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Policy
Automotive Training Centre  is committed to resolving student concerns in a manner that is fair, transparent, timely, and consistent with the principles of natural justice.
Students who file a complaint or participate in a dispute resolution process will not be subject to any form of retaliation by the institution at any time. No fees will be charged for the submission, processing, or reconsideration of a student complaint.
Students may be represented by an agent or a lawyer at any stage of the dispute resolution process. Scope
This policy governs complaints from students regarding any aspect of Automotive Training Centre ’s operations, including instructional quality, services, staff conduct, or academic decisions (e.g., grades, attendance, program progression).
Informal Resolution (Optional)
Students are encouraged to attempt to resolve concerns directly with the individual(s) involved, when appropriate and safe to do so. Informal steps are optional and are not required before initiating a formal complaint.
Formal Complaint Submission
If the matter is not resolved informally—or the student chooses not to pursue informal steps, the student may file a written complaint.
The written complaint must include:
· Student’s full name and student ID
· Program and intake
· Contact information
· Description of the concern, including dates, names, events, and supporting documentation
· Desired outcome
Written complaints should be submitted to info@autotrainingcentre.com
If the Campus Director is unavailable or named in the complaint, the submission must be directed to the President a neutral alternate decisionmaker: surrey@autotrainingcentre.com




Complaint Handling Process
Step 1: Acknowledgement & Meeting (within 5–7 school days)

Student Services will arrange a meeting between the student and the Campus Director, unless the Director is named in the complaint, in which case the meeting will be with the Director of Operations.
Step 2: Investigation
The decision maker will conduct any necessary inquiries, including interviewing relevant parties and reviewing evidence.
Step 3: Written Determination
After investigation, the student will receive a written decision, including:
· The determination (substantiated / not substantiated / substantiated in part)
· Reasons for the determination
· Any actions to be taken
· Reconsideration information
Step 4: Reconsideration
If the student is not satisfied with the decision, they may request reconsideration in writing.
[bookmark: _GoBack]The Campus Director will forward the full case file to the President , who will conduct a secondary review. If the President  is serving in the first review role, then the full case file will be forwarded to the Senior Education Officer for the secondary review. If the matter is academic (grades, academic standing, academic integrity), the Senior Education Administrator (SEA) will participate in the reconsideration.
Step 5: Final Institutional Determination
The institution’s final decision will be issued in writing within the original 30-day window (not extended).
Delivery of Documents
All written decisions, reasons, and notices will be provided:
· In person, or
· By email, or
· By registered mail
Record Keeping
A copy of the written decision, reasons, and supporting documentation will be kept in:
· The institution’s complaint file, and
· The student’s file, consistent with PTIRU standard practice.

Regulatory Option (PTIRU)
If, after exhausting the Automotive Training Centre  dispute process, the student feels the institution has misled them regarding a significant aspect of an approved program, they may file a complaint with the Private Training Institutions Regulatory Unit (PTIRU): https://www.privatetraininginstitutions.gov.bc.ca.
Complaints must be submitted within one year of:
· Completing the program
· Withdrawing from the program
· Being dismissed from the program
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