
Written Student Complaint Example: 
 
Original Correspondence from Student 2: 
 
10/12/15 

Good Afternoon,  

I am a student at Palo Alto College.  My name is Student 2 Banner ID # xxxxxxxxx.  I am writing to seek 
help with my enrollment this semester.  I enrolled in 9 hours this semester and received financial aid for 
9 hours.  I enrolled in English II during the regular semester and did not receive any notice that my class 
was cancelled.  I found out when I logged in to prepare for my courses.  I had time enroll in a flex course 
and did so.  I then did not know my flex course had been cancelled until I was contacted by financial aid 
that I needed to pay money back. 

I have spent countless hours on the phone being transferred from one department to another, everyone 
informing me that only another department can fix things.  Financial aid is not able to help either, it is 
someone else’s department to fix my enrollment so that I can enroll in a class.  As it was explained to me 
I have to pay back the funds to financial aid, then go to another department to release me to enroll in a 
class, then financial aid will not give me the funds back so the cost will come from out of my pocket. 

I have gone to the school and obtained a letter from the English department stating that I was never 
informed of the course being cancelled so I could not enroll in another course in time. 

I asked to be scheduled with the Dean, in order to fix this issue and I have heard nothing back from 
anyone.  I just want to attend 9 hours of class and not have to pay out of pocket for something that was 
out of my control to fix ahead of time.  I make really good grades and am committed to my college 
classes.  I am hoping someone I reach out to this time will be able to assist me in fixing this issue so that I 
may still enroll in a Flex II course that fits with my course of study and not have any monetary penalties. 

Please call me at 210-723-2169 or email me so that I can meet with anyone and get this fixed.  Thank 
you for your time. 

Student 2 

 

 

 

 

 

 

 



Sample Log: 

 

Note: This complaint was received via a direct email to the Dean of Student Success. The Dean responded within 24 hours to notify the student 
that the concern had been received and that the Dean was collecting additional information. Within 72 hours, the Dean and Associate Director 
of Financial Aid met with the student to explain the financial aid award process and where the student could locate that information on both the 
website and student information system. However, the department confirmed that the automated email notification system for cancelled 
courses did not function properly for this student, and she was therefore not notified. Because she was not notified, she was not able to add a 
course to replace the cancelled course. The automated system is now fully functional and is complemented by a phone call to the student in an 
effort to address this possible concern for all students. Additionally, funds were located to assist the student with her balance owed since the 
student did not receive a notice of her cancelled class. Finally, the Dean of Student Success also met with the Academic Chair and Academic 
Dean to include statements in the course syllabi regarding financial aid processes and possible balances to educate the students about financial 
aid. Overall, the full resolution of the complaint took 8 calendar days but the student received a response from her initial complaint within 24 
hours and was informed as to the status of her complaint throughout the 8 day time period.  

 


