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COMPLAINTS & DISPUTES POLICY AND PROCEDURE 
 
Introduction 
Open communication and feedback are regarded as essential elements of a satisfying and productive work 
environment. 
 
Volunteering Gold Coast Inc. encourages all staff and external clients to resolve any issues, concerns or conflicts 
that they may have at the earliest opportunity, especially where it is an issue with another member of staff. The 
preferred process involves staff resolving issues to their satisfaction internally, without feeling they need to 
refer to their supervisor, Human Resources (HR) or an external organisations for assistance. (For the purposes of 
this policy all references to ‘staff’ includes both paid and volunteer members of the organisation). 
 
Purpose 
The purpose of this document is to provide an avenue through which staff members, their supervisors and 
others who may be involved can resolve work-related complaints or disputes as they arise.  
 
Policy     
Volunteering Gold Coast Inc. encourages a culture where all complaints are dealt with in confidence, 
respectfully, in a supportive environment and responded to in a timely manner.  
 
Complaints are of concern to Volunteering Gold Coast Inc. whether internal or from an external client source, 
discussion will be undertaken with all parties to reach a solution. There will be no discrimination against or 
towards any person/s or organisation/s for their part in presenting reliable and accurate information to a 
supervisor or the Executive Management of Volunteering Gold Coast Inc.. Any internal complaint received by 
Volunteering Gold Coast Inc. that is deemed to be vexatious or frivolous in nature will be dealt with under the 
staff disciplinary process. 
  
Definition:  
Under this policy a complaint is defined as: an event, condition, rule or practice which the person lodging 
believes violates their civil rights, treats them unfairly, or causes them any degree of unpleasantness or 
unhappiness in their role / association with Volunteering Gold Coast Inc. 
 

 A minor (informal) complaint is an issue or occurrence that is resolved at the first point of contact, with all 
parties being in agreement and satisfied with the outcome 

 A major (formal) complaint is an issue or occurrence that is not resolved at the first point of contact, and 
needs further investigation 
 

Under this policy a dispute is defined as a situation where two or more individuals or parties cannot agree on a 
particular matter or issue and have been unable to resolve their positions by communication and discussion.   
Under this policy where the causal factor of a complaint is found to be a staff member’s behaviour or 
performance the matter will be managed by either the disciplinary or performance management process.  
 
Under this policy where a staff member has a honest belief based on reasonable grounds that they have been 
adversely affected by an administrative decision made by Volunteering Gold Coast Inc. or by the conduct or 
behaviour of a staff member or external client which adversely affects them is unfair or unreasonable, questions 
or criticises their employment conditions this is not necessarily treated as a complaint. The matter will be 
managed under the Grievance Policy. If unsure of the policy and procedure to follow, in the first instance this 
matter should be referred to your supervisor or HR for clarification.  
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Aim 
 To ensure that all staff and clients have the right to make a complaint where they believe that their rights 

have not been respected or they have not received appropriate service or service standards 
 To ensure all staff and clients are informed of their rights including the right to complain without affecting 

access to services and the right to an advocate of their choice 
 To ensure that all who make a valid complaint receive a timely and equable response and every endeavour is 

made to resolve the matter reasonably and fairly  
 To resolve all complaints in a manner that arrives at a resolution, accepting that it may not be the ‘preferred’ 

outcome for everyone and,  where applicable, to use the experience as an opportunity for the organisation’s 
continuous improvement   

Policy statements  
Volunteering Gold Coast Inc. welcomes and encourages valid verbal and/or written complaints and recognises 
that it is through this process that improvements in service delivery may be achieved.  
 
Volunteering Gold Coast Inc. is committed to resolving complaints as quickly as possible and undertakes to 
handle each in confidence. The expectation of Volunteering Gold Coast is to acknowledge receipt of written 
complaints to the author, within five working days. FORM024 Complaint Form is available to ensure that any 
matters are documented, recorded and receive prompt attention.  
 
Volunteering Gold Coast Inc. emphasises the importance of clear and professional communication at all times 
with staff and clients. This involves listening to all, understanding their requirements, clearly explaining the 
services offered and keeping them well informed.  
 
Volunteering Gold Coast Inc. will establish mechanisms to promote fast, efficient and transparent resolution of 
workplace issues. Staff and clients should feel comfortable discussing issues with their supervisor / contact 
person in accordance with the procedures outlined below.  
 
All formal avenues for handling of complaints and disputes will be fully documented and the staff member’s / 
clients wishes will be taken into account in determining the appropriate steps and actions. 
 
No staff member will be intimidated or unfairly treated in any respect if they utilise this Policy to resolve an 
issue. This policy applies to all staff. 
 
Responsibilities 
It is the responsibility of supervising staff/ contact persons to ensure that: 

 They identify, prevent and address potential problems before they become formal complaints and / or 
disputes 

 They are aware of, and are committed to, the principles of communicating and information sharing with 
their staff / clients 

 All decisions relating to employment practices are made with consideration given to the ramifications 
for the individual, as well as the organisation in general 

 Any complaints and disputes are handled in the most appropriate manner and at the earliest 
opportunity 

 All staff and clients are treated fairly and without fear of intimidation. 
 

It is the responsibility of all staff / clients to ensure that: 

 They attempt to resolve any issues themselves in the first instance, through their immediate supervisor 
/ contact person and/or through internal processes at the earliest opportunity. 
 

It is the responsibility of HR to ensure that: 

 All staff are aware of their obligations and responsibilities in relation to communication and sharing 
information  



 

POL017  3 Approved: March 2014 Revised Nov 2014 

 Ongoing support and guidance is provided to all staff in relation to employment and communication 
issues especially in regard to managing complaints and disputes  

 All staff are aware of their obligations and responsibilities in relation to handling complaints and 
disputes  

 Any complaints and disputes that comes to the attention of a supervisors are handled in the most 
appropriate manner at the earliest opportunity 

 Where a complaint is made by an external client, that client will be supported and provided guidance 
regarding the application of this policy and associated procedures. 
  

Procedures 
Supervising staff should be aware of the possible ramifications of their actions when dealing with complaints 
and ensure that all staff members / clients are treated with fairness, equality and respect. 
If there are any doubts or queries in relation to how to deal with a particular set of circumstances supervising 
staff should contact HR for advice at the earliest opportunity. 
 
Complaints and Dispute Resolution 
A staff member / client who considers that they have a complaint or dispute should raise the matter with their 
immediate supervisor / contact person as a first step towards resolution. The two parties should discuss the 
matter openly and work together to achieve a desired outcome. 
 
Supervising staff should check for clarification of the issue to ensure they fully understand the complainant’s 
concern/s and follow the standard procedure of offering the staff member/client the opportunity to have an 
independent witness at the discussion, ensuring they follow the steps outlined below: 

 If more than one person is present, establish the role of each person 

 Outline the process that is to be followed 

 Inform the parties that any information obtained in the conduct of the review is confidential 

 Listen to the complainant and diagnose the problem 

 Take accurate and detailed notes of all conversations (including dates, people involved, location) and 
attach any supporting documentation 

 If deemed necessary, provide the complainant with a written summary of the meeting and clarification 
of the next steps to be taken 
 

The supervisor must ensure that the manner in which the meeting is conducted will be conducive to maintaining 
positive working relationships and will provide a fair, objective and independent analysis of the situation. All 
parties are to maintain complete confidentiality at all times.  
 
If the matter is not resolved and the staff member / client wishes to pursue it, the issue should be discussed 
with HR then, if necessary, the Chief Operating Officer (COO). Again, the matter is to be discussed openly and 
objectively with management to ensure it is fully understood. 
 
If the complaint/dispute is one of a confidential or serious nature involving the staff member’s supervisor, the 
complainant may discuss the issue directly with HR or the COO. 
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Complaints Handling Process: 

  In the first instance if a complaint, dispute or conflict can be resolved by discussion with the other party this 
course of action should be adopted, the matter documented in the Complaint Register and the matter 
considered as resolved. 

 All the documentation and information relating to the complaint should be given to HR to register with a 
complaints file number and enter the details into the confidential Complaints Register.  

 Where a discussion is either not appropriate or does not resolve the matter the complainant should fill in a 
Complaint Form and give it to their supervisor / contact person, in the situation where neither of these 
persons is the appropriate (i.e. complaint is about them) then the form should be passed to HR or COO. 

 On the day the Complaint Form is received by HR the details should be entered into the Complaint Register. 

 The supervisor, HR or COO will then open discussions with all parties to resolve the matter. 

 Where the matter is resolved at this stage each party should be informed of the resolution in writing using 
the Response to Complaint example (page 6) and documentation forwarded to HR to update the Complaint 
Register updated with the outcome.  

 Where the matter is not resolved through this intervention it should be referred to the Chair of the Board of 
Directors who should respond to all parties within 5 working days in writing. All parties should be notified of 
this  action accordingly and the Complaint Register updated by HR. 

 Where the matter is not resolved through this action and it is in relation to Volunteering Gold Coast’s staff 
delivering a project or service or a client in receipt of the service that is funded by an external body the 
complaint will be referred to that body with a request that they respond within ten working days. The 
Complaint Regsiter should be updated and all parties should be notified in writing of this action using the 
Response to Complaint example.  

 Once the matter has been resolved the parties will be advised in writing, the Complaints Register updated 
by HR and the matter closed out.  

Organisational Position  

 A Complaints Form must be completed for all major complaints. 

 On receipt of a more serious complaint, the COO and Board of Directors’ representative are to be made 
aware of the complaint immediately, the nature of the complaint is to be documented and forwarded to HR 
and entered in Complaints Register. 

 The complainant is notified within 3 working days in writing to provide feedback on progress, actions taken 
and outcomes achieved. 

 Volunteering Gold Coast Inc. will endeavour to fully resolve all complaints with 21working days from receipt. 

 In the event of an unresolved complaint, information on conflict resolution, mediation, counselling and/or 
advocacy services will be considered. 

 Staff members will be notified of any complaints made against them to give them an opportunity to state 
their case regarding the allegations and be provided with a right of response. 

 Volunteering Gold Coast Inc. may recommend the use of an advocate and is able to supply a qualified staff 
member or recommend a suitable mediator in an endeavour to resolve the situation. 

 The Complaints Register should be updated by HR at all stages of the process and all documented evidence 
or information is to be kept in a locked cabinet. 

 This policy will be accessible on Volunteering Gold Coast’s website: http://www.volunteeringgc.org.au .  

 Volunteering Gold Coast Inc. will use relevant information to: identify recurring issues, make improvements 
to systems and processes and all such changes will be entered in the Continuous Improvement Register. 

 Volunteering Gold Coast Inc. values complaints and about its services from the public. These provide direct 
information about how the community views our services. Complaints will be used to improve services and 
documented in the Continuous Improvement Register. 

 Volunteering Gold Coast Inc. will integrate this information into its daily business, by ensuring that staff 
throughout the organisation are trained and, where appropriate, involved in the complaint handling 
process. 

http://www.volunteeringgc.org.au/
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Complaints Register 
The Complaints Register is a confidential excel spreadsheet only accessible by HR and the COO.  It is used to 
record dates and information about how the complaint is handled, by whom, on what dates and the resolution.. 
For further information please ask your HR or the COO.    
 

EXAMPLE RESPONSE TO COMPLAINANT 
{Complainant’s Name} 
{Complainant’s Address} 
 

Dear {Complainant’s Name} 
 

In reference to your verbal / written complaint made on {date}. 
 

An investigation into the circumstances surrounding the complaint: 
[Suggested responses relevant to progress of complaint, delete according to nature of response] 
1. Is still in progress.  Volunteering Gold Coast Inc. appreciates you bringing this to our attention and would like 

to reassure you we will notify you of the action and outcomes as soon as the matter is resolved. 
 

Volunteering Gold Coast has a commitment to resolving complaints within 21 working days from initial 
receipt.  We may call upon you to provide further information and feedback so that the best solution may 
be implemented to improve the quality of service we provide to our clients in the community. 
 

2. Has been completed.  As a result of you bringing this matter to our attention we have {explain actions 
undertaken to resolve issue} and offer the following solution to rectify the situation in the future: {list 
outcomes} 
 

3. Has been forwarded to {name of organisation or agency} who will be in contact with you within ten (10) 
working days of receiving our corresponsdence.   

 

We trust you will find these outcomes acceptable.  We welcome further information and feedback from you at 
any time on ways to improve the services Volunteering Gold Coast Inc. provides to its clients in the community. 
 

{Client Complaint} We look forward to continuing our services to support you in the community.  Please do not 
hesitate to contact me on any matter you wish to discuss in the future. 
Yours sincerely  
Name 
Position 
 
Related Documents 

 FORM024 Complaint Form 

 Complaints Register 

 Anti-Discrimination Policy 

 Grievance Resolution Policy 

 Workplace Harassment and Bullying Prevention Policy 

 Discrimination and Sexual Harassment Policy 

 Feedback, Suggestions and Compliments Policy 
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External Complaints Agencies 

You are welcome to raise a complaint about Volunteering Gold Coast services and / or staff through our 

complaints management process. 

If you are not satisfied with the response you may approach the appropriate external agency. See the 

list below. 

Department of Communities, Child Safety and Disability Services (DOCCSDS) 
Central Complaints and Review Unit can be contacted by: 
Phone: 1800 080 464 
Email: feedback@communities.qld.gov.au  
Fax: 07 3405 6430. 

Queensland Aged and Disability Advocacy (QADA)  
Free Call 1800818338 

Discrimination Commission of Queensland 
Phone: 1300 130 670 
TTY: 1300 130 680 
Email: info@adcq.qld.gov.au 
Website: www.adcq.qld.gov.au 

Crime and Misconduct Commission (CMC) 
Phone: (07) 3360 6060 
Freecall: 1800 061 611 
Email: complaints@cmc.qld.gov.au 
Website: www.cmc.qld.gov.au 

Disability Discrimination Commissioner - Australian Human Rights Commission 
Phone: 1300 656 419 
TTY: 1800 620 241 
Email: newcomplaints@humanrights.gov.au 
Website: www.humanrights.gov.au 

Health Quality and Complaints Commission 
Phone: (07) 3120 5999 
Freecall: 1800 077 308 (excl. Brisbane metro) 
Website: www.hqcc.qld.gov.au 

Office of the Adult Guardian 
Phone: (07) 3234 0870 
Freecall: 1300 653 187 
Email: adult.guardian@justice.qld.gov.au 
Website: www.justice.qld.gov.au 

Queensland Civil and Administrative Tribunal 
Freecall: 1300 753 228 
Email: enquiries@qcat.qld.gov.au 
Website: http://www.qcat.qld.gov.au/ 

Queensland Ombudsman 
Phone: (07) 3005 7000 
Freecall: 1800 068 908 (Outside Brisbane in Queensland only) 
Email: ombudsman@ombudsman.qld.gov.au 
Website: www.ombudsman.qld.gov.au 
 

_________________________________________________________________________ 
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