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	Purpose and Objective:

	To define the procedure for responding to complaints made by a member of staff in the Joint R&D Office against an individual contacting or using the services in the Joint R&D Office.



	SOP Text


	
	Responsibility
	Activity

	1. 
	Complainant  - (A member of staff in the Joint R&D Office)
	A member of staff wishes to makes a complaint regarding the attitude or performance of a staff member contacting or utilising the service of the Joint R&D Office.

	2. 
	Complainant
	The complainant should discuss the matter with their immediate line manager in the first instance.

	3. 
	Line Manager
	Should assess the complaint and decide if the matter can be resolved between the two individuals.

	4. 
	Line Manager
	If appropriate, a brief note should be sent to the line manager of the person who the complaint is being made against to inform them of the details of the complaint.


	5. 
	Joint R&D Office Senior Manager
	If the issue remains unresolved, the appropriate Joint R&D Office senior manager should be briefed and take up the issue with the appropriate Institute or Directorate General Manager.


	6. 
	Head of Research Resources
	If the issue remains unresolved, the Head of Research Resources will be briefed and the issue raised as a formal complaint with the Medical Director of the Trust or the Director of Operations of the School of Medicine and Dentistry. At this point, the formal complaints /grievance procedures for the respective organisations will be applied.
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