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PROCESS

Any student who believes he/she has grounds for a grievance shall make an attempt in good faith to 
resolve the problems with the faculty, staff or administrator who is the source of the complaint. 
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Remarks: Student Grievance Committee consists of HOD from Student Care Unit / 
International Office / Academic Dept / Registrar Dept.
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Forward to Department Head concern – 1 Level up (KPI-take 
action within 1 working day).  Inform student the date of outcome

Student Feedback / complaint process received

SCU to Investigate Feedback / 
Complaint (KPI -1 working day to submit 
to concern dept)

Update KPI Document Control 
Form – Grievance Process
(Document Name: KPI Document 
Control Grievance Process 
Document ID: F-SCU-008
Version: 1.1 Date: 18 Mar 2010

Recommend external party‘s 
assistance.

Inform Student

HOD starts investigation and finds solution–(HOD - College/High 
School / Registrar / International office /Student Care Unit) 
Approx. 1 to 3 working days depending on type of concerns.

Escalate concern to Board of Director 
(BOD). KPI Approx. 1 to 3 working for 
special case. Otherwise to be discuss 
during regular BOD 

Inform SCU solution

Case Valid Complaint

Resolved with 
student?

Not substantiated

Escalate concern to Student 
Grievance Committee (SGC). KPI 
Approx. 1 to 3 working for special 
case. 

Resolved with 
student?

Closed

Resolved with 
student?

Closed


