SHELTON COLLEGE INTERNATIONAL
(Registered with Ministry of Education, Singapore)

STUDENT GRIEVANCES

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.

Student Feedback / complaint process received

v

SCU Investigate Feedback / Complain

Investigate Feedback / Complain (KPI -
> 1 work day to submit to concern dept)
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Forwarded to concern Department Head - 1 Level Up (KPI - take action within 1 working day)
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Address concern through counseling / mentoring by HOD
(Approx.1 to 3 working days depending on type of concerns)

—> Not Resolved

Escalate concern to Committee Member (HOD of College or

High School / Registrar Dept / International Office Manager /
Resolved ¢ Student Care Unit)-KPI — Approx 1 to 3 working days to address
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HOD to inform SCU the Implemented
Corrective Action (Doc Name: Student Resolved ?
Grievance-complaint & Feedback Doc ID: B-

ACUNI-006 & F-001/ B-ACHS-011 & B- A
ACHS-007)
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Update KPI Document Control
Form - Grievances Process
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(Document Name: KPI Document
Control Grievance Process
Document ID: F-SCU-008
Version: 1.1 Date: 18 Mar 2010
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End

Document Name: Student Grievances Process Document ID; B-SCU-007

Escalate concern to Board of
Directors (KPI Approx. 1 to 3 working
days rec’'d from Committee Member)
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Not Resolved
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Counsel student to find alternative
plans to resolve

Version: 1.0 Date: 11 Jan 2010



