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1. INFORMAL AND FORMAL GRIEVANCE RESOLUTION PROCEDURES
The CEO, in consultation with the employee/volunteer with the grievance, decides whether the
issue would be better resolved through a formal or informal grievance resolution procedures.

Examples of when an informal grievance
procedure may be used

Examples of when a formal grievance procedure
may be used

The grievance is of a less serious nature.

The employee/volunteer raising the grievance
expresses a preference to make a formal
grievance.

The employee/volunteer raising the
grievance expresses a preference to pursue
an informal resolution.

Informal attempts at resolution are not successful.

If the grievance can be resolved within 20
business days.

The grievance involves serious allegations of
misconduct, discrimination or victimisation.
The grievance is against the CEO or a director.
The allegations are denied and an investigation is
required to substantiate the grievance.

Until the grievance is resolved, work will continue normally where possible in accordance with the
practice existing before the grievance was reported.
Emergency counselling, with an external counselling service, may be considered as a way of
supporting the affected employee/volunteer if both the CEO and employee/volunteer think such a
service might be helpful.
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1.1 Informal grievances
Employees/volunteers are encouraged, in the first instance, to discuss any concern directly with the
other party or parties.
In the event that this is not practicable or such discussion has not resolved the concern, employees/volunteers should discuss the issue with the CEO.
The CEO makes reasonable attempts to resolve the grievance as soon as practicable.
The CEO investigates the grievance, keeping notes and providing regular updates to the employee/volunteer during this time.
Informal grievances should be resolved within 20 business days.
An informal grievance is considered resolved if it is withdrawn, in writing, by the employee/volunteer
who raised it.
If the CEO cannot resolve the grievance within 20 business days, it will become a matter for formal
procedures.
All documentation relating to the grievance are kept confidential and stored in a secure location.
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1.2 FORMAL GRIEVANCES
The formal grievance procedure focuses on the following two issues:
• whether a grievance can be substantiated and
• how it could be resolved.
The CEO, as the grievance handler, documents all steps involved in the attempting to resolve the
formal grievance.
The following process is used.
i. The employee/volunteer gives the CEO the grievance in writing.
ii. The CEO handles the grievance and notifies the chairperson that a formal grievance
resolution procedure is being initiated. Where practicable, the chairperson (or delegated
director) will not be given specific details of the grievance or the formal resolution procedure
to ensure impartiality should the chairperson (or delegate) be required to exercise an appeal.
iii. The CEO keeps notes and provides a written update to the employee/volunteer raising
the grievance every five business days during the investigation period which should be
concluded within 20 business days.
iv. The employee/volunteer raising the grievance is interviewed by the investigator to clarify
the grievance. A final record of the nature of the grievance is prepared by the CEO and
submitted to the employee/volunteer raising the grievance for verification, amendment (if
necessary) and sign-off.
v. The CEO provides details of the grievance to any implicated employee/s or volunteer/s.
vi. The employee/s or volunteer/s implicated in the grievance are given the opportunity to
respond in writing.
vii. The employee/volunteer raising the grievance is given the opportunity to make a further
response in light of any new information that may emerge.
viii. Statements from witnesses (if any) and any other evidence are gathered by the CEO.
ix. If there is no direct witness to the alleged grievance, the CEO considers other available
evidence such as:
a. supporting evidence provided by a medical practitioner, counsellor, family member,
family friend or colleague
b. recent workplace behaviours: for example, increases in personal leave, lack of
punctuality or atypical signs of emotional distress
c. information provided by other employees about similar grievances involving the
behaviour of any employee involved in the grievance
d. physical evidence
e. records kept by any employee/volunteer
f. absence of evidence where it should logically exist
g. whether evidence has been presented by all parties in a credible and consistent
manner.
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x. A finding is made by the CEO as to whether the grievance has substance and what action
should take place to address the situation and prevent workplace harm.
xi.A report documenting the investigation process, evidence, findings and recommended
outcome(s) is prepared by the CEO and submitted to the chairperson for information and, if
needed, use should an appeal be requested.
xii. The CEO decides on the best course of action for a resolution.
xiii. The CEO ensures that written records pertaining to the grievance are stored in a secure
place for not less than one year.
All parties who participate in the above process are entitled to be accompanied by a support person
at any meetings or interviews.

2. POSSIBLE ACTIONS
Actions will depend on factors such as the severity of the grievance; the weight of evidence or whether
there have been any prior incidents or warnings.
The CEO’s decision may include, but is not limited to, outcomes involving one or more of the following:
counselling
• formal apology
• conciliation or mediation conducted by a third party
• targetted training and relevant professional or skills development
• management of underperformance
• An official warning/s noted on employee/volunteer files
• replacement, modifications or repair of equipment, fittings or the built environment
• modifications of terms and conditions of employment (subject to industrial probity)
• monitoring behaviours of the affected employees/volunteer and/or
• amendments to the organisation‘s policies and procedures.
If there is insufficient evidence to support findings with reasonable confidence, recommendations or
specific actions may be agreed, including the need for ongoing monitoring of relevant situations and
behaviours.
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3. APPEALS – INTERNAL
If the employee/volunteer who raised the grievance is not satisfied with the CEO decision they can
lodge an appeal in writing to the chairperson within 10 working days.
In handling the appeal the chairperson, or delegated director, will review the grievance documentation
and the process used by the CEO to validate the presence or absence of procedural fairness.
This review will be confidential and concluded within 10 working days.
If the review confirms that the process was procedurally fair, the chairperson (or delegate) will reaffirm
both the handling of the formal grievance process and the proposed actions.
If there is evidence of procedural unfairness the chairperson (or delegate) will further review any
aspect of the grievance process impacted by the unfairness. This further review will follow those steps
of the formal grievance procedure above: see i to xiii.
At the conclusion of this further review the chairperson (or delegate) will inform the employee/volunteer
of their findings in writing and either reaffirm the original decision or propose a different one.
There is no further avenue of internal appeal.

4. EXTERNAL AUTHORITIES
If the employee/volunteer is dissatisfied with the actions proposed by the appeals process they may
seek advice from an external authority.
The following authorities may apply:
• Anti-Discrimination Board of New South Wales
• Fair Work Commission (aka Fair Work Ombudsman)
• Australian Human Rights Commission
• SafeWork New South Wales.
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