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For the definitions of terms used in this policy document refer to the Delegations of
Authority. Senior Delegated Officer (SDO) means the manager with the delegated
authority for the management of a number of organisational units and/or University wide
function(s), i.e. the relevant DVC or PVC (College). As appropriate for the local
nomenclature and reporting lines, when this document refers to a Department read also
School or Unit; to Faculty read also Sydney College of the Arts, Sydney Conservatorium
of Music or Administrative Unit; to Head read Head of Department/School/Unit; and to
Dean read also Director or College Principal. For Head, Dean and PVC read also HOA,
Senior Manager and DVC, as appropriate.

1.

Purpose
The purpose of this policy is to outline the procedure which should be adopted to
assist in the efficient resolution of complaints (including complaints against the
Vice-Chancellor and other senior staff members) where there is no legislation,
industrial agreement or other University policy, as set out below, governing the
resolution or handling of such complaints.
In this regard, the policy is only intended to operate in circumstances where the
following agreements, guidelines, procedures and policies (as amended from
time to time) do not mandatorily apply:
•

the University of Sydney (Academic and Teaching Staff) Enterprise
Agreement 1999/2002;

•

the Guidelines and Procedures relating to Harassment;

•

the Harassment Prevention Policy; and

•

The Policy on Reporting corruption, maladministration or serious and
substantial waste of public money.

The above guidelines and policies already provide for conflicts of interest
including, as may be applicable, to the Vice-Chancellor.
The terms of this policy do not form part of the terms and conditions of
employment of any University staff member. However, all University staff
members are required to comply with this policy as amended from time to time.
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2.

Principles
2.1

3.

The University of Sydney is committed to:
•

University autonomy;

•

managing the University, including its resources and staff, effectively
and efficiently;

•

intellectual freedom and social responsibility;

•

recognition of the importance of ideas and pursuit of critical and open
inquiry;

•

tolerance, honesty and respect as the hallmarks of relationships
throughout the University community;

•

understanding the needs and expectations of the communities it
serves;

•

constantly improving the quality and delivery of its services.

2.2

It is important that processes adopted for dealing with complaints are not
only fair and perceived as such, but are cost effective, and such as not to
impose excessive and unnecessary time commitments or encourage a
culture of complaint and litigation rather than conciliation and early
resolution. It is an ongoing matter of good management to ensure that the
resources deployed to handle complaints is proportionate to the
seriousness and importance of the complaint, whilst recognising that early
and effective handling of complaints is also important.

2.3

The processes adopted for dealing with complaints will not be inconsistent
with and will be subject to any mandatory requirements of the University of
Sydney Enterprise Agreement or such other legislation (including the
University of Sydney Act 1989 (NSW)), industrial agreements, awards or
other University policies as are applicable from time to time.

Coverage
This policy covers all University staff (including the Vice-Chancellor and other
senior staff members).

4.

Process
In seeking to resolve all complaints, regardless of the specific process or policy
invoked or applied, the University will implement its processes and policies as
appropriate to the circumstances, with a commitment to the fair, dispassionate
and timely resolution of the complaint and with proper regard to the principles
espoused above.
Those handling complaints will:
•

clearly identify what support mechanisms and information sources are
available to all parties involved in the complaints process;

•

provide opportunities for all parties in the complaints process to receive
appropriate feedback on the outcomes of the process; and

•

maintain reasonable records of the complaint and formal discussions
regarding the complaint.

If in the course of resolving a specific complaint, the reporting line of the officer(s)
with responsibility within the process for investigating or resolving the complaint
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creates a real or reasonably perceived conflict of interest, the complaint will be
routinely referred to a more senior officer who is independent of the conflict.
Should it not be possible for a complaint to the determined within the University
because of such a real or reasonably perceived conflict of interest, of it otherwise
it is considered appropriate in the interests of the effective handling of the matter
having regard to the principles outlined above, the matter will, unless the Senate
or Chancellor determines otherwise, be referred to an appropriate external
organisation or individual, free of such conflict, for investigation and resolution.
The external organisation or individual shall be determined by the Chancellor in
consultation with the Deputy Chancellor.
In the case of the Vice-Chancellor, any complaint shall be routinely referred to an
appropriate external organisation or individual, free of any real or perceived
conflict of interest, unless the Chancellor is satisfied that the complaint can be
resolved by the Chancellor, without there being any real or reasonably perceived
conflict of interest, and should, having regard to the nature of the complaint, be
so resolved.

5.

Review
This policy can be amended from time to time by the University in its sole
discretion. In any event, this policy and the adequacy and effectiveness of the
complaints process will be reviewed every 3 years.
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