POLICY ON STUDENT
OMBUDSMAN PROCESS

Department responsible : Approved by :
General Administration

Director general

Effective date : Amended :
April 5, 2016

References :
Resolution CC no 2015/16-38

1. GENERAL PROVISIONS
1.1 objective The present Policy outlines the procedures to be followed for the

examination of complaints from students of the Kativik
llisarnilirinig or their parents. The procedure will focus on solving
problematic situations in a mutually agreeable manner. It is
understood that all individuals involved in this process will
interact respectfully at all times and will maintain the
confidentiality of the individuals involved.

2. LEGAL FRAMEWORK
2.1 application The present Policy will be governed in its application by an Act

respecting access to Documents held by Public Bodies and the
Protection of Personal Information (CQLR, c. C-65.1).

3. DEFINITIONS

In the present Policy, the following words are defined as follows :

3.1 complainant A student of the Kativik llisarniliriniq or his parents.
3.2 complaint A notice, verbal or written regarding the dissatisfaction of one or

several students from the School Board or their parents regarding
the services offered or received;

3.3 student An individual designated by the Council of Commissioners and
ombudsman mandated to receive, investigate and give an opinion on the
merits of a complaint and to recommend, if required, any

appropriate corrective measures.
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4.6 written complaints

Only the student concerned or his parent may make a complaint.
Anonymous complaints will not be considered. The identity of the
complainant will be verified.

It is expected that, prior to submitting a complaint, the
complainant will have made attempts, in good faith, to resolve
the issue with the person who made the decision.

The recipient of the complaint must at all stages, be provided
with all pertinent information relating to the complaint. Concerned
parties will be given the opportunity to present their observations.

The complainant has the right to be accompanied by the person
of his choice at any stage of the complaint examination procedure.

The complainant may receive assistance from the Associate
Secretary General or the Student Ombudsman in making his
complaint or in any step related to the complaint.

Only written complaints will be responded to in writing.

COMPLAINT EXAMINATION PROCEDURE

5.

5.1

FILING OF A COMPLAINT

filing of a
complaint

All complaints must be made as follows:

a) The complaint concerning the staff of a School or Centre
must be directed to the School Principal or Centre
Director. Should the complainant be dissatisfied with the
handling of his complaint or its outcome, he may forward
his complaint himself to the Director of School operations
or request that it be forwarded by the Associate Secretary
General;

b) The complaint concerning a Principal or Centre Director
must be directed to the Director of School Operations;

c) The complaint concerning a Board-level Department or its
staff must be directed to the Director of said department.
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5.2

5.3

6.1

6.2

6.3

alternative Should the complainant be dissatisfied with the handling of his

in case of complaint as per 5.1 or its outcome, he may forward his complaint

dissatisfaction himself to the Director General or his delegate or request that it
be forwarded by the Associate Secretary General.

other alternative Should the complainant be dissatisfied with the handling of his
in case of complaint or its outcome at each level, the complainant can
dissatisfaction address a written complaint to the Associate Secretary General.

ADMISSIBILITY OF THE COMPLAINT AND PROCESSING PROCEDURES

admissibility Upon receipt of the written complaint, the Associate Secretary
General shall ensure that due process, as defined in Section 5 of
the present Policy has been followed, that the complaint was
made by the student concerned or his parent, and that the
complaint pertained to services offered by or received at the
School Board.

complaint If the complaint is deemed admissible, the Associate Secretary

meets preliminary General will determine whether the complaint meets preliminary

conditions conditions to be sent to the Student Ombudsman.

notice of Associate Secretary General will inform the concerned parties that
filing a complaint a complaint has been submitted.

STUDENT OMBUDSMAN

7.

7.1

7.2

7.3

7.4

INTERVENTION OF THE STUDENT OMBUDSMAN

alternative A complainant dissatisfied with the handling or the outcome of

in case of his complaint may refer his complaint to the Student Ombudsman.

dissatisfaction Such complaint should be made in writing. However, a preliminary
verbal request will also be accepted.

processing Upon receipt of a complaint, the Student Ombudsman will

of a written communicate with the Associate Secretary General to verify that

complaint the complainant has exhausted the remedies provided for in the
present Policy.

intervention of Notwithstanding the above, the Ombudsman may take up a
the Ombudsman complaint at any stage if he considers that intervention is
necessary to prevent the complainant from suffering a prejudice.

dismissal The Student Ombudsman may, upon summary examination of the
of complaint complaint, dismiss it, if in his opinion, it is frivolous, vexatious or
made in bad faith.
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7.9

8.1

8.2
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The Student Ombudsman may refuse or cease to examine a
complaint if he has reasonable cause to believe that intervening
would clearly serve no purpose or if the length of time having
elapsed between the events that gave rights to the dissatisfaction
of the complainant and the filing of the complaint makes it
impossible to examine the complaint.

The Student Ombudsman must refuse or cease to examine a
complaint upon becoming aware or being informed that the
complaint concerns a serious fault committed by a teacher in the
exercise of his functions or an act derogatory to the honor or
dignity of the teaching profession for which a complaint has been
filed with the Minister of Education, Leisure and Sports under
Section 18 of the Education Act for Cree, Inuit and Naskapi Native
Persons. In such cases, the Student Ombudsman will inform the
complainant and the Associate Secretary General.

The Student Ombudsman may require the cooperation of any staff
member of the School Board whose expertise is considered
necessary to the examination of the complaint. He may also, with
the authorization of the Council of Commissioners, call on an
outside expert.

Within 45 days after the complaint is received, the Student
Ombudsman must give the Council of Commissioners an opinion
on the merits of the complaint and, if required, recommend any
appropriate corrective measures. Within the same delay, a copy
of said opinion and recommendations, if any, must be given to
the Associate Secretary General and to the complainant.

The council of Commissioners will inform the complainant, without
delay, of any action to be taken with respect to recommendations
made by the Student Ombudsman.

FINAL PROVISIONS

confidentiality

Every person involved in the process must ensure that complaints
are handled in a confidential manner and that there is no form of
retaliation against a complainant who exercised his rights in
accordance with the present Policy.

processing All complaints will be handled by the School Board in accordance
with the Act Respecting Access to Documents held by Public
Bodies and the Protection of Personal Information.
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8.3

8.4

8.5

8.6

conflict of
interest

annual report

The Student Ombudsman must declare to the Council of
Commissioners if, in any particular case, he is in real or perceived
conflict of interest. In particular, it must be declared if there is a
personal or business relationship with a person involved in the
complaint, other than their business relationship through the
School Board. In such cases, the complaint will be referred to the
Substitute.

By October 1st, the Student Ombudsman must provide the School
Board with an annual report, covering the previous school year,
stating the number of complaint referrals received and their
nature, the corrective measures recommended, if any, and any
action taken. No names of individuals or schools/ centres or other
information that may identify a person or a school/centre will be
reported publicly.

complaint At the beginning of each school year, the students and their
examination parents shall be informed of the present complaint examination
procedure procedure. The School Board will make the Policy available on the
School Board website along with the contact information for the

Student Ombudsman.
commencement The present Policy comes into force the day of its adoption by the

date Council of Commissioners.
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*  Suggested form
To be filled with the Assistance of the Associate Secretary General or the Student
Ombudsman

REQUEST FOR INTERVENTION BY THE STUDENT OMBUDSMAN
FOR KATIVIK ILISARNILIRINIQ

Notwithstanding the duty to respect the confidential nature of your personal information, you hereby
authorize Kativik llisarniliriniq’s Student Ombudsman, its employees and representatives to obtain and
use personal information pertaining to you and communicate such information to persons to whom it
deems necessary to do so, in order to investigate and/or process your request.

If, at the end of this process a recommendation is issued, it will be forwarded to you in writing and
copies will also be forwarded to the Associate Secretary General and the Council of Commissioners, the
responsible body entrusted by law to follow-up on any opinion given on the merits of the complaint
and, if any, the corrective measures recommended by the Student Ombudsman.

__________________________________________________________________________________________|
1. PETITIONER’S ADDRESS & OTHER INFORMATION (MANDATORY)

Student Information : (Please print)

Family name : First name:
Name of School:
Permanent code : Level :

@  —
Family name : First name:
Relationship to student : FATHER 1 MOTHER [0 LEGAL GUARDIAN [
Adress :
City : Postal Code :
Telephone : Home: Work:

Fax: Cell:
E-mail:

N.B.: If your request concerns other persons, it is important that you also submit these persons’ names, phone numbers, and
addresses. If more space is required, please attach a separate sheet.

2. PRELIMINARY QUESTIONS

2.1 Have you registered your complaint with the school board?
J YES 0 NO

2.2 Have you spoken with any of the following:

O Teacher O Principal O Vice-Principal
[J Associate Secretary General

[ Assistant Director General

[ Director General

2.3 Have you lodged a written complaint to the Associate Secretary General?

L] YES 0 NO
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PLEASE DESCRIBE YOUR COMPLAINT

PLEASE DETAIL ALL STEPS TAKEN TO DATE IN ORDER TO TRY TO RESOLVE THIS
PROBLEM.

LIST THE NAMES OF ALL REPRESENTATIVES WITH WHOM YOU HAVE DEALT WITH TO
DATE WITH REGARD TO THIS SITUATION. PROVIDE TITLES, PHONE NUMBER AND
WORK ADDRESS (IF YOU KNOW THEM). ALSO CONFIRM IF YOU CONTACTED THE
COMMISSIONER OR THE CHAIR OF THE COUNCIL OF COMMISSIONERS

PROVIDE A COPY AND LIST BELOW ALL RELEVANT CORRESPONDENCE AND
DOCUMENTS.

HOW WOULD YOU LIKE TO SEE YOUR COMPLAINT RESOLVED?

SIGNATURE DATE

YOU MAY SUBMIT YOUR REQUEST TO: The Associate Secretary General
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