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Grievance and Dispute Resolution for UNEX Students 
SR508 

Last Reviewed: December 2025 

I. Intent 

In keeping with the University’s principles of community and ethical values, 
Extension promotes fairness and due process in conflict resolution and strives to 
foster and co-create a vibrant learning community. Students in UCLA Extension 
courses and programs have the right to learn and study in an equitable and 
inclusive environment. When an Extension student feels they have been treated 
unfairly or in a manner that violates University policy, they may seek to address 
and resolve their concerns. 

This policy codifies the process for mediating grievances made by Extension 
students, and defines expectations for fact-finding and resolution. 

II. Definitions 

• Civil Rights Office (CRO): the CRO is an office within UCLA’s Office of 
Equity, Diversity and Inclusion that includes the Discrimination Prevention 
Office (DPO), Title IX Office (T9), and Staff Diversity & AA/EEO 
Compliance Office (SD&C) and serves as civil rights investigatory units for 
the campus. Depending on the respondent and allegation, these offices have 
responsibility in the adjudication and investigation of complaints. 

• Complainant: a UCLA Extension student who submits a complaint reporting 
an incident of concern, alleged prohibited conduct, or policy violation. 

• Complaint: an oral or written complaint that alleges an inappropriate action 
or violation of policy or law, and for which an informal or alternative process 
can resolve the matter. When a student chooses to file a formal charge, a 
complaint becomes a grievance. 

• Appellate Dean: the Associate Dean for Inclusive Excellence, or designee, 
who may hear appeals of decisions made by the Grievance Officer under the 
provisions outlined below in section E. 

• Days: University business days, not including Saturdays, Sundays, or days on 
which the campus is closed. 

• Extension People Operations (EPO): a department within UCLA Extension 
responsible for mediating grievances made against an Extension staff 
employee or instructor, in coordination with responsible campus offices. 
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• FERPA: the federal Family Educational Rights and Privacy Act, 20 U.S.C. § 
1232g; 34 CFR Pt. 99, defines the terms and conditions under which UCLA 
protects and discloses information contained in students' educational records. 

• Grievance: a claim of harm caused by violation of policy or law that becomes 
a formal charge when a dispute cannot be resolved at an initial level by an 
informal process. 

• Investigator: the academic or administrative Director, or other delegated 
UCLA Extension administrator, who oversees the unit in which the respondent 
is employed, and is responsible for addressing and resolving student complaints 
and grievances. 

• Grievance Officer: the departmental Dean, or other delegated UCLA 
Extension leader, who shall preside over a formal administrative hearing to 
resolve a student grievance. 

• Incident Reporting Form (IRF): the official form to report and log incidents 
of concern and complaints; this form may be utilized by Extension students, 
instructors, academic and administrative staff, and community members. 

• Preponderance of Evidence: an evidentiary standard in which the totality of 
the evidence demonstrates that it is more likely than not that the alleged action 
or conduct occurred. 

• Respondent: the person or people against whom a complaint or grievance is 
made, or the person or entity accused of prohibited conduct or policy violation. 

• SVSH / Title IX Policy and Adjudication Frameworks: the Sexual Violence 
and Sexual Harassment (SVSH) policy and related Sexual Violence and Sexual 
Harassment Student Adjudication Frameworks (PACAOS -Appendix E and F) 
codifies the University’s responsibilities related to sexual violence, sexual 
harassment, retaliation, and other prohibited behavior as defined in this policy 
to ensure a fair and inclusive education and employment environment. 

• Student: an individual for whom UCLA Extension maintains student records 
and who is enrolled through or registered in a UCLA Extension course or 
academic program, or who has completed the immediately preceding term, is 
not presently enrolled and is eligible to enroll again. An Extension student may 
make a complaint or file a grievance regarding an incident that occurred while 
they were enrolled in an Extension course or program, or thereafter, in 
accordance with the statute of limitations outlined in this policy. 

• Student Conduct Code: UCLA Extension policy SR507 Student Rights & 
Responsibilities which outlines rights, responsibilities, and the conduct code for 
Extension students. 
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III. Policy Statement 

A. Nondiscrimination 

The University is committed to maintaining a community dedicated to the 
advancement, application and transmission of knowledge and creative endeavors 
through academic excellence, where all people who participate in University 
programs and activities can work and learn together in an atmosphere free of 
discrimination, harassment, and retaliation. The University’s Anti-Discrimination 
policy covers admission, access, and treatment in University programs and 
activities. 

UCLA Extension upholds the University’s principles of community and ethical 
values. Extension is committed to the goals of access, equity, diversity and 
inclusion. The Extension Inclusive Excellence Committee is a committee 
composed of Extension stakeholders who work directly with the Associate Dean 
for Inclusive Excellence and Chief People Officer and UCLA Extension to 
inspire and implement institutional objectives and initiatives to foster a robust, 
inclusive and diverse learning community. Extension’s statement on diversity 
shall be applied and communicated in Extension’s programs and courses, as 
follows: 

In keeping with UC and UCLA Diversity Policies, UCLA Extension commits to 
fostering an inclusive classroom environment and safe space/place where all 
students can learn. If for any reason you feel uncomfortable because of an 
interaction with other students or the instructor, please reach out to the Student 
Rights & Responsibilities Center to explain the situation. 

https://policy.ucop.edu/doc/1001004/Anti-Discrimination
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B. Delegations and Responsibilities 

UCLA Extension’s departmental Deans, acting as Grievance Officers, are 
delegated responsibility to resolve Extension student complaints and 
grievances. Exception to this fundamental delegation requires prior approval of 
the Dean. Depending on the circumstances of a complaint, designated staff in 
People Operations will lead the effort to mediate the matter in coordination and 
consultation with Extension stakeholders. These key stakeholders shall work 
with the People Operations to mediate the following types of complaints made 
by students: 

1. Academic Directors (AD): for complaints related to academic/instructional 
quality or regarding an action or failure to act by an instructor, proctor, 
program staff or advisor/counselor, such as a demand for grade change or for 
re-examination, demand for reconsideration of an adverse admissions 
decision or mistreatment in an admissions process, for the assignment of an 
Incomplete grade, the waiving of an academic requirement, irregularity in 
testing, a petition for extra credit; a demand for a make-up exam, any claimed 
failures or misdirection in academic counseling; or a claim of theft of 
intellectual property. 

2. Administrative Directors: for complaints related to an alleged service 
failure, action or failure to act by the administration, such as matters regarding 
financial aid counseling, billing and payment disputes, or matters of 
international students’ continuing status. 

3. Director for Student Resilience: for claims of prohibited discrimination and 
misconduct made against a student, in coordination with the responsible 
campus office(s). 

4. Registrar: for complaints regarding access to or correction of students’ 
records; violations of the federal Family Educational Rights and Privacy Act 
(FERPA)student records, or a failure or mishandling of an enrollment, 
permission to enroll (PTE), or waitlist transaction. 
Claims framed as a request for refund by students will be adjudicated per the 
terms of Extension’s Refund Policy which delegates administration of refunds 
and processing of petitions for refund exceptions. 

5. Extension People Operations: for complaints of discrimination and 
misconduct against an Extension staff employee or instructor, in coordination 
with the responsible campus office(s). 

Student complaints directed to the Extension Dean’s Office, or received at the 
Dean’s office having been redirected by the Chancellor’s or President’s offices, 
will be forwarded to the Student Rights & Responsibilities Center for review. 

https://www.uclaextension.edu/sites/default/files/pdf/UCLA-Extension-Refund-Policy-SA500.pdf
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C. Reporting Student Grievances 

Extension considers any complaint to warrant timely response and resolution. 
Often, a student’s concern or complaint may be addressed by staff immediately 
in real-time with clarification of information, explanation of policy, and 
responsive customer service. Informal feedback about a student's experience can 
be made via email at feedback@uclextension.edu or via the instructor 
evaluation form. 

In cases when a student complaint alleges violation of policy, malfeasance, and 
harm incurred as a result, the student is required to report the complaint in 
writing to Extension. For complaints regarding discrimination, as stated in 
section III.A, students may choose to report directly to the campus Civil Rights 
Office. 

1. Reporting an Incident 

Incidents and complaints may be reported to Extension with the centralized 
Incident Reporting Form (IRF). Access to the IRF will be made available via 
Extension’s communication avenues including public-facing sites, intranet sites, 
and the help center. 

This form logs an incident of concern and enables Extension to document and 
resolve the matter. Students may report a complaint anonymously, but are 
advised that this may limit the ability to respond to and resolve the matter. A 
student who may require reasonable accommodation in reporting an incident 
may contact the ODS/SRRC for assistance. 

2. Timeframe for Reporting 

Students may file a complaint any time when an incident of concern occurs, and 
are encouraged to report sooner rather than later so that the matter may be 
resolved in a timely manner. 

Grievances alleging ADA/disability discrimination are legally mandated to be 
filed within 180 days from the time a student could have reasonably expected to 
have knowledge of the alleged violation. Allegations of conduct defined and 
prohibited by the Anti-Discrimination and SVSH policies have no time limit for 
reporting. 

D. Complaint and Grievance Resolution 

1. Initial Review 

Complaints reported via the IRF will be reviewed by EPO to determine the 
circumstances, type of complaint, and respondent’s role. 

https://equity.ucla.edu/report-an-incident/
https://uclaextension.caseiq.app/portal
mailto:feedback@uclextension.edu
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• If a complaint alleges discrimination, Extension works in coordination with 
responsible offices in the campus Civil Rights Office in accordance with 
University policy. 

• Disability discrimination complaints based on physical or mental disability or 
perceived physical or mental disability, as regulated by the ADA and policy, 
are mediated by the SRRC, in consultation with the ADA/504 Compliance 
Office. 

• For complaints of Failure to Accommodate, the Office of Disability Services is 
required to verify and determine if the student notified and registered their 
disability with Extension. Students with a disability who require an 
accommodation in order to participate in an Extension course or program must 
register with the ODS. This registration notifies the University and ensures 
Extension has a record of the student’s disability. Following registration and 
receipt of sufficient documentation from the student, the ODS will consult 
with the student and an appropriate representative of the course or program to 
determine and issue an approved set of academic adjustments that are 
reasonable and would not fundamentally alter the nature of the program. 

• Complaints made against an instructor who is also an Extension student or 
employee shall be addressed according to the role in which the person was 
functioning at the time of the incident, and are mediated by EPO. 

• To ensure the integrity of the instructor-student relationship, Extension 
instructors are held to the standard of conduct expressed in their contract terms 
and conditions, interpreted, in accordance with the Academic Personnel 
Manual (APM) policy. The APM outlines unacceptable conduct and states the 
responsibility of instructors to conduct their pedagogical relationship with 
students from an understanding of University policies. Extension instructors 
may not enter into romantic or sexual relationships with students for whom 
they have academic responsibility (instructional, evaluative, or supervisory). 

2. Guidelines for Mediation 

Extension’s process for resolving student grievances will follow these guidelines, 
and applicable policy and law. 

• As an academic division within the UC and UCLA, Extension may only 
exercise jurisdiction in matters concerning UCLA Extension affiliates. Cases 
in which the alleged respondent is affiliated with UCLA will be referred to 
the UCLA department with delegated authority. 



  

         
         

           
    

 

     
     
         

  

           
         

         
       

        
      

              
             

         
      

       

          
       
            

            
            

       

         
            
  

         
          

    

Page 7 of 11 

• As applicable, students will be provided a written statement of their rights, a list 
of available support services both within and outside the University, a copy of 
the SVSH policy, a copy of this grievance policy, a copy of policy SR507, and 
information on the adjudication/resolution process.

• Employee respondents are expected to participate in the investigatory process. 
Represented employees may consult their Collective Bargaining Agreement for 
any additional rights and considerations.

• In cases in which the student complainant chooses not to participate after 
having reported a complaint, refusing to attend meetings or respond to 
communications, UCLA Extension has the discretion to address the complaint 
based on the information available.

• Extension will timely address concerns about bias or conflict of interest raised 
by a complainant or respondent about individuals responsible for processing 
their complaint, including but not limited to redelegating roles of investigators, 
hearing officers, and individuals assigned to address appeals.

• University policy prohibits retaliation or intimidation against those who file a 
grievance or anyone participating in the grievance adjudication process.

• A complaint filed regarding a case that is in the resolution process may not be 
used to impede or remedy a current open case. A complaint or grievance 
cannot be used to re-open outcomes of conduct cases that have been closed. 
Students who fabricate information or knowingly provide false information 
may be disciplined under the student conduct code.

• In the course of a review or investigation, interim measures, including a 
disciplinary no-contact order or investigatory leave, may be imposed when it is 
determined that one party may pose a threat to the health or safety of another.

• As a matter of sound risk management, if at any time an Extension staff 
member becomes aware that the grievant may escalate the matter to a lawsuit, 
that staff member shall notify the Dean's Office.

• Student grievances are adjudicated based on a preponderance of evidence 
standard of proof, that is, whether it is more likely than not that the alleged 
action or conduct occurred.

• Extension students may seek neutral consultation with the campus Office of 
Ombuds Services. Ombudspersons provide assistance on an informal basis for 
dispute resolution to the campus community.

https://chr.ucla.edu/policies-and-labor-contracts/procedure-63-2013-investigatory-leave
https://chr.ucla.edu/policies-and-labor-contracts/collective-bargaining-agreements
http://www.ombuds.ucla.edu/
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3. Informal Resolution 

• Efforts will be made first to resolve a student’s complaint by informal 
resolution within fifteen (15) days from the time the complaint was made 
known via the documented submission of the IRF. 

• Informal resolution will include an assessment, written response and 
consultation with the student complainant. During the assessment, 
information will be gathered with the purpose to:  (1) clarify the 
complainant’s allegations, (2) determine whether the report plausibly alleges 
an act of prohibited conduct or policy violation, and (3) determine whether 
there is sufficient information to resolve the matter informally or to proceed 
with a formal investigation and hearing. 

• In addition to collecting information from the student complainant, other 
relevant individuals, including witnesses and/or additional complainants may 
also be contacted as is necessary to complete the assessment. 

• During this stage of the complaint handling process, the respondent is not 
provided formal notice. Unless the respondent is contacted for further 
information they may be unaware that any complaint has been reported. If 
the respondent inquires during the initial assessment, the Investigator may 
confirm whether or not a complaint has been filed against the respondent but 
will provide only general information about the allegations. In exceptional 
cases, for example if there are serious concerns of retaliation or destruction of 
evidence, the Investigator may not give the respondent any information about 
the complaint, including the fact that a complaint has been filed. 

• Based on the assessment and circumstances, the Investigator may facilitate 
communications to determine and propose a remedy to resolve the matter 
informally. The remedy will be communicated in writing to the relevant 
parties via email. If the proposed remedy is agreed to by all parties, the 
resolution will be documented, implemented and the matter considered 
resolved. 

4. Formal Resolution 

• If the complaint cannot be resolved informally, the matter will proceed as a 
formal grievance. Resolution of formal grievances will be completed within a 
reasonable timeframe in accordance with the applicable policy. Applicable 
timelines may be extended for good cause and such extensions will be 
communicated to all parties by the designated investigator. 

• The formal grievance resolution process will include a formal fact-finding 
investigation, a written notification of investigation to the complainant and 
respondent, an administrative hearing, a report of findings, 
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notification of decision, and a process for appeal. The Grievance Officer 
will preside over the formal hearing and all parties will be notified of the 
timeline for each step. 

• Formal resolution of discrimination grievances under the purview of the
campus Civil Rights Office, will be conducted in accordance with applicable
procedures and adjudication frameworks which designate the investigator and
hearing officer.

• Communications to address and resolve a grievance will be documented in
written correspondence, email, and/or reporting forms as applicable. A
formal business letter must be utilized to communicate a decision and appeal
process.

• Former UCLA Extension employees no longer under its jurisdiction and
deemed non-affiliates, who are reported to have engaged in misconduct which
threatens the health and safety of the University community, may be subject
to a Stay Away Order from the campus by the office of the Administrative
Vice Chancellor, arranged through Campus Counsel.

Notifications of resolution and sanction will include information and guidance 
on the process to appeal the stated decision. A respondent may appeal the 
decision within ten (10) days of the date of the notification of decision. Appeals 
will be heard on the following grounds: 

1. there was an error in the application or interpretation of policy or an error in
procedure that materially affected the outcome;

2. there is new evidence that was not known and not available to the parties at the
time of the decision or hearing that could have materially affected the outcome.

Claims of appeal that do not meet these grounds may not move forward with the 
appeal process and the decision will be final. The Appellate Dean will review 
appeals first on the timeliness of submittal, and then on the grounds stated above. 
The Appellate Dean may decide to uphold the original decision, or modify it if 
the they determine that new material evidence is sufficient to alter the original 
decision, or send the case back to the Grievance Officer to be reheard. The 
decision of the Appellate Dean is final. 

F. Resolutions

Common informal remedies may include, but are not limited to, remedial 
conversations, letters of admonishment, mediation, trainings, course 
section transfers, and comp enrollments under applicable policy.

Official Sanctions are outlined in PPSM-62: Corrective Action. Outside 
of applicable policy (e.g. SVSH), the complainant will not know the 
factual outcome of any formal employee action.
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G. Special Case: Grieving Final Grades 

The University of California does not consider grades to be grievable except 
under narrow circumstances. Instructors and students are informed about the 
academic grading policy via Extension’s public-facing sites, student and 
instructor handbooks, as well as orientations or trainings. 

Final grades are not grievable based on an academic consideration, but 
nevertheless require response as there may be cause for review under special 
circumstances. Instructors who report a clerical or procedural error must 
request to the Extension Registrar that the grade be changed. 

ADs will manage the review and response of a student’s petition for change in 
final grade, with the understanding that UC Academic Senate Regulation 780 B 
declares: 

All grades except Incomplete are final when filed by the instructor of 
record in an end-of-term course report.  However, the correction of a 
clerical or procedural error may be authorized as the Division directs. No 
change of grade may be made on the basis of reassessment of the quality of 
a student's work. No term grade except Incomplete may be revised by re-
examination. 

Consistent with Los Angeles Division protocol, Extension’s Registrar is 
authorized to direct a change in a final grade: a) upon the declaration of the 
Primary Instructor of Record that a clerical or procedural error occurred, or b) 
upon written request of the AD or the Departmental Dean in cases where it has 
been determined that an instructor has assigned a grade on a basis other than 
academic grounds thus violating one or more provisions of University policy. 

H. Training, Data Management and Record-Keeping 

Training on this policy and related procedures will be conducted by the SRRC, 
in collaboration with administrative and academic departments within Extension.  
Additional collaboration and resources from related campus offices may also be 
utilized in training content and development. 

The SRRC is responsible for maintaining and tracking data on student complaints 
and grievances for the purpose of institutional compliance and reporting 
requirements. In accordance with the University records retention policy, 
grievance records will be maintained for five (5) years after the end of the 
academic year in which the case is closed. This data is subject to confidentiality 
and privacy policies and may inform the development and improvement of 
Extension student services. 
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IV. References and Listing

This policy will be publicly listed.  Questions and comments are welcomed by 
the Office of the Dean, Continuing Education and UCLA Extension, (310) 
825-2362; DeansOffice@uclaextension.edu.

See also: 

• UCOP Policies Applying to Campus Activities, Organizations and Students 
(PACAOS), 170 University Obligations and Student Rights, July 28, 2004.

• UCOP Policies Applying to Campus Activities, Organizations and Students 
(PACAOS), 110 Student Grievance Procedures, February 20, 2024.

• UCOP Policy, Sexual Violence and Sexual Harassment (SVSH), August 29, 
2024. SVSH Adjudication Frameworks: Appendix E: Student 
Adjudication Framework, Appendix F:  Student Adjudication 
Framework for DOE-Covered Conduct, Staff and Non-Faculty 
Academic Personnel, January 1, 2022 and July 31, 2019.

• UCLA Procedure, 230.2 Student Grievances Regarding Violations of Anti-
Discrimination Laws or University Policies on Discrimination on Basis of 
Disability, September 26, 2016.

• APM-015, Faculty Code of Conduct, September 23, 2020

https://policy.ucop.edu/doc/2710537/PACAOS-170
https://policy.ucop.edu/doc/2710531/PACAOS-110
https://policy.ucop.edu/doc/2700689/PACAOS-Appendix-F
https://sexualviolence.universityofcalifornia.edu/files/documents/Staff-NFAP-SVSH-Investigation-and-Adjudication-Framework-and-Flowcharts.062917.pdf
https://sexualviolence.universityofcalifornia.edu/files/documents/Staff-NFAP-SVSH-Investigation-and-Adjudication-Framework-and-Flowcharts.062917.pdf
http://www.adminpolicies.ucla.edu/pdf/230-2.pdf
https://www.ucop.edu/academic-personnel-programs/_files/apm/apm-015.pdf
https://policy.ucop.edu/doc/4000385/SVSH
https://policy.ucop.edu/doc/2710641/PACAOS-Appendix-E
https://policy.ucop.edu/doc/2700689/PACAOS-Appendix-F
https://sexualviolence.universityofcalifornia.edu/files/documents/Staff-NFAP-SVSH-Investigation-and-Adjudication-Framework-and-Flowcharts.062917.pdf
http://www.adminpolicies.ucla.edu/pdf/230-2.pdf



