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CCE Policy 64 Complaints

This policy addresses the requirements and procedures for filing a complaint against a Council on
Chiropractic Education (CCE) accredited Doctor of Chiropractic Program or personnel representing the
CCE.

Statement of Purpose

The Council on Chiropractic Education (CCE) recognizes the value of information provided by students,
employees, and others in determining whether a program’s performance is consistent with the CCE
Accreditation Standards for obtaining or maintaining accreditation. The CCE’s interest is also to ensure
that programs maintain appropriate grievance procedures and standards of procedural fairness and that
the procedures are applied appropriately and consistently.

The procedures for the review of complaints involving programs enable the Council to address possible
violations of its Standards, Principles, Processes & Requirements for Accreditation, and policies or
procedures, as well as to address possible violations of a program’s own policies and procedures, if
related to the Standards.

Because the CCE’s complaint procedures are for the purpose of addressing any significant
noncompliance with the Standards, policies, or procedures, the procedures are not intended to be used
to involve the CCE in disputes between individuals and programs, or cause the CCE to interpose itself as
a reviewing authority in individual matters of admission, grades, granting or transferability of credits,
application of academic policies, fees or other financial matters, disciplinary matters or other
contractual rights and obligations. Nor does the CCE seek redress on an individual’s behalf.

The CCE expects individuals to attempt to resolve the issue through all means available to the
complainant, including following the program’s own published grievance procedures, before submitting
a complaint to the CCE. Therefore, the CCE’s usual practice is not to consider a complaint that is
currently in administrative proceedings, including programmatic/institutional proceedings, or in
litigation. Ordinarily, CCE must wait for the grievance procedures or litigation to be concluded but
reserves the right to investigate if the issues seem systemic in nature or allege seriously egregious
compliance concerns.

Complainants may request that CCE withhold their identity from a program named in the complaint. CCE
will review the complaint but, in its discretion, may not be able to process a complaint where the
identity of the complainant is a material fact necessary to determining whether a violation has occurred
or is needed to permit the institution or program a full and fair opportunity to respond to the complaint
allegations.

Responsibilities of Programs/Institutions
The CCE Accreditation Standards state that programs must maintain; policies and procedures that

equitably address student complaints and grievances, student conduct issues and academic standing
reviews, documented by records of hearings and proceedings related to such matters. (Section 2.F)
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The CCE also requires, in accordance with federal regulations (34 CFR § 602.16), that each program
maintains a record of student complaints received by the program that are assessed by the CCE as part
of the program’s site visit evaluation for initial or continued accreditation.

Procedures for Filing a Complaint against a Program

An individual may make an inquiry regarding complaint procedures or about issues and concerns that
could be considered complaints; however, the CCE’s response and its obligations to meet the specific
timetables outlined in these procedures will begin only after the complainant submits a properly
completed formal written complaint that meets the requirements set forth below.

In order to be considered, a formal complaint must be submitted in writing, signed, dated and sent via

email to the: Council on Chiropractic Education at the following address, complaints@cce-usa.org, with
the title “COMPLAINT” included in the subject line of the email. Complaints may also be submitted on

an online form accessible on the CCE Website (www.cce-usa.org), via telephone (480-443-8877) or via

mail (9393 N 90TH ST, STE 102-660, Scottsdale, AZ 85258-5073).

To ensure equitable access for all individuals, the complaint form submission via the CCE website
complies with the Web Content Accessibility Guidelines (WCAG) 2.1, Level AA, including, but is not
limited to:

e Ensuring text alternatives for non-text content;

e Making all functionality available from a keyboard;

e Providing users enough time to read and use content;

e Designing content to avoid known triggers of seizures or physical reactions;
e Ensuring content is easily navigable and understandable.

CCE does accept anonymous complaints but will require the program to respond only if, in the absence
of the identity of the complainant, it can be determined that the allegations constitute a possible
violation of accreditation requirements. When the identity of the complaint is a material fact necessary
to permit the program a full and fair opportunity to respond or the lack of identity of the complainant
makes it impossible to determine with reasonable certainty that a violation of accreditation
requirements may have occurred, then the anonymity of the complainant may be a basis for dismissing
a complaint. Anonymity will prevent notification to complainants and requests to complainants for
additional information set forth in this section which are therefore not applicable to anonymous
complaints.

The information submitted must include:
a. A statement describing the complaint in the clearest possible terms.

b. The section(s) of the CCE Accreditation Standards alleged to have been violated and the time
frame in which the significant lack of compliance is alleged to have occurred.
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c. Aclear and concise written description of the evidence upon which the allegation is based.
(Materials and documentation used to support a complainant’s allegations should be limited to
and directly related to the reported complaint.) The evidence should state relevant facts and
document and support the allegation that the program is in violation of the standards
referenced in the complaint.

d. Evidence of efforts to resolve the complaint through the institution or program’s internal
grievance procedures, or evidence that such efforts would be unproductive. A description of
the action taken by the program to date and a copy of the program’s response to the
complainant as a result of prescribed procedures.

e. An acknowledgment that CCE staff may send a copy of the complaint to the President/CAO of
the program.

f.  Full disclosure about any other external channels the complainant is pursuing, including legal
action.

Once the formal written complaint is submitted, the CCE and the complainant are responsible for the
following:

1. The CCE will acknowledge a formal written complaint within 15 business days of its receipt.

2. Within 60 calendar days after acknowledging receipt of the complaint, the President and/or
Council Executive Committee (CEC) will review the complaint and its documentation and
determine (1) whether it is within the scope of CCE policies and is accreditation related, (2) if
there is adequate documentation in support of he allegations, and (3) whether the complaint
raises significant questions about the program’s compliance with the Standards. The President
or CEC will inform the complainant regarding the outcome of this review to include one of the
following:

a. Incases of anonymous complaints or where the complainant requests confidentiality, CCE
will consider whether the complainant’s identity is necessary to investigate the complaint
and provide due process to the program. CCE will (1) notify complainants who identify
themselves to CCE but request anonymity if CCE believes that it cannot proceed with its
investigation without revealing the complainant’s name to the program or other relevant
entities and (2) wait for authorization from the complainant to waive anonymity before it
takes further action.

b. The complaint will not be processed further because it is not within the scope of CCE
policies and jurisdiction or there is inadequate documentation to raise questions concerning
the program’s compliance with the Standards. However, CCE will provide feedback to a
complainant who does not submit a complaint correctly under the prescribed method(s), or
when the complainant does not technically follow each of the complaint procedures. If a
complainant ultimately fails to technically follow CCE’s complaint procedures any such
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d.

The Council o

determination to proceed forward in the complaint process will be made by CCE in its sole
discretion.

Where appropriate, a resolution is suggested to the complainant and/or the program.

The complaint has sufficient substance to warrant further review. In this case, the CCE will
make every effort to expedite the investigation; however, the time required to conduct the
investigation may vary considerably depending on the circumstances and nature of the
complaint. When a complaint is further investigated, a copy of the complaint will be
forwarded to the program’s/institution’s chief executive officer who will be asked to
respond to the CCE within 20 business days. Following the review, the complainant and
program involved will be notified regarding one of the following:

(1) The complaint will not be processed further because there is insufficient evidence of
non-compliance. The decision of the President or the CEC is final.

(2) There appears to be sufficient evidence of or the President or CEC are unable to
determine compliance, then one of the following actions may be taken:

(a) Where issues of educational services, student services, admissions decisions,
assignment of grades or tuition are concerned, CCE may refer the complainant to
the institution to resolve and only if the institution is unable to resolve the same,
will CCE conduct its own investigation and seek resolution to the same. Where CCE
believes it is advisable or appropriate it may also refer the complaint and/or the
complainant to a federal or state agency or private entity with jurisdiction over the
subject matter of the complaint, any such determination will be made by CCE in its
sole discretion.

(b) Authorize a Special Committee to visit the program. The Special Committee will
examine documents and interview program personnel to analyze and make a
judgment about compliance, and prepare a report. The report of the committee will
be forwarded to the Council for review and action at the next regular meeting of the
Council. Following that meeting, the complainant and program involved will be
notified of the decision of the Council.

(c) Forward the complaint and related documentation directly to the Council for review
and action. Following their review, the complainant and program involved will be
notified of the decision of the Council.

(d) Include the complaint for evaluation by a site team during an upcoming scheduled
visit to the program. Following the review of the site visit report, the complainant
and program involved will be notified of the decision of the Council.
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(e) Request additional information. After reviewing the additional information, the
President or CEC may decide to take any of the actions as described in (1), (2)(a),
(2)(b), or (2)(c) above.
For items (2)(a), (2)(b), or (2)(c) above, the decision of the Council is final unless the
disposition is one that is otherwise appealable as stated in CCE Policy 8, Appeals of
Decisions by the Council.
Individual complaints will be retained in the CCE files by program. Should a number of individual
complaints suggest a pattern of concern which may evidence a lack of compliance with the Standards
that was not evident from any one individual complaint, the Council may renew its consideration of the
matter for whatever action may be appropriate.

Complaints against the Council on Chiropractic Education

Complaints against the CCE are limited to complaints regarding the agency’s standards, policies,
procedures, and staff or any other CCE representative.

The procedures for filing a complaint are as follows:
1. If the complaint is against a CCE staff member, the following procedure applies.

a. The individual should submit a written complaint to the CCE President that includes a
description of the specific complaint accompanied by documentation supporting the allegation.

b. The President will acknowledge the complaint within 10 business days of its receipt.

c. Following review, the President will inform the complainant of action within 30 days of receipt
of the complaint.

2. If the complaint is against a Councilor or an agency representative, such as an on-site visiting team
member, the following procedure applies.

a. The individual should submit a written complaint to the CCE President that includes a
description of the specific complaint accompanied by documentation supporting the allegation.

b. The President will acknowledge the complaint within 10 business days of its receipt, and;

1) Forward to the Council Executive Committee (CEC) to investigate and make a decision if the
complaint is not pertaining to a member of the CEC, or

2) Forward to the Council to investigate and make a decision if the complaint is pertaining to a
member of the CEC.
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In both instances, adherence to conflict of interest policies is required and the investigation may
include review of the complaint with the individual(s) named as well as with the complainant.

c. Following review, the President will inform the complainant of action within 45 days of receipt
of the complaint.

3. If the complaint is against the CCE President, the following procedure applies.

a. The individual should submit a written complaint to the Council Chair that includes a description
of the specific complaint accompanied by documentation supporting the allegation.

b. The Council Chair will acknowledge the complaint within 20 business days of its receipt and will
designate a committee composed of members of the Council Executive Committee and/or the
Council to investigate the complaint and recommend action to the Chair. The investigation may
include review of the complaint with the CCE President as well as with the complainant.

c. The Council Chair will review the recommended action and inform the complainant and CCE
President of action within 45 days of receipt of the complaint.

In all cases, concern that action was not in accord with the complainant’s expectations is not in and of
itself cause for review of the complaint.

Distinction between Submitting Third-Party Comments and Filing Formal Complaints

The CCE is interested in ensuring that programs maintain ongoing compliance with CCE Accreditation
Standards and policies outside the program’s scheduled formal accreditation status review and that
programs maintain appropriate grievance procedures and standards of procedural fairness that are
applied consistently. Therefore, if an individual has evidence of a program’s non-compliance with CCE
Accreditation Standards, policies, or procedures, the individual should inform the CCE using the
procedures set forth in Policy 64.

Third-party comments are submitted by the public at the time of a program’s formal accreditation
status review for the purpose of informing the CCE regarding ongoing commitment to compliance with
the CCE Accreditation Standards and policies. Therefore, if an individual decides to address a program’s
compliance with the Standards at the time of the program’s formal accreditation status review, he/she
should reference CCE Policy 68, Provision of Opportunity for Third-Party Comment Regarding
Accreditation Decisions.
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