Appendix four
COMPLAINTS PROCEDURE – how to complain about the Union
i)
This procedure is intended for use in addressing any complaints by students who:



i) 
are dissatisfied in their dealings with the Union or



ii)
feel they have been unfairly disadvantaged by exercising the right not to be a member of the Union.

ii)
Informal resolution of a complaint is actively encouraged and the procedure requires an informal discussion as a preliminary step before embarking on the formal procedure.

4.1
The Formal Procedure to be Adopted

i)
On receiving a complaint from a student the President meet with the complainant within five University days to discuss the complaint and attempt to come to an informal resolution. The President may choose to involve another elected officer or a member of the Union’s permanent staff at this stage if she/he believes it will aid an informal resolution.

ii)
If an informal solution is not possible the complainant shall confirm the complaint in writing (and that the informal attempt at resolution has not been satisfactory) - detailing the nature of the complaint and any proposed remedy - and the President will arrange an interview to hear the complaint. The complainant and the Union shall identify any witnesses they may wish to call.  

iii)
The interview must take place within 10 University days of receipt of a written confirmation of complaint. The complainant shall be given three days notice of such an interview. The time scales in this clause can only be varied with the written consent of both the Union and the complainant.

iv)
The Union shall be represented at such an interview by the President (unless the complaint is about the President in which case it shall be another Sabbatical Officer nominated by Executive Committee), a member of Union Council and the General Manager.

v)
The complainant has the right to be accompanied and represented at such an interview by a friend who shall normally be another student.

vi)
The interview must fully investigate the complaint and give the opportunity for cross examination of any witnesses.

vii)
As a result of the interview the Union may decide that:




· the complaint is unfounded and dismiss it

· ithe complaint is such that it should be passed on to the next stage of the procedure 

· the complaint is valid but a resolution cannot be reached

· the complaint is valid and a resolution in the form of an effective remedy can be reached that is acceptable to both parties.

4.2
Appeals Against the Result of an Interview

i)
If it has not been possible to reach a resolution at the previous stage of the procedure the complainant can make the complaint in writing to the University.

ii)
The intention to appeal must be made to the Director of Student Services within 10 working days of receipt of written confirmation of the outcome of the Union interview stage.

iii)
The Director of Student Services will arrange an interview with the complainant within 10 working days of receipt of the written complaint. The complainant must be given three days notice of such an interview.

iv)
At the interview the Director of Student Services may be accompanied by another member of University staff and the complainant accompanied and represented by a friend who shall normally be another student.

v)
At the interview the complaint shall be fully re-examined.

vi)
As a result of the appeal interview the Director of Student Services may decide:

· to dismiss the appeal

· ito allow the appeal and make recommendations to the Vice Chancellor as to an effective remedy.

vii)
If the complainant is unhappy with the outcome of the appeal she/he may take the complaint to the third and final stage of the procedure 

4.3
Complaint to an Independent Person

i)
The Board of Governors will, from time to time, nominate a person/s independent of the University and the Union to act as an external arbiter on complaints that have not been resolved internally.  That person should normally be legally qualified or supported by a legally qualified advisor.

ii)
A request to invoke this stage of the procedure shall be made to the University Secretary within 10 working days of the receipt of written confirmation of the outcome of the appeal interview.

iii)
The University Secretary shall liaise with the independent person and arrange an interview with the complainant within 20 working days of receipt of the written complaint. The complainant shall be given five days notice of such an interview.

iv)
At that interview the independent person may be accompanied. The complainant may be accompanied and represented by a person of their choice.

v)
At the interview the complaint shall be fully re-examined.

vi)
As a result of the interview the independent arbiter may decide:

· to dismiss the complaint

· to allow the complaint and report to the Vice Chancellor with recommendations as to an effective remedy.
