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Policy Overview

SFCC strives to promote a high quality learning environment where students feel valued, respected and safe. The College encourages its students and employees to work and interact in a harmonious manner. The College recognizes however, that interpersonal issues arise as a natural consequence of human interaction.  When conflict arises, the College encourages students to deal with the issues promptly and to work toward resolving conflicts informally whenever possible. This policy includes steps to help students resolve concerns in a systematic, respectful, and fair manner. 

It is the policy of Santa Fe Community College to encourage timely resolution of student concerns and complaints through collaborative and informal means.  If a student has an issue with another party that they have addressed through direct communication and dialogue but it has not been resolved to their satisfaction, they are encouraged to use the steps outlined in this procedure to help resolve it.

Scope and Applicability
This policy for resolving concerns may be used by any student regardless of status. Student employees who have conflicts relating to their employment duties should use the SFCC Student Employee Concerns and Complaints Policy.

Policy Statement

This policy covers two levels of conflict: 

· Concerns, defined as minor disagreements and the like, and 

· Complaints, which deal with more serious issues.  

Rights and Responsibilities Reserved to College Management
The College encourages informal resolution and dialogue around student Concerns and Complaints.  When a student seeks formal review of a Concern or Complaint, there are generally recognized parameters accepted by the College that establish limits on the scope of what may be reviewed.  

Areas that are reserved by the College as exclusive management rights include and therefore are not subject to review.  The following issues are precluded from review under this policy:

· the content of College policies;

· the President’s final interpretation of policy or final decision about the application of a policy or resource;

· a review of a decision involving the same student and the same issue but naming another responding person;

· decisions or directives of the Governing Board or other external authorities having jurisdiction or programmatic responsibilities over the College;

· funding and program priorities;

· allocation of resources, staff, equipment, or space;

· scheduling of operations, closures, holidays and other events;

· overall allocations for tuition and other fee increases;

· class schedules and assignments of faculty members to classes;

· parking violations;

· any action taken in compliance with a court order, arbitration decision, statutory directive, city or county ordinance, or the administrative ruling, rules or regulations of an authority having jurisdiction over the College.

Level One: Concerns
There are three steps in the Student Concern process: 

1) informal discussion between the parties involved;

2) facilitated discussion with the Student Affairs Officer;  and 

3) mediation.
Except for those issues reserved as exclusive management rights and responsibilities in this policy, a student may submit a Concern to resolve any issue directly involving them that is under the immediate control of the management of Santa Fe Community College. 

Students who are involved in, or witness, a situation where they believe another student has violated a College policy, such as harassment, including sexual harassment, discrimination or if they have a safety-related concern should not use this policy, but should report the possible misconduct to the Student Affairs Officer immediately. The College will investigate the situation and take appropriate action in these cases.
Student Affairs Review of Scope and Administration of Policy
The Student Affairs Officer is responsible for interpreting and administering this policy.  If a student disagrees with the determination made about whether a Concern or Complaint is eligible for review under this policy, they may seek a final determination from the Vice-President for Academic and Student Affairs. The Vice-President’s determination in such a case is final.  

Time Limits

A person who seeks to resolve a Concern using this procedure has ten calendar days from the time when the person becomes aware of, or should have reasonably become aware of the decision or action or incident that prompted the concern. Under extraordinary circumstances, the Student Affairs Officer may grant an extension to enable the student to resolve a concern, if the student seeking the extension has a legitimate reason for the delay such as absence from the classroom, illness, or other extenuating circumstances, and it is in the best interests of the College to enable resolution using this process. 
Step One: Informal Discussion
Students are encouraged to discuss any conflict with faculty members, SFCC staff or their peers in an open, respectful manner as soon as possible. In most cases, a student who experiences a conflict should first discuss the matter with the individual with whom they are having conflict. Students are encouraged to use good faith in their informal discussions to ensure their learning environment is as positive and beneficial as possible.

In a situation where a student is unsure of how to approach a faculty or staff member or a peer with their concern, they are encouraged to seek the support and advice of the Student Affairs Officer. The Student Affairs Officer is responsible for assisting students in resolving their concerns by providing an appropriately confidential, safe and supportive environment to express concerns, assessing possible options for resolving the dispute, and assisting with the implementation of practical solutions. 

Step Two: Facilitated Discussion with Student Affairs Officer
When a student has not been able to resolve a dispute in an informal manner, the student may request a meeting with the Student Affairs Officer. If it is appropriate, the student and the Student Affairs Officer may involve others who may be involved in the dispute forming the basis of the student’s Concern.  If a student has a Concern that they wish to raise in this manner, they must request this meeting within ten calendar days from the date of the last effort at informal discussion. The Student Affairs Officer will arrange a meeting within ten calendar days of the request and will seek to facilitate a constructive dialogue around the issue between the students and others involved in the dispute. The Student Affairs Officer will work to resolve the student’s Concern fairly and quickly, and should help the student and others who may be involved in coming to an agreement with appropriate solutions to the problem. In situations where more than two students are involved, the parties are encouraged to meet together to ensure all concerns about the same issue are raised at the same time and can be expeditiously and equitably resolved for all parties concerned. Since this meeting is expected to be informal, no written record will be maintained.  However, if appropriate, the student and the Student Affairs Officer, and others as appropriate, may reach an agreement that they decide to put in writing.  In this case, the Student Affairs Officer and the student should retain a copy of the outcome they agreed to. The College expects that most conflicts should be resolved at this stage and encourages all students to use good faith efforts to resolve disputes.

Step Three: Mediation 

If a student is not able to informally resolve their Concern in an informal discussion between the parties involved or in a facilitated discussion with the Student Affairs Officer they may, within ten calendar days of the meeting with the Student Affairs Officer, request mediation to resolve the Concern. With the concurrence of the Student Affairs Officer, a mediation session will be scheduled within 20 calendar days of the request being received.

Mediation offers an opportunity for parties in conflict to have a constructive conversation with each other, improve their relationship, develop creative options for resolving their dispute and reconcile their differences. The mediator will not prescribe a solution for the parties. Instead, the mediator will assist the parties in designing their own solutions and will facilitate a process in which the parties will be responsible for the outcome of the mediation. 

The mediators will be selected from a list of mediators screened by the College. Mediators may be hired from outside the College or may be selected from a pool of internal mediators trained by the College. The College will be responsible for convening the mediation and retaining the services of the mediator, including paying the costs associated with the mediation. The mediator may request that the parties prepare a written statement prior to the mediation or may request other documentation from the College that pertains to the dispute. 

Level Two: Complaints
Students may use Level Two, the Complaint provision of this policy, if they are raising an issue about a specific management decision or management action which, if true, directly affects them and would constitute a violation of an express College policy.  These policies include, but are not necessarily limited to:
· a complaint regarding discrimination including discrimination based on race, age, religion, color, national origin, ancestry, sex, sexual orientation, gender identity, physical or mental handicap, serious medical condition, veteran’s status or spousal affiliation that the student believes was not properly handled after reporting the situation to the Human Resources Department and being advised of the outcome of the investigation; 
· a complaint about racial or sexual harassment that the student believes was not properly or adequately dealt with under the College’s separate Sexual Harassment Policy or its Discrimination and Harassment Policy; and 

· other situations of similar severity and gravity.

Review Process Steps

Students who are eligible for review under Level Two of this policy, may use the steps outlined in Level One, but may also elect to seek review of their Complaint directly before the College Hearing Panel.
Review under Level Two of this policy involves two steps:  
1) a hearing before the College Hearing Panel; and 
2) a final decision by the College President.
A student who attempted to resolve their Complaint using the steps of the Level One Student Concern Process but was not satisfied with the results, may ask for a hearing before the College Hearing Panel by submitting a Request for a Complaint Review Form to the Student Affairs Officer within ten days after completing the Concern process steps. A student seeking review of their Complaint directly before the College Hearing Panel has ten days after the incident or management decision they are protesting to submit their Complaint Review Form. The form shall include a written statement outlining the Complaint, the action taken so far, and the remedy requested. Forms are available from the Student Affairs Officer.  The Student Affairs Officer will screen the request to determine if it is eligible for review under this policy.  If it is eligible, the Student Affairs Officer will request that a College Hearing Panel be formed.
Step One: College Hearing Council  
The College Hearing Panel is composed of three individuals drawn from a larger pool, the College Hearing Council which is nominated by governance groups and chosen by the President from all levels within the College. They are appointed at the beginning of each academic year. The Student Affairs Officer and the Human Resources Department will make the list of the members available to the parties involved. A student seeking Level Two Review selects one person from this pool and the responding person selects another. Either person may object to a person selected on the basis of a conflict of interest, such as a current or relationship, which might lead to the appearance of bias on the part of the person. The Human Resources Department will evaluate concerns of conflict of interest and makes a final determination. Once two members have been identified, these two select a third member from the pool, who serves as the Hearing Panel Chair.
The Student Affairs Officer will inform the Human Resources Department of the need for a hearing. The Human Resources Department will notify the individuals chosen for the College Hearing Panel within ten calendar days of the timely receipt of a Request for Level Two Review. The Chairperson will consult with the other members of the Panel and will set a date for the hearing within 20 calendar days of receiving notice from the Human Resources Department. The Human Resources Department provides staff support to the College Council, and will send a written notice to the student and others who may be appropriately involved stating the date and time of the hearing.  

The student and the responding individual may submit a written statement to the Panel prior to the hearing. The parties will represent themselves at the hearing. Because this is an informal administrative hearing, attorneys or other representatives (except for translators) are not authorized to attend.  The student and responding individual will be given the opportunity to make an opening statement to summarize their concern, present their side of the story and to state the remedy being sought. The Hearing Council can ask questions of the parties and require other employees and request other students with relevant information to the issue to attend the hearing and answer questions. Time limits may be set by the College Hearing Panel.
The Panel will prepare a brief, informal report to the President, summarizing the facts apparent to the Council and including general recommendations.
President’s Decision

Within ten calendar days of the hearing, the College Hearing Panel will issue its written report and recommendation to the President. The President in his or her sole discretion may accept, modify or replace the decision of the Hearing Panel. The President will issue a final decision in writing to the affected parties within five calendar days of receiving the College Hearing Panel Report. The President’s decision is final and binding upon the parties.

Remedies

The President may authorize administrative action, or a make-whole remedy intended to replace a tangible loss or harm. Other forms of remedies, such as attorneys fees, or damages unrelated to a tangible loss directly related to the concern, are not authorized.

Retaliation Prohibited

Students are encouraged to use this process to resolve disputes and the College strictly prohibits retaliation against a student using this policy to raise Concerns and Complaints or to discuss conflicts. Any faculty or staff member or student who either directly or indirectly retaliates against another student engaged in this process may be subject to discipline under the appropriate Corrective Action and Disciplinary Action Policy.

Records
The Human Resources Department will maintain a record of the College Panel Report and the President’s final decision, and will manage the records in a manner consistent with the confidentiality requirements of the college.
Multiple parties

If several students share a concern that arises out of the same incident, the Student Affairs Officer may, in its discretion, allow the students to seek joint resolution of the Concern or Complaint.
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