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COMPLAINTS AND APPEALS POLICY 
 

1. INTRODUCTION 

Human Development Scotland’s work is guided by a set of core values and a Code of 
Conduct (see Appendix) to which all staff, members, students and contractors are 
required to adhere.  The arrangements described in this policy refer to circumstances in 
which a breach of the Code of Conduct may have taken place. 

 
The HDS complaints and appeals procedure is a two-tier system. 

 Tier 1: Resolution at local level with the person having lead responsibility for a 
course/project/service, or 

 Tier 2: Resolution at national level involving the HDS Chief Executive and the Board 
of Trustees. 

 
Before invoking the formal procedure, a complainant should seek to resolve the issue 
with colleagues and/or staff within the course, project or service.  A complainant should 
in the first instance, whenever possible, raise the concern directly the person who is the 
subject of the complaint, or the person immediately able to discuss resolution.  HDS 
believes that early and direct resolution of issues or complaints in this way will help to 
create a good working ethos and an atmosphere of trust. 
 
If the issue cannot be resolved informally or if attempts at an informal resolution fail, 
complainants should then follow the process set out in this policy.  
 

2. COMPLAINTS 

A complaint is an expression of grievance to the effect that HDS has failed to meet its 
promised standards, or contractual obligations in such a way as to breach the Code of 
Conduct.  Complainants should raise matters of concern or grievance as close to their 
source as possible in order to find a resolution through the mediation opportunities 
provided by personal relationships.  Where complainants feel unable to raise concerns 
directly, or where it may be inappropriate to do so, the formal procedure applies. 
 
Complainants following the formal procedure should provide a written statement setting 
out:  

a) the nature of the grievance  
b) the ways in which it breaches the Code of Conduct   
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c) the nature of the resolution being sought.   
 

All correspondence will be held in strict confidence. 
 
Complaints about course material or the quality of their delivery should be raised, in the 
first instance, with the project leader/course convener. If the complaint is about an 
individual, the complainant must give written permission for the object of the complaint 
to be informed that a complaint has been made.  Complaints will not be pursued in the 
absence of such permission. 
 

3. APPEALS 

Students may not appeal against marks or decisions of examiners, or other matters of 
academic judgment. They may appeal only on grounds of unfair procedure, or where 
there is medical evidence, or evidence of other adverse personal circumstances affecting 
performance. 

 
Any appeal, setting out all the grounds of that appeal, must be lodged within 14 days of 
the intimation to the student of the decision against which he/she is appealing. 

 
 

4. THE COMPLAINTS AND APPEALS PROCEDURE 

1.1. Complaints 

There are two levels at which formal complaints may be investigated and resolved: 
local and national. 
 
Local resolution 
An investigating officer shall will be nominated who is not directly involved in the 
subject of the complaint.   
 
The investigating officer shall address the complaints as promptly and as tactfully as 
possible, observing the need for necessary permissions and all requirements for 
confidentiality.  The officer will have authority to make whatever enquiries are 
necessary to establish the validity of the complaint and to formulate a resolution.  
The investigating officer will seek assistance from appropriate persons and will seek 
consultation with a senior colleague not involved in the complaint before coming to 
a decision about the resolution. 

 
If appropriate, the officer will call separate investigatory meetings with the 
complainant and subject(s) of the complaint to attempt a resolution.  With the 
agreement of both parties, a joint meeting may be arranged with the intention of 
mediating a resolution.  The right to a hearing will only be valid where no legal 
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proceedings have been intimated or issued regarding matters forming the subject 
matter of the complaint. 
 
File references relating to any person complained about will be kept to a minimum.  
That person will have access to these references and full confidentiality will be 
maintained. 
 
A report giving the result of the investigation and any applicable resolution, 
together with reasons for coming to the particular decision, will be sent to the Chief 
Executive who will decide whether further action is necessary.  It may be that the 
complaint: 

 Will not be upheld 

 Will be upheld and resolved by agreement 

 Will be upheld and require further action to resolve 

 Deferred to national level for further investigation and action. 
 
At all stages, the principles of integrity and impartiality will be applied. 
 
If either the complainant or the subject of the complaint believe there has been an 
irregularity in the procedure set out above, they have the right to request a review 
by the Chief Executive and/or the Board of Trustees within 14 calendar days of 
receipt of notification of the outcome. 

 
National resolution 
This level involves investigation of the complaint by the Chief Executive or his/her 
nominee and, if necessary, review by a committee appointed by the HDS Board of 
Trustees.  The review committee will include at least one Trustee and other 
members as appropriate, in the judgement of the Board, according to the nature of 
the complaint. 
 
The Chief Executive or the nominated investigating officer will make all necessary 
investigations of the complaint, based on the required written submissions and 
permissions as at the local level. 
 
The Chief Executive/investigating officer will consult with all parties involved in the 
complaint undertaking meetings separately or jointly where the parties agree.  A 
nominated investigating officer will consult the Chief Executive before deciding on 
the outcome of the investigation.   
 
The outcome may be that the complaint: 

 Will be dismissed 

 Will be upheld and resolved by agreement 

 Will be upheld and require further action to resolve 
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Referral to the committee of the Board of Trustees may be made at the outset, 
depending on the course of earlier procedures and on the nature of circumstances 
prevailing at the local level. The decision on whether or not to refer to the 
committee with be the Chief Executive’s. The parties to the complaint have a right 
to request a review by the Board of Trustees committee following the outcome of 
the investigation by the Chief Executive or his/her nominee. 
 
The Chief Executive/investigating officer will provide a written report to the parties 
of the complaint notifying them of the outcome of the investigation, and the 
reasons for that outcome, and will advise them of their right of review by the 
special committee of the Board of Trustees if they have not already been involved.  
Requests for review must be made known within 14 days. 
 
No further review will be available following the decision of the special committee 
of the Board of Trustees.   

 
1.2. Disciplinary Matters 

Disciplinary action may be required as a result of a complaint about an employee.  
This may involve verbal or written warnings, termination of work, suspension of 
membership and advice to the relevant professional body.  Any of these might be 
accompanied by the offer of further training or therapeutic assistance if thought 
appropriate. 
 
All rights and safeguards appropriate to disciplinary matters as set out in the staff 
handbook will be applied, including the right to raise a grievance in accordance with 
contracts of employment. 
 
The Chief Executive, with HR and legal advice as necessary, will be responsible for 
disciplinary matters. Disciplinary matters relating to students and members will be 
the responsibility of the relevant course committee and the Board of Trustees 
respectively. 

 
1.3. Appeals 

Appeals must be lodged within 14 days (see section 3) 
 
Appeals about complaints handled at local level should take the form of a written 
note sent to the Chief Executive stating: 

 Name and full contact details of the appellant 

 The precise grounds of appeal 

 The remedy or remedies sought 
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 Whether a meeting with the committee is requested 

 The name, contact details and occupation of anyone who will be assisting the 
appellant at the appeals committee 

 
The Chief Executive on consideration of the evidence, and making any further 
enquiries as appropriate, may decide to: 

 Dismiss the appeal because no competent grounds have been stated or the 
appeal is out of time 

 Uphold the appeal 

 Convene a local appeals committee to hear the appeal. This committee will 
comprise the Chief Executive and two project staff who have not participated 
in the decision appealed against and who can act impartially. 

 In the case of a student appeal, make known to the course examiners medical 
or other personal circumstances which were adverse to the student’s 
performance and unknown to the examiners at the point of final assessment. 

 
If an appeal cannot be heard at local level, because of conflicts of interest or other 
circumstances likely to disadvantage proper consideration of the appeal, a 
committee of the Board of Trustees will consider appeals.  In this case, at least one 
member of the appeal committee will be external to HDS.  A convener will be 
nominated by the Board of Trustees and will sit with two other appeal panel 
members without prior knowledge of the appeal or contact with the appellant.  The 
Chief Executive will refer the appeal to the Board of Trustee’s appeal committee, 
after consideration of the circumstances, evidence, correspondence and reasons for 
the appeal not being heard and resolved at local level. 
 
Appeal committees shall meet within 14 days of receipt of the recommendation to 
hear the appeal or as soon as practicable thereafter. 

 
2.4. Conduct of Appeal Hearings 

The right to a hearing will be valid only where no legal proceedings have been 
intimated or issued regarding the matters forming the subject of the issue. 
 
The appellant will be informed in writing of date, time and place, and membership 
of the committee. 
 
The appellant is required to name any person assisting him/her with the hearing 
and is responsible for arranging the attendance of this person. 
 
All information concerning an appeal (including information relating to the manner 
in which the decision appealed against was reached), will normally be made 
available to the appellant unless the panel convener certifies any section of it 
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confidential.  Where the decision of the hearing rests on a confidential report, the 
substance of the report must be disclosed to the appellant.  Additional materials 
may be introduced at the hearing at the discretion of the convener. 
 
The hearing shall provide opportunities for the appellant and any assisting person to 
ask and answer appropriate questions and to engage in a non-adversarial way 
taking account of the entire circumstances of the case. 

 
Hearings on appeal matters will not enter into any re-assessment of the applicant.  
The focus of the hearing will be on the procedures of assessment and on any 
adverse circumstances stated by the appellant. 
 
Decision about the outcome of appeals will be notified to the appellant within 14 
calendar days.  Where the hearing involves a committee at local or national level, 
decisions may be reached by a majority vote and will be determined on a balance of 
probabilities. 
 
The decision reached by hearings, and the reasons for coming to that decision, will 
be given to the party/parties involved in writing with advice on rights to review as 
appropriate.  Any review will be heard on the basis of challenge to the evidence 
provided in support of the appeal and not on any other grounds. 

 
1.4. Records 

All records and correspondence relating to complaints and appeals will be kept in 
strictest confidence and in accordance with the HDS Code of Conduct and the data 
protection obligations. 
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APPENDIX: The HDS Code of Conduct 

 
Human Development Scotland’s values are: 

 Commitment to maintaining the highest professional standards, in delivery of our training 
and services, in supporting our students and in achieving our charitable aims 

 Integrity in establishing and maintaining all our working relationships  

 Respect for clients, colleagues, commissioners of services and students, and for their 
difference and diversity 

 Fostering learning, competence and ability in the service of personal and professional 
development 

 Transparency and good communication as a means to promote our charitable aims and 
build an open and efficient organisation. 

The Trustees of Human Development Scotland expect that all those representing the 
organisation in whatever capacity or working on its behalf, whether as employees, contractors, 
volunteers or members, will: 

 Act at all times in accordance with Human Development Scotland’s values and in the 
interests of the charity 

 If employed, abide by the policies & procedures set out in the HDS employee handbook  

 Maintain a satisfactory standard of performance and abide by all relevant professional 
codes of practice.  

 Work in co-operation and maintain positive relationships with HDS employees, contractors, 
volunteers and members. 

 Familiarise themselves with Health and Safety policies and procedures, observe them and 
ensure required safety equipment is always used. Report all accidents, however small, as 
soon as possible. Request training if necessary. 

 Notify the appropriate person of any unexpected absence as soon as possible. 

 Observe such rules as are in place regarding the personal use of HDS facilities eg telephone, 
e-mail, internet, photocopying or fax services 

 Abide by the HDS Equal Opportunities Policy and all other course, service or organisational 
policies as might be in place.  

 Avoid behaviour that is discriminatory, or might be perceived as such. If unsure, request 
clarification and/or training.  

 Be aware of behaviours which might perceived as bullying or harassment and refrain from 
engaging in them. Request training if necessary. 

 Keep confidential all client and personal student information, both for the duration of their 
work/course and after its termination, unless required by law to disclose information.  

 Recognise and respect Human Development Scotland’s intellectual property and take all 
appropriate steps to protect it. 

 Promote, and take all necessary steps to safeguard, Human Development Scotland’s 
reputation  

 Preserve positive relationships with HDS members, employees, contractors, students and 
clients. 

 
 


