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Article 1

General
The Student Complaints and Objections Management Mechanism established by
this Regulation is addressed to all active students of the Postgraduate Studies

Program "Synthesis, natural products and modern applications" of the Department of

Chemistry of the School of Sciences of the Aristotle University of Thessaloniki and aims

at:

- defining the policy and regulatory framework for establishing rules, practices and
processes for the systematic and reliable recording and handling of student
Complaints and Objections that may arise during their studies in the Postgraduate
Program,

- ensuring the equal and fair treatment of all students of the Postgraduate Studies
Program (P.S.P.),

- improving the quality of educational and administrative services provided to the
students of the P.S.P.,

- safeguarding the prestige of the P.S.P.

This Regulation does not cover matters concerning the purely academic work of
the teaching staff of the program.

Article 2
Definitions

For the purpose of this regulation, the term Complaint is defined as the oral or
written expression of disagreement, dissatisfaction, or problem on the part of the
students of the P.S.P., regarding issues related to the level of quality of the educational
and administrative services provided by the program.

The term Objection is defined as the written and formal expression of objection or
doubt on the part of students, regarding a pending or problematic decision related to
their submitted request.

The students of the P.S.P. may either express orally or submit in writing a
Complaint when an action or decision of a member or collective body of the program
is not consistent with:

- the Study Guide and the Regulations of the P.S.P., and the related ones of the

School of Chemistry and the Aristotle University of Thessaloniki,

- the Regulation of Research Ethics of the P.S.P., and the related ones of the School
of Chemistry or the Aristotle University of Thessaloniki,

- the principles of the code of professional conduct,

- the proper use of facilities and infrastructure,

- the principles of intellectual property and copyright protection,

- the principles of equality, non-discrimination and all forms of harassment issues,

that concern and affect the level of quality of educational and administrative services

provided. Indicatively. Indicatively, the following are mentioned:

a. issues related to the educational and research process
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- problems arising from failure to follow the correct implementation of the
educational process (e.g., giving assignments, answering questions, and providing
clarifications) and consistency in the educational process (e.g., failure to adhere to
teaching work schedule, failure to inform in proper time students about changes),

- problems related to the late grading of assignments and/or written exams, and
unequal treatment in the evaluation of students,

- problems related to the communication and/or cooperation between the
members of the teaching staff of the P.S.P. with the students on academic issues,

- problems related to the communication and/or cooperation between students on
academic issues.

b. material/technical infrastructure issues

- problems related to facilities (e.g., classrooms, laboratories),

- problems related to infrastructure (e.g., equipment, accessibility),

- problems related to the rational use of facilities and infrastructure,

that hinder the educational and research processes of students.

c. intellectual property and copyright protection issues

d. equality, discrimination, and harassment issues

- problems related to racial and religious discrimination or disability discrimination,

- harassment problems of any nature.

Article 3
Scope

The policy described in this Regulation is addressed to all active students of the
P.S.P. Students, before proceeding to express orally or submit in writing a Complaint
or Objection, should have studied the Study Guide and the P.S.P. Regulation, as well
as the Rules of Procedure of the Aristotle University of Thessaloniki, so that they are
aware of their rights and obligations. They should also contact the Academic Advisor
of the P.S.P. for appropriate guidance and support, regarding their disagreement,
dissatisfaction, or problem related to the quality level of the educational and
administrative services provided by the P.S.P. The competent body for the proper
implementation of this Regulation is the Coordinating Committee of the P.S.P.

Article 4
Complaints and objections management

The submission in writing of a Complaint or Objection should not be considered as
an automatic choice of reaction for the expression of disagreement, dissatisfaction,
problem, or objection on the part of the students of the P.S.P. The basic strategy that
should initially be followed in order to deal with such issues is good-faith discussion
between the parties involved and seeking to resolve them in an interpersonal manner.

In case the student decides to submit in writing a Complaint or Objection, this
should be done, within a period of 30 days from the occurrence of the problem, and
submitted to the competent body, either in writing or by e-mail using his/her
institutional e-mail account.

The members of the competent bodies involved in the Student Complaints and
Objections management are responsible for carrying out all steps of implementing the
procedures described in this Regulation with objectivity, transparency, and



confidentiality. Finally, all those involved have the obligation to maintain and protect
personal data, as defined by the applicable legislation.

Article 5
Procedure for submitting in writing Complaints or Objections

The procedure for submitting in writing Complaints or Objections described in this
Article aims to define the steps to be followed in order for a student to express his/her
disagreement, dissatisfaction, problem, or objection related to the quality level of the
provided educational and administrative services of the P.S.P., and to resolve these
issues.

Initially, the student, after discussing with the Academic Advisor of the P.S.P.,
should follow the procedure of immediate resolution. In particular, he/she
communicates with the directly interested member of the P.S.P. with whom he/she
has the issue, mentioning the reason for their communication, and seeking a meeting
in order to directly discuss and resolve the issue. The member of the P.S.P. must
respond to the student at his/her earliest convenience, even if his/her response is
negative or dismissive. At the end of the issue resolution process, the student informs
the Academic Advisor of the outcome of the procedure. If successful, the case is
recorded by the Academic Advisor and is reported to the academic authorities if
requested (always under conditions of anonymity and confidentiality, and only for
statistical reasons).

If, after the completion of the above procedure, no resolution has been found to
the issue or there is disagreement on how to resolve it, then the student may, within
a period of 30 days from the occurrence of the problem, submit in writing a Complaint
or Objection to the Coordinating Committee of the P.S.P., requesting its mediation.
The Complaint or Objection is recorded on the relevant Complaint or Objection
Submission form found in the Appendix of this Regulation. The document is submitted
to the secretariat of the P.S.P. addressed to the Coordinating Committee of the
program. The indirect resolution process that preceded and followed should be stated
in the form. The secretariat of the P.S.P., after registering the document, forwards it
to the Coordinating Committee and the latter, in turn, after examining and
investigating the case, takes the necessary actions to resolve the issue or refers it to
the competent administrative bodies of the School of Chemistry of the Aristotle
University of Thessaloniki that could offer a solution. The relevant administrative
bodies include: the Postgraduate Studies Committee of the School of Chemistry, the
Head of the School of Chemistry, or the Assembly of the School of Chemistry. During
the investigation of the case, the Coordinating Committee of the P.S.P. may invite the
student to a hearing to present his/her opinion. If the issue is resolved without referral
to the Head of the School of Chemistry and the Assembly of the School of Chemistry,
then the case is closed. If the case is referred to the Head of the School of Chemistry
or the Assembly of the School of Chemistry, any decisions made are final and
irrevocable. If the case is complex, the Head of the School of Chemistry or the



Assembly of the School of Chemistry may refer it to a competent administrative body
of the Aristotle University of Thessaloniki that could provide a solution. The relevant
administrative bodies include: Student’s Advocate, Gender Equality Committee, and
Ethics Committee. If, after this step, there is a disagreement on how to resolve the
issue, the student can contact the vice-rector of academic affairs of the Aristotle
University of Thessaloniki for final settlement of the case. At the end of the process of
resolving the issue, the student should inform the Coordinating Committee of the
P.S.P. for the outcome. If successful, the case is recorded by the Coordinating
Committee of the P.S.P. and is reported to the academic authorities of the School of
Chemistry or the Aristotle University of Thessaloniki if requested (always under
conditions of anonymity and confidentiality, and only for statistical reasons).

Article 6
Right to information
The Coordinating Committee of the P.S.P. must inform the student in writing
about the actions taken to examine, investigate and resolve an issue, as well as about
any decision that has been taken, within 30 days after the written submission of
his/her Complaint or Objection. If the student is not informed about the process
within the above period of time, he/she may contact the Head of the School of
Chemistry of the Aristotle University of Thessaloniki for further settlement of the case.

Article 7
Evaluation of the implementation of the procedure for resolving Complaints and
Objections

To improve the operation of the Student Complaints and Objections Management
Mechanism, a series of specific actions should be implemented by the Coordinating
Committee of the P.S.P. Specifically, the Coordinating Committee should record and
classify the Complaints and Objections that are expressed orally or submitted in
writing by the students of the P.S.P., as well as evaluate the entire procedures
followed in each case, in an electronic manner, so that the results from the resolution
processes to be measurable, evaluable, and comparable. Complaints and Objections
will be classified, according to their origin, in the following categories:
- Educational and research process issues
- Material/technical infrastructure issues
- Intellectual property and copyright protection issues
- Equality, discrimination, and harassment issues
Finally, at the end of the academic year, the Coordinating Committee of the P.S.P.
prepares a report that includes the following information:
- all Complaints and Objections expressed orally or submitted in writing by the

students of the P.S.P,,
- all Complaints and Objections examined,
- all Complaints and Objections which, after their examination, were resolved.






APPENDIX

COMPLAINT OR OBJECTION
SUMBISSION FORM
TO o Protocol Number: .....................
STUDENT’S FULL NAME: ..ottt ettt sttt et bt et sat e s bbbt et sae e bt ebe b s

STUDENT’S REGISTRATION NUMBER: .........ooiiiiiiiiiiiieeniee ettt e e

L2 1 - 11 PR RTRRR

SUBJECT OF COMPLAINT OR OBJECTION (Mark your choice with X)

.......... Educational and research process

.......... Material/technical infrastructure

.......... Intellectual property and copyright protection
.......... Equality, discrimination, and harassment

BRIEF DESCRIPTION OF YOUR COMPLAINT OR OBJECTION:

Mark your choice with X

.......... | declare that | explicitly and unconditionally consent to the processing of my
personal data for the purpose of handling my Complaint or Objection.

.......... Additional documents related to my Complaint or Objection are attached.

Date .../ o/ ...

Signature




