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Grievance handling policy and procedure  
 

 
Statement 

It is the policy of COLLAR to maintain a harmonious working environment which is free from intimidation 
and harassment and which affords equality of opportunity. COLLAR encourages staff to express concern 
about work-related issues and to raise concerns with their Manager on an informal basis in the first 
instance and if not resolved, to seek recourse to more formal grievance and dispute procedures.  
 
COLLAR Grievance Handling and Dispute Resolution Procedures reflect the requirements of the Federal 
Workplace Relations Act 2003, the Clerks Private Sector Award 2010, and the Building and Construction 
General On-site Award 2010. Relevant passages from the legislation and Award are attached in the 
Appendix to this policy.  

 

Procedure 
 

+ Raise concerns with your Manager on an informal basis in the first instance 
+ Raise formal grievance, with your Manager, in writing stating: 
+ Basis of grievance; 
+ Who is involved; and 
+ Outcome sought. 
+ Manager investigates grievance by interviewing respondent, with your permission. 
+ Manager arranges meeting between you, respondent and him/herself to substantiate grievance 

and develop a resolution. 
+ If grievance is not resolved at this level, the matter can be referred to Managing Director. 
+ If grievance is still not resolved, an external mediator may be brought in to handle the process. 
+ If grievance cannot be solved, you can seek advice from external bodies. 

 

YOU H AV E T HE RIGHT  TO:  
 

+ Discuss the issues with a support person or advisor to clarify the basis for the grievance; 
+ Go directly to the Managing Director if your Manager is not the appropriate person (or if you are 

the Manager); and 
+ Withdraw the grievance at any time. 

 

 
GRIEV ANCE   
 
Grievances may be a result of issues such as: 
 

+ Allocation of work or development opportunities; 
+ Perceived discrimination, victimisation, harassment; 
+ Workplace communication and interpersonal conflict; 
+ Changes in technology, work processes or location; 
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+ Occupational health and safety issues; or 
+ Interpretation, application or operation of an industrial award or agreement. 

 
 
THE PE RS ON L ODGI NG T HE GRIEV ANCE   
 
There may be more than one person involved in lodging a given grievance. The person/s making the 
grievance has control of the grievance process. At any time you may seek advice from outside agencies 
including Community Justice Centres, Unions, the Industrial Commission, or Anti-Discrimination Board.  
 
 
THE RE SP ONDE NT  
 
The person who is alleged to have acted unfairly, or in a discriminatory manner, or is alleged to be the 
reason for the grievance. There may be more than one respondent in any grievance situation.  
 
 
SUPE RVI S ORS AND MANAGERS   
 
The first point of contact should be the COLLAR Manager. If you feel uncomfortable lodging the grievance 
with the manager, then the matter should be brought to the attention of the Managing Director. 
 
 
RE S OLUTI ON P HASE   
Wherever possible, the resolution of grievances should be determined in a way that is satisfactory to 
those involved, and most importantly to the person/s who lodged the grievance. A grievance should only 
be regarded as satisfactorily resolved where the outcome is fair having regard to: 
 

+ any damage and suffering; 
+ the anticipated long-term outcome; and 
+ the improvement of the immediate circumstances which gave rise to the grievance. 

 
The resolution must not be contrary to any relevant legislation, award, agreement, policy or procedure.  
 
 
DOCU ME NTATI ON  
 
Resolution of grievances should be handled as simply as possible. Notation is not to be placed on any 
files. Any notes made while working through a grievance are to be put on an unregistered file and 
destroyed when/if: 
 

+ a resolution is assured; 
+ the grievance is withdrawn; or 
+ the grievance is found to be unsubstantiated. 
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CONFIDE NTI ALI TY   
 
The confidentiality and integrity of every person involved will be maintained. All staff involved in the 
resolution of grievances should ensure that information regarding the grievance is treated confidentially. 
Staff in the grievance should not discuss the matter with any other person. Details of unresolved 
grievances, grievances involving physical danger, criminal investigation, disciplinary action or employer 
liability should be passed to the Managing Director as soon as possible.  
 
 
PROT E CTI ON  
 
Both you and the respondent are protected against any action for defamation by the defence of 
qualified privilege; provided the grievance is reported and dealt with in accordance with these 
procedures and does not intentionally make a malicious or substantially frivolous complaint.  
 
Any staff member who carries out a grievance resolution in accordance with established procedures, or 
is required to prepare a report concerning another member of staff is protected against any action for 
defamation by the defence of qualified privilege provided that he or she acts in accordance with these 
procedures, is not actuated by malice and/or does not publish or make information about the grievance 
available to persons who have no legitimate interest in receiving it.  
 
 
TIME S T ANDARDS   
 
Grievances should be reported and resolved promptly. However reasonable time limits must be allowed 
for discussion at all levels of authority. A grievance should not remain with the Manager for more than 48 
hours before action towards resolution or referral has commenced.  
 
 

Approval  
 

Ephram Stephenson 
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