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COMPLAINT RESOLUTION POLICY

Policy Intent:

PIMT strives to provide you with the highest quality training available. Our staff have been carefully
selected and trained to provide a professional, caring environment. Should we fall short of our goals we
want you to let us know. Our staff is available to review and discuss any concerns you have and are ready
to provide you with assistance.

The Complaint Procedure is designed to provide students with two processes, Informal and Formal, to
resolve any concerns. Students are encouraged to address any concerns immediately with the staff
member involved.

We encourage you to follow the steps as outlined in the following Complaint Resolution Policy if you have
any concerns. Please do not let a minor problem develop into a major one. “HELP US TO HELP YOU.”

Students making a complaint are entitled to make oral submissions. Students are allowed to have a person
present with them at all stages of the complaint and resolution process. Students also have the right to
have this person make the verbal submission on his or her behalf.

Informal Complaint Process:

Should you have any problems or concerns during your training we encourage you to discuss them
promptly with your instructor. If you require additional assistance, your instructor will approach or direct
you to the staff member who will be able to help you. If for any reason the matter is not resolved, you
should follow the Formal Complaint Process.

Formal Complaint Process:
In the event of an unsuccessful resolution to your informal complaint, the issue can usually be resolved by
meeting with the Campus Director to review the concern and request a resolution. A meeting will be

arranged with the Campus Director at your request.

1. A Student Complaint Form should be filled out prior to meeting with the Director of the college.
The form is available at your college if you require one.

103-1422 Kensington Rd NW Calgary, AB T2N3P9  www.calgarymassageschool.com  Phone (403) 247-4319



http://www.calgarymassageschool.com/

2. The description of the complaint should be very clear and concise including the nature of the
problem, date of issue or occurrence, name(s) of parties involved (staff, other students, etc.) and
copies of any important information regarding the complaint.

3. The Campus Director will arrange to meet with the student and/or designate within 3 business
days of receiving the written complaint. If a resolution is mutually agreed to, the decision, reasons
for the decision and the implementation plan should be documented on the Record of Complaint
form and signed by both the Director and the student.

4. A photocopy of the Student Complaint form and Record of Complaint form should be put in the
student file and give the original to the student.

*¥*%%%* In a separate file or binder, a copy of the Student Complaint Form, Record of Complaint, and any
relevant supporting documents are to be kept on file for three years.
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Student Complaint Form

Name of Student:
Student Number:

Address: City:
Postal Code: Country:
Telephone: Cellphone:

Student Complaint: (if more space is required attach a separate sheet.)
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What do you want the college to do to resolve the complaint? (If more space is required attach a
separate sheet.)
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