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Welcome to Day Two!
Jared Abdirkin, Director, SARA, New England Board of Higher 
Education (NEBHE) & Co-Chair, Policy Implementation Team
Raymond Audett, Director, Information Technology, NC-SARA
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SARA Student Complaints
Sara Appel, Director of M-SARA, Policy & Research, Midwestern 
Higher Education Compact (MHEC)
Rachel Christeson, Director, Research and Data Analysis, NC-SARA
Heather DeLange, Director, Office of Private Postsecondary Education, 
Colorado Department of Higher Education
Ross Miller, Director of State Authorization and Reciprocity, Indiana 
Commission for Higher Education / Indiana Board for Proprietary 
Education



SARA Student 
Complaints 

SPE Annual Conference
14 September 2023



Presenters
• Rachel Christeson

• Director, Research and Data Analysis, NC-SARA
• Heather DeLange

• Director, Office of Private Postsecondary Education, 
Colorado Department of Higher Education

• Ross Miller
• Director of State Authorization and Reciprocity, 

Indiana Commission for Higher Education/Indiana 
Board for Propriety Education



Complaint

• A formal assertion in writing that a person, institution, state, 
agency or other organization or entity operating under the 
provisions of the SARA Policy Manual has violated the policies 
set forth in the SARA Policy Manual or of laws, standards or 
regulations incorporated in the SARA Policy Manual.

SARA Policy Manual, page 14



SARA Complaints

• Only those complaints resulting from distance education 
courses, activities and operations provided by SARA-
participating institutions to students in other SARA states 
come under the coverage of SARA.

SARA Policy Manual, page 41



Concerns

• A broader term that encompasses a range of issues that a 
student may bring to the attention of the institution. These 
concerns may or may not escalate to the level of a formal 
complaint.

• Concerns can be more general and may not always involve 
specific incidents. They can be related to a student's overall 
well-being, safety, academic progress, or personal challenges.





October 2, 2019

SARA Student 
Complaints
A Colorado Story



Does the complaint rise to the 
level of a SARA complaint?
Does the student live outside of the institution’s home state?

Is the complainant alleging issues with online learning?

Does the complaint include issues with student or academic services?

Is there a pattern of complaints from other students (SARA or not)?



If deemed to be a SARA 
complaint…
Has the student filed a complaint with the institution?
 Establish a partnership with IHEs
Notify the SPE in the student’s location
 Does the complaint arise to the level of the home state SPE and the 

student’s state SPE working together to resolve?
 Establish partnerships with SPEs



• Lack of response by instructor, 
advisor, financial aid

• Changes to program
• Miscommunication
• Frustration
• Grades
• Discrimination

DE 
Complaint
s (are they 
really that 
different 
than f2f)



How do you receive student 
complaints?

Do you have back up ways to 
receive student complaints?

Communication with students

Catastrophic 
Planning – It isn’t 
just for IHEs



Thank You!

September 13-14, 2023

Heather DeLange – Colorado SPE



Ross Miller
Director of State Authorization and Reciprocity  

September 14, 2023

Indiana Commission for Higher Education 

SARA and Non-SARA
Student Complaints 
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STUDENT COMPAINT 
OVERVIEW

ICHE
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ICHE STUDENT COMPLAINT PAGE
ICHE UPDATE ON SARA STUDENT COMPLAINTS 
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ICHE STUDENT COMPLAINT PAGE
ICHE UPDATE ON SARA STUDENT COMPLAINTS 
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ICHE STUDENT COMPLAINT FORM
ICHE UPDATE ON SARA STUDENT COMPLAINTS 
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ICHE STUDENT COMPLAINT FORM
ICHE UPDATE ON SARA STUDENT COMPLAINTS 
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RECURRING TYPES OF SARA 
STUDENT COMPLAINTS

ICHE
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RECURRING TYPES OF SARA STUDENT 
COMPLAINTS

ICHE UPDATE ON SARA STUDENT COMPLAINTS 
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• Licensure Disclosure 

• Unofficial Withdrawal 

• Clinical, Internship, Student Teaching Requirements

• Unique Situations 



TYPES OF NON-SARA 
STUDENT COMPLAINTS

ICHE
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TYPES OF NON-SARA STUDENT COMPLAINTS

ICHE UPDATE ON SARA STUDENT COMPLAINTS 
24

• Conduct and Academic Dismissals

• State of Residence and In-State Tuition

• Financial Aid and Grants 

• Release of Transcript and Unpaid Debt

• Program Admission

• Unique Situations 



ROSS MILLER 

DIRECTOR OF STATE AUTHORIZATION AND RECIPROCITY
INDIANA COMMISSION FOR HIGHER EDUCATION 
OFFICE: (317) 232-1033
E-MAIL: RMILLER@CHE.IN.GOV
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mailto:kens@che.in.gov
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NC-SARA Complaints Dashboard



Questions
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BREAK!

Countdown to the 
next session:
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SPE Discussion – Key Learnings, 
Takeaways, Next Steps
Jared Abdirkin, Director, SARA, New England Board of Higher 
Education (NEBHE) & Co-Chair, Policy Implementation Team



SARA SPE Conference 
Fall 2023

Conference Debrief
Thursday, September 14th 2023



Please separate into your respective 
regional groups (SREB into 2?)

Compact Staff in each group will
take notes for further regional follow-
up



Regional Compact Staff

Dr. Molly Hall-Martin 

Shelley Plutto

Jared Abdirkin 

Charlotte Ochs
Sara Appel

Elisa Jaden



Regional Group Discussion
Prompt 1

What did you learn 
over the last two days 
that you want to 
pursue and/or change 
for your state SARA 
work?



Regional Group Discussion
Prompt 2

What have you learned 
about how another 
region operates that 
you would like to see 
incorporated into your 
regional meetings or 
engagement?



Regional Group Discussion
Prompt 3

What would you like 
to see NC-SARA do 
differently or change 
in the year ahead that 
would benefit your 
SARA work?
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SARA Data Updates
Rachel Christeson, Director, Research & Data Analysis, NC-SARA

•Surveys: SPE Annual Survey; Conference 
Evaluation; PMP Survey 
•Distance Education & Workforce Development 
Reports – Now available!
•October 3 – 2022 Data Report and dashboard 
release
•October 10 – Data Report webinar – registration    
now open
•2024 Data reporting changes
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Wrap Up
Jared Abdirkin, Director, SARA, New England Board of Higher 
Education (NEBHE) & Co-Chair, Policy Implementation Team 
Marianne Boeke, Interim President & Vice President, Research and 
State Partnerships, NC-SARA
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Day 2 SPE Leadership Reflection

1.  What can NC-SARA do to help 
SPE Staff to support your professional 
development related to SPE 
Leadership?

2.  Use the Conference Reflection 
document to make notes for your own 
follow-up.



41

Thank you!

See you next year in Indianapolis!
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