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OPERATIONAL POLICY 

HRP006  Grievance Handling 
                                                                                

 

1. POLICY STATEMENT 

The Town of Victoria Park supports and is committed to the equitable and timely 
resolution of grievances. A grievance should be resolved promptly and in an 
atmosphere of mutual respect and cooperation. 
 
All employees have a right to have a complaint, disagreement or claim heard without 
fear of unfair treatment or victimisation. If the complainant(s) does/do not believe the 
issue is being resolved, recourse will be available to increasing levels of authority to 
promote a resolution. 
 
This policy exists to safeguard employee rights, to ensure a safe working environment 
and a positive relationship between staff, to promote job satisfaction and to improve 
the efficiency and effectiveness of service delivery. 
 

2. OBJECTIVE(S) 

To ensure that all staff members have a safe, harmonious, supportive and productive 
environment – free from unfair treatment, discrimination, harassment, vilification, 
bullying and conflict. 
 

3. VALUES STATEMENT 

The Town is committed to ensuring its values are upheld. Where ever possible the 
focus should be on an agreed outcome that is acceptable to all parties. 

 We will be proactive – We will look to cause positive things to happen rather 
than waiting to respond. 

 We will have integrity – We will be honest, accountable and transparent in 
how we do things. 

 We will be innovative – We will be courageous in introducing new ideas to 
meet community need and improve our services and project. 

 We will be caring – We will display kindness and concern. 
 
 

4. RELATED POLICIES AND PROCEDURES 

BHP000 – Bullying & Harassment Prevention Policy & Procedures. 
HRP013 – Formal Discipline & Dismissal Policy & Procedures 
HRP011 – Code of Conduct 
HRP048 – Social Media 
HRP010 – Email & Internet Use (including Wi-Fi) 
 
 

5. DELEGATION 

Delegated to CEO & C-Suite – 1.22 
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Delegated to Managers – NA 
 

6. AUTHORITY  

Strategic Management Team Meeting March 2019 

7. PERIOD OF REVIEW  

2 Years – Review date March 2021 
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HUMAN RESOURCE PROCEDURES 

HRP006  Grievance Procedures 
                                                                                

 

1. PURPOSE 
 
To: 

 state a clear and fair process when grievance are raised about staff 

 to clarify the roles and responsibilities of all parties to a grievance; and  

 to outline the methodologies for the settling of the grievance. 
 

2. SCOPE 
 
This policy applies to: 
 

 staff covered under Town of Victoria Park Enterprise Agreements 2016; 

 contract staff;  

 external contractors; 

 volunteers.  

The policy does not apply to disputes raised under clause 33 of the Town of Victoria 
Park Enterprise Agreements 2016.  
 

3. PRINCIPLES 
 
The Town is committed to the following principles in dealing with work-related 
grievances: 
 

 natural justice principles will be applied to the procedures 

 officers managing grievances are suitably trained to do so;  

 grievances are handled in a fair, impartial and just manner;  

 action is taken promptly within agreed timeframes and processes;  

 confidentiality is of the utmost importance and is respected by all parties at all 

times. Failure to maintain confidentially in the handling of a grievance can, in 

itself, be regarded as misconduct;  

 parties are protected from victimisation, and  

 all employees have a choice of processes, for example, resolution at the 

workplace level through an informal process or a formal process. 
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4. RESPONSIBILITIES 
 
All staff will: 

 conduct themselves in a manner which respects the rights and welfare of other 
members of the Town, and display the behaviours expressed and encouraged 
through the Town’s values. 
 

 deal with perceived difficult or disruptive behaviours that may occur, with the aim 
of achieving a positive resolution of the issue (s). 

 

 raise the issue(s) of a grievance as soon as possible with the other party/parties 
and agree to be involved in settling the issue(s) prior to making a formal 
complaint. 

 
Managers and Supervisors will: 

 maintain a positive work environment that encourages cooperative and 
supportive behaviours directed towards the achievement of operational 
outcomes.  
 

 respond to workplace conflicts, and difficult or disruptive behaviours that may 
occur, with the aim of achieving a positive resolution of the issue (s). 
 

 deal with perceived behavioural issues in a timely and constructive manner. 
 

 aim at achieving an amicable outcome of a conflict situation that reduces possible 
escalation to a formal grievance. 

 
Town’s Contact Officers will: 

 Clarify with an aggrieved staff member the incident or issue. 
 

 Be responsible for providing procedural guidance to staff concerned about difficult 
or disruptive behaviours. 

 

 Assist staff in understanding the formal procedure stages of these procedures. 
 
 

 Human Resources & Organisational Development will: 

 Maintain the Policy and supporting procedures. 
 

 Provide advice on the Policy and Procedures. 
 

 Assist Managers and Supervisors in the resolution of complex grievances and 
complaints. 
 

 Coordinate training for staff; managers and contact officers.  
  
The SMT have overall responsibility for the implementation and review of this Policy and 
Procedure. 
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5. PROCESS 
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5.1. INCIDENT 
 
Workplace conflict may occur when people’s ideas, decisions or actions relating 
directly to the job are in opposition, or when two people just don’t get along. Conflict 
may be productive if it leads to positive change, but can also be stressful and 
unpleasant. Resolving disputes and clashes is important for staff and managers. 
 
Employees will endeavour to achieve a constructive outcome based on the needs of 
both parties. It is expected that in the first instance employees will attempt to resolve 
any concerns they have regarding another staff members behaviours by dealing 
directly with the other person.  
 
The focus should be on reaching a consensus decision that best meets the needs of 
all parties. Employees should build effective relationships by addressing conflicts with 
good faith and seeking positive outcomes.  
 

5.2. GRIEVANCE (INFORMAL) 
Supervisors are responsible for their team, their teams performance, and for the 
resolution of service area and cross service area issues that may arise in their team. 

5.2.1. Supervisor. 
As far as is possible grievances should be discussed in the first instance with the 
Manager/Supervisor 
 
If an employee is concerned about raising a matter with their supervisor they may 
consider discussing their concerns with one of the Town’s approved contact officers. 
 
An employee raising a grievance has a right to be supported and to have their 
grievance resolved. The direct supervisor should listen with an open mind, gather all 
relevant facts and act promptly and fairly, taking a consistent approach. The supervisor 
should also follow up to ensure that the correct action has been taken and the cause 
of the grievance is properly addressed. 
 

5.2.2. Contact Officers. 
The Town will provide designated Contact Officers in each work location. Nominations 
for the role will be requested as needed, and in the event more than one officer in a 
work area nominates, the staff of the work area will select the preferred nominee. 
Appropriate training will be coordinated by HR&OD. 
 
The role of the Contact Officer is to provide employees with guidance as to the policy 
and procedures associated with the management of formal and informal grievances. 
 
Aggrieved employees are encouraged to contact either their Contact Officer or 
immediate supervisor when they are unclear as to what is involved when a formal or 
informal grievance is submitted.  
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The role of the Contact Officer is not as advocate for any specific party to a grievance, 
it is primarily a support and information role. Contact Officers are subject to the same 
confidentiality conditions as all parties to a grievance.  

5.2.3. Human Resources & Organisational Development 
Generally HR&OD provide advice in regard to the policy and procedures, but may 

become involved in more complex grievance situations. 

HR&OD may assist with an informal grievance where the issue has not been resolved 

in the work area. HR&OD shall, where practicable, answer the matter raised within 

one week of it being referred to them. 

Where an informal grievance has not been resolved in the workplace, mediation may 

be considered as a secondary conflict resolution approach. 

5.2.4. Mediation 

HR&OD will coordinate the process of informal resolution of the conflict through 
mediation. This may involve the use of qualified mediators within the employ of the 
Town, or the use of an external mediation provider (Such as the Employee Assistant 
Provider).  
 
Mediation is subject to both parties involved in the conflict agreeing to participate in 
the process, and agreeing to positively contribute to the conflict resolution process. 
 
Generally a successful mediation will end with an agreement by both parties as to the 
resolution of the conflict. This agreement should be forwarded to HR&OD for record 
keeping purposes.  

5.3.  GRIEVANCE (FORMAL) 
Unfortunately not all workplace conflicts can be resolved in an informal manner. In 
situations where the complainant/aggrieved party do not accept the informal outcome, 
they may choose to pursue a formal approach. 
 
If the grievance cannot be resolved at the informal level the Manager/Supervisor shall 
refer the matter to the Chief of the employee and the Manager Human Resources & 
Organisational Development. 
 
Formal grievances must be submitted in writing; preferably through the use of the 
Town’s Grievance Form (HRF041) including any relevant documents as attachments. 

5.3.1. Grievance Submission 
A formal grievance process will be determined by the Manager Human Resources & 
Organisational Development and forwarded to the CEO for approval.  
 
A responsible officer will be designated within HR&OD to coordinate the grievance 
process. Contact Officers will be available to provide support as needed. 
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5.3.2. Notification to Parties 
Subject to amendment and approval, the aggrieved person and the respondent shall 
be informed of the approved process. Notification to all parties will include the following 
details: 
 

 Names of the parties involved; 

 the accusations or issues; 

 areas of the code of conduct or relevant administrative policy and procedures 
considered in breach;  

 the process identified to resolve the issue; and 

 the anticipated time frame for resolution. 
 
All parties will be advised that in the interest of natural justice they are to abstain from 
discussing any aspects of the grievance with any other person. Parties to the 
grievance may raise and discuss matters with the Town’s designated Contact Officers. 
 

5.3.3. Investigation 
The investigation into the grievance may be carried out by: 
 

 The Manager HR&OD or a designated HR&OD Officer; 

 A designated and trained Manager from another line of business; or  

 An external Investigator engaged specifically for the grievance process. 
 
The preferred approach is to be justified within the grievance proposal submitted to 
the CEO. 

5.3.4. Timeframe 
It is in the best interests of all parties to resolve the grievance issue quickly. By 
committing to the process all parties can ensure the process is carried out effectively 
and efficiently. 
 
It is recognised that each formal grievance is unique and may require additional time 
and resources. Consideration should be given to: 
 

 the range of issues/accusations made; 

 supporting evidence submitted with the grievance; 

 the names of staff involved;  

 their relevance to the issues/accusations;  and  

 their availability if required for interview. 
 
Generally a target of 5 weeks from notification should be used as a benchmark, and 
be varied subject to the above considerations. 
 
A reasonable timeframe is to be developed and agreed to in the approval process.  
Any variation to, or delay in the approved timeframe is to be communicated to all 
parties in a timely manner. It is recommended that all parties are provided with an 
update every 2 weeks by the investigator. 
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If an external investigator has been engaged, a designated HR&OD officer will 
coordinate the investigation and advise participants of any possible delays to the 
agreed timeframe.  

5.3.5. Interviews 
In most grievances there is a need to interview parties involved in the perceived 
grievance incident/s. The nominated HR&OD Officer will liaise with the investigator in 
regard to scheduling interviews and contacting relevant interviewees. 
 
Interviewees are to be advised of; 

 The grievance; 

 The name of the Investigator/interviewer; 

 The venue and time; 

 An overview of their involvement in the issue; 

 Their right to bring a support person to the interview; and 

 Their obligations in regard to confidentiality. 
 
Interviewees should be provided with reasonable time to organise their attendance. 
Generally 2 days’ notice would be sufficient, however the HR&OD Officer should be 
flexible in regard to accommodating the interviewees work and life demands. 

5.3.6. Support Person 
A support person may offer physical and emotional assistance to the employee. They 
may take notes on the employee's behalf and act as a sounding board for the 
employee, but their role is not to extend any further than that. 
 
It is not the role of the support person to: 

 act as an advocate for the interviewee; 

 to question the grievance process, or  

 to answer questions on the interviewee’s behalf.  
 
The support person is to be advised of their role prior to the commencement of the 
interview. 

5.3.7. Report 
On completion of the investigation into the grievance, the investigator will report back 
to the HR& OD Manager of their findings. 
 
Generally the report will contain the details of the accusations, and any evidence that 
supports or refutes the claims being made.  
 
The investigation report does not identify what action should be taken in regard to any 
breaches of policies or procedures that may have occurred. 
 
It is the responsibility of HR&OD to assess the findings against the relevant policies 
and procedures and recommend an appropriate outcome from the grievance.  

5.3.8. Remedial action 
Action arising from the findings of the grievance investigation will be in accordance 
with the relevant policies and procedures, and HRP013 – Formal Discipline & 
Dismissal Policy & Procedures. 
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5.3.9.  Records Management 
A grievance file is to be set up under TRIM in accordance with records management 
protocols. 
 
Details of any remedial action taken against an employee as a result of an investigation 
will be included on the relevant officers Personnel File. 
 
Investigations. 
Managers recommended to carry out an investigation of a grievance on behalf of the 
Town are subject to: 

 Not working in the relevant program area; 

 Having relevant training in formal investigations. 
 
Objectivity 
Where objectivity of the process may be questioned, an external investigator should 
be considered. WALGA have preferred providers who can carry out this role if needed. 
 
 

6. ATTACHMENTS 
 Grievance Incident Form 

 
 

7. DOCUMENT CONTROL 
 
 

DATE AMENDMENTS MADE BY AUTHORISED BY 

1/7/2002 1 New Document   

13/11/2007 2 Amended to provide for grievance 
outside 
Clause 33 

MHR B Callander 

15/10/2014 3 New Documents. 
Linked to other policies. 

EMHR&OD SMT/EMT 
CEO APPROVAL  
NOV 2014 

 
28/02/2019 

Review of Document Donna Smith SMT 
CEO APPROVAL 
MARCH 2019 
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CONFIDENTIAL 
 

HRF041 GRIEVANCE INCIDENT FORM 
 
INFORMATION FOR EMPLOYEE: 
 
This form, in conjunction with the Town of Victoria Park HRP006 Grievance Procedure, 
is to be completed by any employee wishing to log a grievance incident with Human 
Resources. The information obtained is to assist us in ensuring equitable and timely 
resolution. All information disclosed will remain confidential. 
 

EMPLOYEE  

DEPARTMENT  

DATE SUBMITTED  

RECEIVING HR OFFICER  

DETAILS OF INCIDENT   

DATE AND TIME  

LOCATION OF EVENT  

STAFF MEMBERS INVOLVED: 

 

 

DESCRIPTION OF INCIDENT: 

 

 

 

 

 

ALLEGED VIOLATIONS (and how?): 

HRP011 Code of Conduct 
 

 

BHP000 Bullying & 
Harassment Policy 

 

HRP010 Email & Internet Use 
Policy 

 

HRP048 Social Media Policy 
 

 

HRP012 Equal Employment 
Opportunity 

 

Other (please specify) 
 

 

FURTHER DETAILS & DOCUMENT ATTACHMENTS? 
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Has this been incident informally addressed by your Manager? 
If so, please provide details: 

 

 

 

Has this incident been informally mediated between all parties involved? 
If so, please provide details: 

 

 

 

Have you made a separate claim to another organisation regarding this incident? 
If so, please provide details: 

E.G. Fair Work Australia, EEO Commission 

  

 

 

PROPOSED SOLUTION TO GRIEVANCE INCIDENT BY EMPLOYEE: 

E.G. Formal Complaint    /   Informal Resolution 

 

 

 

HR USE ONLY 

Further actions: 

 

 

Witness Information: 

 

 

File note reference(s): 

 

 

I hereby declare that all information provided within the above document is true to the best of my 
knowledge and belief, and I understand that it will be used for further investigation by Human Resources. 

 
Signature:   _____________________ 
 
Name:  _____________________  
 
Date:           _____________________  


