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1. This policy governs complaints from students respecting Wales Young Institute and any aspect of its operations.  
2. A student who makes or is otherwise involved in a complaint will not be subject to any form of retaliation by the institution at any time.
3. The process by which the student complaint will be handled is as follows:
1) Initial Resolution Attempt
a. When a concern arises, the student should first attempt to resolve it directly with the individual most closely involved (e.g., the Instructor).
2) Written Complaint Submission
a. If the matter is not resolved, the student must submit a written complaint to:
i. Title of Responsible Individual: Christopher Herbert (Head Program Coordinator)
ii. Contact Information: christopherh@walesyoung.com (778-316-2013)
3) Meeting and Investigation
a. The individual responsible will arrange to meet with the student as soon as possible and no later than five (5) days after receiving the complaint.
b. The individual will conduct any necessary investigations or enquiries.
4) Written Determination
a. A written response, including the reasons for the decision, will be provided to the student as soon as possible and no later than thirty (30) days from the date the complaint was submitted.
5) Reconsideration
a. If the student is dissatisfied with the determination, they may request a reconsideration by:
i. Title of Reconsideration Official: Jen Jacob (Senior Education Administrator)
ii. Contact Information: jenjacob@walesyoung.com (604-727-2552)
b. If the reconsideration official is absent, or named in the complaint, the matter will be referred to:
i. Alternate Title: Tim Ellison (Professional Advisory Committee member)
c. Written reasons for the reconsideration decision will be provided within thirty (30) days of the original complaint.
6) Representation
a. A student making a complaint may be represented by an agent, lawyer, or other person of their choosing (including a friend, family member, or fellow student).
7) External Escalation
a. If the student is dissatisfied with the determination and believes they have been misled regarding a significant aspect of their program, they may file a complaint with the Private Training Institutions Regulatory Unit (PTIRU):
i. Website: www.privatetraininginstitutions.gov.bc.ca
ii. Complaints must be submitted within one year of the date the student completes, withdraws from, or is dismissed from the program.
8) Record Keeping
a. A copy of all complaints, investigations, and written determinations will be kept on file for five (5) years from the date of the final decision.

4. The student making the complaint may be represented by an agent or a lawyer.
5. No fee will be charged for students to make use of this dispute resolution policy. 
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