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5. AtotknTikd
5.4. Eyxoton Odnyov diaxeiglong magandévwv kat ovotaoewv (I1-X) tng MO.ALII

H ZUykAntoc tov Havemotnuiov Avyalov apov éAafe vmoyn :
o Tic data&elc tov IT.A. 83/1984 (DPEK 31/20.3.1984, t. A’) «Idpvon Iavemotnuiov Avyaiov, loviov
Havemuotnuiov kat Havenotnuiov Oecooadiac» Owe LOXVEL

o Tnv v’ apOu. mowt. 18959/19.06.2023 damotwtikn) IToaén ovykeodtnong tov LuppovAiov
Awotknong tov Iavermuotnpiov Aryaiov (P.E.K. 595/23.06.2023, t. Y.O.A.A) (AAA:6YTI8469B7A-
EQS),

o Tnv vm'ap®Ou. mowt. 25105/26.07.2023 dwxruotwtiky) mEaln exAoyrc Ilpvtavn kat ogopov
Te0oaQwV (4) Avtimputavewv tov Iaverompiov Avyatov (PEK 742/27.07.2023 . Y.O.A.A.) (AAA:
64N2469B7A-ZOX),

o Tnv v’ apOu. mowt. 26859/02.08.2023 damotwtikn) IToaén ovykeodtnong tov LupPovAiov
Awotxnong tov Havemotnuiov Aryaiov katomy ekAoync [Tovtavn (AAA:6A6Z469B7A-MI'M),’

o Tnvur'agOp. mowt. 40167/16-09-2024 Awxruotwtucy [Toaén Iovtavn pe Oépa «Zuykpdtnon g
ZuykAntov touv Havemotnuiov Aryaiov v to axadnuaixo étog 2024-2025» (AAA: 6I'3K469B7A-
AE7),

o Tnvun' apOu. mowrt. 27407/04.08.2023 Antdpaon ITovtavn Kabopiopot tov topéa ev0uvvng kabe
AvtmeUtavn, petaBifaon agpodottwv otovg Téooepls (4) Avtimgutavels tov Iavemotnuiov
Avryaiov kot kaBoLopog NG oepag avanArowong tov Ilpvtavn kat twv Avtmoutavewv (PEK
5064/11.08.2023, . B') (AAA: WAWO469B7A-EK0), émtwg toomomoumjOnke pe tnv vt aglOpl. mowTt.
28632/01.09.2023 Amoépaon Iovtavn we mog ) petaBifaocn agUodOTTWV OTOV AVTITOUTAVT
Owovopkav tov Havemotmpuiov Avyalov (PEK 5348/07.09.2023, 1. B’) (AAA: 6TNB469B7L-7T4),
kat v v aptOp. 39780/06.11.2023 Amopaon IMovtavn ws mEog TN HeTAPBaoT) aQHOdLOTTWY
otov Avtimoutavn Aowntikwv kat Akadnuaikwv YroBéoewv kat Avtingutavn AteBvomoinong,
EEwotpépelac kat Portntikns Méowpvag (PEK 6495/15.11.2023, t. B’ - AAA: 6AB9469B7A-BOIT) kat
loxveL

o Tnvandgpaon éykoiong tov Eowtepkov Kavoviopov Awxyeigiong Iagamdvwv kat Lvotaoewv tng
MO.ALIT otnv vt aeOp. 10/3.2.2020 ovvedgiaon tne MO.ALIL.

o 1o Eyxepdio tov Eowtegkot Lvotrpatog AuxopaAiong Iowwtntag tov Iavemotuiov Aryaiov

o TNV o ynon tov Avtimovtavn AloknTikwv kat Akadnpaikwv Ynoéoewv ne nuegopnvia 03-02-
2025 pe O¢ua: Eykolorn odryov duaxelolong magamovwy kot ovotacewv (I1-X) tng MO.ALIL

KkaOW¢ kat pet ano ovlrTnon, opdPwva

ano@aoiCet
Kat eyrplvel tov Odnyo daxeigong magandvwy kat cvotdoewv (I1-X) tg MO.ALIT wg akoAovOwc:

OAHI'OX ATAXEIPIZHX ITAPATIONQN KAI ZYXTAXEQN (I1-X) THE MO.ALII
‘ COMPLAINTS / complaints@aegean.gr ‘

1. Tevika

Zxomdg g dixdikaoiag diaxelpong magamdvwy Kol OLOTATEWV elval 1 oLAAOYN Kol daxelolon amnod
™M Movada AwaopaAiong Iowmntag (MO.ALIL) twv dedopévwv mapamdvwy kat CUOTATEWY TIOU
amootéAdovtal oty Idgupatkny devOvvon complaints@aegean.gr ava@oOQIKA He TO CUVOAO TwV
doaotnotottwyv tov [avemotnuiov Avyaiov kat 1) oOVOEOT] TOUG e TEQA EVEQYELWYV, OL OTIOLEG €XOUV
0TOXO T PeATion TNG TMOLOTNTAG TWV VTINEETLOV 1oL TtapéxeL to Tdooupat.

2. Awaiwpa YropoAne Iaganovwv-Zvotaoewv
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To Ilavemotmiuio Aryaiov, oto mAaiolo tng ovvexovg mEooTdbelag yia ) BeAtionon Twv magexOpevwy
LTINEECLWYV TOV, TIAREXEL TO dKalwHA VTOPBOATG TTROTATEWY, OXOAIWY, TAQATIOVWY 1] CLOTATEWV OXL
HOVO OTat HEAN NG akadnNUaiknic Tou KOWwOTNTAag Kol OTOUG/0TIS AUETA WEEAOVUEVOUC/EC TV
UTNQECLWV TOV, AAAX KAl 0TO OUVOAO TV TOALTWV TOOO TWV TOTIKWOV KOWVWVLWV OTov €dQeVEL TO
Tooupa kaBag kot oe kabe evdxpepdpevo/n (stakeholder) oe eOvico kot debvéc emimedo. H
erukovwvia pe v Yrneeola Mooy ATOTIOLELTAL ETMWVLUA 1] KAL XVOVULA, EQOTOV OUVTEEXOLV AGYOL
Yl TOUG 0Ttolovg ot ToALTEG dev eMIBLIOVY VA YVWOTOTOLEITAL 1) TAVTOTNTA TOVS KATA T dxdukaoia
emefeQyaoiag oL ALTUATOS TOUG, CUUPOVO KAL HE TIG TIQODLAYQAPES TIOL ATIORREOLY ATO TOV
Kavoviopo 2016/679 tov Evgwnaikod KowvopovAiov kat tov ZvpPovAiov g Evownaikrc Evwong
(GDPR) vwx v mpootacia Twv QUOKOV TIQOOWTIWV évavtl g enefepyaoiag twv dedouévwv
TOOOWTILKOV XXQAKTHQA.

3. Aguodiwa Ogyava

Apuodla Opyava L TV Qo1 Kol O (OLOT) TV OLYKEKQIUEVWY VTNEETLWV Elvart:

a) H Ymnpeoia AuaopdAiong Iowttac tng MO.ALIL n omoia Aapfdvel Tic mpotaoels, ta oxoA, ta
MAQATIOVA 1] TIS OLOTACELS TWV TOALTAV, Tt OTola amooTéAAovtatl otV NAekTEovikt) dievOvvomn
complaints@aegean.gr. OAa ta TAQATOVA/CLOTACELS TIOL LTOPAAAOVTIAL OCUYKEVTQWVOVTIAL Kot

Kataxweovvtat o€ ek agyelo amod n drowntikr] dopr] tng MO.ALIT. katn omola, oe k&Oe mepimTwon,
TNEEL AETUTOUEQRT] KATAYQAPT] TNG TtoQelaG dLekTteQalwoN|g TOVG.

B) H emtgonny tng MO.ALIL, 1 omola exddel eTr)OLEC ATMOAOYIOTIKEC AVAPOQES OXETIKA HE T
TIATIOVA/CVOTACELS TIOL €XOUV KatateOel kat v moela dLevOETnoNc Tovg, eV TIRAAANAN
a&loToLel TG MAQATAV®W ava@oés oto mAalolo tne Ategyaoiac 4 tov E.X.ATIL, dnAadr kata tnv
eowteQtkt) afloAdynom kat avaokornon tov E.X.AIL, pe anwrtego otdoxo 1 BeAtiwon oe kabOe emimedo
Aettovpylag tov Idpvuatoc.

4. Aiadikaoieg Atayeigiong [laganovwy - Lvotaoewv
4.1. Tevika
iH Ymnoeola AwxopdAiong Iowwtntag g MO.ALIL magadapPdaver ta unvopata Hagamévwv-

Yvotdoewv («I1-X») twv evdlageQopevwy. Le MeQIMTWOn KATA TV OTtola oL evOlxpeQOUEeVOL/eG deV
eTOVHOVY VA YVWOTOTOLE(TAL 1) TAVTOTITA TOUG, TO ONAWVOUV OTO AQXLKO TOUG UTVULA.

iitH Ymneeola Awogpaiione Ilowwtntag e MO.ALIL moowBel tax pnvipata  «I1-X»  otmv
eUmAEKOEVT/avaeQouev), amd To ekaotote  UNRvuLpa, Ymmoeoia/Tuipa  touv  Idgvuatog,
LTTOYQAPOVTAG Tot. LTS MEOwONoelc Twv Unvupatwy «II-X» 7og Tig epmAeopeves/avoapegopeveg
vnneeoieg, Aappavovrat vTOYn Ta eENG:
o Eav o/n anootoAéag oto «I1-X» emiBupel tnv tjonon e avwvupiag tov/tng, oVu@uva Kat Je ta
avayga@opeva otnv LoTooeAda tov Idgvuatog,
(https://www.aegean.gr/%CF%80%CE%B1%CF%81%CE%AC%CF%80%CE%BF%CE%BD %CE%B1 -
%CF %83 %CFE %85%CF %83 %CF %84 %CE%AC%CFE %83 %CE%B5%CE%B9%CE%8. Ltnv meolntwon avtr,
n Ymnoeoia AiaopdAiong Howtntag e MO.ALIL dev mpowOel to dvopd Tou/NG amooToAéa.
o Eav mookertat v «II-X» 1o omolo meQUAapPdavel Yevikés MAQATNQNOEIS/CVOTACELS TIOU eV
EUMAEKOUV  avayKaoTikd Tov/tnv ©do/a amootodén, aviotoixws 1 Ymnoeoio Awxo@daAiong
IMowtntac e MO.ALIL dev xpetaletal va mQowONoeL TO GVOUA TOV/TNG ATO0TOAEA.
o Edv, avtifeta, 10 «II-Z» ovvdéetar pe tov/anv amootoAén, omdte 1 Ymmnoeola Axo@dAiong
IMowtntac g MO.ALIT mpowBet kot To dvopa tov/tng amootoAéa (eKTog av o/ dloc/a amooToAéag
éxetarmBel avwvopia), WOTe Voo CUVUTOAOYLOTEL 0TIV TOOETOLUATIX TNG ATIAVTNONG.

iii.Xe MeQIMTWON KATA TNV OTtOlAX DEV TIQOKVTITEL [LE CAPTIVELX ATO TO HIVUHA TOL «IT-X» o/n amodéktng 1
otav 1o unvupa tov «II-X» eumeoiéxel applonua onueia 11 moAAamAéc magatnonioels e
OLPOEETIKOVG/eC  AmOdéKTEC/TOLEG, TOTE — mMEayHatomoleitat anmd v Ymneeola Awxo@dAiong
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IMowtac e MO.ALIL.  mpokatapktiky] ovvepyaoia pe T Tevikr) AevOvvon Atokntikr|g
Yrnoototéng f/kat tnv aguodia AtevBuvvon 1/kat e tov/Tnv aguodo/a Avtimgutavn/ilooa 1j/kat pe
t Nopuwr] Yrmpeoia tov Idgvpatog (avaAoya pe TNV TEQITITWOT)), TIQOKELLEVOL VA TIQOTOLOQLOTEL 1)
eUTAEKOMEVT) VTINEETI oTNV oTtoiax B Eémel mMEowONOel To «I1-X».

iv.H amdvtnon and tov/tv ekaotote eumAekdpevo/n Tuua/Ynneeoia oto «I1-L», kat mowv and v
neocBnoT) TG otov/otny anootoAéa tov «I1-L», eivat amagaitnto va eAéyxetat amod tnv avtiotoiyn
AtevOvvon 1y/iat ) Nopwen] Yrmpeoia tov Idgupatog, o meQLmTaoEels apl@LoBnTroLpwy onpelwv T6o0
WG TQOG TO TEQLEXOUEVO OO0 KAL WS TIROG TN DXTUTIWOT) TNG ATTAVTINOTG.

v.H teAucy antavinon anootéAdetar and v Ymmoeoia AuxopdAiong Iowdtntag e M.O.ALIL mog to
atopo 1o omolo katéBeoe «I1-L», kat dev kowvomoLeltat oe dAAAo/N magaAnmn/towx. Avtiotolxa, divetatl
odnyla OTIc eUTAEKOUEVES VTINQECIEC VA MMV KOLVOTIOOUV O€ AAAOUC/eC MAQAANTITEC-TOLEG TIG
anavtioels mov anootéAAovy oty Yrneeoia Auxo@aAiong Iowotntag e MO.ALIL

4.2. Tevikég Atadikaoieg Ataxeipgong tng Ynneeoiag «Ilaganova-Zvotaceis» («I1-E»):

i.H Evnuépwon tov/tng evdiapepodpevov/ne Aappavet xwoa ano tv Yrnoeeoia Auxopaiiong Mot tag
MO.ALIL, epooov, and tov agxikd éAeyxo (PA. yevucéc odnyieg) dev TEOKVTITEL AVAYKT] WLotiTeQNg
dlarxelolomg.

ii.H IIpoaOnor tov «I1-Z» oto/otnv eumAekopevo/n Tunua/Ymmoeoia Aapupavel xwoa and v Ynnoeoia
AwxopdAiong Iowtntag g MO.ALIL Katd tnv magaAapr] tng aAAnAoyoaplac, eAéyyxetoat eav to «I1-
L» ava@épetal oe avaguodL VTTNEETIR, OTOTE KAt TEOwOEelTatL oTNV appOdIx vTtNEEeTia.

iii. H Hapadafn kat o édeyxog TG amavtnons and mAgevoag tov/tne Turpatos/Yningeolac Aapfavet
XWX CUHPVAX KAL HLE TIG YEVIKEG 0d1YLeg.

iv.H IlpowOnon tne andvinong otov/otnv evoia@epiopuevo/n mQoryATOTOLEITAL ATIOKAELIOTIKA ATIO TNV
Yrnneeoia Atxopaiiong Iowtntag te MO.ALIL tov Idgvuatog.

v.H Evnuépwon tov/tng eunAexopuevov/ne Tujuatos/Yrnpeoiag oAokAnowvetal pe moowdnon g wg
AV amavtnone anokAewotikd and v Ymneeoia Awxo@dAong Iowttac e MO.ALIL Tov
Idgvpatoc.

4.2.1. Edwkr) Atadikaoia: 1

Orav 1o «II-L» éxel O AVTINETWTLOTEL, EQO0TOV, YLt OTIOLOdNTIOTE AGYO, £XeL peTgoAaPrioeL DidoTnUa
and v Nuéoa amootoAng tov «II-X» kat éxouv oto peta&d doopoAoynOei 11 oAokAnowbOel ot
anoQaltntes evéQyeleg amd to/tnv agpodo/a Tunqpa/Ymneeoia, tote vAomowovvtat ot akdéAovBeg
evéQyelec:

» H Ymnoeoia AuxopdAiong Iowtntag e MO.ALIL eAéyxet kat emiBePoaiwvel 0Tt to «I1-X» €xet
OVTIHETWTILOTEL KAL PE TIOLOV TQOTIO, €iTe UHEOW YQATTIG E(TE TMQOQPOQLKNG EMIKOWWVIAG TO/TNV
apuodo/a Turjpa/Ynnoeoia.

> H Ymneeola AwxopaAione ITowmtac e MO.ALIL moowBei to «II-X» oto/otnv aguoédo/a
Tuua/Ynoeoia, epodoov n ovykekoévn vrneeotia/to Tunua embuvpel, mtagdAa avtd, va anavtroet,
obupwva e TIC Yevikég odnyiec kat ) yevikn dwxdwcaoia ii. «Ilpowbnon tov «II-L» oto/otnv
eumAexopevo/n Tunpa/Ymneeoia.

> H Ymneoeola AwopaAione Ilowwmntag g MO.ALIL evnuegdvel tov/tnv evdlageQopevo/n,
oOHpVa HE T YeVIKN dadukaoia i.

> O éAeyxog g amdvtnone and mAevods tov/tng Tunuatog/Ymnoeoiag kat n mpowOnon ng
ATIAVTNONG OTOV/OTNV EVOLAPEQOLLEVO/T AAPPAVEL XWWOX CUUPVA HE TIG YEVUKES dladikaoieg iii kat iv.
> Le avtiBetn mepintwor, epdoov , dMAadn 1 vineeoia dev emOVHEL VA ATMAVTI|OEL TEQALTEQW, 1)
amavtnon anootéAAetal anevBeiag and v Ynnoeoia AuxopdaAiong Iowwtntag tne MO.ALIT

> Eav xotvetal o011, mégav g damiotwong ott to «I1-X» €xel avripetwmnioTel, vtdExeL duvatoTnTa
va do0el erumAéov artioAdynon/dlevkpivion, wg yeviky torobétnon et Tov (NTHUATOS, Kat To/n
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eumAexopevo/n Tunua/Ymneeoia dev emBupel va tomoBetnOel meQoutéow, Téte 1 emIMAéov
atoAdynon/dtevkpivion  amootéAdetatr and v Yrneeoia AwxopaAiong IMowtntag te MO.ALTT.
TEOG TOV/TNV aTo0ToAéx TOL «I1-L», XwIC OpLws KOLVOTIONOoT 0TIV EUTAEKOHLEVT] VTINQEDTLR, OV VA
LLE TIC YEVLKEG 00N Yieg iv KL V.

4.2.2. Edixr) Atadikaoia: 2

L& MEQIMTWOELS KATd T omoieg to «I1-X» eumeotéxel éppeca pop@r) katayyeAing, xoewhletoal
KATAQXIV V& amooa@nviotovy Ta dedopéva kat va meaypatoromOel 1 avaykaia mooeQyaoia e
to/tnVv epmAexopevo/n Tunua/Ymnoeoia, oto €vovTEQO HAALOTA TARIOIO TV JADKACLWOV AVTO-
a&loAdyNoNg kat avto-PeATinons Twv mageXopévwy LTNEEoLWV amntd to Togupa. OLoxetucés evépyeteg
ente€epyaoiog tov «I1-L» vAomotovvtal wg e£1¢, COUPWVA HLE TIC YEVIKES 0ONYLEG:

> Tlooxatatikn) ovvegyaoio e TOUG EUTIAEKOUEVOUS POQEIS

» Evnpéowon tov/tng amootoAéa, 61w kat ot dtadikaoia L.

» TlpowOnon tov «II-L» oto/n epmAexopevo/n Tunua/Ymneeoila, cOu@ova kat He T YeEVIKN
otadikaoio 11

> Ae€odikog éAeyxog g anavtnong tov Tunuatoc/Ymneeoiag, cOpPvA e T Yevikr) odnyia IV.

> TlopowBnomn tng amavInong oTov/oTnV eVOLQEQOLLEVO/T.

> TlopowBnomn tng amavinong otnv eunAekopevn Ynnoeoia

» TlpowOnon g dlag amAvtnong kaL OTov/nNV TEOICTAUEVO/N POQER TIQOG eVNUEQWOT] Tov  (TT.X.
otoviotnv [1pdedpo Tov Tunuatoc yia «I1-X» mov apopd otnv axadnuaixkn I'papuateia).

4.2.3. Ewdukn) Aixdikaoio: 3

L& MEQIMTWOELS KaATA TS omoieg ta «[I-X» elval «magdAoya, adQuota, AKATAANTTA 1) 1OV
emavaAauPAvovTal Katd TEOTO KATAXQNOTUKO», OUH@wva pe to dobgo 4 map.3 tov Kadwka
Aowntikng Awdkaoiag, ta Tpuata/Ymnoeoiec anaAddooovtat and Tig Katd v madyeago 1 tov
WS Avw &apBovL LTIOXEEWTELS, €PO0OV KOLOEL OTL TO «IT1-E» €XEL T MAQATIAV®W XAQAKTNQLOTUCA. LTV
meQimTwon avtr), kat oe ovvegyaoia pe to/tn) Nopwo/r) LoppBovAo tov Idpvpatog, o/n omotog/a
kaAeitat va emiBefaiwoel TNV magamdvw damiotworn, o/n amootoAéas Oa evnueowBel and tnv
Yrnnoeoia Awxopaiiong Iowmtag tng MO.ALIL, anokAewotucd pe éva urjvopa kot povo, ot dev
TIEOKELTAL VAL A&PEL ATTAVTNOT], Yl TOUG AGYOUG ALTOVG.

4.2.4. Edixr) Atadikaoia: 4
L& MEQIMTWOELS KATA TIG 0Toleg To «I1-X» epmepréxet dpeoa pooen katayyeAiong, to «I1-L» mpowOeitat
ot Nopu) Yrnoeoia tov Idgvuatog, 1) ontoia kat opilet n dradikacia mov Oa akoAovOnOet.

4.3. Agxeto0étnon twv Ilapgandvwv-Zvotdoewv

H Ynnpeola AwxopaAiong Ilowtntag te MO.ALIL tnoei to agxelo g Ymnoeoiag «Ilagamova-
YVOTAOELC»:

» Amotvnwvovtag to 1otoQiko (tracks) tov k&Oe «I1-X», kKatoryodgovtag dnAadr 0Aeg tic anagaitnteg
dlepyaoieg, A.x. eloodog, EAeyxog, amavinot, mEowONoN, 0AokANowoT) dadikaoiag.

» Opadomowdvtag ava Bepatiery kKatryoolo ta «I1-Zx», A.x. DlOKNTIKA, akadNUATKA, QOLTTUKA.

» Opadomowdvtag ta «I1-Z» ava aguodiax AtevOuvvon v v evipéQmwaotn Toug.

4.4. A&ioAoynon-Avatgo@odotnon

Etoiwe, obppwva kat pe tic mpodryoapés tov E.LAIL tov [dgvuatog, to apxeio tng Ymnoeoiag pe
OUVAQEIC  TMAQATNQONOEIS KAL  ETMONUAVOELS, maQovolxlovial amo  Tov/tnv  aQuodo/a
Avtnputavn/iocoa oty Emitgor) g MO.ALIL H Erutgom, mokelévouv va ovvtdéel TNy o
aToAOYLOTIKY] £K0E0T avapoods, kaeital TO00 va aELOAOYT|TEL Tot DEDOUEVA KAL VoL ETILKOLVWVT|OEL LLE
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ta/tg exdotote Tunuata/Yneeoieg yix avateo@odotnot), 600 Kal VA TQOTELVEL DLADIKATLES Yix TNV
avto-a&loAoynon/PeAtioon twv epmAekopévwv Tunuatwv/Ynneeowwv pe to «I1-Zx.

AxoAovBwg, efovowodoteitat o IlgUtavne yux T mepautéow evépyetec. H magovoa amdpaon
koworoteltat oty MO.ALIL xat otnv AtevBuvon Lrovdwv kat Portntikric Méouvac.

7
O MpUTavng O AvarnAnpwtrig Mpoiotapevog
Fpappareiag ZuykAritoy’
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UNIVERSITY OF THE AEGEAN

INTERNAL RULES OF THE ORGANIZATION

OF THE “COMPLAINTS — RECOMMENDATIONS” SERVICE - “C-R”

COMPLAINTS / complaints@aegean.gr

1. Generally

The “Complaints — Recommendations” Service was constituted in November 2018 in
the meeting of the Quality Assurance Unit (QAU) (MO.DI.P.) Committee of the
Institution under number 1/28.11.2018. The Service was established and operates
within the framework of the implementation of the Internal Quality Assurance System
(IQAS) of the University of the Aegean, as approved by the no. 830/9.3.2018
Government Gazette, and, specifically, in accordance with Process 5: Quality Data
Collection: measurement, analysis and improvement and Procedure 5.3.

Management of Complaints-Recommendations.

The purpose of this procedure is the collection by the QAU (MO.DI.P.) of the

complaints/suggestions data sent to the institutional address complaints@aegean.qgr

regarding all the activities of the University of the Aegean, and their connection to a
series of actions, which aim to improve the quality of the services provided by the

Institution.
2.Right to Submit Complaints - Recommendations

The University of the Aegean, in the context of its continuous effort to improve its
services, provides the right to submit suggestions, comments, complaints or
recommendations not only to the members of its academic community and to the direct
beneficiaries of its services, but also to all citizens of the local communities where the

University is located, as well as to all stakeholders, both on a national and international
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level. Communication with the Service takes place by name or anonymously, if there
are reasons why citizens do not wish their identity to be disclosed during the processing
of their request, in accordance with the specifications resulting from Regulation
2016/679 of the European Parliament and of the Council of the European Union

(GDPR) on the protection of individuals with regard to the processing of personal data.
3.Competent Bodies

The competent bodies for the provision and management of the services in question

are:

a) the QAU (MO.DI.P.) Office, which receives the proposals, comments, complaints,
or recommendations from citizens, which are sent to the e-mail address
complaints@aegean.gr . All complaints/recommendations submitted are collected and
recorded in a special file by the QAU (MO.DI.P.) Office and in each case, the Office

keeps a detailed record of the progress of their implementation.

b) the QAU (MO.DI.P.) Committee, which issues annual progress reports on the
complaints/recommendations received and the status of their settlement, while utilizing
the above reports in the context of Process 4 of the Internal Quality Assurance System
(IQAS), that is during the internal evaluation and review of the IQAS, with the ultimate

goal of improvement of the Institution's operation at all levels.

4.General Guidelines and Management Procedures of the "Complaints-

Recommendations' - "'C-R" Service
4.1 General guidelines:

I The QAU (MO.DI.P.) Office receives the Complaints-Recommendations ("C-
R™) messages from stakeholders. In case the interested parties do not wish their identity

to be disclosed, they shall indicate this in their initial message.

ii. The QAU (MO.DI.P.) Office shall forward the signed 'C-R' messages to the
institution's Service/Department concerned/referred to by the message. The forwarding
of the "C-R" messages to the Departments concerned/referred to shall take into account

the following:
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o If the sender to the "C-R" wishes to remain anonymous, in accordance with what is
stated on the Institution's website
(https://www.aegean.gr/%CF%80%CE%B1%CF%81%CE%AC%CF%80%CE%BF

%CE%BD%CE%B1-

%CF%83%CF%85%CF%83%CF%84%CE%ACY%CF%83%CE%B5%CE%B9%CF
%8)

In this case, the QAU (MO.DI.P.) Office does not forward the name of the sender.

o Ifitis a "C-R" message which contains general comments/recommendations that do
not necessarily involve the sender himself/herself, respectively the QAU (MO.DI.P.)
Office does not need to forward the name of the sender.

o If, on the contrary, the "C-R" message is linked to the sender, in which case the QAU
(MO.DI.P.) Office shall also forward the name of the sender (unless the sender has

requested anonymity) so that it can be taken into account in the preparation of the reply.

iii. In case when the "C-R" message does not clearly indicate the addressee(s) or
when the "C-R" message contains ambiguous signs or multiple comments with different
addressees, then, the QAU (MO.DI.P.) Office shall carry out a preliminary cooperation
with the General Directorate of Administrative Support and/or the competent
Directorate and/or the competent Vice Rector and/or the Legal Advisor of the
Institution (as appropriate), in order to identify the Department/Service concerned to
which the "C-R" message should be forwarded.

iv. Before the reply is forwarded to the sender of the "C-R" by the
Department/Service concerned to the "C-R" message, it is necessary to be checked by
the relevant Directorate and/or the Legal Advisor of the Institution, in case of

questionable points both in terms of content and wording of the response.

V. The final reply shall be sent by the QAU (MO.DI.P.) Office to the person who
submitted a "C-R" and shall not be communicated to any other recipient. Similarly, the
Departments concerned are instructed not to communicate to other recipients the replies
sent to the QAU (MO.DI.P.) Office.
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4.2 General Procedures for the management of the <“Complaints -

Recommendations” — “C-R” Service:

i Informing of the person concerned is carried out by the QAU (MO.DI.P.)
Office, if, from the initial check (see general guidelines), there is no need for special

management.

ii. Forwarding of the "C - R" to the Department/Service concerned takes place by
the QAU (MO.DI.P.) Office. Upon receipt of the correspondence, it is checked whether
the "C - R" refers to the wrong department, in which case it is forwarded to the relevant

one.

iii. Reception and checking of the reply by the Department/Service is carried out

in accordance with the general guidelines.

iv. Forwarding of the reply to the concerned person(s) shall be done exclusively
by the QAU (MO.DI.P.) Office of the Institution.

V. Informing the concerned Department/Service shall be completed with the
forwarding of the above reply exclusively by the QAU (MO.DI.P.) Office of the

Institution.

4.2.1. Special Procedure: 1

When the ""C-R™ has already been dealt with, if, for whatever reason, a period of
time has elapsed since the date of the "C -R"’s dispatch and the necessary actions have
been initiated or completed in the meantime by the competent Department/Service, then

the following actions shall be implemented:

» The QAU (MO.DI.P.) Office checks and confirms that the "C- R " has been
dealt with and in what way, either through written or verbal communication
with the relevant Department/Service.

» The QAU (MO.DI.P.) Office forwards the "C - R" to the relevant
Department(s)/Service(s), if, nevertheless, the Department(s) concerned wishes
to respond, in accordance with the general guidelines and the general procedure
ii. “Forwarding the "C - R" to the Department(s)/Service(s) concerned.”

» The QAU (MO.DI.P.) Office shall inform the person concerned, in accordance
with the general procedure i.



>

The verification of the reply by the department/service concerned and the
forwarding of the reply to the person concerned shall take place in accordance
with general procedures iii and iv.

Otherwise, if the service does not wish to reply further, the reply will be sent
directly by the QAU (MO.DI.P.) Office.

If it is considered that, in addition to the finding that the "C-R" has been dealt
with, there is the scope for further justification/clarification, as a general stance
on the issue, and the Department/Service concerned does not wish to respond
further, then the additional justification/clarification shall be sent by the QAU
(MO.DIL.P.) Office to the sender of the "C-R", but without notification to the

department concerned, in accordance with general guidelines (iv) and (v).

4.2.2. Special Procedure: 2

In cases in which the "C - R" implicitly contains a form of charge, it is first of all

necessary to clarify the data and to carry out the necessary preliminary work with the

Department/Service involved, in the broader context of the self-evaluation and self-

improvement procedures of the services provided by the Institution. The relevant

processing actions of the "C - R" are carried out as follows, in accordance with the

general guidelines:

>
>
>

Preliminary cooperation with involved stakeholders

Informing the sender, as in Procedure I.

Forwarding of the "C-R" to the Department/Service concerned, as per general
procedure II.

Thorough review of the Department’s/Service's response, as per general
guideline iv.

Forwarding the response to the person concerned.

Forwarding the reply to the Department/Service concerned

Forwarding the same response to the Head of the Institution for his/her
information (e.g., to the Chair of the Department for "C-R™ concerning the

Academic Secretariat).

4.2.3. Special Procedure: 3

In cases where the ""Cs - Rs" are ""unreasonable, vague, incomprehensible or

repeated in an abusive manner", in accordance with Article 4 par.3 of the Code of

5



Administrative Procedure, Departments/Services are exempted from the obligations
under paragraph 1 of the above article, if it is considered that the "C - R™ has the above
characteristics. In this case, and in cooperation with the Institution’s Legal Advisor,
who is requested to confirm the above finding, the sender will be informed by the QAU
(MO.DL.P.) Office, exclusively by means of a message only, that he/she will not

receive a reply for these reasons.
4.2.4. Special Procedure: 4

In cases in which the ""C -R™ contains a direct form of charge, the "C - R" is
forwarded to the Institution’s Legal Advisor, who will determine the procedure to be

followed.
4.3. Filing of Complaints-Recommendations

The QAU (MO.DI.P.) Office keeps the Service's "Complaints-Recommendations”
file:

» By imprinting the history (tracks) of each "C - R", i.e., by recording all the
necessary processes, e.g., input, check, response, forwarding, completion of
procedure.

» By grouping per thematic category the "Cs - Rs", e.g. administrative, academic,
student.

» By grouping the "Cs - Rs" by relevant Directorate for their information.
4.4 Evaluation-Feedback

According to and in accordance with the specifications of the Institution's IQAS, the
record of the Service accompanied by relevant observations and comments are annually
presented by the responsible Vice Rector to the QAU (MO.DI.P.) Committee. The
Committee, in order to prepare the annual report, is asked both to evaluate the data and
contact the respective Department(s)/Service(s) for feedback, and to suggest procedures
for self-evaluation/improvement of the involved Department(s)/Service(s) with the "C-
R".
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