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Al-Mustaqgbal University

College of pharmacy

Students complains:

Each student has the right to submit any complaint if they are dissatisfied with the quality of
service provided by the college, whether the complaint is related to academic or non-academic
aspects. Once the student submits the complaint, its seriousness will be verified, and malicious
or anonymous complaints will not be considered.

The college aims to provide its services at the highest level and therefore encourages students
to submit any complaints to seek resolution and minimize any negative impact on students'
lives at the college.

The mechanism for handling student complaints includes obtaining feedback from students
about the services provided by the college. This process is considered an important source for
improving the services provided by the college to its students. Faculty members are invited to
collaborate with students, examine their complaints, and respond to any outcomes resulting
from the investigation of these complaints.

The college must have an administrative system within its organizational structure, and it is
supervised by the Student Affairs Department of the college. This system ensures:

1. Prompt resolution of student complaints.
2. Complete confidentiality of complaints.
3. Students not being harmed due to their complaints.

4. Handling of complaints by the Student Complaints Committee chaired by the Assistant Dean
for Administrative Affairs and consisting of a faculty member. The cases referred to it for



consideration or appropriate action are presented to the Student Affairs Committee on a
permanent basis.

Time Limit:

Complaints must be submitted as soon as the problem occurs, except for some special cases
depending on the nature of the problem. Complaints must be submitted at the earliest
opportunity to one of the members of the Complaints Committee or placed in one of the
complaint boxes located in the scientific and administrative departments of the college after
filling out the complaint form obtained from the Complaints Office or from the college's
website or Quality Assurance Unit.

Compliance with this timeframe is required except during student evaluations, examinations, or
vacations of the faculty members of the college. If the complaint investigator believes that it
requires more time for examination, they must provide the student with a written report
justifying the delay.

The Student Complaints Committee's responsibilities include:

1. Receiving, registering, and directing student complaints for resolution, as well as monitoring
the procedures followed to resolve them according to the attached plan.

2. Compiling statistics at the end of each semester about the areas of complaints and
submitting them to the Assistant Dean for Administrative Affairs for guidance in improving the
performance systems of educational programs and related services.

3. Establishing a record of student complaints where the contents of the complaints, the date of
receipt, and the follow-up of their resolution procedures are documented according to the
attached model.

4. Taking necessary actions to resolve complaints, ensuring that in cases requiring approval of
the College Council, the Committee is authorized by the College Council to take actions to

resolve the problem without waiting for the Council meeting to expedite the handling of
complaints.

5. Compiling statistics on student department complaints at the end of each semester and
preparing a report on the actions taken to resolve them, and submitting them to the Assistant
Dean for Administrative Affairs for guidance in developing systems and policies to improve the
performance of the educational programs and related services provided by the department.

6. Informing the student of the response to their complaint within five working days. In cases
requiring approval of the College Council, the student is informed of the proposed resolution of
the problem upon proposal, and they are informed after its approval and adoption by the



relevant councils. In the latter case, the notification period depends on the speed of the
student submitting their complaint.

The additional role played by the Student Complaints Committee includes the following points:

Monitoring the procedures for dealing with student complaints and providing an annual report
on them.

Providing various advice and guidance to students on how to submit complaints.
Providing advice, guidance, and training for complaint coordinators on how to deal with various
problems.

Holding regular meetings for the coordinators to discuss problems among students at the
college and how to solve these problems and the best practices for dealing with them.

Ensuring that the scientific departments of the college collaborate with the investigators and
accept the results of the investigations in the initial stage. The Dean's Assistant responsible for
writing a report to the Dean of the College about cases where such cooperation does not occur.

The role of the complaint coordinator includes the following points:

A complaint coordinator has been assigned for each scientific department to deal with student
complaints and acts as a liaison between students and faculty members in the department.
They provide advice related to how to handle student complaints.

They examine initial complaints and supervise the implementation of any results of the
investigation in coordination with the faculty members of the scientific department.

They are involved in second-stage investigations in coordination with the Vice Dean for Student
Affairs.

They compile all unofficial complaints and include them in the annual report prepared by the
Assistant Dean for Student Affairs.



Methods of Submitting Complaints and Suggestions and Dealing with Them:
Student complaints are received through:

The Dean of the College.
The Assistant Dean for Administrative Affairs.
The Complaints Box.

The procedure for submitting complaints includes the following guidelines and steps:

Criteria for Submitting Complaints

A complaint is an expression of dissatisfaction with any aspect of the services provided to
students by the college. Complaints may relate to the following: deficiencies in administrative
procedures; deficiencies resulting from non-compliance with educational obligations and
regulations or other services provided by the college; and deficiencies in making a decision
within a reasonable timeframe.

Complaints cannot be made about any academic decisions made by the college. Dissatisfaction
with such matters can be addressed within the framework of separate appeal procedures.

How Does the College Utilize Student Feedback to Improve its Services?

The college values student feedback to enhance the services provided to them. Therefore,
before making formal complaints, you should consider other ways to express your opinions.
Student union committees, for example, where student representatives can assist you, are
available. Also, informal procedures can be considered to try to resolve your complaints. A
complaint becomes formal when submitted to academic leaders (college dean or assistant dean
for administrative affairs) or to the Student Complaints Committee.

Before Submitting Your Complaint:

Your complaint cannot be anonymous. If you have a complaint, you must submit it yourself, not
by anyone else. If you mention the names of other individuals in the complaint, they have the
right to know what is being said about them as soon as possible, and the complainant's identity
must be disclosed. The sensitivity of the complaint will be taken into account by the person
handling your complaint from the Complaints Office. You will not be discriminated against or
suffer any consequences as a result of submitting the complaint.

You should not expect that the complaint will always result in outcomes that satisfy you. The
provision of some services may depend on resources, policies at the college level, or even at
the national level. However, each complaint will be carefully considered, and you will be



informed of the reasons for any decision made. There are also mechanisms for submitting
another appeal if you are still dissatisfied.

Complaint Submission Procedures:

How to Submit Your Complaint:

There are several steps to filing complaints, as outlined below:
Step 1: Approach the Student Complaints Box

- It is important to submit your complaint as soon as possible and reasonably after the problem
occurs. This will enable the problem to be classified for entry into administrative resolution
procedures as quickly as possible. It may be difficult to rectify matters to their proper state due
to delays in lodging complaints.

You can seek advice from the Complaints Committee if you do

not know how to submit a complaint, or if you are unable to resolve the complaint informally,
or if you are reluctant to approach the responsible person(s) for any reason.

Possible resources for assistance include: the program coordinator, faculty member, student
program representative, student union, Student Care Unit, or Complaints Office.

Step 2: If you are still dissatisfied after taking the initial steps or after contacting the direct
responsible party, speak to the department head or the service provider. Informal resolution of
the complaint may be possible.

Step 3: If you are unable to resolve your complaint informally through discussion and
clarification, you may file a formal complaint with relevant senior officials or through the
Complaints Committee. The formal complaint must be submitted in writing. You can obtain a
complaint form from the Complaints Committee (there is a responsible person in each
department). Alternatively, you can provide the following details in a letter placed in the
department's complaint box:

- Nature of your complaint.

- Any actions or steps you have taken to resolve the complaint or any actions you know have
been taken by the college.

- What you expect to be done to resolve your complaint.

You can expect a written response to your complaint within five working days of its receipt.
You can expect to be informed if there is any significant delay in reaching a conclusion
(resolution) regarding your complaint.



If the person handling your complaint believes it is best addressed by another person or should
be handled within the framework of some other procedures, you will be informed accordingly.

Your complaint will be investigated as soon as possible within the available resources.

You will be informed of the investigation results and any necessary actions to be taken. For
example, your complaint may be referred to the Student Affairs Committee for a decision.

You may receive an apology or clarification on how systems can be improved in the future. If
the college decides not to take any further action, you will be notified of the reasons.

If You Remain Dissatisfied:

If you remain dissatisfied, you must specify the reasons for your dissatisfaction in writing and
send them to the Complaints Committee. The Complaints Committee, consisting of faculty
members, will review your complaint and provide recommendations. The committee may
support responding to your complaint. The administrative officer may request additional data.

(Resolving complaints may require external review, where they are escalated to the University
President's Office).

Appealing the Course Evaluation Outcome:

In case of a complaint regarding the outcome of a course evaluation, the college establishes
guidelines for re-evaluating the course, allowing for regrading or reevaluation based on the
answer sheets prepared by the examiner.

The College Council is responsible for assessing the

objectivity of the complaint and selecting the reviewer to ensure transparency. It also has the
authority to choose more than one reviewer, all in accordance with the recommendations of
the Education and Student Affairs Committee and the rules set by the university administration.
You will be notified of the results of the review as soon as the decision is approved by the
College Council.

The complaint must be identified, and anonymous complaints will not be
considered.

The student will be notified of the response to their complaint within five days.

In cases requiring approval from the department or college council, the student will be
informed of a proposed resolution to the problem suggested by the department head under
delegation, and they will be notified after it is approved and endorsed by the relevant

specialized councils.

In the latter case, the notification period depends on how quickly the student submits their



complaint.

The student will be informed of the council meeting schedules.



