
 

 

 

 

 

 

 

 
 

 

 

 

 

Grievance and Complaint 

Handling Policy & Procedure 
 

 

Version: June 2026 

 

Gumala Investments Pty Ltd 

As Trustee for the General Gumala Foundation  

 



 

Grievance and Complaint Handling Policy and Procedure 
 
 
 

Policy 

1. Purpose 

1.1 The purpose of this Internal Grievance and Complaints Handling Framework is to provide Gumala 

Trust with a clear, structured, and consistent approach to managing grievances and complaints 

across the organisation. 

1.2 This framework is intended to: 

a. Define a standardised process for receiving, assessing, managing and resolving grievances 

and complaints in a timely, fair and transparent manner. 

b. Support procedural fairness and natural justice, ensuring all parties are treated respectfully 

and that decisions are evidence-based and appropriately documented. 

c. Promote early resolution of issues where appropriate, while also providing escalation 

pathways for more complex, serious or sensitive matters. 

d. Ensure consistency in decision-making, including clear guidance on roles, responsibilities, 

and appropriate responses to various types of complaints (including unreasonable or 

vexatious complaints). 

e. Strengthen governance and oversight by providing a structured workflow that supports 

monitoring, reporting, and review by management and the Audit and Risk Committee. 

f. Align with legislative and best practice requirements, including workplace relations 

obligations, psychosocial risk management, and Respect@Work principles. 

g. Enhance organisational culture by reinforcing Gumala Trust’s commitment to respectful 
behaviour, accountability, and safe avenues for raising concerns. 

h. Importantly, this framework operates as a supporting mechanism to the Grievance and 

Complaint Handling Policy and Procedure, providing the detailed process flow, practical 

guidance, and decision-making logic required to implement the policy effectively in practice. 

i. It is designed to be adaptable, allowing Gumala Trust to apply appropriate discretion based 

on the nature, severity, and context of each matter, while maintaining a consistent and 

defensible approach across the organisation. 

2. Scope  

2.1 This Policy and Procedure applies to the raising and management of all grievances or complaints 

in relation to employees of GIPL.  

2.2 Grievances or complaints made by Beneficiaries or customers in relation to an employee of GIPL 

are to be made in accordance with this Policy and Procedure.  

2.3 This Policy and Procedure does not apply to grievances, complaints or disputes relating to 

Beneficiaries. These are handled via a separate governance process. Complaints or grievances 

from beneficiaries or customers are submitted via our website at gumalatrust.com. 
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2.4 This Policy and Procedure is not incorporated into and does not form part of any contract of 

employment. 

3. Key Terms and Definitions 

Beneficiary Traditional Owner registered on the list of current General Gumala 

Foundation Trust beneficiaries 

Conflict of interest is a difference (whether perceived or real) between what is expected and what 

has happened or is happening.  It occurs whenever disagreements exist. 

Complaint An expression of dissatisfaction or grievance, by a GIPL Beneficiary, 

Director, employee about the business, standard of service, conduct, action 

or lack of action by: 

• an employee; and/or 

• a Director. 

Complainant is the person (such as Beneficiary, employee etc.) making the complaint 

about an employee. 

Dispute includes:  

a. is where there is a difference of opinion in relation to the application of 

an award or enterprise agreement, or  

b. where a complaint or grievance remains unresolved. 

Employee Includes casual, fixed-term and permanent employees, as well as 

contractors, of GIPL 

GIPL Gumala Investments Pty Ltd 

Grievance 
is any complaint, concern, dispute or problem about work, the conduct of an 

employee or the working environment. Grievances may arise due to work-

related behaviours, acts, situations, omissions, or decisions, considered to 

be unfair, unjustified or contrary to GIPL’s policies and procedures. 

A grievance may relate to any aspect of employment, for example: 

a. safety in the workplace; 

b. transfer or promotion; 

c. hours of work; 

d. leave; 

e. supervision; 

f. performance appraisal; 

g. development or training; or 

h. conduct inconsistent with a workplace policy.  

CCIWA  
is The Chamber of Commerce and Industry who has been nominated by GIPL 

as the Outsourced Complaints Manager. CCIWA is responsible for receiving 
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and handling grievances and complaints regarding employees of GIPL. 

CCIWA’s role is to manage the process to preserve impartiality.  

Issue or Problem 
is a matter of some concern that if not addressed may escalate to a grievance, 

complaint or dispute. 

Respondent 
is the employee who is subject to the grievance or complaint. 

Vexatious 

Complaint 
A vexatious complaint is a complaint that is made in bad faith, without 

reasonable grounds, or for an improper purpose. This may include 

complaints that are intentionally misleading, knowingly false, frivolous, 

malicious, or repeatedly raised without merit despite having been properly 

assessed and addressed. 

A complaint will not be considered vexatious solely because it is 

unsubstantiated or cannot be proven, provided it was made genuinely and in 

good faith 

4. Grievance or Complaint to be Raised in Good Faith 

4.1 Any grievance or complaint raised under this Policy and Procedure must be in good faith. That is, 

a grievance or complaint should not be raised in a frivolous, vexatious, malicious or reckless 

manner, or where it is known that the grievance or complaint is false, misleading or fraudulent.  

4.2 An employee who does not raise a grievance or complaint in good faith may be subject to 

disciplinary action, up to and including termination of employment.   
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PROCEDURE 

1. Grievance and Complaint Procedure  

1.1 There may be circumstances where an employee or GIPL believes that it is appropriate to deal 

with a grievance or complaint in another way than outlined in this Procedure. However, in the first 

instance, attempts should be made to resolve the grievance or complaint in accordance with this 

Procedure.  

Step 1:  

Grievance or complaint raised by an Employee – Amicable Resolution – Approach the Person Directly 

1.2 If an employee feels comfortable doing so, they should first try and resolve the grievance or 

complaint with the person concerned directly. This may involve: 

a. informing the person of the conduct or issue of concern; 

b. informing the person how the conduct or issue made the employee feel, or how it affected 

them; and/or 

c. clearly asking the person to stop or appropriately address the conduct or issue complained 

of.  

1.3 Approaching the person directly is not a compulsory step. The employee is encouraged to 

progress to Step 2 if they do not feel comfortable confronting the relevant person, the grievance 

or complaint is serious and/or the grievance or complaint remains unresolved after approaching 

the person. 

Grievance or complaint raised by a Beneficiary or customer 

1.4 Beneficiaries or customers who have a grievance or complaint regarding an employee are to 

progress directly to Step 2. 

Step 2: Report Grievance or Complaint to CCIWA  

1.5 If the grievance or complaint is not able to be resolved under Step 1, the grievance or complaint 

is to be emailed across to our support team at CCIWA via email to gumalatrust@cciwa.com , this 

is to be accompanied by completing the online form located under Appendix A of this document. 

1.6 On receipt of the grievance or complaint CCIWA will: 

a. discuss the grievance or complaint with the complainant; 

b. explain the steps that can be taken under this Procedure to attempt to resolve the grievance 

or complaint; 

c. identify the outcomes sought by the complainant;  

d. if the grievance or complaint is made by an employee, provide the employee with information 

about GIPL Employee Assistance Program;  

e. discuss confidentiality and victimisation obligations of the complainant;  

mailto:gumalatrust@cciwa.com
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f. obtain consent from the complainant to proceed with necessary processes; and 

g. determine whether the grievance or complaint should be resolved through a formal or informal 

process. 

1.7 CCIWA will make an initial assessment on the nature and seriousness of the complaint and make 

a recommendation to GIPL regarding resolution options.  

1.8 CCIWA will notify GIPL of any conflict of interest regarding the grievance or complaint and will 

determine appropriate escalation with GIPL.  

Step 3: Informal Grievance or Complaint Resolution 

1.9 The informal grievance or complaint resolution procedure will be used for grievances that are less 

serious and are unlikely to result in disciplinary action.  

1.10 The informal procedure involves a range of informal actions to attempt to resolve the grievance 

or complaint including but not limited to: 

a. making enquiries to ascertain further information about the grievance or complaint to clarify 

issues; 

b. holding a mediation or meeting between the complainant and the respondent whom the 

grievance or complaint is about, with a view to resolve the grievance or complaint; 

c. discussing the grievance or complaint with the person whom the grievance or complaint is 

about; and/or 

d. training or coaching about appropriate workplace behaviour and GIPL policies and 

procedures. 

1.11 Where CCIWA considers that the informal resolution procedure is not appropriate in the 

circumstances or where the grievance or complaint remains unresolved, the grievance or 

complaint, in consultation with GIPL may be escalated to Step 4. 

Step 4: Formal Grievance or Complaint Resolution 

1.12 The formal grievance or complaint resolution procedure will generally be used for grievances or 

complaints that:  

a. are serious in nature; 

b. are likely to result in disciplinary action; and/or 

c. remain unresolved after Step 3. 

1.13 To escalate a grievance or complaint to Step 4, the employee must provide CCIWA, through one 

of the reporting options outlined in 5.5 above, with a written statement about their grievance or 

complaint as soon as reasonably practicable. The written statement should include the following 

information (if known): 

a. the name of the person whom the grievance or complaint is about; 

b. the nature of the alleged conduct or issue; 
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c. the dates and times when the alleged conduct or issue occurred; 

d. the names of any witnesses; 

e. any action taken by the employee to resolve the grievance or complaint; and 

f. the outcome being sought.  

1.14 Despite clause 1.13, CCIWA may recommend to apply the formal grievance or complaint 

resolution procedure to a grievance or complaint that has not been reported in writing, due to the 

seriousness of the alleged conduct or issues. GIPL may at its sole discretion approve this 

recommendation to progress the grievance or complaint to Step 4. 

1.15 CCIWA will recommend the procedure for addressing a formal grievance or complaint under Step 

4, considering the nature and severity of the allegations. With GIPL’s approval, once determined, 

CCIWA will notify the complainant and employee verbally or in writing of the procedure to be 

followed.  

1.16 The formal resolution procedure may involve a formal investigation of the allegations. Where a 

formal investigation is recommended by CCIWA, GIPL may, at its sole discretion, appoint 

Business Law WA as the external investigator who may conduct an investigation in a manner 

which they consider is appropriate in the circumstances.   

1.17 CCIWA will recommend if it considers it appropriate to maintain a safe work environment and/or 

the integrity of any investigation or enquiries, to suspend an employee. GIPL may approve to 

suspend an employee on full pay while investigating that employee’s conduct, or make 
temporary changes to working arrangements, including reporting lines. 

2. Grievance or Complaint Outcomes 

2.1 Whilst the timeframe for resolving a grievance or complaint under this Procedure will vary 

depending on the nature and complexity of the concerns or issues raised, GIPL will endeavour to 

resolve grievances in a timely manner.  

2.2 CCIWA will inform the employee and person whom was the subject of the grievance or complaint 

of the outcome as soon as reasonably practicable after a determination has been made.  

2.3 There are many possible outcomes which may arise from a resolution of a grievance or complaint 

under this Procedure. Possible outcomes include but are not limited to: 

a. disciplinary action, including a verbal or written warning; 

b. termination of employment; 

c. demotion;  

d. training and education;  

e. formal apology; 

f. changing work arrangements; and/or  

g. counselling.  
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2.4 A decision of any disciplinary outcome is at GIPL sole discretion. Any decision of GIPL is final and 

binding. 

2.5 Regarding vexatious allegations and/or complaints: 

a. Nothing in this section is intended to limit the organisation from making a discretional 

decision based on the specific circumstances at hand when determining an outcome. This 

section is intended to be used as guidance for decision making only. 

b. Where a complaint is assessed as vexatious (i.e. made in bad faith, intentionally 

misleading, or repeatedly raised without merit), it is appropriate for the organisation to 

respond proportionately, taking into account the circumstances and the individual’s intent. 

c. Informal counselling or guidance: this outcome will generally be considered for 

situations where there has been a misunderstanding or the conduct is low in impact. 

d. Formal warning: this outcome will generally be considered where the complaint is clearly 

without merit or is made unreasonably. 

e. Further disciplinary action (up to and including termination): this outcome will generally 

be considered for more serious cases, including but not limited to; repeated vexatious 

complaints, deliberate false allegations, or where the conduct causes harm or risk to an 

individual or the organisation. 

f. Any decision made relating to this section will be based on a reasonable, well-documented 

assessment of the complaint, in consideration of whether the individual genuinely believed 

the complaint had merit and be applied in a manner consistent with GIPL’s disciplinary 

framework, relevant policies and procedural fairness. 

2.6 Grievances (Non-Formal Complaints that are Vexatious) 

a. Not all concerns raised by employees will amount to a formal complaint. From time to time, 

employees may raise concerns, issues, or grievances that are informal in nature but are 

assessed as being vexatious. 

b. A non-formal grievance may be considered vexatious where it is raised in bad faith, without 

reasonable grounds, or for an improper purpose, including where the grievance is: 

c. clearly without merit or factual basis; 

d. based on speculation, assumptions or personal dislike rather than observable conduct; 

e. raised repeatedly despite having been reviewed and reasonably addressed; or 

f. communicated in an unreasonable, excessive or inappropriate manner. 

g. A grievance will not be considered vexatious solely because it cannot be substantiated, 

provided it has been raised genuinely and in good faith. 

h. Where a non-formal grievance is assessed as vexatious, GIPL will take a proportionate and 

appropriate approach to managing the matter. This may include: 

i. providing guidance to the employee on the appropriate use of the grievance process, including 

expectations regarding factual, respectful and good faith communication; 
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j. declining to take further action on the grievance where it is assessed as lacking sufficient 

merit; 

k. documenting the concern and outcome for record-keeping purposes; and/or 

l. addressing the behaviour through appropriate performance management or disciplinary 

processes where the conduct is repeated or unreasonable. 

m. In managing non-formal vexatious grievances, GIPL will have regard to the circumstances 

of the matter, including whether the employee genuinely believed the grievance had merit, 

the impact of the conduct on others, and any prior conduct of a similar nature. 

n. This approach is intended to ensure that the grievance process remains a constructive and 

fair mechanism for raising genuine concerns, while also protecting employees and the 

organisation from misuse of the process. 

3. Victimisation 

3.1 GIPL will not tolerate any victimisation in relation to an employee who has raised a grievance or 

complaint under this Procedure in good faith. If an employee is found to have victimised another 

person for raising a grievance or complaint, they may face disciplinary action, up to and including 

termination of employment.  

3.2 If an employee believes they have suffered victimisation they should inform their Manager, the 

Office Manager, or manager once removed/CCIWA as may be appropriate in the circumstances. 

If the matter is not resolved, the employee may raise it as a grievance or complaint under this 

Procedure, if appropriate.  

4. Confidentiality 

4.1 GIPL will endeavour to maintain confidentiality so far as is reasonably practicable during the 

handling of any grievance or complaint. However, it may be necessary to speak with other people 

or disclose details of a grievance or complaint, for example, to determine what happened, to 

gather information, to afford fairness to those against whom the grievance or complaint has been 

made and to resolve the grievance or complaint. This may include disclosure to an external 

person or entity for the purposes of independently investigating the grievance or complaint. In 

such circumstances, GIPL will take steps to ensure any external party is aware of and agrees to 

treat the matter confidentially.  

4.2 All employees who are involved with a grievance or complaint under this Procedure must 

maintain confidentiality, and shall not discuss the grievance or complaint, the grievance or 

complaint handling process or the outcomes with others. Workplace gossip must be avoided. 

4.3 Any employee who breaches the confidentiality requirements of this Procedure may be subject 

to disciplinary action, up to and including termination of employment.  

5. Employee Assistance Program 

5.1 GIPL has available to all employees an Employee Assistance Program. To make an enquiry or 

appointment call 1800 719 887 or send an email request to 

client.services@wisdomwellbeing.au. 

mailto:client.services@wisdomwellbeing.au
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6. Variation 

6.1 GIPL reserves the right to vary, replace or terminate this Policy and Procedure from time to time. 

 

7. Acceptance 

 

_________________________________     

Signature of Employee      Date: 12 June 2026 

 

Jess Karlsson 

GIPL CEO 

      

 

 

__________________________________    

Signature of Director      Date: 12 June 2026  

 

Yale Bolto 

GIPL Chairperson  
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Appendix A 

 

Important Instructions Before Completing This Form  

When completing this form, you must: 

Be factual and objective 

Describe what occurred based on observable facts.  

Avoid assumptions, opinions, or speculation about intent.  

Use clear and professional language 

Do not use emotive, exaggerated or inflammatory language (e.g. “bullying”, “harassment”) 
unless you are also clearly describing the behaviours that support that view.  

Focus on what was said or done, not how you feel about the person.  

Be specific 

Include dates, times, locations, and sequence of events where possible.  

Identify who was involved and any witnesses.  

Provide evidence where available 

Reference any documents, emails, messages, or other information that supports your 

account. 

Attach copies where possible.  

Be complete and accurate 

Ensure all information is correct to the best of your knowledge.  

Do not knowingly include false, misleading or incomplete information.  

If you are unsure how to complete this form, you may seek guidance from CCIWA prior to 

submission by reaching out to gumalatrust@cciwa.com  

Submit your form via this online link  Grievance & Complaint Submission Form, it will then 

be sent to CCIWA for action. You should also email gumalatrust@cciwa.com to confirm 

your form has been submitted. 
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