Queen’s Register of Support Providers
Complaints Procedures
i.
Introduction

The majority of students are very happy with the non-medical support arranged for them via Support Provider(s).  As Queen’s Register of Support Providers aims to maintain high levels of quality in terms of student support, students are encouraged to contact Disability Services and/or the Register as soon as possible if they are unhappy with any aspect of their support.  Students should express their concerns directly to the Register and/or through their Disability Officer.  Following the receipt of a complaint, the Register will act promptly and will aim to resolve any issues thoroughly and efficiently. 
The Code of Conduct that all Support Providers agree to abide by upon joining the Register provides guidance for Support Providers working with students at Queen’s.  Any behaviour that that falls outside of these principles will be addressed by invoking the below Complaints Procedures.

ii.
Complaints Procedure for Students
Stage 1 
A student should report to his/her Disability Officer and/or the Register if he/she has cause for dissatisfaction with any aspect of the non-medical support delivered by his/her Support Provider(s).  Where a student makes a complaint to the Register or their Disability Officer, the student will be reminded of his/her accountabilities as detailed in the Student Contract and of the Support Provider’s roles, responsibilities and limitations as outlined in the ‘The Student’s Guide to Queen’s Register of Support Providers’.  
If the student still has concerns about their Support Provider, the Disability Officer will make the Register aware of the matter and outline the student’s grievances.  The Disability Support Co-ordinator will then inform the Support Provider by email of the complaint and will launch an investigation.  

Any evidence to support the complaint will be considered.  This might include for example, not adhering to the terms and conditions agreed in the student’s Statement of Agreement or non-compliance with the principles outlined in the Code of Conduct for Support Providers.  The Disability Support Co-ordinator will contact the Support Provider by email to outline the complaint(s), reiterate what behaviour is/is not acceptable and where necessary, ask the Support Provider to review and re-submit their declaration to uphold the principles embodied in the Code of Conduct.  

If the complaint is not resolved after liaison with the Support Provider, or the seriousness of the complaint warrants it, the complaint will be taken forward and addressed at Stage 2.  
Please note: Stage 1 also applies to recurring issues reported to the Register from one or more students regarding individual Support Providers. 

Stage 2
The Support Provider will be asked to meet with the Disability Support Co-ordinator and the student’s Disability Officer and a room will be arranged for the interview in the Student Guidance Centre.  The student’s Disability Officer and Disability Support Co-ordinator will outline the nature of the complaint and the standards normally expected.  The Support Provider will be given the opportunity to discuss the complaint from his/her perspective.  Following the meeting, the Disability Support Co-ordinator will send a letter to the Support Provider summarising the outcome of meeting.  
The student(s) will be contacted and informed of the outcome of the meeting.  Where a student is not happy to continue with the support relationship, he/she will be matched with an alternative Support Provider.  

If, after this meeting, the misconduct issue(s) are still ongoing, the Support Provider will be asked to meet with the Head of Disability Services to address the problem(s) at Stage 3 of the Complaints Procedure. 
Stage 3
The Register will ask the Support Provider to meet with the Head of Disability Services and the Disability Support Co-ordinator.  At this meeting, the Support Provider will be informed of the details of the continued alleged misconduct and he/she will be advised that any further misconduct will result in their removal from Queen’s Register of Support Providers.  A summary of the outcome of the meeting will be sent to the Support Provider.  
iii.
Removal from Queen’s Register of Support Providers
If the misconduct continues after Stage 3 of the Complaints Procedure, the Support Provider will be withdrawn from the Register and sent notification to this effect.  
iv.
Appeals Process

If a Support Provider feels that they have been unfairly removed from the Register, he/she should put their case in writing to the Head of Student Affairs outlining their objections and detailing the grounds on which they are based.  The Head of Student Affairs will investigate the decisions resulting from the Complaints Procedure and will advise the Support Provider, in writing, of his/her verdict.  The decision taken at this stage is final.  

v.
Complaints Procedure for University Staff

Although Support Providers work on a one-to-one basis with their students, they come into daily contact with members of the University including Information Assistants, lecturers, Library staff, staff from Disability Services, School Offices, Carecall etc. 
If a Support Provider has been behaving rudely, aggressively and/or unreasonably, the member of staff concerned should formally or informally report the matter as soon as possible to Queen’s Register of Support Providers.  The Disability Support Co-ordinator will investigate the issue and consider any evidence provided.  The Disability Support Co-ordinator will then contact the Support Provider by email (see Stage 1 above) to outline the complaint(s), reiterate what behaviour is/is not acceptable and where necessary, ask the Support Provider to review and re-submit their declaration to uphold the principles embodied in the Code of Conduct.  Depending on the seriousness of the complaint or the reoccurring nature of the grievance, this may be followed up with a one-to-one meeting with the Support Provider (see Stage 2 above).  
If the issues persist, the Support Provider will be asked to meet with the Head of Disability Services and the Disability Support Co-ordinator (see Stage 3 above) and this may result in their removal from Queen’s Register of Support Providers.  If the Support Provider believes that they have been treated unfairly, he/she may appeal the decision by writing to the Head of Student Affairs (see above Appeals Process).
vi
Complaints Procedure for Support Providers

Queen’s Register of Support Providers values its Support Providers and will seek to resolve any concerns as soon as possible.  

Support Providers work on a one-to-one basis with students in various roles with clearly defined boundaries and limitations.  In the main, these working relationships function well.  Occasionally however, a student may seek support beyond the boundaries of the support role remit, may behave rudely and/or aggressively or may fail to engage with or keep in contact with their Support Provider.
If a Support Provider is unhappy with any aspect of their working relationship with a student, he/she should contact the Register immediately to outline their grievances, preferably by email.  The Disability Support Co-ordinator will then raise the problem(s) with the student’s Disability Officer who in turn will contact the student concerned to discuss the issues raised.  The student will be reminded of his/her accountabilities as detailed in the ‘Student Contract’ and of the Support Provider roles, responsibilities and limitations as outlined in the ‘The Student’s Guide to Queen’s Register of Support Providers’.  
If, after discussion with the student, the matter is not resolved to the Support Provider’s satisfaction or the working relationship has subsequently become untenable, the student will be matched with a different Support Provider and where possible, the Support Provider will be allocated a new student.
Queries

Should you have any further queries or require a copy of this procedure in an alternative format, please contact us directly at:

Queen’s Register of Support Providers 

Disability Services

Student Guidance Centre

Queen’s University

Belfast, BT7 1NN

Tel: 028 90 972727; Email: supportprovider@qub.ac.uk
Web: www.qub.ac.uk/directorates/sgc/disability/SupportProviders/ 
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