
 Grievance Handling Process Guide* 

** Day = business day. 
*** Interviews may be in person, virtual or over the phone. 

 

   

 

Day One  
GH takes appropriate action to ensure 
complainant & respondent do not discuss 
complaint to ensure confidentiality. 

 

 
 
 Step 1: Day Two 

GH commences preliminary assessment of 
the merit of the complaint. 

 

Throughout 
All information and discussions must be filed 
confidential with dates, locations, attendees 
and findings and labelled for easy access. 

 

 

Day One** 
Written complaint documents lodged that 
outline behaviour or incident. 

 

 
 

Prior to Day Ten 
Respondent is advised in writing prior to any 
interview, the nature of the complaint & the 
process that will follow. 

 

Step 1 
Grievance Handler appointed and confers with Complainant 
regarding details of the behaviour or incident. GH 
acknowledges receipt of the complaint in writing and 
explains process to complainant. 
 
 

Criminal matters will be referred to NSWPF. 
 
 

The circumstances & nature of a grievance complaint, may 
support reasonable management action to reduce the 
likelihood of the complainant & respondent having contact in 
the workplace during the grievance handling process. This 
may include standing down. 

The GH interviews the respondent. The respondent will be 
advised in writing the nature of the complaint, the process 
which will be undertaken & the possible outcomes. Witness 
will also be interviewed where appropriate. 
 

In a confidential & timely manner a chronology of events is 
prepared by the GH from evidence and statements by the 
complainant, respondent & any witnesses. GH endeavours 
to resolve the issue between the claimant and respondent. 

 

The GH considers the merit and context of complaint and:  
- alternative & satisfactory means of redress; 
- frivolous, timeliness, trivial or vexatious claims; 
- remedy without the need for an investigation. 
- Refer to Senior Management or Deputy Commissioner. 
 

 

Within five days of the initial complaint the complainant & GH 
meet virtual, on the telephone or in person and discuss the 
preferred outcome that may be achieved within the scope of 
the MRNSW Constitution, Rules & SOPs. 

. 

Prior to Day Five 
Complainant and GH meet & come to an 
agreement about the desired outcome.  

Preparation of a 
report by the GH in 
relation to the 
grievance & attempts 
to resolve the issue. 

Step 2: If unresolved 
advice should be 
sought from ZC, or 
Manager P & C 

Step 3: The Commissioner in consultation with 
the Board may make a determination in the 
best interest of the Unit &/or MRNSW.  

Day Thirty 
Processing most grievances should not exceed thirty (30) days. 

 

THE COMMISSIOINER’S DECISION IS FINAL 
 

The GH may use an informal discussion or 
mediation in the resolution process.  

 

Comments, information or evidence provided by the 
claimant, respondent & witnesses will be recorded. Evidence 
& documentation will be kept securely and discussed only 
with those directly involved in the grievance handling 
process.  

 


