education
Administrator.

• When the student is unable to directly contact the involved party (for reasons of
intimidation, health, scheduling, etc.), or vice-versa, the Senior Education



Adminstrator may be called on to facilitate the discussions and will ensure the 
respondent is aware of the allegations. In some cases, the Senior Education 
Administrator may have these discussions independent of the student.

• Except in cases where the Instructor and/or the Senior Education Administrator feel
there may be a risk to safety or other disruptions that may occur in the teaching and
learning environment, a student will be expected to continue with their courses, work
experience or other related educational activities pending the outcome of the complaint
process.

• A student may have assistance available as requested or as recommended by the Senior
Education Administrator to assist with comprehending process and discussions.
Assistance may include, but is not limited to interpreters, cultural advisers and
translators.

• The student may withdraw the complaint at any time. In such cases, the matter will be
deemed resolved, and further complaints on the same case will not be considered, except
in extenuating circumstances.

• The complaint process will be confidential for all parties, however, anonymity cannot be
guaranteed. Information will be shared and protected in compliance with the BC Freedom
of Information and Privacy Act.

• Written reasons for the determination will be provided to the student within 45
days after the date on which the complaint was made.

• The student making the complaint may be represented by an agent or a lawyer.

• If the student is or was enrolled in an approved program, is dissatisfied with the
determination, and has been misled by the institution regarding any significant
aspect of that program, he or she may file a complaint with the Private Training
Institutions Branch (www.privatetraininginstitutions.gov.bc.ca).

http://www.privatetraininginstitutions.gov.bc.ca/



