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Student concerns are of the utmost importance to the University administration. The process
described below applies to students who wish to file a formal complaint concerning a University
employee, department, service,.process, or a University administration action. The academic
integrity process, grade appeals, and student code of conduct violations are outside the scope
of this process. For more information regarding these areas, please consult the University

Catalog.

NOTE: Dealing with concerns in the most direct fashion should always be the first step toward
resolution. Many problems are resolved when one makes an appointment with a faculty or staff
member and calmly and honestly communicates their concerns. Students are strongly
encouraged to pursue this course of action prior to filing a formal complaint.

Student Complaint Process Overview

o A formal complaint must be made in writing, preferably using the STUDENT
COMPLAINT FORM (insert link to Maxient form here). It is important to report
complaints promptly. Prepare to include a short, concise statement of all of the relevant
facts and the action or remedy you.are requesting so that your complaint can be
reviewed in a timely and productive manner.

e The student will receive a confirmation of receipt using the contact information provided
on the COMPLAINT FORM.

e The complaint will be received by the Student Complaints Coordinator. Within ten °
business days, the Coordinator will take action according to the scenarios below.

o This complaint form shall not be used to appeal final decisions related to existing
campus policies and procedures. If the complaint relates to the outcome of
existing campus policy or procedure and it is determined that the University
properly executed a process according to the policy, such as academic integrity,
academic dismissal, student life, or financial appeals process, the complaint will
be dismissed without further action.

o Complaints requiring further review will be referred to the appropriate campus
office, area, or administrative officer. '

o The student will be advised in writing by the Coordinator that either (a) the
complaint was referred to another campus office with detailed information about
the receiving office or (b) that the complaint has been dismissed and the reason
for the dismissal.

® An administrator to whom a complaint has been referred has 20 business days from the
date of the receipt of the referrai to review and respond appropriately to the compiaint.
During the review and resolution process, the administrator will communicate directly
with the student who has filed the complaint. At the conclusion of the investigation and
-resolution, the administrator will notify the student and the Coordinator in writing of the
completion of the review and the resolution of the complaint.



Student Complaint Process
Updated January 2019

e The Coordinator may extend the investigation period beyond 20 business days by
notifying, in writing, the student who filed the complaint, using the contact information
provided on the COMPLAINT FORM.

o A student submitting a formal complaint may be asked to provide additional information
or details about a circumstance at any point during the review process. A complaint may
be dismissed without further action if the student fails to cooperate or respond during the

review process.

students should complete the university’s internal complaint process before seeking
external resolution of the issue. External agencies will refer complaints back to the
university if the internal process has not been completed.

In the unlikely event that the formal complaint cannot be resolved by the University, students
may file a complaint with the State University of New York System. For more information and to
find the submission form, please visit the SUNY Student Concerns website.

If reviews at the campus and System level have been exhausted and a student wishes to
pursue additional action, a complaint may be filed with the New York State Education
Department. Please visit the NYSED website for more information.

The State University of New York is accredited by the Middle States Commission on Higher
Education. At any time, students can submit a complaint regarding the University’s compliance
with the Commission’s Requirements of Affiliation, standards, and policies, or an institution’s
compliance with its own policies and procedures. To submit a formal complaint to the
Commission, please visit the Middle States Commission on Higher Education website.
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President’s Office/Coordinator to request workflow-from each division for how complaints
will be handled in their division

Workflow to be implemented using selected technology

Coordinator and Project Leads to be trained on software use and implementation first
with additional training for division point persons and other designees to follow

Add process to Fredonia’s policy library?
httDs:l/Dolicv.fredonia.edu/disolav/POL/Polichibrarv

Update Student Complaint content/process on Fredonia’s website

Institutional Record of Student Complaints and Continuous Improvement

(5]

In accordance with federal regulations, institutions must have effective policies and

procedures for tracking and resolving student complaints within a reasonable time frame.

Further, the institution must use the information obtained in handling student complaints

to make modifications and improvements as appropriate (2018 Verification of

Compliance with Accreditation - Relevant Federal Regulations MSCHE).

The Coordinator shall provide a summary and analysis of student complaints to the

Cabinet and the Institutional Effectiveness Committee in April of each academic year to

be considered as part of the annual review of student complaints process and outcomes.
o The analysis shall include the total number of student complaints disaggregated

by division and type

Number of student complaints that were actionable

Number of student complaints addressed in the expected timeline

Observed patterns in types of complaints

Suggestions for process improvement.

The President’s Cabinet and Institutional Effectiveness Committee will document

all discussion, provide recommendations to appropriate areas for improvement

as needed, and ensure follow-up of recommended actions. This documentation

will serve as evidence of the institution’s continuous improvement process

related to student complaints.

o Annual review (by IEC and President’s Cabinet) of policy and procedures for
student complaints
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