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1. Principles

1.1  The University is committed togg Ifilling and rewarding learning and
research experience that enalig flents to achieve their full academic
potential. Feedback is welgomed echanism for continuous improvement

and for ensuring quality proi§on is consistently delivered.

will be resolved by a process of discussion,
cooperation and m nflas soon as possible after an incident or situation has
occurred. Complai igbe acknowledged and handled promptly. Complaints

will be treft itively having due regard to procedural fairness and
confidential X) lainants will not suffer detriment or disadvantage as a
direct ing a complaint.

1. SWp by step guide for students about how to make a complaint is available on
urrent Student Gateway website.

1.2  Wherever possible

1.4 ¥Iinformation about the range of free, University provided support and guidance
services can be found on the Current Student Gateway website.

1.5 Staff members can also find information about how to resolve complaints on the
Current Student Gateway website.

2. Purpose and Scope

2.1  These procedures apply to:

e All enrolled students of UNSW on all campuses both domestic and
international
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2.2

Students previously enrolled, not currently enrolled and students on program
leave, where the event forming the basis of the complaint occurred while they
were enrolled or is directly related to their enrolment

Higher Degree Research Students including those awaiting examination of
submitted theses

Students who are also Australian Defence Force personnel. These students
may raise complaints under these procedures where the complaint relates to
their experience as UNSW students. Students may also wish to seek relevant
advice from the Department of Defence

Students on exchange from other universities where the matter relates the
student’s experience at UNSW

The University and its staff

In the context of:

All aspects of a student’s experience at the University \
All activities on UNSW premises and all external activities relate st and
research, including workplace or clinical placements, fi rk§or other
practicums

Activities in relation to online examinations and online
examinations and academic work in remote locatio
Actions taken by students representing the Unive
or sporting and cultural activities or on a Unjver
exchange)
University owned or managed accommogatio iliated colleges or home

stays managed by UNSW
The activities of the University and its relation to students

Complaints made no later th gths after the event giving rise to the
complaint

work, and to

as at conferences
cilitated international

Complaints abo arate legal entity controlled by the University
(which should rged to that organisation)

Complaints abgu Arc @ UNSW employee or representative (which
should #e to Arc)

Complai %:) UNSW Village and its operation (which should be referred

to of UNSW Village)

C intsYabout research activities and outputs, including authorship,
ifitellegt®®l property and research misconduct (please refer to the UNSW
f Conduct for the Responsible Practice of Research)
eviews of academic decisions related to the thesis examination or other
ademic decisions for postgraduate research candidates (Students should
seek advice from the Graduate Research School)

3. Definitions
Please see appendix A for a list of definitions which apply to these procedures.

4. Types of Complaint

There are three types of complaint within the scope of these procedures.

4.1 Complaints about academic decisions and matters

Complaints about academic decisions and matters may be resolved under these

procedures where any of the following apply:
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e The matter has not been able to be resolved under the relevant University
policy

e The complaint relates to procedural fairness or inconsistent application of
University policy

e There is no other route of appeal

Examples of complaints under this category may include: assessment, academic
standing and decisions of the Re-enrolment Committee, exclusion from academic
programs, confirmation and review of progress of Higher Degree Research
Candidatures.

4.2 Complaints about a person

Students may make a complaint relating to the behaviour of:

e other students of the University Q
e academic staff (including contract staff, visiting appoi ® conjoint

appointments and guest lecturers)
e professional and technical staff (including casual an n staff)
e people external to the University with whom stud@ntsNgteract as part of a

program of study such as, but not limited to, efience, industrial or
clinical placements or other practicums

Complaints under this category may include Qut not limited to: ethical and
integrity issues, conflict of interest, fr, @€ry, dishonesty, favouritism,
discrimination, victimisation, vilificatigg, b nd harassment.

4.3 Complaints about administra pcess

Students may make a compiint relathg to, but not limited to: mismanagement,

unreasonable decisions, in nt application of University policy or procedure,
denial of procedural faj re to provide rights, incorrect advice leading to
detriment, negligence.

5. How complaigtsar led

5.1 The Ugjveysi Nws a three stage complaints handling model:

X rmal: To be used first in most cases, resolving complaints through
md) process which aims to sort out grievances as quickly and as close to
e as possible. Suitable for expressions of dissatisfaction, straight
d issues or urgent matters.

Stage 2: Formal: To be used where the informal process does not resolve the
complaint, where the complaint is of a serious nature (see section 7.9) or where
the route is chosen by the student. A preliminary investigation will resolve the
complaint or determine if a formal investigation is required.

Stage 3: Appeal or external review. A complainant may appeal a decision
taken in the formal investigation on the grounds of procedural unfairness. A
complainant may also refer the matter to an external body for review (see
section 12 for more information)

6. Stage 1: Informal Procedures

6.1 The concern is raised directly with the person/s involved and, or with the
University staff member/s most directly involved with, or responsible for, the
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6.2

6.3

6.4

6.5

6.6

basis of complaint. This can be done by letter, email, over the phone or in
person.

Where a student is uncomfortable with raising the concern directly, a complaint
can be made through another member of University staff at the local level. This
may be the School Grievance Officer, Head of School, staff at the Graduate
Research School or a Student Participation Adviser at the Hub.

The staff member will aim to resolve the complaint as quickly as possible. To
help reach a mutually acceptable outcome a meeting may be held to discuss the
complaint. A support person may be brought to the meeting. A neutral third party
or mediator may be used where both parties agree and where advice is sought

from the SCAO. \
Indicative time Frame
ible. The

d&ys. If thisis
agreed.

Urgent matters should be resolved or referred as soon
University will aim to resolve non urgent matters within 10 wor
not possible reasons will be given for the delay and a new

Higher Degree Research Students

Higher Degree Research Students who wi r concerns relating to
their candidature should begin with their Sup@vis he matter is not resolved
by the Supervisor or the complainant is ngisggQ ble raising the issue directly,
the concerns should be raised with t ﬁ ool Postgraduate Coordinator or
the Head of School. Matters gfa L referred to the Associate Dean
Research or Director of Postg esearch in the Faculty. Where it is not
possible to resolve the matter fac@ily legel, the complaint may be referred to the
Dean of Graduate Resear

Residencies and Colle

Students with a co@c ich relates to an aspect of their accommodation at a
UNSW maragegd r&sidency or College should in the first instance raise the
concern with \ e or Residence Manager.

7. Stage 2: al Procedures

7.1

7.2

g complaint

cOmplaint can be lodged under the formal process where:

Resolution through the stage 1 informal process has not occurred
The matter is complex

The complaint is deemed serious (see also section 7.9)

The student chooses this process

A formal complaint must be lodged in writing (letter or email) with the SCAO. The
written complaint must contain sufficient information for the complaint to be
investigated and to substantiate the complaint. All available relevant information
should be lodged at the outset.
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7.3  Preliminary enquiries

7.4 The SCAO will first make preliminary enquiries to determine whether the
complaint should be investigated under the formal procedure. At the conclusion
of these enquiries the SCAO will determine to:

a) Refer the complaint to the appropriate University staff member to undertake
the stage 1 informal procedure

b) Refer to an external agency or organisation

c) Refer for consideration under another University Policy or Procedure

d) Take no further action on the basis that the complaint is frivolous or
vexatious, or

e) Commence a formal investigation

7.5 Where the SCAO determines that the complaint does not require invﬁon
under the formal process, the complainant will be notified, giving re ils
of any referral and/or advice on how the matter is likely to be handl

7.6  Where the SCAO determines that the formal procedures appl e

a) The SCAO will investigate the complaint, or
b) The matter will be referred to the Regist ho®will consider the
appointment of an Investigating Officer (10).

Where an 10 is appointed the student will be 'f@ ;
7.7 Investigation O

In investigating a complaint the 10:

a) Will provide both the
present their cases in 3

b) Wil examine rel % mentation and policy, consult appropriate
University staff a arification on information supplied

c) May seek advi ternal organisations on matters of procedure

d) May in\"te% ainant and respondent to meet the SCAO or IO.
Students fay , with the agreement of the SCAO or 10, a support person
to i s or meetings conducted during the formal process

At theﬁ ion of the investigation:
AO will make a determination and confirm the outcome in writing,

iving reasons, to the complainant and respondent, or
e 10 will provide the Registrar with a recommendation and the decision of
the Registrar will be confirmed in writing, giving reasons, to the complainant
and respondent

plaina® and respondent with the opportunity to

The outcome of an investigation may be:

a) That the complaint has been upheld or partly upheld. Recommendations for
actions required may also be made, or

b) That the complaint has not been substantiated. In most unsubstantiated
cases no recommendations for action are required.

7.8 Indicative time frame

e Formal Complaints will typically be acknowledged within 5 working days
e Preliminary enquiries will normally be completed within 10 working days
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e Referral or appointment of 10 will typically be communicated within 5
working days of the preliminary enquiry conclusion

¢ Formal investigations will typically be completed within 20 to 30 working
days

e The outcome will be confirmed in writing within a further 5 working days of
the conclusion of the investigation

¢ Regular updates will be provided to the complainant by the SCAO or IO

e The complainant will be informed of any delays and advised of new time
frames

7.9 Serious matters

it to the SCAO. Advice on what may constitute a complaint of a serio ature
can be sought from the SCAO (see also appendix A, Definitions). of
a serious complaint the SCAO may determine to investigate un theormal
procedures, refer the matter to the Registrar or refer to an exte@

Where the SCAO has been made aware of a matter of a ture, but the
complainant wishes to remain anonymous, withdraws onwlaint or there is

no complainant the SCAO may decide to initiate th al'@wrocess or refer the
matter under another University policy or proceduge.

B UNSW managed accommodation may

investigation may refer any tenancy
der the Housing Act to the UNSW Legal

It is the responsibility of the person initially receiving a serious complaigigo refer
C

7.10 Residencies and Colleges

Students making a complaint
do so using these procedures.
agreement issues or matteg falling
Office.

8. Stage 3: Appeals @
8.1 Lodgi
odging an’ap e

le e lodged on the grounds of lack of procedural fairness.

8.2 App argto be made in writing to the Registrar within 15 working days of the
d f ndfifiCation of an outcome under the stage 2 formal procedure and must

te ounds for appeal.
8. ceipt of the appeal the Registrar may refer the appeal to the President of

the Academic Board.
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8.4

8.5

8.6

8.7

8.8

The Registrar or President of the Academic Board may determine, that on its
face, the appeal should not proceed on the grounds that it is frivolous, vexatious
or is not on the grounds of lack of procedural fairness in the investigating
process. In making this determination the Registrar or President of the Academic
Board may, but is not required to, review the record of the complaint and/or
obtain further information from the appellant.

If the Registrar or President of the Academic Board determines that the appeal
should not proceed then the Registrar will notify the appellant of the decision and
all avenues of appeal within the University will then be exhausted.

If the Registrar or President of the Academic Board determines that the appeal
should proceed then the Registrar will refer to the President of the Academic
Board to convene a Complaints Appeals Committee to hear the appeal\

Complaints Appeals Committee
The Complaints Appeals Committee will consist of two Acad bers of

the Academic Board (one of which will be appointed Chair%ne elected
student Member of the Council, Academic Board or Fa Committee
and Chair will be appointed by the President of the Ac iC rd or nominee.
The nominee of the President of the Academijc may be a Presiding

Member, a member of the Undergraduate Studj onmiwittee, the Postgraduate
Studies Committee or the Higher Degree Regfarc mittee.

No person is eligible to sit on the Co % 0 has a conflict of interest, or
potential conflict of interest, in th

The Committee may appoint o e persons to assist on any matters of
law, procedure or technical§ygxperti

Appeals process

All parties will be i i@ttend a hearing to state their case.

, * . . .
Prior to the hx rties should inform the Chair:
a) Wh t tend to attend the hearing
hey intend to attend with a support person or advocate
c) eth®r they intend to present any material not in the written submission.
&hearing:

a) The Committee shall sit in private
b) Only material relevant to the grounds of the appeal may be presented

In determining the outcome of the appeal the Committee may:

a) Dismiss the appeal; or

b) Allow, or partly allow the appeal and make a fresh determination based on
the evidence presented.

Following the determination of the appeal, all avenues of complaint and appeal
within the University will have been exhausted. An Appellant dissatisfied with the
outcome will be advised of their right to request an external review of the matter
by an agency such as the NSW Ombudsman.
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8.9 Indicative time frame

e Appeals will be usually acknowledged within 5 working days

e A determination whether to proceed to hearing will typically be notified within
10 working days

e Appeal Committees aim to convene within 30 working days of the decision
to proceed.

e At least 10 working days notice of the appeal hearing will be given to the
parties

e The parties should inform the Chair of any support person or advocate
arrangements at least 5 working days before the hearing

e Supporting papers will usually be circulated 5 working days before hearing.

¢ The outcome will be confirmed to all parties in writing, giving reasons, within
10 working days of the hearing

9. Withdrawal of Complaints

ergy the formal
{ Instances the

At any stage a student may decide to withdraw a complai
process is underway any withdrawal must be in writing.
University will then deem the complaint resolved. Howeve
the University may deem the complaint serious enough f intefnal investigation to

continue or for referral to an external agency.
Qs of the resolution of a complaint

appeal hearings and actions proposed or
documents considered in handling a
ocess must be stored on a confidential

10. Recordkeeping

Notes and documentation must be kg
including records of meetings, disc
taken. All records and notes producg
complaint under the formal or@ppeals

University file. The file must be d and stored in line with University policy.

The SCAO will be respo ecording and tracking all formal complaints on a
central complaints dat . Weports will be provided on a regular basis to the
Registrar detailing thg olcormes arising from complaints.

11. Confi 1a

All parg Gzl ed in a complaint including the complainant, respondent and
investigato e to maintain confidentiality. Information and records about a

laifyare divulged to those with direct involvement in the case with the following

Where there is risk of harm to a person or persons, it may be necessary to
breach confidentiality

o Where the matter is subject to legal proceedings or other action which require
the presentation of UNSW held records by way of subpoena or similar

o Where a student lodges a complaint or appeal regarding a decision under
these procedures

o Where there is a clear public interest or obligation to share information (such
as a duty to disclose information to a professional accreditation board, the
Australian Defence Force Academy or a duty to report under legislation)

12. External review or referral
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A student may take their complaint to an external agency. Where this occurs the
University may decide to cease any internal process pending external investigation.
External bodies may require a complainant to have lodged an internal complaint first
before they will become involved. The complainant should contact the external body
directly for advice.

External agencies include:

Anti-Discrimination Board

Australian Human Rights Commission
Independent Commission against Corruption
NSW Ombudsman

NSW Police

13. Review & History \

This document supersedes earlier Student Complaint Procedures and is4gvie as

a minimum every 3 years. @

14. Acknowledgements and resources
Additional resources:

Current Student Gateway: https://student.unsw.edng
Student Life and Learning www.studentlifelearg ’edu.au
Q Cl

% es.html

Policies, procedures and guidelines f
www.my.unsw.edu.au/student/resou

Arc@UNSW www.arc.unsw.edu:

NSW Ombudsman fact shegts: mbo.nsw.gov.au
Anti Discrimination Boafl: wlink.nsw.gov.au
Australian Human R mmission: www.humanrights.gov.au

A range of do eMg were reviewed in developing these procedures and are

gratefullyg dged:
NSW b an Complaint Handling at Universities: Best Practice Guidelines 2006

Paper 21 (1989) - Alternative Dispute Resolution: Training and
Ad@reditation of Mediators, Lawlink NSW, in relation to terminology and definitions.

Discussion Paper 30 (1993) Review of the Anti-Discrimination Act 1977 (NSW),
Lawlink NSW, in relation to behaviours that are considered harassing and
discriminatory

Anti Discrimination Commission Queensland: Complaints Procedures

Complaints Procedures from the following Universities:  Australian National
University, Macquarie University, Queensland University of Technology, University of
Melbourne, University of Newcastle, University of Technology Sydney, University of
Queensland, University of Western Sydney, Monash University, University of
Adelaide.
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APPENDIX A: Definitions

Advocate: An independent person who can provide support and guidance to a student or help in
presenting a case. The student association Arc at UNSW provides free legal advice and advocacy
to UNSW students for issues both on and off campus.

Anonymous: Where the complainant withholds their name and does not wish to be identified in
any way. Anonymous complaints will only be investigated at the discretion of the University,
where the conduct they raise is of a serious nature.

Appeal: A request for a decision to be reconsidered on the grounds of procedural unfairness.
Appellant: A person who lodges an appeal.

Bullying: Repeated unreasonable or less favourable treatment of a person by anotherjn order to
intentionally hurt, offend, intimidate, threaten or gain power over another person. ullying
behaviour may be physical or psychological. Bullying can carried out by one pers up
and may be done privately, openly or via social media. Any staff member or studegg@iwh found
to have been bullying a person will be subject to misconduct proceedings e propriate
University policies and procedures. If you are concerned about any form of ormation

about services which offer advice and support is available at www.studentli nsw.edu.au

be perceived to
influence a person’s ability to make objective recommendations s in investigating a

complaint, or serving on a Complaint Appeals Committee.

about the University or the
bout a matter relating to their
University and relates to the
operations of the University and where they aave @ adverse experience which is not
addressed in another rule, policy or procedur ty.

Complainant(s): An individual or group who |0 omplaint.

Dispute: Matters in which the complgg
issues about the University’'s manage

has some ownership but which do not raise serious
pdministration.

Frivolous: Complaints made ubstance which the University will not proceed beyond

preliminary investigation.
L 2
Grievance: An express% satisfaction or concern that may require informal resolution,

mediation or ma al complaint.

Harassment: e e behaviour that is offensive, belittling or abusive to another person or
group of pegpl@ Anf staff member or student who is found to have been harassing a person will
be subjec duct proceedings under appropriate University policies and procedures. If
you ned about any form of harassment information about services which offer advice

ailable at www.studentlifelearning.unsw.edu.au

Registradf to investigate a complaint and make recommendations based on the outcome. The 10
will have no conflict of interest in the matter and may be a member of the University staff or a
person external to the University (including former members of the University).

Mediation: a voluntary and confidential process where a neutral third party, the mediator, provides
assistance to the parties in dispute to find some common ground and reach a settlement. A
mediator may be an employee of the University who has no conflict of interest in the issue under
discussion or an external mediator.

Procedural Fairness: For procedures to support the Principles of Natural Justice. Decision
makers are without conflict of interest or prior involvement. Proceedings are carried out and
determinations made without bias.
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Respondent: A University staff member or student who is the subject of a complaint or who is
nominated by the Faculty or Department to respond to a complaint.

Serious matters: Complaints are considered serious where:

a) There is reason to believe that there is a significant risk to the University and its staff
and/or students

b) A serious criminal offence may have been committed

c) There are a number of complaints of a similar nature received against a respondent

Student Conduct and Appeals Office (SCAO): Office responsible for the oversight of the
Student Complaints Procedures for the University. Undertakes and co-ordinates investigations,
makes complaint outcome recommendations and provides advice and guidance to students and
staff.

Campus who can provide guidance, support and advice on a range issues includin udent

Student Participation Advisor Team: A team of advisers available at the Hub on won
complaints.

Support person: A person who may help a student make a complaint, provj rt or give
advice on the procedures. A support person may be a friend, student, sta er or family
member. A support person does not speak on behalf of the student ' n advocate.
Student Participation Advisers are available to provide free advice and to students about

resolving a complaint or the Complaints process. www.studentlifelearqgig. .edu.au

Vexatious: Complaints that are deliberately harmful, intendegyto
reputation or career, are spiteful or are made persis
complaints will not proceed beyond preliminary investigati@n.
made vexatious complaints may be subject to invgsiy
Procedures.

damage to a person’s

ut justification. Vexatious
udents who are found to have
nder the Student Misconduct

Victimisation: To be treated badly beca ve made, intend to make or have helped
someone else make a complaint.  Any staff r student who is found to have victimised a
person in relation to a complaint willgge subjew® misconduct proceedings under appropriate

University policies and procedures. arty inVolved in a complaint fearing or experiencing

victimisation should immediately discu atter with the SCAO.
Vilification: A public act which i thers to treat a person badly, with contempt or to severely
ridicule. In relation to compfgi bgtause you have made, intend to make or have helped

someone else make gacompla¥it. ny staff member or student who is found to have vilifies a
person in relation to a will be subject to misconduct proceedings under appropriate
University polici %dures. Any party involved in a complaint fearing or experiencing
vilification should e discuss the matter with the SCAO.

Appendixel: Migidry
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