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Grievance and Appeals Policy

Purpose

Misr University for Science and Technology (MUST) is committed to providing a fair and transparent
working environment for all employees. Handling grievances and appeals is considered an essential part of
fostering a culture of fairness, accountability, and transparency.

This policy aims to ensure a clear and effective mechanism that enables employees to submit grievances and
appeals and ensures their timely, impartial, and confidential handling. It also seeks to improve the work
environment, enhance employee satisfaction, and strengthen mutual trust between staff and management.

Scope

This policy applies to all stakeholders who have formal relations with the University, including:
» All Faculty members and teaching assistants.
» Administrative and technical staff.
» Temporary and contracted staff.
» All colleges, departments, and administrative units within the University.
It covers all employment-related issues, staff rights, and pay-related appeals

Policy Statement

The University is committed to the following:
» Receiving all complaints and appeals without discrimination or bias.
» Maintaining full confidentiality throughout all stages of the grievance process.
» Attempting to resolve complaints initially through direct discussion.
» Referring cases to neutral committees where necessary to ensure fairness.
» Granting employees the right to appeal within defined timeframes (30 days from the original grievance
decision).
» Updating employee records with final outcomes to ensure transparency and documentation.

Principles and Guidelines

» Fairness: decisions are made objectively without bias.

» Confidentiality: information is only shared on a need-to-know basis.

» Timelines: complaints are resolved promptly within set timeframes.

» No Retaliation: Employees are protected from retaliation when raising grievance.
» Right to appeal: employees may challenge decisions through appeal.

Definitions

Grievance: Any issue an employee considers unfair or inequitable related to work, rights, or pay.
Appeal: A formal request to reconsider a decision previously made regarding a grievance.
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Grievance Procedures

1. Informal resolution
» The employee submits the grievance to the immediate supervisor within 48 working hours of the
incident.
» Grievance is presented verbally first for discussion and resolution.
» Whether resolved or not, the grievance must be documented in writing.
» The supervisor must respond within 5 days or escalate to the next level.
» If the supervisor is directly involved in the grievance, the matter must be escalated to the higher
management or HR department.

2. Formal Grievance submission

» Ifunresolved, the grievance must be submitted in writing to the HR Director or the CEO within 10
working days of the incident or failed informal resolution.

» The HR Department reviews the grievance:

» For administrative or operational matters, HR is responsible for conducting the investigation and
facilitating resolution.

» If the issue is legal in nature (e.g., contracts, harassment, discrimination, pay disputes, or rights-related
matters), HR refers the case to the Legal Affairs Office.

Investigation
» For administrative grievances: HR conducts the investigation, reviews documents, meets with involved
parties, and consults relevant policies.
» For legal grievances: the Legal Affairs Office conducts the investigation, including document review,
interviews, and legal assessment.
» Confidentiality and impartiality are maintained throughout the process.

Decision
» For administrative grievances: HR issues a written decision and communicates it to the employee.
» For legal grievances: the Legal Affairs Office issues a written decision and communicates it to the
employee.
» Employees have the right to appeal according to the Appeals Procedures.

Appeals Procedures
1. Submission of Appeal
» Employees have the right to appeal against the decision within 10 working days of receiving the
discission.
> Appeals reviewed by independent panel “The Appeals Committee” that not involved the initial
decisions.
> Appeals must be reviewed and decided within 30 working days.
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2. Investigation
» The Appeals Committee receives the case within one week of the discission.
» The Committee is responsible for investigating grievance thoroughly, including reviewing documents,
interviewing parties, and consulting relevant policies.
» The Committee operates with impartiality and ensures confidentiality throughout the process.
3. Decision
» After completing its investigation, the Appeals Committee issues its recommendations.
» The Committee’s decision is binding and represents the final settlement of the grievance.

Timeframes

» 48 hours: to raise grievance.

» 5 working days: for informal resolution.

» 15 working days: for formal grievance submission.
» 30 working days: for appeal process.

If any stage cannot be completed within the specified timeframe, the delay must be explained and a
new date provided.

Roles and Responsibilities

Entity Key Responsibilities
Employees Raise grievances objectively — follow procedures — cooperate in
investigations.

Receive grievances — respond within timeframes — prevent escalation —

Managers & Supervisors i X
provide constructive feedback.

Human Resources Receive and record grievances — attempt resolution for administrative
issues — refer legal cases to Legal Affairs — arrange mediation — maintain
documentation.

Legal Aftairs Office Investigate legal cases, review evidence, and issue binding decisions

while ensuring confidentiality.

The Appeals Committee Review appeals — issue final decisions — ensure fairness and impartiality.
(Board of Trustees)
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Records Keeping
> All grievance and appeal cases must be documented and securely stored by the HR Department, Legal affairs
and The Appeals Committee.
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