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ATTIOXITAXMA TTPAKTIKQN 5087/23-11-2023 TAKTIKHY YNEAPIAX

THX ZYTKAHTOY TOY ITANEITIXTHMIOY KPHTHX

OEMATA EKITAIAEYXH> KAI EPEYNAX

Ocpa: | 'Eyxotony  Kavoviopod  Asttovgying  Mmyaviopod  Awysioiong
1o IMupanovey xut  Evotdoewv Pountav  xut  Dortytoiwv  T0v

ITavemotypiov Konng.

H Zdyxintog tov IMavemotnpiov Kontg, hapavoviag vrddr yo 1o nopodv Oepa

- g Srtd€erg g mae. 4 tov dpboov 16 xow touv debpov 223 tov v.4957/2022 (A’
141),

- 10 amOomacpo mEontiey ¢ Lr o, 40m5/21-12-2022 ovvedplaong g
Movadag Awoypationg [Totomtag (MO.ALIL) touv [Mavemompiov Konng,

- 10 oyédo Kavoviopov Aettovpyiog Mnyaviopov Awyeiptong Tapandvwy xat
EBvotaoewy @ormmtov xoar Dortnrtoiwy, 1o omoto dtafifactnue pe 1o v’ aptbp.
28516/14-2-2023 (avaxowonoinon oto 0p00) eyyoopo g opddog epyaoioag,
amotelobpevng and tov Opotpo Kabnynm snor Zuvviyopo tov oty tov
[Movemomuiov Konmg, n. Xapdrapro Katepvomovro, nat v Ilpototapeévn

tou Tunpatog Metantuytanwy 2rovdwv xat Eeevvag, na Zopia IMokedoxnr,

- v etonynon touv Avumedtavy Axadnpainwy Yrobéoewy, Atx Biov Mabnong,
Aebvay Zyéoewv now E€wotpéyetag, Kabnynm I'ewpyiov Kootwen

no EMELTAL A0 oL{NTN O,

amopacifet opopwva

Eyxgivet tov Kavoviopd Aettovgyiag Mnyaviopod Awyeiptong opamdvey xot
Evotacewy @ortnwy wat Dortnrotwv tou Iavemompiov Koning, o onolog éyet, wg
anorobBwc:

KANONIZMOZXZ AEITOYPI'TAY: MHXANIXMOY AIAXEIPIXHX
ITAPATIONQN KAI ENXTAYXEQN ®OITHTON & ®OITHTPIQN

A. Etoaynym

270 TAXLGLO TNG POLTNTOXEVTOLUYG TEOGEYYLANG ToL Yapaxtneilet to [Taventotnpto
Kontng, xotaPBarketoar ndbe Svvarn mpoonabeio yroe 1 Srxpnn Bertiworn twv
LTYEECLOY TOL XL T7] OSLATNEYOY KELOTWY OYECEWY MUETaED TwV PEAWV TOUL.
I'vwpilovtag ot xata ) Stdpneta ™ oltnong eivar mbavd va mpoxnvovy
EVOTAOELG %ol TaEamove and Toug/ Tt ournteg/tpteg, 1o Ilavemomuo Konng
toug evBappover xat toug mpotEénet va ancvbuvbolvy dpeca 610 TEOCWTO Y TNV
LTYEEGLN TOL APOEOLY, UE OTOYO T OTOlX TEORANUaTa Vo emAvdodY peoo amod
yovipo Stahoyo. EVaAlonTind, oL QOLTNTES KAl POLTYTOLEG UTOQOLY VO XVXPEQOLY
EMLONUA TO TAEATOVO TOLS OTO AEUOBLO OEYAVO / LTnEEoia .

H Sadinacior Stayelplong Toupamovwy apoea o OAX To TUEXTOVY TOL XTTOVTAL TG
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TOLOTNTAG TWV TAEEYOUEVWY amo To 'Idpupa exmatdevTtwy xxt SLOWUNTINWY
LTIY|QECLOV.

Agbpo 1 Ogiopoti

1. Tlapanovo: 1 éxppaocy Svoupéoxslag and TAELEAS TOL/TNG YoLTNTY/ TG,
AOYo Stdevong Twv TRocdonL®Y ToL/ TG AVaPOELXE pe TO eTUTESO TOLOTNTHG
TWY TUEEYOUEVWY LTYQECLMV.

2. 'Bvotaon 7 dwadwmacio SLatOTWGYNG XVTLOENOEWY 7] ETLPUAXEEWY ATTO TAELOAG
POLTYTY] AVAPOQOIUX PE TNV EUXQEEUY] 7] AXOWUY %Al TNV TEOBANUXTINY eNIALGY
O¢potog/mpoPApatog mov tov anaocyokel. H Stadiaoio avth dev npénet vo
ouvyygetor pe v évatao (evdmogoavy mpoopuyy dpboov 24 N. 2690/1999)

nov optlet o vop.oc.

3. H évotaon eite natatibetal petd 1o mapamovo ette yivetar ancvbeiag (BAéne

apbpo 6 o1 cuveyeta.)

Ag0go 2 Zxomdg

H noltinn Srayelpiong napandvey aneubbvetar oe evepyoLs/ g wortntég/tpLeg Tou
[Mavemompiov Konmmg oAwv twv xudrkwv omouvdwy xal oATOCXOTEL OTNV
NATAAANAOTEE ETIALGY Slapwviag 1] TEORBANUATOC Kol T1) SLUCYAALGY| TNG OUUANG
Aettovpytag tou Idpvpatog oe Bepata OnwWS:

LAtxpwvia oe Oépata oToLSWY, POLTNONG KoL TUEOY Y LTY|EECLMV.

ii. AVdQILOOTY] GLUTIEQLPOER ATO UEAOG IUASNUAIXOD 7] SLOUNTIHOD TEOCWTXOD.
il EAMunng  nabodnynon gormtwv oamd  pelog  axadnpainoL 7 SlonTiRol

TEOCWTILXOV.
iv.Eoueppevn 1 Aoyw apeletag moapaketdr ex pepoug peloug Stdantinol xat
Bonnumod ddantnod mpoowninod (AEIT, EAIIT, ETEIL, EEI],

oSN UALNOLG LTTOTPOYOLG, K.&.) VO EUTIAT|OWOEL TIG IUXONUAIKES TOL
LTTOYEEWOELG ATEVALVTL 6TOV/OTNY POLTNTY/ TOLAL.

AgOpo 3 ITedio Egaopoyng

Ot 9o11Tec/T0LeC TEOTEETOVTAL VO LEAETHGOLY TOV HUVOVIOUO GTOLOMY KAl YEVIXSL
TOLG UAVOVeES Aettovpyiag Tov TTaventotnpiov pe oxonod va yvweilovy to Stratmpoto
not 1L Loy Eewoetg toug. Ot portntég/Toteg ddvavtar vor LTOBAALOLY TEOYOELHO
N/nor yoantd ToEATOVO OTay eVEQYELL 1| ATOYNOY] WEAOLS TOL TUVETLOTYIOL
Kontng dev ovvadet pe:

a. Toug navoviopods oTovdwy ot PYoITNoNG, TOLG UAVOVIGUOLS AELTOLEYLNG
LTYQECL®Y, TG EYUEUQLUEVEG ATMOYAOELS TG ZLYXANTOL TOL aopoLy Beépata
POLTYTIUNG KEQLUVAC, TIC CUUBATIMEG VTIOYPEWGCELS YLX TLEEYOUEVES LTIYQEGLES TOL
TQOGYEQOVTAL ATIO AVABOYO.
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B. Toug nwdixeg Aeovtoloyiag odupwva pe 10 Heound mhaiolo AettovEyiag Tou
I6pbpatog

v. T apyéc e Anadnpainng Adaoradiog xot g Epevvag

3. Trmv opbn yonon eynataotdoewy %ot LTOSOUWY

e. Ty mpootacio T0¢ TVELUATINYG LLOXTNGLAG KL TWV TVEVUATIXWY SIAULWOUATWY
ot. Tnv mpootasia npocwmuwy dedopevwy

C. Tmv mpénovoa eQyaotany] GLUTEQLPOQR

7. TiC aEyEg ™C LoOTNTAC TV POAWY KL TIG XOYES TNG UXTATOAEUNGG TWV
Stanploewy, ToL exPOBLopOL, TG TaEEVOYANONG %atL TG oeE0LUMUNG
TEEVOYANGYC.

Apbpo 4 Awyeigion ITagamovey

1. 2e xabe nepintwor, n vrofoln napanOVOL dev ATOTEAEl AVUUAACTINY| ETULAOYY]
avTidpoong Yoo OTOLOdNTOTE avavoTointo altpe evog/plag worrnt/totaeg. H
nahompoalpetyy ovlnon xar 1 OSdbeon SmEOcwWTUNG  EMALGNG  EVOG
TEORMPATOC amoTerel Booiny] oo dNUainy] OTOATNYNY] Kol TEENEL VO ETUAEYETAL
TELY T0 TEOPBANUA ATOXTNOEL TNV EVOEYOUEVY] axapdiar TOL TUEATOVOU.

2. Av tehind vrofBinOel mapdmovo, o/n gorrnne/ et Oo mEénet vor to vroBdAiet
emwVLpa evTog 30 NHEQ®V ATO TNV MUEQA EUPAVLGTS TOL TEORANUATOS, EYYOAPWS
1 pe mMhextpovnd  toyudpopeio, oto  appddio  odpyavo /  vaneeola
YONOLROTOLOVTAG TO LELPaTO Tov/ e mail. Ta otovyela enxovwviog pe #dbe
appOBLo OEYvo / vENEecia elval aVHETNUEVR GTNV avTLoTOLYY] LoTOoEMBK TOL
[Mavemompiov Konng.

3. To peln Twv oaxadnpainewy xot  Stomnuuey vIneectwy Tov Idpbpatog 1 Twy
axppodiwy opyavwy mov epmAéxovtatl ot Atyeipton Tlapandvey Stexnspatwvouy
™ Stadnacio pe 0povg eyeuLbelag, SlaPAVELag, AVTIXELUEVINOTNTAG Kol OEBACPOL
ot TEOCWTXX Oedopeva Twv pepwv mou agopx. H vmoypsworn eyepvbelog
EMENTELVETAL XAl OTO TEQLEYOUEVO TwV OlaBOVAELOEWY Ol OTIOLEG Elval ATXEXLTYTEG
Y v oaloloynomn twv dedopévey not T ANdn anodpacng. To Ilavemotnuto
Konmg avtipetoniler 1o Oépata mpootaciag uat aciletag 6e50UEVHV TOOCWTIAOL
Yoot e ooPapotnTa ot svatadnoio ohugpuvae pe tig Stataéets tov 2016/679
yevirod Kavoviopod Ipootasiog Aedopévwy.

4. Xe nabe Brpo g Awyeiptong Togandovey o/7 naparnovoduevog/n éyet v
emAoy” v amevbuvbel oe eva 1 TepLocOTEQU ATO Tor AEUOBLAL OEYAVX {NTWVYTAG TNV

avaindn TuEaAANANG dpdong Yyl TV emiALGY NG vTObeoNg .

‘Apbpo 5 Awdixacia Awysipiong ITaganovwy
Toa  Pnuata  mov  axolovBodvtar oe  mepintwoyn  LROPBOANG  TAEATOVOL

ToLEOLOLALOVTAL AVOADTIXG TLO UATW XAl CLVOTITLXG 6TO ALdYQUUELX EONG, TO OTOLO
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XTOTEAEL AVATOOTIAOTO TUYUX TOL TaEOvTog Kavoviopoo

1. AKPOAXH: O/n gorrnmg/towe pmogel voo ouvavinOel amevbelog pe 10 dpeoco
eVOLPEQOUEVO UEAOG TNG OMUSTUXINNG HOWOTNTOG PE TO OTOlO E€YeL TO TEOPBANU.
Evoddootind pnogel vor  amevuvlel otov/oty  odpfovko  wadmm/towee {ntavog
ovpBoudég nan xaBodnynom e 10 g pmoeet vo emhulel To TEOBANa. Avtictorye 0/7
ot/ Towe pmogel var ouvovtnfel amevlelag pe tov aEUOSIo TG ExdoTOTE LTTOYEENG
umneeotog. 210 Tehog g Sdiaociog Axpdoong, av ovpuetéxer o / 1 obpBovlog
nadnynmg, o/M yore/Tow Tov/ Ty evnpepmver Yo Ty emTuyn N Oy exPoon ™G
Srodmaotag. Av 1 éxfoon elvon emtuyng wotoryodpeton oamd Tov/ Ty obEPBovdo xou
AVOUPEQETAL OTIG TIQOLOTAWEVES aEYES MoOvo av {nmbel xaw vmd Opoug eyeuvbelag 1o

AVWVDIAG, VL0 (0Y]O7] OE CTATIOTIUEG AVOADOELG.

2. Yug meputooeg mov o/n gortmtg/towe 6ev embupel vo emhéer v
Stadnaoion auEOKGNG 7] €POCOV UETE TNV OAOXANEWOY NG Sadtnaciog Tng
anevfelog emihvong, o/ wormtig/toe e€oxorovbel va eviotaton yioe tov TROTO
emAvoNG 71 1 xatdotoor eanolovlel vo eival TEORANUATINY, TOTE UTOEEl Vo
uofdllel 10 TAEATOVO TOL/TNG 6TO UATEAANAO aEpdBLo OEYyavo /uTnpeoia
Intwvtag va dtapecolanoet yia v enidvor g vrobeonc.

O/H gormmtg/ 1ot propet va arevBuvlel 6to appuddio dEyavo yro vor cvokdBet
v vrobeom. Ta apuodia OEyava avT eivat:

O/H Zuvvnyopog tov Portnty

H Emttponn Ioomtag twv Godiwy

O/H Ynevbuvog/n IMpootactiog Aedopevov
H Emttpony Asovtoroyiog

=W

3. O/ 1 exnpoownog 10 aEUOSioL 0EYAVOL xtveltal StapuecolaBNTind TEOG Ta
npdowna 1 Tor aEuOSte dEyave /vaneeoteg mov O pnoodooy vo eTADGOLY TNV
uo0eo, TeVTHL pe T GLVALVEGY] TOL/TNG TAEATOVOLUEVOL/ VNG, e TEQITTWTY] TOL
TO AEPLOOLO OEYAVO TIOL ETEAEYY] BeV Elvat AEUOBLO YL T1] Stayelptan touv Hépatog,
OYEIAEL VO EVNILEQWOEL TO ATOPO ToL ameubdvOn e oe autd. Ta oToLyEia emtnoVWVING
ndbe oppodiov 0pEYAVOL Eelval AVXQTNUEVE GTOV OVTLOTOLYO GULVOEGUO GTNV
totooehida tou [lavemotpiov.

Y10 t8hog g dadinaciog eniluong tov Bépatog, 0/ YortnTNg/ Tt EVEQOVEL TO
Appuo6dto Opyavo yra ™y emttoy 1 oyt exoon g Stadinactag. Av 1 enxfoaon eivat
EMTUYNG noTayEdypetar omd Tov/tMv vmeLbuvo ToL  KEPOBIOL  OEYEVOL XL
XVOUPEQETAL OTLC TEOLOTAUEVES AOYEC OVO av {ntnbel nat vTO OEOoLG eyepbbeLag Kot
XVOVLRLAG, YL Y OY)07] O OTATIOTIUEG XVUADCELG.

4. Ye meplntwoy W1 eniluong TOL TEORBANUATOS COUPWVX PE TIC TXE. 2 1Al 3 TOL
noupovtog dpbpov, 1OTe, epooov o/n mapamovovpevos/n 1o embupel, o/7
EXTPOOWTOS  TOL  OEUOBIOL  OEYAVOL  UTOEEL Vo EXTEOCWTNoEL  TOV/TNV
TOEATOVOLPEVO /1] oTLg Sadnasieg mov TEoPAénel 1o endpevo apdpo.


ΑΔΑ: 6Ω7Ζ469Β7Γ-Μ17


AAA: 6Q77469B7T-M17

ApBpo 6 Awxdixaoia Awayeigiong Evotdoswy

1. 211c meptntwoelg mov, PeTd TNV OAOXANEWOY T1¢ Stadnaotiog Twy moE. 2 not 3
0L TEONyoLUEevov apbpov Yl ™V eTiALGY TOL TEORANUATOC-TXEATOVOL, O
POLTNTNG 7 7] YOLTNTOLA EVIOTATAL YLor TNV EMALGY 1 7] xxtdoTacy] e€anolovbel va
elvat TEOBANUOTINY, TOTE UTOEEL Vo LTORBAAAEL X VEOL YOATTWG TO TAQATOVO
100/ G otor Appodiar Arowntind Opyave touv TTK.

2. Q¢ appodux Opyava opiloviar 1 appoda Tevinn AedOuvon, o/n Tlpdedpog
Tunpatog, o Koopnropag xat ot ITpvtavineg Apyés.

3. H évotaon vnoBalletoat péow eUmOTELTIHOD TEWTOUOAALOL Y ECLLOTOLWYTAG TO
ovynexptpévo ENTYTIO YITOBOAHX TTAPAITONQN 'H ENXTAYXEQN
(Biéne IIAPAPTHMA).

4. H Swdwaoio tov mopovtog dpbpov pmopel va emheyel €€ apyne ov o/7
portnng/Tetor %pivel Ot 10 Oépor mov Tov/Tnv aoped Sev Oo evodwlel ov
axorovbnaoet ™y Stadinacio Tov TEONyoLUEVOL apbpou.

5. H dtadinaoio Tov mapoviog apbpov Sev epappoletal o TEQITTOOELS TAOATOVOU
and QoLTNTY/ PoLTNTELX, OAWY TV XUXAWY OTTOLBAY, Y& TO OTOLO GE ALTY T1] PACT|
éxet (nmOet 1 ovvdpoun g Luvérevong Tunpoatog/Emtponng TTpoypdppatog
Yroudov. Xto téhog g Swdiraoiag enthuong tov Opatog, o/ wortntig/ ol
evnpepavel 1o Apuodto Opyavo yla ™ emttoyn 1 oyt éxBaon g Stadinactag. Av
N exfoon elvor emtuyNg natayedypetor amd tov/Tny vrebbvvo Tov appodiov
0QYAVOL %Ol AVUPEQETAL OTIC TEOLOTAUEVES XEYES LOVO av {nnlel xat vd dEOoLE
eyepLOetoC 1ol aVVLELIXG, YL YOY0Y] O OTXTIOTIXEG AVUADTELG.
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Alaypappa ponc Stadikaciag SLatiTtwong mpoBAHATOG-TIApATOVOU

AMNEYOEIAEZ EMIAYEH

AMEZA AKASHMATK
ANAIADEPO 0% /H
MENO3/H IYMBOYAOZ

EMIAYIH

NAFPANONO/ENITAIH

EMZHMH AIATYNOIH

NAPANONOY

—

ZYNHIMOPOZ
TOY
@OITHTH

NPOIZTAMENOZ
/H AIDIKHTIKHE
YMHPEZIAEZ

4

YNEYSYNH/OZ
NPOITAZIAZ
AEADMEMIN

ENITPONH
AEONTOANOTAZ

EMNIAYEIH

ENEITAZH ZE APMOAIA AIOIKHTIKA
OPTANA

APMOAIA
FEMIKH
AIEYOYNIH

NPOEAPDZ
TMHMATOZ

MPYTANIKEZ
APXEZ

ANOMAIH
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I[TAPAPTHMA:

AQEO,. MNTODOL: ..o TR e
TNAEQOVO/HIVNTO: e I8pvpatino E-mail (vrtoypewtind nedio):
QIS

TTOQOTIOVOU: ittt

[Toparadodyue SIATLTWOTE e CUVTOPLY HUL CXPYVELX TO TEOBAMUA TOL AVTLUETWTICOATE 7] TO TXEATOVO GG
OYETUA UE TIG TQOCYEQOUEVEG LY EEGLEG (EUTULOEVTINEG, OLOUYTINEG, MAT).

To IMavemomuio Kong oag evnuepnver 01t culkéyet xot encéepyaletal T TEOCWMInd SedOpUEv, TOL
INAWOUTE Mol GLYXEXQLUEVA: OVOPX %ot eTWVLPO, AptBuo Mntowov, Tunua, ™migpwvo, tdpvpatiny dtevbuvon
NAENTEOVIXOL TayLSOUELOL Kot TeELypayy| TeptoTtaTnob. H oulloyn nat 1 encéepyacia twv dedopévev avtwy
elye WG AMOXAELTTINO GHOTIO T1] SLEQEVLVYGY] TOL TTAEATOVOL GUC.

H ovloyn s 1 ene€epyacio twv dedopévwy oug (amiwv) yivetat pe Bdon to apbpo 6 nap. 1 mepintwon (¢)
noL Yo T TEOcwTHe Sedopeva etdmv xatyoptwy (evaichnia) 1o apbpo 9 nap. 2 nepintwor (£) Tov I'evixod
Kovoviopod yx v Tlpootaocioa Aedopévev 2016/679 (E.E.) os ouvvdvooud pe to dpbpo 33 1ov
N.4589/2019. Ta npoownins oug dedopéva Ou napapeivovy 611 dtdbeon tov I[avenompiov Konme yroe 6oo
YEOVIXO BLdoTnpa amatteltar Lo 1) SleEebvnan ¢ LToleonc cug HeYEL 1AL TNV OAOUANEWOY] TWY VOULLWY
Sraduactev xot axolodwg nabiotavtor avavope.

To pwékn mov epumiéxovial oty Stayelplon Twy TaEandvwy gyovy xabnxov eyepvbetag ylo T otoryeiar Twy
oTolwY At BAvVouy YvwoY 6T0 TAXIGLO NG SLERELYNGYC KL YELOLOUOD TV AVXPOQKV.

To Iavemomuo Kpentne Svvavtar va Tpoywenoet oe meputtépw enefeQyacias TwV TEOCWTILMY COg
dedopévmy yo oxomobg apyetofétong 7 epeuvnTnolg/ oTaTLoTINOLE GXOTOLG, TEOVTAS TI¢ TEolTO0EoELS TOY
I'evixod Kavoviopod pootasiog Aedopuevewv I[Mpoowninod Xapaxtiea 2016/679 (E.E.) xata 10 debpo 86
oL I'evinod Kavoviopoo Ipootacioag Aedopévov.

Eyete dwmatwpa avagopag oty Apyn Ilpootactiag Aedopevwy Tlpoownixod Xapantnpa ot Stebbuvon
www.dpa.gr.

To IMavemomqpio Kontng éyer optoet YredOuvvo Ilpoowminwv Aedopévwy pe tov omoio pmopeite vo
emovwvioete 6171 dtebBuvon nhextpovinng alintoyeaypiog dpo@uoc.gt».

_ /] _Zoppwve xa anodéyopat Toug 60ug xat Ti¢ Tpobnobéoslg
__/__/_Emovvantovton emnhéov eyypapo oyetnd e to Oépo.
Pebupvo/Hedxheto, ..c.vevevnennee.



http://www.dpa.gr/
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O/H AlT oo
Kabe avarpifeta nabiota ™ dnhwon un anodenty not de Oo e€etaletar mepattépw.

ATIOOTAGUO TOAATIHGDY

Pebouvo, 12-12-2023
O Ipvravng tov Iavemomuiov Kong,

Kabnyne I'ewpytoc M. Kovtanng
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Management of Complaints and Objections from Students at the University of Crete

A. Introduction

In the context of the student-centred approach that characterizes the University of Crete, every effort is made to continuously
improve its services and maintain excellent relations between its members. Considering that during the course of study it is
possible that objections and complaints may arise from students, the University of Crete encourages them to address directly the
person or service concerned, with the aim of resolving any problems through fruitful dialogue. Alternatively, students may
formally report their complaint to the relevant department/service.

The complaints handling procedure applies to all complaints relating to the quality of the educational and administrative services
provided by the University.

Article 1 Definitions
1. Complaint: the expression of dissatisfaction on the part of the student, due to the fact that his/her expectations regarding the
level of quality of the services provided have been disappointed.

2. Objection the process of expressing objections or reservations on the part of a student regarding the pending or even
problematic resolution of a topic/problem of concern. This procedure should not be confused with the objection (appeal
under Article 24 of Law 2690/1999) which is defined by law.

3. The objection is either lodged after the complaint or directly (see Article 6 below).

Article 2 Purpose

The Complaints Management Policy is addressed to active students of the University of Crete of all levels of study and aims to
resolve any disagreement or problem in the most appropriate way and to ensure the smooth operation of the Institution in
matters such as:

i.  Disagreement on matters of study, attendance and service provision.

i Inappropriate behavior by a member of academic or administrative staff.

ii. Inadequate guidance of students by a member of academic or administrative staff.

. Deliberate or negligent failure on the part of a member of the teaching and teaching assistants (faculty, teaching assistants,
teaching assistants, teaching assistants, academic fellows, etc.) to fulfil their academic obligations towards the
student.

Article 3 Scope of application

Students are encouraged to study the regulations and the general rules of the University in order to know their rights and

obligations. Students may submit a verbal and/or written complaint when an action or decision by a member of the University of

Crete is not in accordance with:

a. The regulations of study and attendance, the regulations for the operation of services, the approved decisions of the Senate
regarding student welfare issues, the contractual obligations for services provided by a contractor.

The Codes of Conduct in accordance with the institutional framework of the Foundation's operation
The principles of Academic Teaching and Research
The proper use of facilities and infrastructure

® o o o

The protection of intellectual property and copyright

f. The protection of personal data

g. appropriate work behavior

h. The principles of gender equality and the principles of combating discrimination, bullying, harassment and sexual
harassment.



Article 4 Management of complaints

1.

In any case, filing a complaint is not a reflexive response to any unmet request of a student. Good-natured discussion and a
willingness to resolve a problem interpersonally is a basic academic strategy and should be chosen before the problem
acquires the potential rigidity of a grievance.

If a complaint is finally submitted, the student should submit it anonymously within 30 days from the day the problem occurs,
in writing or by e-mail, to the competent institution/service, using his/her institutional mail. The contact details of each
competent institution/service are posted on the respective website of the University of Crete.

The members of the academic and administrative services of the Institution or the competent bodies involved in the
Complaints Management process shall handle the procedure in terms of confidentiality, transparency, objectivity and respect
for the personal data of the parties concerned. The obligation of confidentiality shall extend to the content of consultations
necessary for the assessment of the data and the taking of a decision. The University of Crete treats personal data protection
and security issues with seriousness and sensitivity in accordance with the provisions of the 2016/679 General Data Protection
Regulation.

In each Step of the Complaints Management the complainant has the option to address one or more of the competent bodies
requesting parallel action to resolve the case.

Article 5 Complaints management procedure

The steps followed in the event of a complaint are detailed below and summarized in the Flowchart, which shall form an integral
part of these Rules

1

3.

4.

APPROACH: The student can meet directly with the member of the academic community with whom he/she has the problem.
Alternatively, he/she may contact the faculty advisor seeking advice and guidance on how to resolve the problem. Similarly, the
student may meet directly with the relevant departmental officer. At the end of the Hearing process, if the teacher advisor is
involved, the student informs him/her of the successful or unsuccessful outcome of the process. If the outcome is successful, it is
recorded by the advisor and reported to the supervisors only if requested and under conditions of confidentiality and anonymity, for
use in statistical analyses.

In cases where the student does not wish to opt for the hearing procedure or if, after the completion of the direct
resolution procedure, the student still objects to the way of resolution or the situation is still problematic, then he/she may
submit his/her complaint to the appropriate competent institution/service requesting mediation for the resolution
of the case.
The student may contact the competent institution to take over the case. The competent bodies are:

1. The Student Advocate

2. The Gender Equality Committee

3. The Data Protection Officer(s)

4. The Ethics Committee

The representative of the competent institution mediates with the persons or competent institutions/agencies that could
resolve the case, always with the consent of the complainant. If the competent body chosen is not competent to deal with the
matter, it must inform the person who approached it. The contact details of each competent body are posted on the relevant link
on the University's website.

At the end of the resolution process, the student informs the Competent Body of the successful or unsuccessful outcome of
the process. If the outcome is successful, it shall be recorded by the person in charge of the competent institution and
reported to the higher authorities only if requested and under conditions of confidentiality and anonymity, for use in
statistical analyses.

If the problem is not resolved in accordance with par. 2 and 3 of this Article, then, if the complainant so wishes, the



representative of the competent institution may represent the complainant in the procedures provided for in the
following Article.

Article 6 Objections procedure

1.

In cases where, after the completion of the procedure referred to in par. 2 and 3 of the previous article for the resolution of
the problem-complaint, the student objects to the resolution or the situation is still problematic, then he/she may submit
his/her complaint in writing to the competent administrative bodies of the PC.

The competent bodies are the General Directorate, the Department Chair, the Dean and the Rector and the
Rectoral Authorities.

The objection must be submitted by confidential protocol using the specific COMPLAINT OR OBJECTION FORM (see
ANNEX).

The procedure of this article may be chosen at the outset if the student considers that the matter concerning him/her
will not be resolved by following the procedure of the previous article.

The procedure of this article does not apply in cases of a complaint by a student of all cycles of study, for which at this stage
the assistance of the Departmental Assembly/Curriculum Committee has been requested. At the end of the resolution
process, the student shall inform the Competent Body of the successful or unsuccessful outcome of the process. If the
outcome is successful, it is recorded by the person in charge of the competent institution and reported to the higher
authorities only if requested and under conditions of confidentiality and anonymity, for use in statistical analyses.



FORM FOR LODGING COMPLAINTS/OBJECTIONS

To: Protocol Number:.......

Department ...
Telephone/mobile phone: .......ceveveeeeveeeecreeennn.
Institutional E-mail (required field):

Subject

(10T 04T o] - 14 TR

Please state briefly and clearly the problem you have encountered or your complaint about the services offered (educational,
administrative, etc.).

The University of Crete informs you that it collects and processes the personal data you have provided, namely: first and last name, registration number,
department, telephone number, institutional email address and description of the incident. The collection and processing of this data was solely for the purpose of
investigating your complaint.

The collection and processing of your data (simple) is based on article 6 par. 1 case (e) and for special categories of personal data (sensitive data) Article 9 para. 2 case
(g) of the General Data Protection Regulation 2016/679 (EU) in conjunction with Article 33 of Law 4589/2019. Your personal data will remain at the disposal of
the University of Crete for as long as required for the investigation of your case until the completion of the legal procedures and then become anonymous.
Members involved in the handling of complaints have a duty of confidentiality in respect of the information they become aware of in the context of
investigating and handling complaints.

The University of Crete may further process your personal data for archiving or research/statistical purposes, in compliance with the requirements of the General Data
Protection Regulation 2016/679 (EU) in accordance with Article 86 of the General Data Protection Regulation.

You have the right to report to the Personal Data Protection Authority at the following address www.dpa.gr.
The University of Crete has appointed a Data Protection Officer who can be contacted at dpo@uoc.gr".

|/ lagree and accept the terms and conditions
_ |/ _Further documents on the subject are attached.
Rethymnon/Heraklion, ..................


http://www.dpa.gr/
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