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Scope: This policy applies to all active students at CityU.

Purpose: To detail how students may file a formal complaint with CityU.
Policy:

A.) Definitions:

A formal complaint is a complaint directed to a senior administrative representative of City
University of Seattle regarding the institution and/or its operation that a student desires to
have formally resolved.

Senior administrative representatives are the President, the Provost, the VP of Student Affairs,
the VP of Enrollment/Marketing, the Director of Human Resources, and/or the Director of
Finance.

B.) Policy Details

This complaint policy is not a substitute for the more specific University policies and procedures
related to Students Rights and Responsibilities or Academics found in the General Catalog: Policy on
Equal Opportunity/Nondiscrimination in Education; Policy on Prohibition of Sexual Harassment and
Sexual Violence; Canadian Respectful Workplace Policy, Reasonable Accommodation of Students
with Disabilities; Student Code of Conduct; Scholastic Honesty Policy; Grade Appeals Policy; or
Ethics Policy.

Formal complaints must be in writing and signed by the student. Formal complaints may be
mailed to the University's main campus or may be sent electronically from the student's official
CityU email account.

While formal complaints may be submitted to any senior representative, the University
recommends complaints are submitted as follows:

e Complaints related to quality of education or other accreditation requirements may be filed
with the Provost.

e Complaints related to quality of education in British Columbia may be filed with the VP of
Canadian Academic Programs, BC.

e Complaints related to the quality of education in Alberta may be filed with the VP of
Academics, Canada

e Complaints related to financial matters may be filed with the Chief Financial Officer.

e All other complaints be filed with the Vice President of Student Affairs.
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Formal complaints will be reviewed by the appropriate department and the student will be
notified in writing of the institution's response to the complaint within 10 business days.

If student has fully utilized all internal procedures to address their complaint, and believes that
the process has not adequately resolved the complaint, the student may contact the following
external organization:

e  Washington Student Achievement Council (WSC) which has authority to investigate
complaints against specific schools. WSAC may not be able to investigate every student
complaint.

e Non-Washington residents taking online courses who have complaints that have not been
resolved through University internal procedures may contact the appropriate agency in their
home state regarding their complaint.

C. Compliance

This policy is in accordance with USDE regulation 602.16(a)(l)(ix), and the University will make
available an account of student complaints it receives, the processing of those complaints, and
resolution of those complaints in alignment with institutional policy and procedures.

Responsibility: The Vice President of Student Affairs will review this policy on an annual basis,
making revisions as necessary.
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