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University of Twente Complaints Committee 

The University of Twente strives to create a community in which everyone feels safe and 
secure and thus provide an optimal learning and working environment for students and staff 
alike. 

The University of Twente Complaints Committee (referred to below as ‘the Complaints 
Committee’) was established to deal with complaints pursuant to section 9:14 of the General 
Administrative Law Act. This independent committee advises the Executive Board on its 
handling of complaints. The complaints concern the manner in which the University of 
Twente, or an employee or an administrative or other body whose work falls under the 
responsibility of the University of Twente, has conducted itself on a particular occasion. 
Complaints may be lodged by students, employees and third parties. 

An overview of the support structure can be found on the service portal of the university’s 
website. This overview mentions the confidential advisors, the complaints procedure, the 
Disputes Committee and issues of integrity and safety/security: Service Portal support 
structure. 

In this annual report, the Complaints Committee renders account to the Executive Board for 
the benefit of the university’s annual report. 

Composition of the Complaints Committee 
The Complaints Committee was composed of the following members on 1 September 2024: 

Mr R.G. Leether, external chair 
Mr M.A.H. van Gessel, member nominated by the employee participation body of the 
University of Twente (OPUT); 
Ms J. Lubking, member nominated by OPUT and deputy chair 
Mr H.A. Akse, member nominated by the employer 
Dr J.F.C. Verberne, member nominated by the employer 

There were no changes to the composition of the Complaints Committee during the 
2024/2025 academic year. 

Ms R.C. Klein Woolthuis assisted the Complaints Committee in its official duties in 
2024/2025. 

Complaints Procedure 
The procedures of the Complaints Committee are governed by the University of Twente’s 
Complaints Procedure, which is based on Dutch laws and regulations and took effect on 1 
June 2017. Following earlier amendments in 2019 and 2021, the Complaints Procedure was 
amended again in 2024. The new version of the Complaints Procedure has been in effect 
since 1 May 2024. The Dutch and English versions of the Complaints Procedure can be 
consulted on the University of Twente website. 

The Complaints Procedure has been included in the Staff Handbook. The texts on the 
website have been amended. The email address for the Dutch text is klachtencommissie-
hr@utwente.nl and for the English text is complaintscommittee-hr@utwente.nl). 

Complaints handled in 2024/2025 

New complaints in 2024/2025 
In total, eleven complaints were lodged with the Complaints Committee in the period from 1 

https://www.utwente.nl/en/service-portal/employment-personal-development/terms-of-employment/confidential-adviser-complaints-and-disputes?lang=nl
https://www.utwente.nl/en/service-portal/employment-personal-development/terms-of-employment/confidential-adviser-complaints-and-disputes?lang=nl
mailto:klachtencommissie-hr@utwente.nl
mailto:klachtencommissie-hr@utwente.nl
mailto:complaintscommittee-hr@utwente.nl
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September 2024 to 1 September 2025. 

Background of complainants: 
▪ 4 complaints were lodged by a student. 

▪ 3 complaints were lodged by employees (one of whom was a lecturer and one a 

professor) 

▪ 1 complaint was lodged by an agency worker 

▪ 1 complaint was lodged by a PhD student 

▪ 2 complaints were lodged by external PhD students 

Complaints: 
▪ 4 complaints were processed and were the subject of recommendations made by the 

Complaints Committee to the Executive Board. 
▪ 2 of these complaints were withdrawn by the complainant during the procedure. 
▪ 1 complaint was withdrawn by the complainant after an informal consultation had 

taken place between the parties in the presence of the Ombuds Officer. 
▪ 2 complaints were not processed because the Complaints Committee was not 

competent to deal with the subjects of the complaints. 
▪ In respect of one complaint, the Complaints Committee advised the Executive Board 

not to deal with the complaint as the complainant did not have a sufficient interest in 
it. 

▪ 1 complaint was still being processed on 1 September 2025. 

Recommendations made in 2024/2025 and complaints handled by the Executive 
Board 

Complaint 24/25-01 concerned the manner in which a PhD student had been treated by an 
employee. The complainant had contacted an advisory service with a question about 
intellectual property rights. Unbeknown to the complainant, the employee concerned then 
contacted a former line manager of the complainant. The complainant regarded this a breach 
of privacy as confidential information had been shared without his consent. The complainant 
also accused the employee failing to communicate adequately and a lack of transparency. 
Without holding a hearing, the Complaints Committee recommended that the Executive 
Board should declare the complaint unfounded. This recommendation was adopted by the 
Executive Board. 

Complaint 24/25-02 concerned the conduct of an employee towards an agency worker. The 
case concerned an allegation of unfair treatment and infringement of the complainant’s 
integrity. The Complaints Committee was unable to find evidence of unfair treatment, lack of 
empathy or abuse of authority by the employee concerned. The Complaints Committee then 
recommended that the Executive Board should declare the complaint unfounded. This 
recommendation was adopted by the Executive Board. 

Complaint 24/25-03 concerned the conduct of a former line manager of the complainant. 
The person concerned had endorsed a post by a third party on LinkedIn which voiced strong 
criticism of the complainant personally and of the fact that the complainant had been able to 
obtain a PhD at the University of Twente. The Complaints Committee considered that the 
complainant, who had been in conflict with the employee concerned for many years, had 
substantiated his complaint sufficiently. It recommended that the person concerned had 
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acted improperly and that the Executive Board should find the complaint to be well-founded. 
This recommendation was adopted by the Executive Board. 

Complaint 24/25-04 concerned the conduct of a PhD student towards his former PhD 
supervisor. The allegation was that the person concerned had falsely accused the 
complainant of discrimination within the University of Twente community. The accusation 
related to statements made by the complainant at two meetings when, according to the 
complainant, he had merely been quoting other people. The Complaints Committee 
considered that the evidence adduced by the person concerned did not justify publicly 
making such a serious allegation as discrimination. An important consideration here was that 
the accusations had not been communicated directly to the complainant, but had instead 
been presented by the person concerned as established facts in emails to various employees 
of the University of Twente. The Complaints Committee then recommended that the 
Executive Board should declare the complaint to be well-founded. The Executive Board had 
not yet taken a final decision when this annual report was drawn up. 

Complaints withdrawn 

Complaints from 2023/2024 
On 1 September 2024, the handling of one complaint from 2023/2024 had not yet been 
completed. The complaint in question (23/24-07) had been lodged by a student and related 
to the conduct of a lecturer during and after an examination. The procedure had been 
suspended because the complainant first wanted to speak to the person concerned before 
continuing the process. After a discussion had taken place, the complainant decided for 
reasons of his own to withdraw the complaint and not to continue with the procedure. 

Complaint 24/25-06 was lodged by a student against a supervisor. The complainant alleged 
that his graduation had been unnecessarily delayed by the inability of the person concerned 
to communicate efficiently. On reflection, the complainant concluded that nothing would be 
achieved by discussing the matter with the person concerned or continuing with the complaint 
procedure and withdrew the complaint. 

Complaint 24/25-08 concerned a complainant who disagreed with a warning entered in his 
personnel file and alleged that this constituted unfair treatment by the person concerned. The 
complainant argued that he had been wrongly accused by his line manager of acting without 
due integrity and that no allowance had been made or understanding shown for his version 
of events. The secretary of the Complaints Committee informed the complainant that, in 
principle, the Committee could consider his complaint only in so far as it concerned the 
allegation of unfair treatment by the person concerned and that it could not deal with the 
employment law issues. The complainant stated that he regarded the employment law issues 
as essential and, after deliberation, withdrew his complaint. 

Complaint 24/25-09 concerned the manner in which an undergraduate student had been 
treated by a lecturer. The complainant alleged unfair treatment during a test on account of 
cynical remarks made by a lecturer. Before the complaints procedure was initiated, the 
secretary of the Complaints Committee drew the attention of the complainant to the possibility 
of having an informal discussion with the person concerned, if desired with a third party acting 
as moderator. As both the complainant and the person concerned were amenable to this 
suggestion, they had a fruitful discussion in the presence of the Ombuds Officer of the 
University of Twente, after which the complainant withdrew the complaint.
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Complaints procedure terminated 

Complaint 24/25-05 concerned HR Services’ failure to apply a tax relief scheme to the complainant and 
other PhD students. However, the Complaints Committee noted that the Complaints Procedure relates 
exclusively to issues of social safety, integrity and other standards of conduct, and not to whether or not 
a (tax relief) scheme applies to an employee or category of employee. The Executive Board followed the 
advice of the Complaints Committee to that effect and declared the complaint inadmissible. 

Complaint 24/25-07 concerned an examiner’s conduct towards a student. The complainant argued that 
he had suffered stress and uncertainty because the examiner had suddenly voiced fundamental criticism 
of his thesis without any substantiation just the day before his graduation. As the complainant had 
subsequently graduated with a good degree and the person concerned had now been replaced by another 
examiner and would no longer be working at the University of Twente in the short term, the Complaints 
Committee considered the complainant’s interest in having the complaint heard was manifestly insufficient 
and recommended that the Executive Board declare the complaint inadmissible, which it then did. 

Complaint 24/25-10 concerned the outcome of a reorganisation within a faculty and its consequences 
for a team. As the complaint related to a decision by the faculty board in connection with a reorganisation 
and not to conduct involving issues of social safety or integrity, the Complaints Committee considered 
that it was not competent to hear the complaint. This advice was followed by the Executive Board. The 
Complaints Committee also informed the Executive Board that the complainants had been notified that 
the Continuous Redundancy Plan, which had been in force since 1 January 2025, contained a special 
scheme for employees adversely affected by the consequences of a reorganisation. 

Complaints in progress 

Complaint 24/25-11 concerned allegations by a pre-master student about examinations and about the 
actions of various employees within the University of Twente. The complaint procedure had not yet been 
completed on 1 September 2025.



Complaints Committee’s 2024/2025 Annual Report 5 

 

Summary of the Complaints Committee’s activities 

The table below presents the activities of the Complaints Committee in figures for 2024/2025. For the 

sake of completeness, the figures for the past five years are also provided. 

Table: Quantitative overview of the Complaints Committee’s activities 
 

2024/ 2025 
2023/ 
2024 

2022/ 
2023 

2021/ 
2022 

2020 2019 

New complaints received 11 7 2 12* 5 4 

Complaints handled and 
completed 

4 3 1 5* 4 1 

Complaints withdrawn 3 2 2 5 3 0 

After settlement of dispute 1 0 1 0 1 0 

Without reaching a 
settlement 

2 2 1 0 2 0 

Complaints procedure terminated 
(no recommendation/not 
withdrawn by complainant) 

3 1** 0 2 0 1 

Still in progress (expected to be 
handled next year) 

1 1 0 1 1 4 

 

* Reporting extends beyond the preceding year and following year. 

**One complaint not processed by the Complaints Committee as it did not come within its remit. 

Other matters 

Once again, the number of complaints received was higher during the past academic year than in the 
previous year. This could possibly be attributable to people’s greater awareness of social safety standards 
in the workplace and undoubtedly also to a greater assertiveness on the part of employees, students and 
third parties. 

Every six months, a meeting is held for all officials within the support structure of the University of Twente. 
The purpose of this broad consultation is to enhance collaboration, foster understanding of each other’s 
roles and address current developments and challenges. The secretary of the Complaints Committee 
takes part in these meetings in order to strengthen ties with the support structure. 

During the initial contact with the complainant and the person concerned, the secretary draws their 
attention to the role of confidential advisors within the University of Twente and informs them that they 
can contact an internal confidential advisor for support (in accordance with Article 2(2) of the Complaints 
Procedure). This is also always emphasised in the first written contact with the complainant and the 
person concerned. 


