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POLICIES AND PROCEDURES 
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I. PURPOSE 
 

Federal regulations require colleges/universities to maintain an account of the student 
complaints it has received.  To comply with this request, Des Moines University has 
developed an appropriate and consistent model to define complaints and related 
procedures. 
 

II. SCOPE 
 

This policy applies to all programs and colleges at Des Moines University.  
 
III. POLICY 
 

To maintain an accurate and consistent record of student complaints, Des Moines 
University will record the following types of complaints in its official record: 
 

1. Complaints made formally in writing according to the “Complaint Policy” defined 
in the Student Handbook; 

2. Complaints of violations of the Professional Integrity Code and Codes of Conduct 
for each profession; 

3. Complaints of harassment/discrimination. 
 

Student complaints related to an Academic Program will be retained in the Academic 
Program Director’s or Dean’s Office.  All other complaints related to University Matters, 
Professional Integrity Code and Codes of Conduct will be maintained in the Office of 
Student Affairs.  Complaints related to harassment/discrimination will be retained by the 
Chief Compliance Officer.  Data points available will include the date that information 
regarding the complaint was submitted, the nature of the complaint, the steps taken to 
resolve the complaint, the university’s final decision regarding the complaint and any 
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external actions initiated by the student to gain resolution to the complaint.  Complaints 
will be maintained for a period of at least three years after closure of the grievance.  
Complaints related to FERPA will be maintained permanently. 
 

IV. PROCEDURES 
 

All complaints that meet the definition outlined in this policy shall be reported to Student 
Affairs or the Academic Program, as applicable, as soon as possible.  Complaints 
addressed initially by faculty members and/or the Integrity Committee shall be reported 
to the Conduct Officer for institutional record keeping.  Information should conform to 
the reporting standards defined in this policy.   
  
Des Moines University has developed an appropriate and consistent model to define 
student complaints and related procedures for both on-campus and distance learning 
students. This procedure shall not apply to proceedings taken pursuant to the 
"Misconduct Penalties/Disciplinary Sanctions” section of the Student Handbook or any 
other provisions of the Student Handbook which includes a specific procedure for review 
or which states that no further review is available.  

 
STUDENT COMPLAINT PROCEDURE RELATED TO AN ACADEMIC 
PROGRAM  
 
If a student wishes to register a formal complaint related to an academic program, the 
student must submit a written complaint to the Program Director to include the following 
information:  
 
Student Identification  

• Full Name  
• College/Class Year  

 
Basis for Complaint  

• Concise statement of the complaint.  
• Specific basis for the complaint to include a reference to the section of this 

Student Handbook, any other published policy of the University, or other 
procedure that the student believes has been violated, misinterpreted, unfairly 
applied.  

 
Presentation of Supporting Evidence  

• Documentation: This may include documents, written statements from other 
individuals, chronological lists of events or other types of factual information to 
support the complaint.  

• A statement of opinion by a student and/or other individuals in support of the 
complaint. This may include extenuating circumstances pertinent to the 
complaint.  

 
Statement of Specific Changes Requested  
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• The student shall submit a concise statement of the relief requested.  
• The student shall provide an explanation of why the relief requested is appropriate 

under the circumstances.  
 

If the complaint is regarding the Program Director, the complaint should be directed to 
the appropriate Dean’s Office. Upon receipt of the formal written complaint, the 
respective Program Director, within seven (7) business days, will respond to the 
individual about appropriate due processes for investigating the complaint.  The Program 
Director will notify the complainant in writing of the disposition of the complaint.  If the 
student is not satisfied with the Program Director’s response to the complaint, the student 
may then elevate the complaint by communicating in writing to the appropriate individual 
(COM: Associate Dean for Graduate Medical Education and Student Affairs; CHS: 
Associate Dean; CPMS: Dean) within seven (7) business days of the receipt of the 
response from the Program Director.  
 
The individual outlined above will forward their recommendation to the Dean of the 
College for review. If the complaint challenges a program's academic policy or procedure 
and the individual outlined above is unable to resolve the complaint independently (or 
with the appropriate faculty member, Course Coordinator/Director and/or system 
faculty), then they shall refer the matter in writing directly to the Dean. The Dean’s 
decision in all cases is final.  
 
STUDENT COMPLAINT PROCEDURE RELATED TO UNIVERSITY 
MATTERS  

 
If a student wishes to register a formal complaint related to University matters, the 
student must submit the following in writing to the VP for Enrollment Management and 
Student Affairs, within seven (7) business days of the date on which the incident occurred 
or became known:  
 
Student Identification  

• Full Name  
• College/Class Year  

 
Basis for Complaint  

• Concise statement of the complaint.  
• Specific basis for the complaint to include a reference to the section of this 

Student Handbook, any other published policy of the University, or other 
procedure that the student believes has been violated, misinterpreted, unfairly 
applied.  

 
Presentation of Supporting Evidence  

• Documentation: This may include documents, written statements from other 
individuals, chronological lists of events or other types of factual information to 
support the complaint.  
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• A statement of opinion by a student and/or other individuals in support of the 
complaint. This may include extenuating circumstances pertinent to the 
complaint.  

 
Statement of Specific Changes Requested  

• The student shall submit a concise statement of the relief requested. 
• The student shall provide an explanation of why the relief requested is appropriate 

under the circumstances.  
 

The VP for Enrollment Management and Student Affairs will address and resolve the 
complaint. 

 
STUDENT COMPLAINT PROCEDURE RELATED TO ACCREDITATION 
MATTERS 
 
Des Moines University maintains a public webpage with contact information for its 
regional accreditor, the Higher Learning Commission, as well as applicable 
programmatic accreditors.  Students may file complaints related to violations of 
accreditation standards with the applicable accreditor.  The webpage on accreditation 
contains all contact information.  
 
STUDENT COMPLAINT INFORMATION TO CONTACT STATE 
REGULATORS 
 
In Iowa, students may file a grievance against an institution of higher education through 
the Iowa College Student Aid Commission.  A form is available on their website.  
 
DISTANCE LEARNING COMPLAINT PROCESS FOR OUT OF STATE 
STUDENTS 
 
Students residing outside of the state of Iowa while attending DMU who desire to resolve 
a grievance should follow the University’s student complaint procedures as outlined.  
However, if an issue cannot be resolved internally, a complaint may be filed with the 
student’s home state. The student grievance contact information for individual states 
includes phone numbers, emails or links to state education agencies and is available on 
DMU’s website. 

 

https://www.dmu.edu/about/accreditation/#program-accreditations
https://www.iowacollegeaid.gov/content/constituent-request-review
https://www.dmu.edu/about/consumer-information/states/

