Complaint Process
Guideline for handling complaints.

All minor complaints and disputes should be resolved as promptly as possible. In matters assessed as less serious an informal resolution should be attempted
first, whenever possible.

Complaints must be reported via the Complaint form, located on the bottom of the www.montcalm.edu main page, or to the Dean of Student and Enroliment Ser-
vices (DSES) via email, unless the complaint is less serious and is resolved informally. Students, Employees, Partners, Stakeholders and all community members
may utilize this avenue to register a complaint. The matrix following this overview describes the path of each type of complaint.

A matter is considered less serious if it involves a minor breach or complaint and is not seen to be part of a pattern of conduct that would lead to disciplinary/
remedial action or a major change in existing processes. An example of this type of complaint is money lost in a vending machine. This is a mechanical issue that
can be resolved with a refund and a call to the vending company.

If assistance is needed in deciding whether or not a complaint is éseriousd, refer to the Complaint Matrix or seek advice from a supervisor, Director of HR or the
DSES. If in doubt, report the complaint via the Complaint/Suggestion form, located on the bottom of the www.montcalm.edu main page, or to the DSES via
email.

A person making a complaint will have expectations as to how their complaint should be handled and may require assistance in making the complaint. To man-
age complainant expectations:

-explain the complaint handling process to the complainant or tell them where to get information about it;

-if the matter is to be referred, explain why and to whom;

-confirm with the complainant that their complaint is fully understood and ask what outcome they are seeking;

-outline the possible outcomes, including whether or not the outcome they are seeking is reasonable;

-provide realistic timeframes for dealing with the matter;

-ensure that any promises made are followed through.

All parties to a complaint are expected to treat the matter confidentially, unless addressing the complaint effectively requires otherwise. Confidentiality requires
that everyone, including the complainant, ensures that information is restricted to those who genuinely need to know. Furthermore, involved parties only be told
as much as they need to know for effective resolution.

Steps in the complaint procedure

17 Complaint is received via complaint form (or other avenue) by the Dean of Student & Enroliment Services (DSES) with Vice President of Administrative
Services participating as back-up in DSES absence.
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