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Our Complaints Policy, approved by our Board of Trustees every two years, allows for due process when 
looking into complaints about us, including the conduct of our Officers, Trustees and societies and how they 
are funded.  
 
In all cases, we will endeavor for complaints to be dealt with quickly and fairly and where a complaint is 
upheld, work with you to find an effective way of resolving the problem.  
 

At all stages of the process students are entitled to be accompanied by another student or trade union 
representative. 
 

Stage One – Raising your complaint 
 
If you have a complaint about any aspect of Liverpool Students’ Union we would hope you can resolve the 
matter with the immediate service provider or if relating to a person, the President or Chief Executive. You 
should put your complaint in writing addressed to your the relevant person. They will investigate your 
complaint and reply in writing, giving you an appropriate timescale for resolution. It is likely they may wish 
to talk to you to get further details regarding your complaint. 

 
Stage Two – Taking your complaint further 
 
If you are not satisfied with the response you may notify the Chief Executive in writing, who will acknowledge 
receipt of your complaint and they (or their nominee) will meet with you to reconsider the matter. If the 
matter is about the Chief Executive then you should address your complaint to the President. 
 
In exceptional cases, where a complaint leads to disciplinary investigation, LiverpoolSU may defer action 
under the procedure. However we will ensure you are kept informed at all times of the reasons for any delay. 
If the matter is not able to be resolved, you may refer it to an appeal. 
 

Stage Three – Appeal 
 
If the matter is not able to be resolved you may notify the Chief Executive within seven days in writing of 
the failure to agree. The matter will then be referred to an appeal committee of the Trustee Board with the 
support of the Chief Executive or nominee. 
 
At the appeal committee meeting that meets to hear your complaint you will be entitled to appear but will 
be asked to leave whilst the board make a decision. The appeal committee may seek advice and guidance 
from external sources. 

 
 


