TOOL KIT

INFORMAL RESOLUTION

Complainant approaches
respondent to resolve issue in
the first instance (2.1.1)

—®| Supervisor (2.2)

Complaint resolved? - Yes

No further action
required

¢ No

Complainant requests
Supervisor or other to help
resolve the issue (2.1.2)

v

Supervisor/ mediator attempts
to resolve complaint as soon
as possible (2.1.3)

v

Supervisor/ mediator
identifies resolution with
the parties (2.1.4)

.

Resolution process &
outcome is noted &
destroyed after 2 years

v

Complaint resolved? - No
Yes

Parties sign and accept
records of resolution. No
further action required

FORMAL RESOLUTION

Complainant lodges formal
complaint with the relevant

v

Supervisor acknowledges in
writing the receipt of complaint
within 5 working days of receipt
of complaint and outlines the
process to be followed (2.2.1)

v

Complaint investigated in a
timely manner (2.2.2)

I

Supervisor determines if there are
grounds for the complaint and
determines the resolution based on
results of investigation & informs
complainant & respondent (2.2.6)

FLOWCHART OF STAFF COMPLAINTS PROCESS IN GUIDELINES

REVIEW OF RESOLUTION

The VC or nominee will
establish a Complaints Review
Committee in 10 days (2.3.1)

'

Complainant should note any
objection to any person that may

!

Complaint resolved? - NOo ———p|
(2.2.7) Yes

Complainant has 20 working
days to lodge a request to
the VC or nominee for a
review of the proposed
resolution (2-3)

be involved in the review (2.3.2)

l

Committee reviews report of

resolution

VC determines the outcome of
the complaint (2.3.3)

'

Complainant and Respondent
advised in writing of the outcome
of the review and both are asked
to sign the record (3)

v

Supervisor monitors outcome
of resolution (2.2.8)

Complaint finalised

The outcome of the review will
not be subject to further review or
appeal within the University

v

The report is filed




