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     POLICY 
Policy Title: Student Dispute Resolution  Policy Version: 2 

Policy No: 7502 Revision Date: May 2026 

Original Submission Date:    April 2023, revised May 2026 Approval Date: June 2, 2026 

Approval Body: Governing Council Effective Date: June 2, 2026 

  Next Review Date: June 2029 

Policy Statement 
Acsenda School of Management (ASM) is committed to developing and maintaining an effective, timely, fair and accessible dispute 
resolution system about matters or issues relating to the student experience at ASM. Students have the right to voice their concerns 
if they feel they have been unjustly treated. All disputes are viewed as an opportunity to improve and amend operations, procedures, 
and policies. Students are encouraged to raise matters of concern informally initially with relevant staff. All formal disputes must be 
made in writing via the Student Feedback Form. ASM will review and respond to complaints or disputes in a manner consistent with 
the principles of procedural fairness. 

Purpose 
The purpose of this policy is to ensure that complaints are resolved promptly, fairly, and objectively with sensitivity and in confidence. 
Each feedback, complaint or dispute is to be handled with an open mind, without prejudice arising from past issues with the student. 

Scope 
This policy applies to prospective and current students of ASM. It may also be used by former students whose enrolment ended no 
more than six months before the date of the feedback. Students, faculty, and administrators are expected to resolve disputes 
informally where possible. 

Policies 

1. General Guidelines 

• When a student dispute is about a staff member, a different staff member will investigate the matter to ensure independence. 

• The dispute resolution system that is in place is student-oriented and helps ASM to prevent recurrences.  

• The student may formally present their case to ASM and be accompanied and assisted by a support person at any relevant 
meetings. There are no costs associated with making a complaint that is handled internally. 

• Students are fully informed of their rights to lodge a dispute. 

• Students will not be subject to discrimination or retaliation as a result of raising or lodging a dispute. 

• Disputes may be lodged in relation to any of ASM’s services, teaching and learning and decisions on issues such as, but not 
limited to: 

o the enrolment process, 
o education agents, 
o fees and refunds, 
o deferrals, suspension, or cancellation, 
o campus resources and facilities, 
o teaching and learning facilities, 
o staff, 
o academic misconduct either as an individual or group, 
o the way a student has been treated or believes themselves to have been treated, including allegations of 

harassment, bullying and/or discrimination, 
o sexual assault and sexual harassment. 
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2. Informal Disputes 

2.1. Students are encouraged to raise matters of concern informally initially with relevant staff. All informal disputes will be 
responded to promptly to ensure an effective resolution. 

2.2. Students may choose to escalate the issue and lodge a formal dispute at any time. 
2.3. Students also have the opportunity to raise matters of concern via: 

a. Student Services; 
b. student representatives; 
c. student feedback surveys. 

3. Formal Disputes 
3.1. All formal disputes will be responded to efficiently to ensure an effective resolution within a reasonable timeframe, as per 

the Formal Dispute Handling Procedure below. 

4. Sexual Harassment Claims 
4.1. Students have the option of disclosing an incident of alleged sexual misconduct to a staff or faculty member or reporting an 

incident by providing a written statement to the Director of Student Services in accordance with policy #5657, Sexual 
Misconduct. 

4.2. Claims under this section will be treated with utmost care and attention to safeguard the privacy and confidentiality of all 
parties involved in the matter. 

4.3. Wilful and reckless disclosure of information under this section will result in disciplinary action under the discretion of the 
President. 

5. External Dispute Resolution 
8.1. Students are entitled to seek to resolve any dispute by exercising their rights to other legal and dispute remedies. 
8.2. The Student Ombudsperson is an independent person who helps resolve student concerns, complaints, or conflicts with ASM 

in an impartial, confidential, and informal way to prospective, current, and former students. In cases where a student is 
unable to resolve through our regular support systems, they can be advised to contact the ombudsperson for further 
information. For more information, please refer to https://acsenda.com/ombudsperson/.  

Definitions 
These definitions apply to terms as they are used in this policy. 

Word/Term Definition 
Disputes Disputes are an expression of dissatisfaction over any actions or decisions made by ASM.  

Procedural Fairness The principles of procedural fairness include:  
• People have a right to be heard.   
• They must have adequate notice, information about the decision-making process and a fair opportunity 
to present their case whenever their interests might be adversely affected by a decision.  
• Decisions about an issue under appeal must be made by someone who is impartial and free of actual or 
perceived bias.  
• Decisions must be made in a timely manner, be based on evidence and be communicated in a way that 
makes clear what information was used in making the decision. 
https://www2.gov.bc.ca/assets/gov/education/administration/legislation-
policy/legislation/studentappeals/appeals-guidelines.pdf  

Related Policies 
Policy Number Policy Title 

5101 Academic Appeals 

7510 Non-Academic Appeals 

5656 Anti Discrimination and Harassment 

5657 Sexual Misconduct 

https://acsenda.com/ombudsperson/
https://www2.gov.bc.ca/assets/gov/education/administration/legislation-policy/legislation/studentappeals/appeals-guidelines.pdf
https://www2.gov.bc.ca/assets/gov/education/administration/legislation-policy/legislation/studentappeals/appeals-guidelines.pdf
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Responsibilities 
1. Students - are responsible for submitting a complaint and all required documentation within the time limits.  

 
2. Staff - is responsible for handling all complaints and disputes in a fair and timely manner in accordance with the current policy. 

 

3. Student Services - is responsible for maintaining all student dispute records via the Dispute Register. 
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     PROCEDURE 
Procedure Title: Student Dispute Resolution  Procedure Version: 1 

Procedure No: 7502 Revision Date: April 2023 

Original Submission Date: April 2023 Approval Date: June 2, 2026 

Approved By: President Effective Date: June 2, 2026 

           Next Review Date: June 2029 

Procedures 
This procedure supports ASM Student Dispute Resolution Policy and outlines the process of developing and maintaining an effective, 
timely, fair and accessible system. 
 

1. Informal Dispute Resolution 
1.1. Students are encouraged to raise the matter informally with their instructor, administrative staff or the President. The 

outcome of any informal complaint will not be kept on the student’s file unless requested by the student. An informal 
complaint must be responded to within 10 working days of receipt of the informal complaint and should be redirected over 
to student services for processing by contacting student_services@acsenda.com.  

1.2. If the complaint cannot be resolved informally, then the student may lodge a formal dispute using the Student Feedback 
Form. 
 

2. Formal Dispute Resolution 
2.1. Students may raise any matters of concern relating, but not limited to, teaching and learning, assessment, the quality of 

teaching, student support, student facilities, discrimination, sexual harassment, and other issues that may arise by 
completing the Student Feedback Form. 

2.2. The Student Dispute policy and procedures, Student Appeals policies and procedures, and the Student Feedback Form are 
available on MyASM. 

2.3. All disputes will be handled professionally and confidentially in order to achieve a satisfactory resolution. All staff will 
ensure they comply with the Information Privacy and Security Policy.  

2.4. Disputes will be received through the MyASM portal by Student Services then referred to the relevant manager. If the 
dispute is in respect of the manager or if the manager is deemed to be conflicted in investigating their own team, the 
complaint will be referred to the relevant Director.  

2.5. All formal disputes should be lodged in writing (Student Feedback Form) by the student and the resolution process will 
commence within 5 working days of the lodging of the formal dispute. 

2.6. The dispute will be resolved fairly and equitably and at the earliest possible time. ASM endeavours to make a decision 
within 20 days. If, due to unforeseen circumstances (e.g., staff on leave), an investigation cannot be concluded within 20 
days, ASM will keep the student informed of the status of the matter and the reasons for any delay.  

2.7. Any timeframes in this policy may be extended with the written agreement of both parties.  
2.8. If there is any matter arising from a student dispute that is a systemic issue which requires improvement action, the dispute 

will be reported to the President who will ensure that such improvement action is taken as part of the continuous 
improvement process. 

2.9. The outcome of the dispute resolution, including the reasoning for the decision, will be provided in writing to the student 
within 2 working days of a decision being reached.  

2.10. The dispute will be documented in the Dispute Register, overseen by Student Services, and monitored by the Director of 
Quality and Risk. 

2.11. Wherever possible, all matters should go via a dispute resolution process. In the case where the complainant is not satisfied 
with the outcome of the dispute resolution process, they may lodge an appeal in accordance with the Appeals policies.    

 

3. Recordkeeping 
3.1. All completed feedback forms and outcome decisions under the policy will be recorded in the Dispute Register and 

maintained for a period of at least 5 years to allow all parties to the complaint appropriate access to these records.  
3.2. All records and outcome letters will be saved in the MyASM under the individual student file. 

 
 
  

mailto:student_services@acsenda.com
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Appendix 1 
STUDENT DISPUTE RESOLUTION PROCESS 

 

 
 


