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I. Purpose
The Eastern North Carolina School for the Deaf (ENCSD) is committed to ensuring that all students, staff, families, and community stakeholders have a fair, accessible, and effective process for addressing complaints and concerns.  ENCSD recognizes that prompt and equitable resolution of complaints strengthens trust, transparency, and a safe and inclusive educational environment.
Because ENCSD serves Deaf and hard of hearing students and stakeholders, the school ensures all complaint procedures are accessible in compliance with the Americans with Disabilities Act (ADA) and Section 504 of the Rehabilitation Act, including but not limited to providing American Sign Language (ASL) access, captioning, relay services, and other communication accommodations as needed.
This policy establishes processes for handling complaints that do not fall under other specific complaint or grievance procedures (e.g., Title IX complaints, discrimination/harassment complaints, bullying, or employee grievances), and ensures compliance with federal and state requirements.
This policy applies to all ENCSD students, parents/guardians, employees, volunteers, contractors, and members of the public who wish to raise a concern or complaint regarding:
· School or administrative decisions
· Safety concerns
· School or classroom procedures
· Staff conduct not requiring investigation under other policies
· Services, programs, or resources
· Accessibility or communication concerns (including ADA-related concerns)
· Any other matter not governed by a separate mandated complaint process



II. Definitions
· Complaint:
A concern expressed by a student, parent/guardian, staff member, or member of the public regarding a school decision, practice, action, or service.
· Grievance:
A formal written complaint requiring documented review by ENCSD administration.  Some grievances may be governed by separate policies (e.g., Title IX, discrimination, staff grievances).
· Stakeholder:
Any individual or group with an interest in ENCSD operations, including students, families, staff, alumni, and community partners.
· Complainant:
The individual submitting a concern or grievance.
· Administrator:
Any ENCSD employee with supervisory responsibility, including principals, department leaders, or the Superintendent or designee.

III. Guiding Principles
1. Accessible
· Communication accommodations will be provided for Deaf and hard of hearing individuals under the ADA.
2. Fair and Impartial
· Complaints will be handled objectively and without retaliation.
3. Timely
· Responses will be prompt, with timelines clearly communicated.
4. Respectful and Confidential
· Information will be protected to the extent permitted by law.
5. Educationally Sound
· Decisions will support ENCSD’s mission and student wellbeing.

IV. Informal Resolution Process
When appropriate, ENCSD encourages informal resolution at the lowest administrative level.
Step 1: Initial Communication 
The complainant should begin by addressing the concern directly with the ENCSD employee closest to the issue.  Accommodations for deaf and hard of hearing individuals will be provided upon request.
Step Two: Attempt to Resolve
The involved employee will attempt to resolve the matter within five (5) school days or provide a reasonable timeline.  
If the issue cannot be resolved informally, or if the informal resolution is not appropriate due to the nature of the concern, the complainant may proceed with the formal resolution process.

V. Formal Resolution Process
A. Submission of a Formal Complaint
The complainant must submit a written grievance, including:
1. Description of the issue
2. Dates and individuals involved
3. Steps already taken
4. Desired resolution
5. Requests for ADA accommodations (if applicable)
Forms will be available in accessible formats.
B. Administrative Review
The appropriate administrator will:
1. Acknowledge receipt within five (5) school days
2. Review the complaint
3. Conduct interviews or gather documentation as needed
4. Provide accommodations to ensure full participation in the process
C. Written Response
The administrator will issue a written response within fifteen (15) school days unless additional time is required due to complexity or school closures.

VI. Appeal Process
If the complainant is unsatisfied with the decision:
1. They may appeal in writing to the Superintendent within Ten (10) school days of receiving the response.
2. The superintendent or designee will review the complaint, documentation, and prior findings.
3. A final written decision will be issued within fifteen (15) school days of receipt.
4. The decision of the superintendent is final unless otherwise required by law.
All communication regarding appeals will include ADA-appropriate accommodations as needed.

VII. Protection Against Retaliation
ENCSD prohibits retaliation against any individual who submits a complaint or participates in the complaint process.  Retaliation concerns must be reported immediately and will be addressed under applicable policies.

VIII. Recordkeeping
ENCSD shall maintain records of complaints, responses, and resolutions in accordance with:
· North Carolina Records Retention Schedule
· FERPA requirements
· ADA accommodation documentation standards

IX. Communication and Accessibility
ENCSD will ensure that:
· Policies, forms, and procedures are accessible to Deaf and hard of hearing individuals
· ASL, captioning, and communication access are available for all meetings and communications
· Staff are trained annually on how to receive and respond to complaints.


XI. Legal References
· Americans with Disabilities Act (ADA), 42 U.S.C. § 12101 et seq.
· Section 504 of the Rehabilitation Act of 1973, 29 U.S.C. § 794
· Individuals with Disabilities Education Act (IDEA), 20 U.S.C. § 1400 et seq.
· Family Educational Rights and Privacy Act (FERPA), 20 U.S.C. § 1232g
· Title II of the ADA (State and Local Government Services)
· N.C. Gen. Stat. §§ 115C-47, 115C-390 et seq.
· N.C. Department of Public Instruction guidelines
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