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Title: Employee Complaint  Index Number: 
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 (Func. - Categ. - Sr.No.) 
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Direction 

Category: Human Resources 

Scope of 

application: 
All AUBMC Employees 
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13.01.2009 

Reviewed on: 

03.03.2017 

Next Review Date: 

03.03.2020 

 

1. Policy 

 

1.1. Employees at the American University of Beirut Medical Center (AUBMC) are 

encouraged to report complaints related but not limited to work related issues, health 

and safety concerns, relationships at work, unfair treatment to their supervisor, or any 

breach in the AUBMC Employee Standards of Behaviors (Appendix 6.1). 

 

1.2. Supervisors shall be responsible to take all reasonable steps to identify and attempt 

to prevent and resolve problems in the workplace. 

 

1.3. Complaints shall be treated promptly and confidentially. Strict confidentiality must 

be maintained when dealing with complaints 

 

1.4. Wherever possible, complaints shall be resolved informally and with the fewest 

people possible involved, to protect the reputation of the individuals involved, and 

assist the return to a productive working relationship as soon as possible. 

 

1.5. Complaints shall be resolved in a way that minimizes detriment to ongoing 

relationships rather than making a finding or allocating blame. 

 

1.6. Ill-founded complaints that are misconceived, or lack substance, shall not be 

pursued by AUBMC. 

 

1.7. Complaints that are malicious, or intended to intimidate or harass a staff member 

can lead to disciplinary action against the complainant on the grounds of serious 

misconduct. 

 

1.8. If employees are not satisfied with the solution of the complaint, they may file a 

formal grievance as per the Grievance Policy and Procedures that could be found 

on the following link: 

http://www.aub.edu.lb/pnp/generaluniversitypolicies/Documents/InstitutionalIntegrit

yPolicy/GrievancePolicy/GrievancePolicy.pdf. 

 
 

2. Purpose 

 

2.1. To promote a working environment where all staff are treated with dignity and 

respect and where complaints are taken seriously and dealt with promptly, 

effectively and sensitively. 

Issue Date 27.03.2017 

Effective Date 01.06.2017 
Quality, Accreditation and Risk 

Management Department 

http://www.aub.edu.lb/pnp/generaluniversitypolicies/Documents/InstitutionalIntegrityPolicy/GrievancePolicy/GrievancePolicy.pdf
http://www.aub.edu.lb/pnp/generaluniversitypolicies/Documents/InstitutionalIntegrityPolicy/GrievancePolicy/GrievancePolicy.pdf


  

 

GLD-HRD-001          2 of 6 

AUBMC_Employee Complaint_4th Ed_0317. 

3. Procedure 

 

3.1. For complaints against medical staff, please refer to the policy on Disruptive Medical 

Staff behavior (SQE-MST-006). 

 

3.2. For complaints against employees; most problems shall be resolved with the 

immediate supervisor on an informal basis, unless the complaint is against the 

supervisor personally, in which case it will start with the second level supervisor. If the 

employee is uncomfortable in raising their complaint through their first/second level 

supervisor, the complaint can be made directly to the Human Resources. 

3.2.1. If the complainant is not satisfied with the handling of the complaint or 

timeliness, then he/she should make a formal complaint in writing to the 

second level supervisor, indicating the date reporting the problem to the 

supervisor, and the reason for not being satisfied with the solution. 

3.2.2. The complainant shall also send a copy of the complaint to the Personnel 

and Workforce Planning Manager for monitoring purposes. 

3.2.3. The second level supervisor needs to ensure that any investigation is 

objective, fair and the conflict is resolved in due time. 

3.2.4. The complainant can appeal against the second level supervisor’s decision 

following the investigation. The appeal shall be made in writing to the 

Personnel and Workforce Planning Manager, who shall then lead the 

investigation process. 

3.2.5. The second level supervisor may choose to delegate immediately the 

investigation to the Human Resources Department upon receiving the 

complaint. In this case, the Personnel and Workforce Planning Manager 

shall lead the investigation in an objective manner, involving people as 

appropriate and inviting a union representative if need be, and make sure 

the conflict is resolved in due time. The Personnel and Workforce Planning 

Manager shall log the investigation under appropriate category (reckless 

behavior, at risk behavior, system failure or human error). 

3.2.6. The investigation shall focus on obtaining, collecting and analyzing all the 

evidence and information about the situation. 

3.2.7. Decisions are based on the basis of the accumulated information and 

evidence. 

3.2.8. At the end of the investigation, the Human Resources Department shall 

draft a report outlining the process, the minutes of the investigation 

meetings, the decision reached and the reasons for the conclusion. The 

report shall be made available to the complainant and the alleged 

offender and shall be filed in their personnel files. 

3.2.9. Human Resources Department shall protect employees who report a 

complaint to ensure non-punitive reporting and to avoid retaliation. Human 

Resources Department shall follow up with the complainant and investigate 

future related incidents.  

 

3.3. For complaints regarding incidents that involve violence, please refer to the policy 

on Violence in the Workplace (SQE-MUL-006). Violence shall be considered by 

AUBMC as sentinel event and shall be dealt with as per the policy on “Patient Safety 

and Risk Management Program” (QPS-MUL-001). 
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4. Responsibilities 

 

4.1. Supervisors/Managers:  

4.1.1. Set and monitor standards of behavior in the workplace. 

4.1.2. Provide advice and support to staff making a complaint. 

4.1.3. Deal with complaints at an early stage, and wherever possible, informally. 

4.1.4. Ensure fairness, and impartiality when dealing with staff. 

 

4.2. Human Resources Department: 

4.2.1. Advise managers on all aspects of the operation of this policy and help 

maintaining consistency in its application. 

4.2.2. Monitor the outcome of all formal complaints, and take appropriate action 

when necessary. 

4.2.3. Lead investigation when needed. 

 

 

 

[Remainder of this page left blank intentionally. Signatures follow on next page.]  
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5. Signatures 

 

 
 

6. Appendices 

 

6.1. AUBMC Employee Standards of Behaviors 

 

 

7. References 

 

7.1. Joint Commission International Accreditation, Standards for Hospitals, 5th edition, 

April 2014, Governance and Leadership (GLD). 

 

 

8. Modifications 

 

8.1. Moderate modifications were made to the 3rd edition of this policy. 
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Appendix 6.1 
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