PROCEDURE FOR COMPLAINTS AND COMMENDATIONS
UNDER THE ERASMUS+ PROGRAMME AT THE 
BULGARIAN ACADEMY OF SCIENCES


1. Purpose

This procedure sets out the process for receiving, registering and handling complaints under the Erasmus+ programme. A complaint is any form of dissatisfaction, objection, disagreement or report of a breach in connection with the programme’s activities. The purpose of the procedure is to ensure the timely and fair resolution of disputes and to support the improvement of programme activities. It is the policy of the Erasmus Office that no complaint should be ignored or trivialised, and that any negative situation should be resolved in a way that is positive and beneficial to both parties.

2. Submitting a complaint

The Erasmus Office only accepts and considers written complaints. Complaints should be in free-form text, include the complainant’s telephone number and address, and are submitted via the BAS Administration Registry and addressed to the officer responsible for handling them – the Head of the International Department – with a copy to the Scientific Secretary-General. Documents relating to the subject matter may be attached. Anonymous complaints will not be considered.

3. Consideration of a complaint

The officer responsible for complaints carries out an investigation into the merits of the case together with the Scientific Secretary-General or the Director of the PhD Training Centre. Staff from the Erasmus Office, the Accounting Department and other relevant sectors and departments report on the case by providing opinions and/or explanations. Where necessary, the results of the investigation and analysis of the complaint received are reviewed with the participation of individuals from outside the Bulgarian Academy of Sciences who possess the appropriate expertise.

4. Deadline

The deadline for deciding on the merits of the complaint and taking action is 15 days from the date on which the complaint is registered. Should this period prove insufficient, it may be extended by up to 30 days, in which case the complainant must be notified.

5. Response to a complaint

The person who submitted the complaint shall be notified in writing of the decision taken, by letter with acknowledgement of receipt. The reply, in a letter from the Scientific Secretary-General/Director of the PhD Training Centre, must contain the relevant decision, a response to the issues raised, the grounds for the decision, explanations and information regarding the complainant’s rights.

 
6. Registration and archiving of a complaint

All complaints are recorded in the “Register of Complaints under the Erasmus+ Programme at the Bulgarian Academy of Sciences”. The register contains:

· Reference number and date of receipt of the complaint;
· Name of the complainant and contact details provided;
· Summary of the complaint;
· Deadline for a response;
· Date of the response to the complaint;
· Comments.

The register and the files referred to in point 6, together with all attached documents relating to the examination of the complaints received, are kept in the Erasmus Office for a period of 5 years. Upon expiry of this period, they shall be handed over for destruction. 

Information on the complaints received is used when planning objectives for the next reporting period, staff training and the implementation of measures to improve the programme’s performance.

This procedure is made available to any interested party upon request.



					
