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	Purpose and Objective:

	To define the procedure for responding to complaints made against a member of staff in the Joint R&D Office.



	SOP Text


	
	Responsibility
	Activity

	1. 
	Complainant / Team leader in the joint Research Office.
	A complaint regarding the service obtained from the Joint Research Office is received. The complaint should be transferred to the team leader directly responsible for the staff member providing the service in order to attempt to resolve the issue.


	2. 
	Complainant
	If the above response is not adequate, a written statement should be sent by the complainant to the relevant Senior Manager within the Joint R&D Office.


	3. 
	Senior Manager
	The Senior Manager will investigate the complaint and produce a written report that will be sent to the complainant. If necessary informal communications/meetings will take place in order to resolve any issues identified in the report.



	4. 
	Senior Manager / Complainant
	If the complainant feels the response is still not adequate, the Senior Manager will pass the handling of the complaint to the Head of Research Resources and the Director of R&D who will investigate the complaint.


	5. 
	Head of Research Resources
	The complainant will be issued with a written reply outlining the steps that will be taken to resolve any deficiencies in the service identified during the investigation.


	6. 
	Complainant
	The complainant should inform their Institute Director or Directorate General Manager of the issues under discussion.

	7. 
	Head of Research Resources
	A meeting is convened between the Head of Research Resources, the Director of R&D, the complainant and their Institute Director or Directorate General Manager to attempt to resolve the issues.

	8. 
	Complainant
	If the complainant and their General Manager are still not satisfied with the arrangements after allowing sufficient time to gauge the effects of the proposed changes, the complaint will be escalated to be treated either as a Trust or Medical School management issue following the organisation’s Standard Operating Procedure.
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