COMPLAINTS PROCEDURE - BYELAWS
Section 1: Who is covered by this procedure?
This procedure applies to all CWU members, however matters shall not be
considered under the complaints procedure if:
a) The complaint relates to an event that occurred in normal circumstances,
more than two months prior to the date of the complaint being lodged;
and/or
b) The complaint relates to matters which have already been investigated in a
previous complaint or are currently under investigation in an external
procedure in line with National Rule 14.1.4 and/or
The complaint is of a frivolous or vexatious nature; and/or
The complainant is not a CWU member; and/or
The complaint is made by a third party
The complaint is made anonymously.
The Union may at its absolute discretion decline to deal with a complaint and any
reasons for doing so will be recorded in writing and sent to the member.
Section 2: Complaints Procedure
a) Most complaints can be resolved quickly and informally through discussion
with the person involved directly, or can be discussed with your local Branch
I.

If you feel unable to speak to the person involved or your local Branch,
for example because the complaint concerns the Branch, then you
should contact The General Secretary’s Office, 150 The Broadway,
Wimbledon, London SW19 1RX.

b) Complainants using this procedure are advised to set out their concerns in
writing (either via hard copy or email) and include details of any relevant
dates.
c) When a complaint is received in the General Secretary’s office, this will be
acknowledged within 7 days. Within one calendar month from that
acknowledgment, a response will be provided detailing what course of action
is required. This may be extended in exceptional circumstances.
d) The CWU will at all times seek early intervention and resolution via Informal
resolution.

CONCLUSION
Complaints will be concluded with either recommendations to move forward or a
settlement. This may include the use of formal mediation.
In exceptional circumstances where settlements cannot be reached, the Officer
with the assistance of either the President or Vice president may decide to offer
further opportunity of mediation or refer the complaint to the National Disputes
Committee under National Rule 14

