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- Where they can make contact, and

- How they can make contact, such as the manner of face to face engagement.

Strategies may vary from case to case according to the circumstances and response to the case and more 
than one strategy may apply at any time.  

The type of change and/or level of restrictions that are applied, may also be adjusted according to the 
Complainant’s response. In exceptional cases, the University may terminate access to all its services or 
prohibit access to University premises. 

Unacceptable conduct, such as threats, abuse or actual physical harm directed at staff, may be referred 
to UNSW Security or the NSW Police, where appropriate. 

Key steps for managing unreasonable complainant conduct are set out below. An overview of the key 
steps is set out in Appendix B. 

2.1. Assess the situation and decide  

A local area manager, in consultation with relevant staff, may change or restrict University interaction 
with a complainant. As part of this process, a local area manager should consider: 

�x the circumstances giving rise to the unreasonable complainant conduct
�x the impact or likely impact of the complainant’s conduct on UNSW, staff, time, resources, etc.
�x the complainant’s responsiveness to the staff member’s warnings or requests to stop the

unreasonable behaviour
�x other actions staff have taken to manage the complainant’s conduct, if any; and
�x options for managing the situation.

2.2. Formally warn the Complainant  

When a complainant’s conduct poses a risk to the health and safety of staff or other people, the 
University may provide a formal written warning to the complainant in the first instance. 

A formal written warning may not be practical if it is likely to provoke a negative response or aggravate 
the c
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2.5. Monitor and review  

The 
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4.2. Consideration of the appeal  

The review of the decision should be undertaken by another manager at the same level or more 
se

https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/complaintmanagementpolicy.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/complaintmanagementprocedure.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/studentcomplaintprocedure.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/researchmisconductproc.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/staffcomplaintproc.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/ohspolicy.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/reportwrongdoingpolicy.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/reportwrongdoingprocedure.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/studentmisconductprocedures.pdf
https://www.unsw.edu.au/content/dam/pdfs/governance/policy/2022-01-policies/sexualmisconductpreventionandresponsepolicy.pdf
mailto:complaints@unsw.edu.au
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