
“ 

Issue and Complaint Resolution Process Guide      Attachment A 
 
 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
* HREOC: Human Rights Equal Opportunity Commission EOHRS: Equal Opportunity & Human Rights Commission P&C::People and Culture MBA: Victorian TAFE Teaching Staff Multi-Business Agreement 

ASSESSMENT 
• Identify the nature of the issue 
• Determine if a VU policy addresses the specific nature of the issue 
• Identify specialist area that may be able to provide advice/assist with 

the resolution of the issue 
• Determine how you will approach resolution 

ISSUE 

Informal/Self Resolution 
Assistance from supervisor 
&/or specialist area can be 
sought 

Can you resolve the issue locally through informal self resolution? 

Is there a policy to address the 
specific nature of the issue? 

Issue resolved? 

Attempt Resolution  
• Stay calm, focus on issue, behaviour 

or decision causing the complaint 
• Determine preferred outcome 
• Make a clear request & ask for an 

agreement toward resolution 

Nature of Issue 
• Bullying   
 
 
 
 
 
 
 
 

• Sexual Harassment,  
Discrimination, Equal 
Opportunity Breach 

 
 
 
 
 

• Work Performance 
 
 

• Unethical behaviour 
 

• Employee misconduct, criminal 
action 

 
 
 
 
 
 

• Personal Issues/requests for 
counseling (e.g. depression, 
relationships, substance abuse) 

• OHS Risks, Illness/injury 
 
 
 

• Industrial  
 
 
 

• Student complaint against an 
employee 

Relevant Policy & VU Specialist Area 
• Discrimination, Harassment and 

Bullying Policy (for Staff) (includes 
Discrimination and Harassment 
Complaints and Bullying procedures) 
- Discrimination and Harassment – 

refer to Equity and Diversity, 
People and Culture 

- Bullying – refer to Occupatinal 
Health and Safety 

• Discrimination, Harassment and 
Bullying Policy (for Staff)  

• Disability and Medical Condition 
Support and Workplace Adjustment 
Policy (for Staff) 

• Equity and Diversity Policy for Staff  
 Equity and Diversity 

HREOC, EOHRS* 
• Staff Performance and Development 

Plan Policy 
 People and Culture 

• Staff Code of Conduct Policy 
 People and Culture 
• Fraud Prevention Policy 
 Finance Department 
• Whistleblower Protection Procedures 
 Protected Disclosure Officer 
 Hot line 1800 288 186 
• TAFE Employees Manual for Best 

Practice in Employee Relations (Section 
16) 

• Employee Assistance Program 
 EAP Hotline 1300 361 008 
 

• Occupational Health and Safety Policies 
 OHS Representatives 
 Occupational Health & Safety Unit 
 OHS Act s 573(1), & Regs. part 2.2 

• Enterprise Agreement, MBA, People 
and Culture Policies 

 Employee Relations, P&C* 
 Industrial Relations Commission 

• Student Feedback & Complaints Policy 

YES 

Refer to 
relevant policy  

NO 

YES 

NO • Refer matter in writing to manager/supervisor 
or next line manager if the issue relates to the 
immediate manager/supervisor 

• Manager to commence discussions within 5 days 

Issue resolved 

Yes No 

Yes 

NO 

Employee to refer complaint to 
next line manager with details of 
steps undertaken so far. Manager to 
resolve within 10 days 

Issue resolved? 

Yes NO 

Employee may refer complaint to the 
Vice-President, People and Culture who 
will appoint a Conciliating Officer to 
investigate. Where agreement cannot be 
reached a report will prepared for the 
Principal Officer, whose determination 
will be final. 
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