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Purpose: To establish a procedure for registering and resolving certain student 
complaints such that student complainants receive fair, reasonable and 
efficient resolution across the College. The goal is to resolve the concerns 
at the earliest possible stage of the process. 

 
For the purpose of this policy, a student complaint is appropriate when a student believes 
that a college policy (including rules and administrative guidelines), applicable law, or 
college procedure (including procedures in the Rules Manual and Standard Operating 
Procedures) was not followed or applied fairly.  
 
This procedure should be used when a student has a complaint, whether it is academic in 
nature or a general institutional issue, that is not specifically addressed by another College 
Rule or Procedure including but not limited to SF Rule 2.8 and Procedure 2.8P: Prohibition 
Against Discrimination and Harassment, SF Rule 4.2 and Procedure 4.2P: Grading System, 
SF Rule 7.22 and Procedure 7.22P:College Petitions Committee, and SF Rule 7.23: Student 
Conduct Code. Student complaints under this procedure will not include grade appeals and 
concerns regarding faculty evaluation of student work, course expectations, and course or 
grading requirements (see Procedure 4.2P Grading System).  
 

Students are expected to follow the chain of command within the complaint process. The 
objective of this procedure is to provide a resolution process for students to use to resolve 
complaints as timely and efficiently as possible. Nothing within this process precludes 
students from seeking counsel from an adviser of their choice. Students may contact the 
Counseling and Wellness Center and/or the College’s Student Ombudsperson for 
assistance, advocacy, or support at any point within this process. 
 
Prior to initiating the formal Student Complaint Resolution Process herein, it is strongly 
recommended that students address their complaints with the appropriate staff or faculty 
member. The staff or faculty member is expected to work with the student and any other 
persons who are involved to use best efforts to resolve the complaint within ten (10) 
business days. If the complaint is not resolved to the student’s satisfaction, the student 
may take progressive action as outlined in the steps below (see Student Complaint 
Resolution Process). 
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Student Complaint Resolution Process 

Informal Complaint Resolution 

If the student is comfortable doing so, the student should discuss the complaint directly 
with the employee alleged to have not followed or fairly applied a college policy, applicable 
law, or college procedure within 10 business days of the incident. The employee is 
expected to use best efforts to seek to resolve the issue within 10 business days of the 
complaint by the student. If the complaint does not involve a specific college employee, 
the student shall contact the College Ombudsperson for guidance within 10 business days 
of the incident.  
 
If the informal complaint process does not result in a satisfactory resolution or if the 
student is not comfortable discussing the complaint directly with the employee, the student 
should proceed to the Formal Complaint Resolution process within 10 days of the 
conclusion of the Informal Complaint Resolution. 
 
Formal Complaint Resolution 
 
Students shall use the online form on the SF Student Complaints webpage to submit a 
formal complaint within 10 business days from the conclusion of the Informal Complaint 
Resolution. All complaint submission forms must include a brief description of the 
complaint, actions taken by the student to resolve the complaint, and the requested 
resolution. The submitted form will be electronically routed to the Office of the Registrar. A 
staff member will route the complaint  to the immediate supervisor of the employee who is 
the subject of the complaint or to another appropriate College official based on the nature 
of the complaint. The supervisor or other appropriate College official shall make best 
efforts to respond within 10 business days in writing to the student. All college responses 
to the student must include information on the name of the responder’s supervisor so that 
the student may appeal the response if desired. 

 
First Appeal (Final if VP or President) 
 
Students shall use their Santa Fe College email to notify the supervisor of the individual 
who responded to the Formal Complaint that the student is not satisfied with the outcome 
of the Formal Complaint. The First Appeal notification must be made by email within 10 
business days of completion of the Formal Complaint and must contain the reasons that 
the student is not satisfied with the result. This supervisor may engage in fact-finding, 
including requesting additional information from the student, and shall use best efforts to 
make a decision within 10 business days and to provide a written response to the student. 
All College responses to the student must include the name and contact information of the 
responder’s supervisor so that the student may submit a final appeal if desired.   

 
Final Appeal 
 
The student shall use Santa Fe College email to notify the Vice President who oversees  
the individual who responded to the First Appeal that the student is not satisfied with the 
outcome of the Formal Complaint. The Final Appeal notification must be made by email  
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within 10 business days of completion of the Formal Complaint and must contain the 
reasons that the student is not satisfied with the result. The Vice President may engage in 
fact-finding, including requesting additional information from the student, and shall use 
best efforts to make a decision and to provide a written response to the student within 10 
business days. The Vice President’s response constitutes the final position of the College 
except when the subject of the complaint is a direct report to the President, in which case 
the President’s response will constitute the final position of the College. 
  

A student who is unsatisfied with the response or methodology of a next-level supervisor 
should include any concerns in the student’s written document for the next level appeal. The 
student shall not file a complaint about any next level supervisor based solely on their 
disagreement with the outcome or findings. 

 
Official records of all written student complaints and written College responses will be 
maintained by the Office of the Registrar. All staff who respond shall provide the Registrar 
with the appropriate documents after issuing a response. 

External Complaint Resolution Process 

If, after exhausting this institutional Student Complaint Resolution Process, the complaint 
has not been resolved to the student’s satisfaction, the student may file a complaint with 
the Florida Department of Education Division of Florida Colleges or the College’s 
institutional accrediting body. For more information on how to contact the Florida 
Department of Education regarding a complaint, students may access information at the 
following website:  https://www.fldoe.org/schools/higher-ed/fl-college-system/about-
us/concerns-complaints.stml 

 
External Complaint Resolution for Distance Education Students 

 
Distance Education students who have completed the internal institutional grievance 
process and the applicable state grievance process, may appeal non-instructional 
complaints to the FL-SARA PRDEC Council. For additional information on the complaint 
process, please visit the FL-SARA Complaint Process page, which can be found at 
https://www.fldoe.org/sara/student-concerns.stml 

Continuous Review of Complaints 

The Vice President for Student Affairs will review complaints on a regular basis to identify  
trends or patterns and to make recommendations for continuous improvement. 
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