
Complaints Handling Procedure
Introduction 

The purpose of this procedure is to ensure that complaints and/or reports by employees concerning serious workplace matters are dealt with in a timely and appropriate manner with due regard to fair process for all involved. 

This procedure applies to complaints and/or reports concerning:

· Workplace bullying;

· Discrimination and harassment; and
· Sexual harassment.

[Name of organisation] will endeavour to ensure that employees who report or make complaints concerning the above matters or those who are involved in the resolution of the issues are not subject to reprisals or victimisation.

1. Making a complaint

A complaint should be made in writing to an employee’s manager as soon as possible. If the complaint is about the relevant manager, or where there is an actual or perceived conflict of interest, the complaint should be made to the next most senior manager or [identify role title of most appropriate person e.g. Human Resource Manager].

The complaint should contain sufficient information including, but not limited to, details of the behaviours/incidents which is alleged to constitute the inappropriate conduct and:
· The name(s) of the person(s) complained about and the names of any witnesses;

· Dates(s) and location(s); and 

· A description of what occurred.

2. Reviewing the complaint

Upon receiving a written complaint, the relevant manager should conduct an initial review of the written complaint and meet with the employee to clarify the complaint and/or, if necessary, seek further information.

The relevant manager, in consultation with [insert role title of decision-maker e.g. CEO], should then assess the potential seriousness of the complaint and determine: 

1. Whether any initial action needs to be taken (such as separating employees); and

2. How the matter should be resolved (e.g. private discussions, mediation, internal/external investigation).

If the [insert role title of decision-maker e.g. CEO] and the relevant manager decide that it is necessary for a workplace investigation to be conducted the [insert role title of decision-maker e.g. CEO] will appoint an Investigating Officer. The Investigating Officer may be the relevant manager, another employee or an external party.

3. Workplace Investigations 

The Investigating Officer must ensure, so far as is reasonably practicable, that the investigation is conducted confidentially. The person whom the complaint is made against will be provided with the substance of the complaint as soon as possible and be invited to provide a response to the allegation(s). 

Witnesses to alleged instances may be asked to participate in the workplace investigation and give their version of events. All employees must cooperate with the reasonable requests of the Investigating Officer. 

The Investigating Officer should report back to the [insert role title of decision-maker e.g. CEO] on their findings within a reasonable time period after commencing the investigation. 

4. Confidentiality

All employees, including those who make a report or complaint, or about whom a complaint is made, or who participate in the investigation of a report or complaint, are required to maintain confidentiality about the complaint and matters discussed with [insert roles of persons with whom confidential matters may be discussed e.g. relevant manager, CEO, Investigating Officer, Human Resource Manager].

5. Resolving the complaint

In some cases a complaint may be resolved through private discussions and/or mediation without the need for a formal investigation. Where a complaint is resolved in this way, an appropriate record of the outcome will be made.

Where a workplace investigation is conducted, the [insert role title of decision-maker e.g. CEO] will consider the findings reported by the Investigating Officer and determine the appropriate course of action. This may include: 

· Where an employee who is the subject of a complaint has acted in breach of relevant workplace policy and/or legislation, appropriate disciplinary action up to and including termination of employment depending on the severity of the breach(s); 

· Other remedial action as is necessary to address any workplace issues;

· Where it has been determined that a complaint has been made falsely or maliciously against another employee disciplinary action may be appropriate against the complainant, up to and including termination of employment.


User’s Declaration

I have read and understood this Complaints Handling Procedure and agree to its terms.

Name:  





Date:  



Signature: 







Members should be aware that this document is a guide only. It might not be appropriate in this format for every situation or your industry. For assistance in drafting workplace policies to suit your specific needs please contact the AFEI Hotline on 02 2964 2000.

AFEI Member Template:  Complaints Handling Procedure


THIS DOCUMENT IS ONLY A GUIDE


AFEI recommends members consider their specific requirements when adopting a template document or policy to ensure the document meets the particular needs of your organisation.


For assistance, please call the AFEI Hotline on 02 9264 2000.


How to use this document:  


1:  Check with the AFEI Hotline as to its suitability for your needs. 


2:  Edit to meet your requirements by:


Add relevant information in the [yellow highlighted] sections.


Delete comments in the [blue highlighted] areas.





In order to effectively implement this policy, employers must take reasonable steps to notify employees that the policy exists and/or has been amended. 





If it is practicable to require employees to sign the policy and return it to you, include the User’s Declaration below. If this is impractical, omit the User’s Declaration and consider alternate means by which employees may be informed of the change e.g. emailing as an attachment to all staff. 
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