
Policy and Procedures for Complaints 

Policy A.3.n Complaints. Complaints that reasonably allege instances of noncompliance with CACREP 

accreditation standards and review process by: accredited programs, active applicant programs, 

CACREP Site Team members, CACREP Board Directors, or CACREP staff are investigated in a fair 

and timely manner. 

A. Policy and Procedures for Complaints against Programs. 

1. Complaint Policy 

CACREP expects an accredited program to remain in compliance with all CACREP Standards, Policies 

and procedures throughout its grant of accreditation. Applicant programs must be in compliance with all 

CACREP Standards, Policies and procedures throughout the accreditation review process. Accordingly, 

when CACREP receives a complaint, it maintains an investigative role in which the burden of proof rests 

with the program to demonstrate it is meeting all CACREP requirements. CACREP does not act as a 

mediator or engage in dispute resolution. CACREP also requires accredited programs to have their own 

internal procedures for effectively and promptly resolving complaints. 

a. A complaint must meet the following requirements: 

It is submitted in writing on the Complaint Form. 

• It is signed by the complainant 

• It must identify the name(s) and relationship(s) to the education program of the individual(s) 

initiating the complaint 

• It describes the actions forming the basis of the complaint that directly relate to CACREP 

Standards, Policies or procedures and includes supporting documentation. 

• It describes and includes evidence of efforts to resolve the complaint through the program’s or 

institution’s internal grievance process or indicates reasons that such efforts would not be 

productive. 

• It is submitted to CACREP within 120 calendar days of the last event that is material to the 

complaint in order to assure that the facts and circumstances giving rise to the complaint can be 

ascertained through the investigative process. In its sole discretion, CACREP may consider a 

longer period of time. 

• It includes a release authorizing CACREP to forward a copy of the complaint to the program 

respecting any request by the complainant for confidentiality. 

b.  Anonymous Complaints: Generally, CACREP will not investigate anonymous complaints (i.e., 

complaints in which the identity of the complainant is not known), however CACREP, in its sole 

discretion, may require a program to respond to such a complaint if the identity of the complainant is 

not necessary to determine whether the allegations constitute non-compliance with CACREP 

Standards, Policies and procedures. 
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c.  Requests for Confidentiality: Complainants may request that CACREP withhold their identity from 

a program named in the complaint. Under these circumstances, CACREP will review the complaint, 

but in its discretion may determine that the complaint will not be investigated where the identity of 

the complainant is a material fact necessary to determine whether non-compliance has occurred or is 

needed for the program to have a fair opportunity to respond. In addition, while CACREP will take 

every reasonable precaution to prevent the identity of the complainant from being revealed to 

the program, CACREP cannot guarantee the confidentiality of the complainant. 

d.  Scope of CACREP Consideration of Complaints: CACREP is interested in the continued quality of 

its accredited and applicant programs but will not intervene in cases of a personnel action, nor will it 

review a program’s administrative decisions in such matters as admissions, academic dishonesty, 

assignment of grades, dismissal, and similar matters unless the allegations suggest unethical or 

unprofessional conduct or action that might call the program’s compliance with a CACREP Standard, 

Policy or procedure into question. 

e.  Referrals: Where issues of educational quality or compliance with CACREP Standards, Policies or 

procedures are not central to the complaint, CACREP may refer the complaint and/or the complainant 

to the appropriate federal or state agency or private entity (such as an institutional accrediting 

organization) with jurisdiction over the subject matter of the complaint and may provide a copy of the 

complaint and notice of the referral to the program. 

2. Complaint Procedures: The following procedures have been established to manage complaints: 

a.  Initial Complaint Review Procedure: When a complaint is submitted, the following procedure is 

followed to determine that the complaint meets the requirements of section a: 

i.  The materials submitted are initially reviewed by staff. This initial review includes verifying that 

the Complaint Form is complete and signed, was submitted timely and includes sufficient 

information and documentation to support allegations of non-compliance with the CACREP 

Standards, Policies, or procedures. 

ii.  The complaint is forwarded to the chair of the appropriate review committee to determine 

whether there is sufficient information to proceed to an investigation. 

iii.  If additional information, documentation is required, a request is made to the complainant. If no 

response is received within 10 calendar days, the complaint will be closed with notification to the 

complainant that the complaint may be refiled at a later time provided the requested information 

is submitted at that time. 

b.  Investigation Procedures: CACREP will abide by the following procedures for complaints 

determined to be complete and merit further investigation: 

i.   CACREP will provide a copy of the complaint (respecting any requests for confidentiality) to the 

chief executive officer (CEO) of the sponsoring institution [with copies sent to all administrative 

levels – e.g., the school/college dean and the program chair] with a summary of the allegations 

and the relevant Standards, Policies and procedures. A response to the allegations, including a 

narrative and evidence of compliance will be required to be submitted within thirty (30) calendar 

days of receipt. 

ii.  CACREP will acknowledge receipt of the program’s written response to the complaint. 
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iii.  The appropriate committee will review the program’s written response to the complaint at the 

next regularly scheduled meeting. In the event waiting until the next scheduled meeting would 

preclude a timely review, the appropriate committee will review and consider the report in a 

telephone or video conference. The recommended action of the committee will be forwarded to 

CACREP at the next meeting or in the latter case, for approval. 

c.  Decisions available to CACREP 

i. If CACREP determines that the program continues to comply with the Standards, Policies, and/or 

procedures in question and closes the complaint. 

ii. If CACREP determines that the program does not or may not continue to comply with the 

Standards, Policies and/or procedures in question: 

• Require the program to take corrective action to be documented in a written report to 

CACREP within a timeframe to be determined by CACREP considering the scope and 

seriousness of the complaint and required response; or 

• Require an on-site review to more fully investigate the complaint in a special review or as 

part of an on-going accreditation review. 

iii. CACREP will consider, as applicable, the program’s report or the report of the on-site review team 

and program’s response. If the program has provided a satisfactory response, close the complaint. 

If outstanding compliance concerns remain, CACREP may take any of the following actions: 

• Require another report addressing the outstanding issues, 

• Require another on-site review, 

• Place the program on warning, probationary accreditation or show cause, and/or 

• Take other action or require other reporting permitted under CACREP’s policies and 

procedures. 

d.  Notification: Within thirty (30) calendar days of its action, CACREP will notify the program and the 

complainant of the status of the investigation. 

e.  Complaint Record: A record of the complaint, all documenting materials, and the action letter are 

kept on file in accordance with CACREP’s document retention policies and procedures. 

B. Complaints About CACREP Site Team members, Board of Directors, and Staff: 

1. Complaint Policy 

CACREP expects Site Team members, Board Directors, and/or staff to review applications for 

accreditation and apply CACREP Standards, Policies and procedures fairly and objectively and to adhere 

to Codes of Conduct. Accordingly, when CACREP receives a complaint, it maintains an investigative role 

in which the burden of proof rests with the named person to demonstrate compliance with standards of 

accreditation and/or Code of Conduct, Conflict of Interest Policy and other CACREP requirements as set 

forth in Handbooks for employees, Board members, team chairs and team members as updated annually. 

CACREP promptly reviews any complaint it receives regarding its Site Team members, Board Directors, 

and/or staff. CACREP requests that such complaints be in writing and submitted directly to the President 

and CEO of CACREP. If the complaint concerns the President and CEO, the complaint should be 



submitted to the Chair of the Board of CACREP. The named person against whom the complaint is 

lodged does not participate in the review or decision-making process. In all instances, 

CACREP’s Conflict of Interest Policy is followed. 

a. A complaint must meet the following requirements: 

• It is submitted in writing on the Complaint Form and sent to the email address provided in 

accordance with the instructions on the form. 

• It is signed by the complainant. 

• It identifies the name(s) and relationship(s) to the individual(s) named in the complaint 

• It alleges instances of subjectivity, unfair treatment or other concerns that directly relate to 

CACREP Standards, Policies or procedures and/or Codes of Conduct and other requirements and 

includes supporting documentation. 

• It is submitted to CACREP within 30 calendar days of the last event that is material to the 

complaint in order to assure that the facts and circumstances giving rise to the complaint can be 

ascertained through the investigative process. 

• It includes a release authorizing CACREP to forward a copy of the complaint to the individual 

named in the complaint respecting any request by the complainant for anonymity or 

confidentiality 

b.  Anonymous Complaints and Confidentiality: Generally, CACREP will not investigate anonymous 

complaints (i.e., complaints in which the identity of the complainant is not known), however 

CACREP, in its sole discretion, may require the named person to respond to such a complaint if the 

identity of the complainant is not necessary to determine whether the allegations constitute a violation 

of the application review process of CACREP Standards, Policies and Procedures Codes of Conduct 

or other requirements. 

c.  Requests for Confidentiality: Complainants may request that CACREP withhold their identity from 

the named person in the complaint. Under these circumstances, CACREP will review the complaint, 

but in its discretion may determine that the complaint will not be investigated where the identity of 

the complainant is a material fact necessary to determine whether a violation has occurred or is 

needed for the named person to have a fair opportunity to respond. In addition, while CACREP will 

take every reasonable precaution to prevent the identity of the complainant from being revealed 

to the named person, CACREP cannot guarantee the confidentiality of the complainant. 

The Complaint Policy, including provisions for anonymity and confidentiality, may be superseded by 

CACREP’s Whistle Blower Policy. 

2. Complaint Procedure: When a complaint is submitted, the following procedure is followed: 

a.  Initial Complaint Review Procedure 

i.  After the receipt of the complaint by CACREP, all materials related to the complaint are 

forwarded to President and CEO of CACREP or the CACREP Board Chair or Vice Chair, as 

appropriate, who will determine, applying unbiased judgment, whether the complaint meets the 

requirements of section B.1.a. 



ii.  If the President and CEO, Chair, or Vice Chair, determine that any additional information is 

needed from the complainant, before the complaint can be considered, they will request the 

information to be submitted within 30 calendar days. If the requested information is not received 

within the specified timeframe, the complaint may be closed. Under these circumstances, the 

complainant will be informed that the complaint may be refiled with the requested information 

included. 

b.  Investigation Procedures: The procedures for handling complaints against CACREP Site Team 

members, Board Directors, and/or staff for alleged violations of review of CACREP Standards, 

Policies, procedures or Codes of Conduct are as follows: 

i.  Upon receipt of all the information pertaining to the complaint, including the original complaint 

and any additional information, the President and CEO, Chair, or Vice Chair sends a letter to the 

complainant acknowledging receipt of the complaint and explaining the process of investigation. 

ii.  Within 30 calendar days of acknowledging the complaint, the President and CEO, Chair or Vice 

Chair convenes a conference call of the Executive Committee of the Board of Directors to review 

the complaint. The Executive Committee will determine the process for investigating the 

complaint, which may include an interview and/or written response from the person named in the 

complaint. The Executive Committee will not complete its review or make a decision regarding 

the complaint unless it ensures that the Site Team member, Director, or staff member has had 

sufficient opportunity to provide a response to the complaint. 

iii.  After review of the complaint and, as applicable, response by the person named in the complaint, 

the Executive Committee summarizes its findings and presents them to CACREP Board of 

Directors at its next regularly scheduled meeting, at which time CACREP reviews the matter and 

reaches a final decision. In the event waiting until the next scheduled meeting would preclude a 

timely review, the Board will review and consider the report in a telephone or video conference. 

c.  Decisions available to CACREP: CACREP will make a decision using its best judgment on what 

action it should take in cases where it has determined that there has been a violation of CACREP 

Standards, Policies, procedures, Code of Conduct or other policies and requirements. The action may 

include personal admonishment, letter of reprimand, or termination of employment or volunteer 

service to CACREP. 

d. Notification of Decision: 

i.  The President and CEO, Chair, or Vice Chair notifies the person named in the complaint of 

CACREP’s final decision within 30 calendar days of the close of the CACREP meeting (or 

telephone or videoconference) and of any follow-up, if required. 

ii.  The President and CEO, Chair, or Vice Chair notifies the complainant in writing of CACREP’s 

decision within 30 calendar days of the close of the meeting (or telephone or videoconference) 

during which the complaint was reviewed. 

e. Record of Complaint: A record of the complaint, all documenting materials, and the action letter are 

kept on file in accordance with CACREP’s document retention policies and procedures. 
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