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1. GENERAL PROVISIONS

1.1. The Education ombudsman (hereinafter referred to as the Ombudsman) works
on a voluntary basis at International European University. Ombudsman’s priorities
include the defense of the rights of University students, teaching and academic staff in
the education sector.

1.2. Key objectives of the University Ombudsman:

e to held educational activities;

e to protect students’ interests before lecturers;

e to facilitate the implementation of the University policy aimed at exercising
the rights of students to high-quality and affordable education (including
consideration of conflict situations related to sexual harassment,
discrimination, bullying, etc.);

e to conduct activities to comply with the legislation on higher education;

e to liquidate all forms of discrimination;

e to take measures to provide appropriate conditions for equal access to higher
education;

e to prevent violence in all areas of social life;

e to encourage the introduction of inclusive mode of study.

1.3. The Ombudsman acts as part of the Center for Public Relations and Youth
Initiatives of International European University.

2. PROCEDURE AND CONDITIONS FOR APPEALING TO THE
EDUCATION OMBUDSMAN

2.1. The Procedure and conditions for appealing to the Education ombudsman of
International European University are developed in accordance with the Law of Ukraine
On Education, the Procedure and conditions for appealing to the Education ombudsman
approved by the Resolution of the Cabinet of Ministers of Ukraine dd. June 6, 2018, No.
491, as well as define the procedure for submitting complaints about violations of
education rights to the Education ombudsman.

2.2. University students, their parents, legal representatives, University teaching
and academic staff have the right to submit complaints about violations of higher
education rights to the Education ombudsman personally or via the authorized person if
the powers of the above-mentioned person are formalized according to the legislation
hereinafter referred to as the Applicant).

2.2.1. If the complaint in the interests of the Applicant is submitted by the
authorized person, the complaint shall be accompanied by a properly certified copy of
the document certifying the powers of this authorized person.

2.2.2. The complaint can be submitted within a year after detecting the violation
of rights. The complained can be accompanied by copies of documents certified in the

prescribed manner that conform the information specified in the complaint. A
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2.2.3. The complaint can be submitted by an individual (individual complaint) or
a group of persons.

2.2.4. In case of exceptional circumstances, for valid reasons, the missed deadline
can be renewed.

2.2.5. The Applicant shall submit the complaint to the University Ombudsman in
a written or electronic form.

2.2.6. The written complaint shall be submitted personally via the University
administration or by e-mail with the relevant registration number. In addition to the
requirements for restoring the violated rights and protecting legal interest, the complaint
shall specify the Applicant’s full name and place of residence. The complaint shall be
signed by the Applicant or his/her authorized person, specifying the date.

2.2.7. The electronic complaint shall be sent to the e-mail address:
ombudsman@ieu.edu.ua of the University Ombudsman using electronic communication
means. The electronic complaint shall contain the Applicant’s e-mail address to receive
the response or information about other means of communication. The use of e-
signature during submitting the electronic complaint is not required.

2.2.8. If the Applicant does not specify his/her full name, place of residence or
other information required to make a reasonable decision, the complaint is registered as
anonymous and is not subject to consideration.

2.2.9. The complaint drawn up without complying with the above-mentioned
requirements is returned to the Applicant with corresponding substantiation within ten
working days from the date of its receipt.

2.3. Repeated complaints to the University Ombudsman by the same Applicant about
the same issue are not considered.

3. PROCEDURE FOR CONSIDERING APPEALS AND COMPLAINTS BY
THE EDUCATION OMBUDSMAN OF THE UNIVERSITY

3.1. Complaints are considered no longer than one calendar month from the date of
their receipt. If it impossible to resolve issues raised in the complaint within a month,
one shall stipulate the deadline required to consider the complaint and inform the
Applicant of this. Besides, the overall deadline for complaint consideration shall not
exceed 45 calendar days.

3.2. When considering the complaint, the University Ombudsman shall:

e consider in advance complaints drawn up in a proper manner and submitted
according to the prescribed procedure;

e obtain, if necessary, materials required to verify facts presented in the
complaint from the Applicant;

o talk to the Applicant and clarify all raised issues;

o talk to representatives of the University administration, heads of structural
units, University staff and students in order to verify facts presented in the

complaint;
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o take other measures to objectively resolve the issues raised by the
Applicant, clarify the reasons and conditions leading to the violation of
Applicant’s rights and legal interests.

3.3.  Public representatives can take part in the consideration of complaints by
agreement in the manner prescribed by the Education ombudsman of the University. If
public representatives are involved in in the consideration of complaints, the involved
persons are provided with materials depersonalizing the Applicant’s personal details.

3.4. Following the results of the previous consideration, the University
Ombudsman shall make a decision concerning justification or unjustification of the
complaint and provide a written response on the results of its consideration.

3.5. The response based on the results of consideration of the collective complaint
(if the complaint is signed by two or more Applicants) shall be sent to the Applicant
signing first in the complaint or whose address is specified thereof.

3.6. The decision about unjustification of the complaint is introduced to the
Applicant in a written form with the reference to the norms of the current legislation and
presentation of refusal motives, clarifying the procedure for appealing against the
decision.

3.7. Within five working days after adopting the decision about justification of the
complaint, the University Ombudsman shall take the following measures to restore and
protect the Applicant’s violated rights.

3.7.1. Address the University administration concerning the issues presented in
the compliant;

3.7.2. Provide advice to the Applicant, students, their parents, legal
representatives, as well as teaching and academic staff.

3.8. Disclosure of Applicant’s details and complaint is not allowed.

3.9. In addition to the Education Ombudsman, the University Rector and other
officials are also responsible for resolving conflict situations at the University according
to the Procedure for resolving conflict situations at IEU.

4. TERMINATION OF OMBUDSMAN’S ACTIVITIES

Ombudsman’s activities can be terminated by the Order of the Rector of
International European University.
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