SCS Complaints Policy and Procedure

ESCS

SOCIETY FOR COSMETIC SCIENCE

COMPLAINTS POLICY AND PROCEDURE

Making complaints

If a member or non-member of the Society wishes to raise an informal or formal complaint
against a member of the Society, a member of staff or the Society’s activities in general,
they should do so in writing to the Honorary Secretary via the-SCS Head Office either by
email feedback@scs.org.uk or by post, or, if the complaint relates to or concerns the
Honorary Secretary, by emailing the President via the SCS email feedback@scs.org.uk

On receipt of a written complaint the Honorary Secretary will refer it to the Investigation
Panel. If however, a complaint is not received formally, in writing that allegation will be
deemed to be unsubstantiated and the file will be closed.

A complaint will only be accepted if it relates to SCS activity and is a breach of the SCS
Code of Conduct and Practice Policy or the SCS Constitution Bye-Laws 5.2, 5.3 & 5.4, or if
it relates to activities pursuant to the Society in general. However, it excludes matters
arising exclusively from activities undertaken as part of an individual’s duties at their
company.

Written complaints against a member of the Society or a member of staff
Such letter/e-mail should be headed ‘Complaint’ and where possible should set out:-

1. The name and email address of the person making the complaint (the
complainant).

2. An outline of the conduct considered to be in breach of the SCS Code of
Conduct, including (if possible) the name of the person who is alleged to have
breached the Code (the respondent).

3. The date(s) and time(s) at which the possible breach(es) occurred;

4. If possible, the names of people who may have witnessed the conduct alleged
to be in breach of the Code.

5. Details of any steps taken so far to have the complaint dealt with; and

6. Details of the steps the-complainant considers should be taken to deal with the
complaint.

The Society will not accept anonymous complaints. Complaints received in this way will
be noted and filed. If the respondent cannot be identified, the complaint will be noted
and filed.

The complainant should also attach to their letter/email any documents or proof they
wish to be taken into account in the consideration of their complaint.
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Confidentiality

The complaints mailbox is monitored by a senior member of SCS Head Office staff and will
be treated as strictly confidential. The complaint will be shared only with those whose
involvement is necessary for its investigation.

Dealing with Complaints

Receipt of the complaint shall be acknowledged to the complainant by the Honorary
Secretary by email within 7 working days of receipt of the letter/email and recorded by
the Chair of the Investigation Panel and filed at SCS Head Office.

If, in the course of their duties, a member of SCS staff identifies member activity which
could contravene The Code of Conduct and Practice Policy or Bye-laws 5.2, 5.3 & 5.4 or if
it relates to activities pursuant to the Society in general they will refer the matter to the
Honorary Secretary. The Honorary Secretary will then refer the matter to the Investigation
Panel The member of SCS staff will act as the complainant, they will prepare a complaint
and will not otherwise be involved in any further aspect of the matter.

The Investigation Process

The Honorary Secretary will advise the Investigation Panel of any complaint(s) received,
who will then:

e Consider whether the complaint falls within activity relating to misconduct under SCS
Constitution Bye-Laws 5.2, 5.3 & 5.4 or contravenes the Code of Conduct and Practice
Policy, and if so:

¢ Notify the respondent of the nature with particulars and source of the complaint;

+ the fact that such a complaint will be considered by an Investigation Panel

+ the respondent’s right to submit a written statement to the Panel within 10
working days from the date of notification; and

+ the Panel's powers of investigation, and its authority in the absence of any
reply from the respondent, to proceed without further reference to the
respondent provided due notice has been given

+ The Panel may at this stage agree that one of its members should act as a
mediator or recommend that an external mediator be appointed by the
Investigation Panel with the aim of resolving the complaint. Should
mediation be successful, as agreed by both the complainant and the
respondent, no further investigation will be undertaken

¢ Investigate with others involved and where necessary request more facts and
evidence from the complainant

¢ The Investigating Panel will have the authority to dismiss the complaint for the
following reasons:

+ if it is decided that the complaint is not of a nature which contravenes the
Code of Conduct and Practice Policy or the Constitution Bye-Laws 5.2, 5.3 &
5.4 or that there is insufficient evidence to support the complaint

+ If it was deemed that the incident arose outside of the scope of the SCS
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Any dismissal of a complaint will be communicated to the complainant and respondent in
writing.

e The Investigation Panel will have the authority to refer the complaint to the
Disciplinary Committee.

o At any stage, and with the agreement of the Honorary Secretary, the Investigation
Panel may choose to seek legal advice to aid the investigation and/or may choose to
direct the complainant and/or the respondent to the authorities if the complaint is
considered to be of a sensitive or illegal nature

e The Investigation Panel Chair will present the written conclusion, if concluded, to the
complainant and the respondent within 28 working days of the date of receiving the
written complaint. If not concluded, the Investigation Chair will respond to the
complainant and respondent within 28 working days and will indicate a reasonable
extension period not exceeding a further 28 working days, to present the written
conclusion

e The complainant and respondent may appeal the outcome within 7 working days of
the date of the outcome letter

e The outcome of an investigation will be either that misconduct was identified or that
it was not. Incidences of misconduct will be referred to the Disciplinary Committee.

¢ The Panel will provide a confidential written report to the Honorary Secretary and
relevant SCS staff members, on its investigation of each complaint, including those
resolved by mediation. If the Honorary Secretary or SCS staff have a potential conflict
of interest in relation to the complaint, they will neither receive the report nor be
involved in any discussions relating to it. The report will summarise the complaint and
the Panel’s investigation, including any mediation undertaken, provide its conclusion
as to whether the Code was violated or not. With due consideration given to
confidentiality, the report may also be made available to the respondent and the
complainant. The report will not be circulated outside the above-mentioned parties,
all of whom are expected to respect confidentiality.

The Investigation Panel

The Investigation Panel consists of 5 members, 3 of which will be quorate and will consist
of the Honorary Secretary (Chair) plus a mixture of Past SCS Presidents, Honorary and
Fellow Members of the Society nhominated by the Honorary Secretary.

The implementation of the Panel is at the discretion of the Honorary Secretary. If either
the complainant or respondent has a concern about the composition of the Panel, this
should be raised as part of the Appeals process. Panel members must have had no
misconduct rulings upheld against them by the SCS in the past.

If the Chair has a potential conflict of interest in relation to a specific complaint, another
Chair should be selected for that case. A Chair or Panel member who has a potential
conflict of interest in relation to a specific complaint, such as being a colleague of the
complainant, respondent or a person who may have been subject or a witness to the
alleged violation(s), will take no part in the review or in any subsequent investigation and
report.

The Disciplinary Process
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o If a complaint is referred to the Disciplinary Committee this will be advised to the
complainant and respondent in writing. The Disciplinary committee members will
review the evidence and decide what further action, if necessary. should be taken

o The respondent will be informed of their right to submit a written statement to the
Committee within 10 working days from the date of notification.

o The SCS will not permit any discrimination or negative consequences for a
complainant, regardless of the outcome of the investigation - providing the complaint
was filed with the correct intent.

¢ No action should be taken against a respondent until the matter has been thoroughly
investigated.

e The Disciplinary Committee Chair will present the written conclusion to the
complainant and the respondent within 28 working days of the response from the
Investigation Panel.

e Depending on the nature and level of severity of the identified breach(es) of the Code
of Conduct, the recommended actions may include, but are not limited to:

+ Providing guidance on appropriate behaviour to the respondent.

+ A letter of reprimand to the respondent.

+ Suspension of the respondent’s membership of the Society for a specified
period.

+ A ban on the respondent attending the SCS event where the offence(s) took
place for a specified period of time and any other events held by the SCS.

+ Revocation of the right of the respondent to hold any office in the Society or
play a role as a committee or sub-committee member for a specified period or
permanently, where the Panel has the authority to do so.

+ Permanent termination of the respondent’s membership of the Society and/or
their permanent exclusion from events organised by the Society.

The penalty will take effect as soon as the respondent receives written confirmation of
this, and it will remain in force for the specified time period unless it is overturned by
an appeal.

The Disciplinary Committee

The Disciplinary Committee consists of 5 members, 3 of which will be quorate chaired and
nominated by the President and a mixture of members of Council,-Past Presidents,
Honorary and Fellow Members. If a member has served on the Investigation Panel, they
cannot serve on the Disciplinary Committee for the same case.

The implementation of the Committee is at the discretion of the President. If either the
complainant or respondent has a concern about the composition of the Committee, this
should be raised as part of the Appeals process. Panel members must have had no
misconduct rulings upheld against them by the SCS in the past.

If the Chair has a potential conflict of interest in relation to a specific complaint, another
Chair should be selected for that case. A Chair or committee member who has a potential
conflict of interest in relation to a specific complaint, such as being a colleague of the
complainant, respondent or a person who may have been subject or a witness to the
alleged violation(s), will take no part in the review or in any subsequent investigation and
report.
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The Appeals Process

e The complainant and respondent may appeal the outcome of the Disciplinary
Committee within 7 working days of the date of the outcome letter

e The Appeals Committee will have the power to decide whether further evidence
submitted is new evidence of significance which could not reasonably have been
presented to the Disciplinary Committee and, if so, to direct that the case be
reheard by the Disciplinary Panel in the light of that new evidence;

e The Appeals Committee decision will be provided in writing and their decision is
final

A Complaint against the Society’s Activities

A complaint may also be made about the Society’s activities rather than abest concerning
an individual; for example, abeut concerning its courses, publications or events that the
Society is responsible for. The above-described investigation process will occur, and the
same provisions about confidentiality and complaints handling will still apply.

The nature of the subject of the complaint may not mean that there has been misconduct
under SCS Constitution Bye-Laws 5.2, 5.3 & 5.4 or contravention of the Code of Conduct
and Practice Policy. Therefore, the Investigation Panel will consider whether there is
sufficient evidence to support the complaint and whether there are sufficient grounds for
the complaint. The Investigation Panel will determine the appropriate course of action
which may include legal representation, if necessary, and will keep the complainant
informed as described in the relevant sections above.

The Appeals Committee

An Appeals Committee may consider appeals brought on certain specified grounds, as
established in the Appeals Process, against decisions of the Disciplinary Committee. The
Appeals Committee will be chaired by an Honorary Member and will consist of 5 members,
3 of which will be quorate If a member has served on the Investigation Panel or
Disciplinary Committee, they cannot serve on the Appeals Committee for the same case.

The implementation of the Committee is at the discretion of the chair (as above). The
chair will be nominated by the a senior member of the SCS Head Office—Committee
members must have had no misconduct rulings upheld against them by the SCS in the past.

If the chair has a potential conflict of interest in relation to a specific complaint, another
chair should be selected for that case. A chair or committee member who has a potential
conflict of interest in relation to a specific complaint, such as being a colleague of the
complainant, respondent or a person who may have been subject or witness to the alleged
violation(s), will take no part in the review or in any subsequent investigation and report.

Extract of the SCS Constitution Bye Law 5 - SUSPENSION AND REMOVAL

The Council shall have power to suspend or terminate the membership of any member if
there is an ongoing dispute, or:

5.3 Who does not comply with all applicable laws relating to anti-bribery and anti-
corruption, including but not limited to the Bribery Act 2010.

5.4 Where a disciplinary decision is formally presented under the Society’s Complaints
Policy Procedure and Disciplinary Process
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Complaints regarding the conduct of a member shall be communicated in writing to the
Honorary Secretary through the formal Society Complaints Policy Procedure.

Society for Cosmetic Science
Suite 12, Unit B2
Bramingham Business Park
Enterprise Way

Luton

Beds LU3 4BU, UK
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