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SOUTHERN CROSS UNIVERSITY FLOWCHART OF COMPLAINTS PROCESS
Contained in Complaint Policy-Staff & Complaint Procedure-Staff

COMPLAINT ORIGINATES

Conduct or circumstances give rise to grievance about
any type of work related problem causing distress

INFORMAL COMPLAINT
Complainant approaches respondent
to resolve issue in the first instance

Complaint resolved?

YES
No further
action

Work Unit

Informal Complaint to Supervisor or Head of

Complaint may be verbal or in writing. If
complaint is against the HOWU, complaint may be
made direct to the relevant Executive Member

held within 10 days

Discussion or meeting at the work unit level to be

Is further information required to
understand or resolve the

FORMAL COMPLAINT

Complainant lodges a formal complaint with HOWU. Complaint

may be verbal or in writing. If the complaint is about a

Supervisor or HOWU may be made direct to the Executive

Member. If ¢

omplaint is about Executive member it should be
made directly to VC

YES

complaint?

NO

v

Relevant
party must
provide

Supervisor or HOWU attempts to resolve
the complaint

Complaint resolved?

NO

HOWU will provide HR Services with
details of the complaint including all
supporting documents and
submissions

HR Services will review in a

timely manner

NO Is the complaint
May not considered to be
proceed genuine, and not

vexatious or malicious?

HR Services in consultation with the HOWU
and/or Executive Member will attempt to
resolve the complaint. The complainant will be
advised within 4 weeks about the manner in
which the complaint will be handled

v

Resolution determined based on the results of

investigation. All parties advised of the outcome in

writing. Records of the complaint kept by HR

YES
Outcome advised in writing to all
parties. Records of the complaint and
resolution retained by Work Unit
No further action required

NO
Refer to
alternative
avenues for
dispute
resolution

Services.

Complaint resolved?

v

YES
Supervisor to monitor

outcome

Note: HR Services are available to provide advice and guidance in relation to any formal or informal
complaint matter, at any stage throughout the process.


http://study.scu.edu.au/websys/content/index.phphttp:/policies.scu.edu.au/view.current.php?id=00037
http://policies.scu.edu.au/view.current.php?id=00038

