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JICREG Complaint Procedure
The following sets out the procedure to be used in the event of a complaint being made to JICREG.  All JICREG members agree to be bound by the terms of this procedure. 

This procedure exists to provide a clear, consistent and transparent approach to any formal complaints. It is intended that all parties to a complaint shall have the opportunity to make representations and that JICREG shall be provided with all necessary information on which to make an informed and fair decision.

For a complaint to be accepted, it must relate to the actions of a JICREG member (“the member complained of”). JICREG’s complaint procedure is limited to complaints relating to the JICREG data relating to any member, or to the use of such data by the member complained of. 

JICREG will not normally pursue complaints if the point at issue is or is likely to be the subject of legal action.

In considering any complaint, JICREG shall have regard to the principles and guidance contained in the JICEG Readership Guidelines and Promoting Research Results -  A Guide To Good Practice – both of which are on the JICREG website.

This procedure is intended to primarily apply on a written submission basis only. However, a personal hearing may be considered appropriate. This decision is at the discretion of JICREG.

Where possible and practical, the identity of any complainant will remain confidential. 

Complainant(s) and members involved in the complaint procedure have the right to know at what stage the process is at, at any time.  

Stage 1 – Making A Complaint

(i)
Complaints will not be accepted if they relate to perceived infringements or inaccuracies which are more than six months preceding the date of complaint, unless they continue to be published or remain in the public domain.  
(ii) All complaints must be in writing and addressed to the Chief Executive. Such written notification should clearly set out the nature of the complaint and be accompanied by any relevant material or documents on which the complainant relies.

(iii) 
All complaints will be acknowledged, in writing, by the Chief Executive, wherever possible within 3 days of their receipt.

(iv) Where it is possible to resolve the subject matter of the complaint quickly and informally, with the co-operation of the member complained of, the JICREG secretariat will first endeavour to do so and if this is successful, will notify the complainant of the outcome. In other case the procedure below will be followed. 

(v) Any clarifications required of the complainant will be requested in writing in conjunction with (iii) above or as soon as practicable.

(vi) Where the complainant is the Chief Executive of JICREG, the complaint should be sent to the Chairman.

Stage 2 – Dealing With The Complaint

(vii) The Chief Executive will review the complaint. If he considers that it is materially ill-founded he will notify the complainant and explain his reasons for reaching this conclusion. The Chief Executive’s decision in this regard shall be final. 

(viii) If (vi) does not apply, the Chief Executive will contact the member(s) being complained of, in writing, outlining the nature of the complaint and providing copies of any relevant material (including copies of any documents received from the complainant, amended if necessary so as to withhold the identity of the complainant. The member will be asked to provide a written response within 10 working days of the date of notification, or within such further time as the Chief Executive permits. Depending on the nature of the complaint and the judgement of the Chief Executive, the member(s) being complained of may be required to provide an assurance of correction within their written response. The Chief Executive will only require such assurances in cases where in the opinion of the Chief Executive there appears to be a prima facie material inaccuracy in or a misuse of JICREG data (intentional or not) which in the opinion of the Chief Executive needs urgent correction in order to avoid the risk of misleading JICREG users.  

(ix) On receipt of any written response received as part of (vii) above, the Chief Executive may require further evidence, clarification or responses. These will be sought, in writing, with a written response required within 10 working days of the date of notification, or within such further time as the Chief Executive permits.  

Stage 3 - Decision
(x) Having been satisfied that all relevant responses from all relevant parties have been received, the Chief Executive will make a decision. All parties will be notified, in writing, within 10 working days of the final receipt of any material relating to point (vii) or (viii). If this timeframe cannot be achieved, all parties will be notified of a revised date.

(xi) Where the decision involves a correcting of data and/or publicity, the relevant party will be asked to provide assurance of remedy as part of (ix) above.

(xii) If the Chief Executive considers immediate remedy is needed, he may action a suspension or removal of published data until such time as all remedies are complete.

Stage 4 – Right Of Appeal        

(xiii) Both the complainant and member complained of have the right to appeal the decision of the Chief Executive. This must be done, in writing to the Chairman, within 5 working days of notification of (ix) above. The notice of appeal must clearly set out the reasons. One of the following must be satisfied:

a. Relevant evidence (submitted in accordance with above policy) had not been taken into account. 

b. Relevant new evidence has come to light.

c. The process was not in accordance with the agreed policy.

Stage 5 - Appeal


(xiv) The appeal will be acknowledged, in writing, by the Chairman.

(xv) After considering point (xiii) above, the Chairman will either reject the appeal as non-qualifying, or proceed to (xvi).

Stage 6 – Conducting The Appeal
(xvi) The Chairman will invite not less than two non executive directors of JICREG  to conduct the appeal (“the appeal body”). Both publisher and buyer interests will be represented, but no one with any direct involvement in the issue or from a directly competing business can conduct the appeal. The chairman will chair the appeal body, provided no conflict of interest exists. The chairman will also determine who will provide secretarial support for the process. 

(xvii) The appellant will be advised, in writing, that the appeal body has been appointed (for information only) along with a proposed conclusion date.

(xviii) The appeal body will aim to conclude their review within 10 working days of the date of notification in point (xvi).  

(xix) The appeal body will consider the written submissions obtained via the process and will correspond (either verbally or in writing) with the Chief Executive.

(xx) The appeal body will request any such additional information, from any party, so as to assist in their review. This will be done in writing.

(xxi) Additional information requested by the appeal body should be provided, in writing, as soon as possible, but not later than 10 days from the date of request.

(xxii) In certain circumstances, the appeal body may consider it appropriate for a personal hearing to be held. Any complainant, member or appellant is not obliged to consent to such a request.

Stage 7 – Appeal Decision
(xxiii) Having been satisfied that all relevant responses from all relevant parties have been received, the appeal body will make a decision. The original decision of the Chief Executive may be upheld, reversed or varied. 

(xxiv) The appeal body will make its recommendation to the non-executive directors of JICREG. The decision will be determined by a majority of the directors.  

(xxv) All parties will be notified, in writing, within 10 working days of the final receipt of any material relating to point (xx) or (xxi). If this timeframe cannot be achieved, all parties will be notified of a revised date.

(xxvi) Where the decision involves a correcting of data and/or publicity, the relevant party will again be asked to provide assurance of remedy as part of (ix) above.

(xxvii) If the appeal body considers immediate remedy is needed, they may propose  to the JICREG board suspension or removal of published data until such time as all remedies are complete.
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