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Purpose and Scope 

The purpose of this policy is to provide a clear and orderly process through which all students 
may process their complaints or grievances. This policy covers both academic and non-
academic issues. 

Transparency in quality assurance is of the utmost importance to Domain Group. In order to 
ensure transparency Domain Group have an Appeals Board which handles appeals by 
students. The Appeals Board may deal with issues ranging from appeals on a grade if a proper 
procedure has not been followed, or if a decision taken by Domain Group staff or member of 
faculty is deemed to be unfair or incorrect. 

This policy provides for Domain Group students, which refers to all part time and full time 
students including students that follow a course on-line.  

Policy 

It is the policy of Domain Group to provide an effective procedure for the resolution of academic 
and non-academic issues arising within the educational institution. To this end, a formal 
complaint and grievance procedure has been established for the use and benefit of all students. 

When a student experiences conditions which are unjust, inequitable and/or a hindrance to 
effective learning or educational performance the student should seek resolution through these 
procedures without fear of reprisal or coercion. Disputes may involve issues such as alleged 
discrimination, non-professional practice, course schedule or complaints regarding the facilities. 
There may also be an issue regarding the assessment such as the process, conduct of the 
assessment process, the assessment criteria, or relevance of the assessment task to the 
intended programme learning outcomes. 

It is Domain Group’s policy to make every effort to resolve disputes before they are escalated to 
the formal grievance. The Appeals Board is responsible for the implementation of these 
procedures and has final decision making power in any action related to these procedures. 

Procedures 

It is important that students are treated fairly and receive prompt responses to problems and 
concerns. For this reason, Domain Group provides a complaints and grievance procedure to 
promote prompt and responsible resolution of issues raised by students. This procedure may be 
used with confidence and without fear of retaliation.  

There are two types of matters which are addressed by this policy.  

1. Complaints (Review by the Appeal Board is not available): A complaint is a concern that a 
student wants to discuss informally with university personnel in an effort to resolve the 
issue. Student concerns such as academic grade changes, reviews or appeals do not fall 
under the definition of a complaint. 

2. Grievance (Reviewed by Appeal Board): A grievance may result from any incident taken 
against the student which: 

a. Violates Domain Academy policy, or involves inconsistent application of these same 
policies. 
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b. Violates any legal, human rights or the right to a safe educational environment. 

A student may only grieve those matters defined in sections a. and b. above. 

General Rules and Processes for Filing a Complaint  

1. Students using this procedure are entitled to do so without fear of retaliation, interference or 
discrimination. 

2. A complaint/grievance must be presented to the immediate authority (teacher, counsellor or 
student relations office) within ten (10) days after the occurrence of the incident. Any claim 
not presented within the designated time frame shall be deemed waived. 

3. For repetitive and/or ongoing incidents or circumstances, the complaint/grievance must be 
filed within ten (10) working days of the last occurrence of such incident or circumstance. 

Steps for Filing a Complaint 

1. Student Complaint Form and/or Discussion with Immediate Authority 

Where a student wishes to submit a complaint, they may either discuss the issue directly 
with a relevant staff or faculty member, or submit a Student Complaint Form. The student 
should detail the basis for the complaint and if possible, identify or suggest a corrective 
action desired for resolution.  

When a student has submitted a complaint form, the Academic Director, the QA 
department, and any other relevant staff have five (5) working days to investigate the 
matter. They will review the complaint and any relevant information, agree on a suggested 
course of action and discuss with the student what action has or could be taken. The 
student and staff shall discuss the complaint in a manner which fosters resolution. The 
authority shall inform the student upon full consideration of all the facts within ten (10) 
working days of the initial discussion. 

The Domain Group staff must also complaint a Complaint Corrective Action report to 
ensure that the complaint has been resolved. 

Both forms are available below. 

2. Written Grievance Report 

If the student and the immediate authority are not able to reach a mutually satisfactory 
resolution to the complaint, the student may submit a Written Grievance Report. The 
grievance report must be filed within three (3) calendar days from the date of the follow up 
discussion with the immediate supervisor.   

Students will have 10 calendar days from the incident in question (result published, letter or 
email received) to make their appeal with the relevant staff.  

The student would be required to state in writing their grievance, and sign and date this 
grievance. 

The Appeals Board will then set up a meeting which should not be later than 10 days from 
when the Appeal was made and inform the student in writing to attend the appeal hearing. 
Students have the right to be accompanied by a person of their choice (including a lawyer).  
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After the Appeals Board hears the student explain his/ her grievance, it will then call other 
witnesses it feels could shed light on the issue and then issue a decision. The decision is to 
be made not later than 10 days from when the hearing took place and the decision is to be 
communicated to the student in writing. 

The timelines above are subject to amendment on a case-by-case basis due to operational 
requirements, travel away from campus, in-depth investigations, etc. The Director and/or Chair 
of the Appeals Board shall have final authority to resolve any disputes regarding the 
implementation of this Complaint Procedure, including determination of the appropriate decision 
makers. 

Complaints Board 

Members 

The membership of the Complaints Board is as follows: 

 Academic Director (Chair) 

 Quality Assurance Manager (Co-Chair) 

 Another member selected depending on the nature of the case 

Terms of Reference: 

 Managing and handling student complaints 
 


