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POLICY ON COMPLAINTS 
 
0. General 

0.1 Purpose: To provide Engineering Society members with a formal procedure  
intended to ensure that complaints are handled fairly and consistently. 

0.2. Overview: It is a requirement under the University of Toronto Policy for  
Compulsory Non-Academic Incidental Fees that organizations receiving such fees  
have and adhere to an internal process for addressing complaints. Further, the  
existence and continual refinement of such a process is an organizational best  
practice that is in the interest of facilitating member participation in the Society 

0.3. This policy applies to any member that holds a position within the Engineering  
Society, including but not limited to, an Officer, Project Director, employee,  
member of the Board of Directors, or member of a Project Director’s team. 
0.3.1 This policy applies to any of the persons listed in Section 0.3 for the  

entirety of their term, from when they take office of their position to when  
they are relieved of their position. This includes actions taken outside of  
their official capacity within their role. 

0.4 Complaints to which this policy applies include the misconduct of any member  
that holds a position within the Engineering Society as defined in Section 0.3 
0.4.1 This policy defines an act of misconduct as any offense outlined in the  

university’s Code of Student Conduct Section B - Offences, as interpreted  
by the investigator of the case appointed by the Society. 

 
1. Submission of Complaints 

1.1 All complaints should be submitted to the Ombudsperson, except a complaint  
against the Ombudsperson, which should be directed to the Speaker.  
1.1.1 If any person holding any office of the Society receives a formal  

complaint, they must refer the complainant to the Ombudsperson or  
Speaker, as outlined in Section 1.1 respectively, to pursue an investigation. 

1.2 In the absence or unavailability of the Ombudsperson, the Speaker shall carry out  
all of their functions. 

1.3 Complaints may be submitted in person or by mail to the Society’s registered  
address, or by email to the appropriate person (as outlined in Section 1.1). 
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1.4 A complaint will be considered complete if it contains the following: 
a. The approximate date or a timeline of the alleged actions or events 
b. The name and position of the subject of the complaint 
c. Sufficient detail for a reasonable person, with full access to the Society’s 

documents, to ascertain the factual accuracy of the allegation.  
1.5 Complaints may be submitted anonymously, so long as the identity of the  

complainant is not germane to the complaint itself. 
1.5.1 If an anonymous complaint is submitted and found to be incomplete, the  

complaint will not be investigated.  
1.5.1.1     If there is a means of communication with the complainant, the  

    closure of the complaint will be communicated.  
1.5.1.2     If there is no means of communication with the complainant, the  

    complaint will be closed and archived by the Ombudsperson. 
 
2. Process of Investigation Regarding a Complaint 

2.1 Complaints sent to the Ombudsperson and Speaker will be sent to the relevant  
personnel immediately for investigation as follows: 
2.1.1 If the complaint concerns the conduct of any members of the Board of  

Directors (excluding the Speaker), Officers, or Ombudsperson, the  
Speaker will investigate the complaint as the investigator. 

2.1.2 If the complaint concerns the conduct of any other persons, the  
Ombudsperson will investigate the complaint as the investigator. 

2.2 The complaint must be immediately acknowledged by the investigator to the  
complainant upon receipt. 
2.2.1 If there is no means of communication with the complainant, the  

investigator will continue without notifying the complainant. 
2.3 Within 7 days, the investigator shall advise the complainant on whether the  

complaint submitted is complete. 
2.3.1 If the complaint is deemed incomplete, the complaint will not be  

investigated. To pursue the complaint, the complainant will need to submit  
a new, complete complaint. 

2.3.2 If the complaint is deemed complete, the status of the complaint will move  
to open. 
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2.3.3 A complete, acknowledged complaint can take on one of four status: 
a. Open (when an complaint’s investigation is in progress) 
b. Closed (when the complaint’s investigation is completed by the 

investigator) 
c. Withdrawn (when a complaint has been withdrawn by the 

complainant) 
d. Appealed (when a complainant is in the process of appealing their 

case) 
2.4 Upon notifying a complainant of the receipt of a complete complaint, the  

investigator shall immediately take steps to ascertain whether the complaint has  
merit under Section 0 General of this policy. 
2.4.1 The investigator will judge and mark down the validity and relevance of  

each document related to the complaint. 
2.4.2 The investigator must reach out to all possible relevant parties in the  

complaint and offer them accessible channels of communication to the  
investigator throughout the investigation. 

2.4.3 All persons holding any office of the Society shall cooperate in the  
investigation of complaints to the fullest extent that is reasonably possible. 

2.4.4 The investigator must respond to the complainant within 21 days of  
acknowledging the complaint with an outcome or a notification for an  
defined time extension to the investigation period. 

2.5 At any point during the investigation of a complaint, the complainant can choose  
to withdraw their complaint by notifying the investigator. 
2.5.1 If the complainant decides to withdraw their complaint, the associated  

investigation will be considered withdrawn immediately and the  
investigator will take no further action. 

 
3. Response and Outcomes to Complaints 

3.1 The investigator will respond to the complainant with a response in writing to  
acknowledge the close of the investigation. 
3.1.1 If the investigator finds that the complaint is valid, the response must  

include recommended outcomes regarding the subject of the complaint. 
3.1.2 The investigator will proceed to execute any recommended outcomes  

immediately following the close of the investigation. 
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3.2 The response to the complaint shall clearly state why the investigator found or did  
not find merit to the complaint and include any supplementary information used  
in the determination of such. 

3.3 The recommended outcomes for the complaint shall match the verdict and  
severity of the response. 
3.3.1 The possible recommended outcomes are: 

a. Recall from position 
b. Mandate additional training 
c. Send official apology 
d. Give official warning from overseeing body 
e. Escalate to campus police 
f. Escalate to law enforcement 
g. Escalate to the Office of the Dean 
h. Other (outcomes and reasoning must be specified by the 

investigator) 
3.4 All recommended outcomes will be presented to the overseeing body of the  

subject of the complaint, who may chose to execute the recommended outcome,  
amend and execute the recommended outcomes, or decline the recommended  
outcome. 
3.4.1 For complaints concerning the conduct of project directors, staff of project  

directors, and the business manager, recommended outcomes will be 
presented to the Board of Directors in camera. 

3.4.2 For complaints concerning the conduct of members of the Board of  
Directors or officers, recommended outcomes will be presented at a 
General Meeting. 

3.5 Responses and recommended outcomes to complaints shall be kept confidential  
unless confidentiality is waived by the complainant. 
3.5.1 If documents related to the complaint are being shown to a party external  

to the investigator, all personal information shall be redacted. 
3.5.2 All complaints and related documents will be archived by the  

Ombudsperson, for the possibility of reopening a withdrawn case or for 
the use of reference as a precedent. 
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4. Appeals process 
4.1 If a recommended outcome was dispositioned by the Board of Directors, the  

complainant may appeal the ruling by calling a General Meeting (as outlined in  
Bylaw 1, Section 2.1.2) 
4.1.1 A majority of Members present at the General Meeting can overturn the  

decision rendered by the Board of Directors. 
4.2 If a recommended outcome was dispositioned by a General Meeting, there shall  

be no further appeal. 
 

 


