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Policy Name: Dispute Resolution Policy 
Most Recent Update: April 2023 
 
This dispute resolution policy aims to provide a fair and effective process for resolving disputes 
between students, students and instructors, and students and administrative staff at 
International House Vancouver (IHV).  
 
Informal Resolution 
Before filing a formal complaint, students are encouraged to attempt to resolve the dispute 
informally by discussing the matter with the relevant School staff member or instructor. If the 
student is not satisfied with the outcome of this discussion, they may proceed to file a formal 
complaint. 
 
Formal Complaint Procedure 
1. Student will not be subject to any form of retaliation as a result of filing a complaint. 
2. All student complaints must be made in writing.  
3. The student must submit the complaint to the Director of Student Services (DSS). If they 

need assistance with their English, they can engage the assistance of the Marketer/Student 
Advisor for their region. If the DSS is involved in the complaint, they should address their 
complaint to the Chief Operating Officer (COO). 

4. Within 2 (two) business days of receipt of the written complaint, the DSS/COO must: 
a. Acknowledge receipt of the complaint in writing 
b. Arrange a meeting with the complainant in person or videoconference. If that is 

impossible, the meeting may be by telephone or through written communication. 
c. Determine if the student wishes this complaint to be raised directly to the other 

party or to remain anonymous. 
5. If it is determined that the complaint will be raised with the other party, the DSS/COO must: 

a. Get signatures from both parties that the investigation is being conducted. 
b. Gather all evidence in meetings with affected parties and keep detailed notes on the 

official complaint form. 
c. Determine the best outcome and procedures for resolution to this complaint. 
d. Record the outcome and process for resolution on the complaint form and obtain 

signatures from both parties to confirm receipt and understanding. 
6. If either party disagrees with the outcome and process for resolution, they may request 

reconsideration to the COO. IF the COO was involved in resolving the initial complaint, or 
was named in the complaint, the request for reconsideration will be made to the Chairman 
& CEO. 
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7. The school will work to resolve disputes in as timely a manner as possible. All complaints, 
including any reconsiderations, must be resolved within 30 days of them initially being 
received by the DSS in writing. 

8. If no resolution to the dispute is possible, the student can contact Languages Canada 
(http://www.languagescanada.ca/en/contact or 1-604-625-1532) for resolution in 
accordance with the terms and conditions of the Dispute Resolution Policy for Languages 
Canada (available for download at www.languagescanada.ca). 

9. The written determination for the complaint will include the following text: 
If the student is dissatisfied with the determination, and/or feels they have been 
misled by the institution regarding any significant aspect of that program, the 
student may file a complaint with the Private Training Institutions Branch (PTIB) 
(www.privatetraininginstitutions.gov.bc.ca).  Complaints must be filed with PTIB 
within one year of the date a student completes, is dismissed from, or withdraws 
from an approved program. 

10. The student raising the dispute may be represented by an appointed agent or lawyer.  
 
 
Staff contact list for dispute resolution: 
 

 
 
 
 

Marketer/Student Advisor List: 
 

Marketer/Student Advisor for Asia asia@ihvancouver.com 
Marketer/Student Advisor for Brazil americas@ihvancouver.com 
Marketer/Student Advisor for Europe and Middle East europe@ihvancouver.com 
Marketer/Student Advisor for Japan japan@ihvancouver.com 
Marketer/Student Advisor for Korea korea@ihvancouver.com 
Marketer/Student Advisor for Latin America americas@ihvancouver.com 

 
 
 
 
 

Director of Student Services mariko@ihvancouver.com 
Chief Operating Office jeff@ihvancouver.com 
Chairman & CEO sylvester@ihvancouver.com 


