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I. INTRODUCTION 

The Deanship of Students has its doors open for students to express their concerns and situations. 

The Dean of Students or his representative immediately attend to situations or complaints that are filed 

related to the service offices, employees, faculty or students.  

 
This document presents the right ways to establish a formal complaint in case the situation 
cannot be addressed immediately and informally. This procedure applies to all officially enrolled 
students. It is established to address the claim or complaint when a student considers that a fault or 
violation of his rights related to the services, processes, or by an associate of the Institution has been 
committed against him. 

The  procedure  begins  with  the  filing  of  a  claim or  complaint  and  ends  with  the  determination 

made in the case. 

 

II. DEFINITIONS 

Employee: any person employed or hired part-time or full-time by the SUAGM, which includes faculty, 

administrative staff, management, lecturer, researchers, and any other position that arises from the 

SUAGM Manuals, Regulations, Statutes and Policies on a regular or transitory basis. 

Investigative Committee: persons who will conduct the investigation and issue a report to the Dean  

of   Students  or  other   staff   related   to   the    facts. The   committee  will  be  composed of  three (3) people 

of which two (2) will be representatives from the Deanship of Students, one (1) professional 

counselor  and  one (1)  representative  from  the  Office  of  Human  Resources. 

 
Student: any person officially enrolled in the courses within the academic offer. 

 
Virtual       Space: This  includes  the  "Blackboard"  platform  and  all  those  tools  that  are  provided           by 
the Institution and are available for communication with students. 

 
Facilities: the areas within the perimeter of the campus and the places where the official 
activities sponsored by the Institution are held. 

 
Investigation: procedure that has been initiated to obtain information that can clarify a 
complaint that has been presented, and for which an Investigative Committee has been 
assigned in accordance with the institutional rules and regulations. 



 

 

Student complaint: a student’s oral and/or written expression presented to the Dean of Students 
or his representative regarding a situation that affects the rights of the complainant. 

 
Complainant: person filing the complaint. 

Defendant: person or persons against whom the complaint is filed. 

 Politics: The Ana G. Méndez University System and the Ana G. Méndez University written         
expression  on  a        specific  topic  that   informs  the  rules  and  guidelines  for  its  orientation,  management,  
and solution. 

 
Student        Regulations Manual:   document  that  contain  the  rules  of  institutional  order  that  apply  to 
officially enrolled students. 

 
Witness: person who declares to have knowledge of the facts contained in the complaint. 

III. PROCEDURE 

 

    Complaints  related  to   student or academic services 

The complaint is filed with the Dean of Students or his representative within ten (10)  business  

days  since  the situation occurred. The student can file the complaint verbally or in writing. The 
complaint must contain a short explanation of the facts and allegations, the date, physical place, or 
virtual space where they occurred, the name of witnesses and the signature of the complainant. 

 
If the complaint is filed orally, the representative of the Dean of Students or his representative 
create a record that includes the name of the complainant, the facts that support the allegations, 
persons involved, witnesses, the complaint date, and any other relevant data. If the 
complainant refuses to sign it, the person handling the complaint will document it in the 
report. 

 
The Dean of Students or his representative may resolve the complaint informally by meeting 

with the parties to dialogue with them about the situation p. resented and seek a conciliatory 

solution. 

If the complaint is not resolved through a conciliatory solution, the Dean of Students will 
coordinate the appointment of the Research Committee with the Human Resources Director 
of the campus. The committee is responsible for conducting interviews with the 
complainant, defendant, and the other persons involved and offering them equal 
opportunity to present the facts. It also has the authority to request documents and 
information related to the complaint. The committee must also review and analyze the 
evidence that supports or refutes the facts. If from the same Investigation a possible 
violation of institutional norms arises, the case will be discussed under the existing 
regulations. 



 

 

 

The  Investigative  Committee  minutes  must  be  signed  by   the  declarants. If  the person  refuses  
to  sign  the  statement resulting  from  the  interview, the committee must include a note indicating 
that the respondent refused to sign the interview. The notes of all communication  between  the  
Committee and the witnesses should be part of the record. 

 
The committee must complete the investigation and submit a report to the Dean of Students 

within fifteen (15) business days after it has been submitted. 

 
The Dean of Students will evaluate, with the campus  Human Resources Director, the committee’s 

report and issue his determination, which will be notified to the complainant and the 

defendant. The notification shall be given by written communication through registered  

mail  with  acknowledgement  of receipt no later than ten (10) working days. 

 
In appropriate situations, disciplinary and corrective measures will be taken, which will depend 

on the outcome of the investigation and the applicable regulatory provisions. 

 
If the student does not agree with the determination made, the student may request a 

written appeal to the  Vice-Chancellor (CEO) within ten (10) business days after the date on which 

the determination is issued. The letter of appeal must state the reasons why the student 

disagrees with the ruling. 

 
The Vice-Chancellor (CEO) will issue his resolution no later than fifteen (15) working days. 

The determination shall be informed to the complainant by written communication through 

registered mail with acknowledgement of receipt. The decision of the Vice-Chancellor (CEO)  

will be final and unappealable. 

 
Complaints related to sexual harassment, sexual violence, sex discrimination, sexual orientation 
or gender identity 

 
If the complaint is related to sexual harassment, sexual violence, sex discrimination, sexual 
orientation or gender identity, must refer to the UAGM Sexual Harassment Policy.  

 
 Complaints related to faculty 

If the student considers that his or her rights have been  affected  by  a  faculty  member,  the Dean of 

Students or his representative will refer in writing  the situation to the Academic Dean or his 

representative to which the professor belongs. 

 

Complaints related to an employee 

If the student files a complaint against an employee, the Dean of Students or his 



 

 

representative will write to the director of Human Resources of the campus for the 

corresponding procedure for the investigation. 

    Complaints related to another student  

If the student files a complaint against another enrolled student, must refer to the 

provisions and procedures  established  in the Student  Regulations Manual, Article IX 

of  Disciplinary Procedure. 



 

 

 
 

IV. GENERAL PROVISIONS 
 

• The complaint filing form is available on the institutional website under the Student Life section, 

Student Services. The employee who receives the form must immediately refer the complaint to 

the Dean of Students or his representative. 

 

• The committee shall keep the information confidential and act objectively and impartially. It is 

important to ensure that witnesses and the complainant are part of the investigation 

process and not victims of retaliation for the complaint that is filed. 

 

• If  the  complainant  decides  not  to  participate  in  the  investigation or decides to withdraw 

from it, the investigative process will continue to the end. The complainant's lack of interest 

as well as the available evidence will be  considered. 

 

• The investigation process  is  an  informal  and  administrative  one, therefore the parties are 

not allowed to be represented by lawyers or legal representatives. 

 

• The committee shall take minutes of its meetings and maintain a file where it shall compile 

all the information obtained in the investigation and the determinations made. 

 

•  The file shall be a separate file from the personnel file. 

 

• When the evidence collected does not allow a determination to be made, preventive 

measures will be taken. 

 

• If the evidence collected requires a disciplinary action, a copy of the final determination 

will be included in the employee record. 

 

• The procedure for filing complaints and appeals is subject to the working days fixed therein. 

 

V. FORMS 

1. Complainant's Report 

1. Defendant’s Report 

https://universidadturabo.wufoo.com/forms/m100gul21fs2psi/
https://universidadturabo.wufoo.com/forms/m3z3a3a17vi0fj/

