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Public Complaints
Policy

1 Purpose

The purpose of this Policy is to —

express the practices for making a Complaint to the University;
express the practices of the University for making, receiving and handling Complaints; 

contribute to the practice of continuous improvement;
contribute to upholding the reputation of the University, and the University Community; and

express the rights of the Complainant and Respondent to fair and reasonable consideration of their complaint and, where appropriate, reasonable outcomes.  
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2 Scope

2.1 Institutional Scope

The scope of this Policy applies to the entire University.
2.2 Individual Scope

The scope of this Policy applies to —

(1). Students and University Officers where a Complaint is not about their enrolment or employment at the University; and

(2). members of the public and external agencies.

Out of Scope 

This Policy does not apply to Complaints made about employment at the University.

Grievances and disputes about employment at the University are handled through the Employees agreements —

(3). University of Western Australia Academic Employees Agreement;

(4). University of Western Australia Professional and General Employees Agreement;

(5). University of Western Australia Elicos Teachers Agreement; or

(6). University of Western Australia Guild of Undergraduates Enterprise Bargaining Agreement.

This Policy does not apply to current or former Students where a Complaint is about their student experience.  

Complaints about student experience are received and managed under the Student Complaint Resolution Policy.
3 Complaints
Complaint means an expression of dissatisfaction in relation to the University or its Complaints handling process where a response or resolution is explicitly or implicitly expected and where the matter does not relate to the employment or enrolment of the Complainant at the University.

The University will accept all Complaints —

regarding matters within the University’s authority to do so; and

that are made in good faith. 

The University will formally acknowledge a Complaint within five days of receiving one.

The University will handle Complaints —

without bias;

fairly; and 

in a timely manner.  

4 Making a Complaint

Anyone may make a Complaint to the University.

Before accepting a Complaint, a complainant is encouraged to seek to resolve their concern informally with the relevant area of the University.

Complaints must be submitted using the University’s Complaint Lodgement System.

Complaints about possible wrongdoing by the University may be made under the protection of the Public Interest Disclosure Act in accordance with the University’s Public Interest Disclosure Policy.

Anonymous Complaints can be made to the University using the —

University’s Complaint Lodgement System; or

University’s external ‘whistleblower’ service, Stopline. 

5 Complainants

Complainant means an individual, group of individuals or an organisation, who has made a Complaint to the University.

A Complainant will —

be treated with respect and dignity;

be kept informed about the progress of the Complaint resolution process (where contact details have been provided); and

be notified of the outcome of a Complaint.

6 Respondents

Respondent means an individual or head of a relevant Business Unit relevant to the Complaint matter. 

A Respondent will —

be treated with respect and dignity;

be afforded procedural fairness;

be kept informed about the progress of the Complaint resolution process; and

be notified of the outcome of a Complaint.

7 Complaint Resolution

The University will respond to, and resolve, a Complaint in keeping with the seriousness of the incident about which the Complaint was made.

Anonymous Complaints may be accepted and investigated where the Complaint —

is of a serious nature;

provides good evidence of Misconduct, error or some other significant issue;

requires consideration under law.

8 Complaint Confidentiality

The University will manage Complaints in accordance with the UWA Information Protection Classification Guide as —

confidential;

confidential restricted; or

highly restricted.

9 Improving the Complaints Process

The Integrity and Standards Unit will be responsible for reporting to the Executive on the Complaints process to facilitate improvements to that process.

Definitions

Business Unit is defined in the Policy Framework Policy.

Complainant is defined in section 5

Complaint is defined in section 3

Misconduct is defined in the Managing Misconduct Policy.

Policy means the formal and binding expression of behaviours or practices, expected by the University and University Community, on specific Policy Factors as published on the University Policy Library.

Respondent is defined in section 6

Student is defined in the Policy Framework

University is defined in the Policy Framework Policy.

University Community is defined in the Policy Framework Policy.
University Officer is defined in the Policy Framework Policy. 
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