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Formal investigation
All complaints will be acknowledged.

Should a formal investigation be required, the Institute will identify a senior independent
employee to conduct the investigation. The independent person must not have any prior
knowledge of the complaint nor have any likely bias when conducting the review. The
investigation will be conducted in as timely a manner as possible (see Appendix 2).

On conclusion of the process, written feedback will be provided to the complainant.

See Appendixes for full Investigation processes.

Appeals

The complainant has the right to appeal. The appeal should be received and logged in the
same way as complaints and must be received within six months of the initial complaint
response closure date.

The Institute will identify a senior independent employee to conduct the review. The
independent person must not have any prior knowledge of the complaint nor have any likely
bias when conducting the review.

The review timeline and process will follow the standard complaints process. See Appendix 2.

Further information
For further information see:

The Parliamentary and Health Service Ombudsman?®

This policy will be reviewed regularly to incorporate any changes, legislative or otherwise. The
next review date is specified on the cover sheet.

Associated policies, procedures and guidance are listed on the cover sheet. The Policy Owner
named on the cover sheet can be contacted with any queries.

This policy may be varied, withdrawn or replaced at any time by the Institute at its absolute
discretion.
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Appendix 1 2 Responsibilities

Individuals
Individuals raising a complaint should:

f  Tryto resolve the issue with their Institute point of contact.

I If escalation is necessary, raise a complaint in writing to the Institute contacts outlined in
section 6 or 7 as soon as possible. For data protection complaints, the external contacts in
section 7 may be notified where you are uncomfortable using internal points of contact.

f  Ensure that concerns are reported under the Institute’s Complaints Policy.

f  Cooperate fully with any investigation. This will enable an immediate start to the process in
order to ensure the investigation is completed as soon as possible.

The person who receives the concern

Individuals may raise complaints with their Institute point of contact. The person who receives the
complaint should:

f  Ensure the individual raising the complaint has access to a copy of the Complaints Policy
and is familiar with the content.

f  Ensure all complaints raised are taken seriously. Respond to the individual’s complaint(s)
immediately, and report the complaint to the Chief Operating Officer (COO), Data
Protection Officer (DPO) or HR, if appropriate.

. Resolve the complaint informally if possible (support can be sought from your line manager
or HR if you are unsure how to proceed):

I Contact the individual within five working days of receiving the complaint to
acknowledge the complaint and inform the individual of the next steps.

f  Ensure complete confidentiality when handling sensitive, confidential information
and maintaining anonymity where necessary. Ensure individuals are respected by
taking their feelings into account and supporting individuals through this process.

I Seek assurance that individuals involved
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HR

Ensure complete confidentiality when handling sensitive, confidential information and
maintaining anonymity where necessary. Ensure individuals are respected by taking their
feelings into account and supporting individuals through this process.

Evaluate the basis of any complaint brought to their attention and referring upwards to the
Institute Director, Audit Committee or Board of Trustees where appropriate. If an
individual is not happy with the way in which their complaint has been handled, they can
appeal as outlined in section 9.

Seek assurance that individuals involved have received appropriate feedback on how issues
that they speak up about are investigated.

Assess the effectiveness of the process and liaise with HR in relation to any amendments
Fairly review the handling of complaint cases and any actions taken as a result.

Work with HR to ensure that associated lessons learnt are recorded, disseminated and
implemented.

In the case of involvement of HR in the complaint, take on HR’s responsibilities for the
investigation and any subsequent procedures.

Work with the Communications Manager to respond to any press requests.

The HR team is responsible for:
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Appeals

V1.2

l

All those involved (e.g., complainant, respondent etc.) have the right to appeal against the
outcome of the original investigation. The purpose of the appeal is to review the outcome
of the original investigation and the basis upon which the original decision was made.

The appeal should indicate the full grounds upon which it is made and must be sent in
writing within seven working days of receipt of the decision letter. Details of the person to
whom the appeal should be sent will be included in the decision letter.

The respondent or the complainant can submit new evidence or information that they
consider relevant to the appeal, raise procedural issues, or comment on those matters they
believe have received insufficient consideration. They should enclose copies of any new
documentation to support their case.

The appeal will be heard by a person who has had no previous involvement in the case. In
exceptional cases the appeal may be heard by an independent person outside of the
Institute. The person hearing the appeal will be accompanied by an HR professional.
Individuals have the right to be accompanied by an employee or an appropriate
representative agreed in advance. A note of the meeting will be taken. Those interviewed
will have the opportunity to comment but this will not delay a decision. Any disagreements
will be recorded.

The person hearing the appeal will notify their decision to all relevant people, in writing,
normally within ten working days.

The possible outcomes are as follows:

f  Uphold the current decision, i.e., confirm the outcome of the original
investigation, thereby rejecting the appeal.

!  Amend the current decision, i.e., substitute an alternative form of action. The
decision could be changed in some way, for example, any actions required might
be redefined in some way.

. Overturn the current decision, i.e., set aside the original decision, thereby
upholding the individual’s appeal.

25 January 2024 Page 14 of 16

ONCE PRINTED THIS IS NO LONGER A CONTROLLED COPY



BI-COR-009 Complaints Policy The


mailto:Whistleblowing@babraham.ac.uk
mailto:dpo@babraham.ac.uk




