
Grievance Management Policy and Procedure 
ALL CALVARY SERVICES 

Function: Employee and industrial relations 

 

Approved by:  National Director for People and Organisational Development Approved Date: 29/11/2018  

UNCONTROLLED WHEN PRINTED  Review Date: 30/07/2022   

Page 1 of 4 Continuing the Mission of the Sisters of the Little Company of Mary 

PROCEDURE 
Version 5.0 
CCID16112 

 

Grievance Management Policy and Procedure 

1. Applies to 

This Procedure applies to all employees of Calvary subject to any procedure stipulated in an Enterprise Agreement or 
Award covering the terms and conditions of that employee. 

2. Purpose 

This Policy clarifies the objectives and procedural requirements for raising grievances and establishes processes and 
procedures for resolving grievances within the workplace. Calvary is committed to developing strong and effective 
employment relationships with and amongst our staff however, we recognise that during the lifecycle of an 
employment relationship, there may be occasions where grievances arise within the workplace.  

What is a Grievance?  

Grievance is defined as a real or perceived cause for complaint.  Examples of a grievance may be when interpersonal 
tensions arise between employees, a real or perceived sense of bias towards an employee, an employee who 
disagrees with a decision made that effects their employment, when employees feel they have unaddressed 
operational concerns or an employee has been subject to what they perceive as inappropriate behaviours.  

3. Responsibilities 

Employee 

 Conduct themselves in accordance within the behaviours and standards required by the Calvary Code of 
Conduct and the Workplace Behaviour Policy. 

 Prevent inappropriate behaviours occurring in the workplace  

 Take prompt action on work-related grievances in accordance with appropriate processes  

 If employees have concerns or need advice and direction in relation to workplace issues they should seek 
such advice from their manager or Calvary Human Resources  

Managers/Supervisors 

 encourage employees to understand Calvary’s processes for resolving workplace grievances  

 provide timely and confidential assistance to employees 

 ensure the grievance process is open, fair and without bias for all employees  

 grievances are dealt with promptly impartially, justly and confidentially  

 follow-up occurs to ensure the outcomes of the resolution are achieved  

 people who raise concerns and grievances are not victimised 

 demonstrate the required standards of workplace behaviours  

Human Resources 

 Support the prompt resolution of grievances by advising and proactively working with manager and 
employees  

 ensure that there is an effective, timely, impartial and just system for dealing with employees work-related 
grievances and if necessary escalate matters appropriately 
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Confidentiality  

Any information relating to the raising and management of grievances will be treated with sensitivity and 

confidentially. Information will only be shared amongst staff essential to the process, such as the parties to the 

grievance, Human Resource personnel, mediators, training and development personnel, managers and supervisors. 

Persons involved in a grievance management process must not unnecessarily disclose information relevant to the 

process. Should an employee need advice or support in relation to these processes they should contact Calvary 

Human Resources directly.  

Managing Conflicts of Interest  

Managers and others who will be responsible for administering this policy should avoid any conflict of interests. The 

existence of a conflict of interest will depend upon the particular circumstances of the case, but may be for example 

be found to exist where the supervisor or senior manager involved may be directly involved in a grievance.  Another 

example is when the Manager is in a familial or a close personal relationship to the employee raising the grievance 

or the employee who is the subject of the grievance. In such circumstances the Manager who receives the report the 

conflict to the Manager to whom they report to determine next steps. 

Procedural Fairness 

When managing formal complaints pursuant to this policy Calvary shall ensure that all parties to the complaint are 

afforded procedural fairness including the right to be heard.   

Savings 

Whilst every effort should be made to comply with this policy and procedures, departures from its’ procedures which 
do not undermine the principles of the policy or do not involve a substantial departure from the policy will not operate 
to invalidate any actions or outcomes arising from the process contained in this document.  

Delegations  

Relevant delegations for the operation of these policy and procedures are found in the Delegations Manual as outlined 
at a National or Local level. Managers, Human Resource employees and other staff are to ensure they understand the 
delegations which authorise their actions in the operation of this policy. 

4. Grievance Resolution Procedure 

It is the objective of this procedure to attempt to first attempt grievance resolution through discussion and 
negotiation. Resolution is essential to those who raise a grievance and in the interest of maintaining respectful 
relationships in the workplace. The grievance resolution procedure will have a three phase approach.  

I. Self-Resolution:  

If circumstances arise where an employee feels the need to raise an issue or a behaviour and the employee is 
comfortable in  doing  so,  they  should  attempt  to  address  the  issue directly  with  the  person(s)  involved  in  the  
grievance.  The  employee  may  find  the  other person  was  not  aware  of  their  grievance  and  the  matter  can  
be  resolved  directly. Raising matters in a respectful and open manner can lead to mature conversations, resolution 
of issues and the building of better workplace relationships.  
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II. Facilitated Resolution : Raise the issue with their Manager   

If an employee is not comfortable resolving the issues they have through step (i) or  they  have tried  to  and  it  was  
ineffective  in  resolving  the  grievance, they should approach their manager and raise their concerns. Upon being 
notified of a grievance the Manager shall 

 Assess the grievance and ensure that the behaviours or incident concerned are so significant as to be 
covered by another policy such as the Managing Misconduct Policy, or that the report requires prompt 
responses or escalation to manage a work health safety concern or quality assurance breach. 

 Seek advice and support from Human Resources in making this assessment.  

If the report falls within the category of a grievance the Manager shall: 

 Collect and examine any facts necessary to support a resolution of the grievance 

 Discuss the grievance separately with the parties involved and get their input 

 Propose a manner in which the grievance can be resolved including facilitating resolution discussions 
between the parties  

 Support the parties to agree to a resolution and finalise the grievance.  
 

III. Formal Complaint Management.   

When grievances have been raised that involve issues that cannot be resolved by steps (i) or (ii), or the parties to the 
grievance will not engage in an informal or facilitated process to resolve a grievance , then a formal complaint 
management process shall apply. The formal complaint management process is: 

1. The person making the complaint shall formally record a written complaint with their Manager or Human 
Resources. The complaint should seek to include: 
 

 The incident , behaviours or issues they are seeking to address, 

 Any facts or evidence they have to support their complaint, and  

 The desired outcome of the grievant  
 

2. The person who receives the complaint shall take the following actions: 
 

 Investigate the complaint or if the manager has a conflict of interest, forward the complaint to a 
person better suited to investigate the issues. 
 

 The investigator shall determine if error, bias (conscious or unconscious) or a breach of policy or 
procedure has or has not occurred and upon doing so inform the parties to the process of their 
findings, whether the grievance has been upheld or not upheld, and the outcome they shall take to 
resolve the grievance. Such outcomes may include an action or no action.   

 

Once an outcome is determined the parties to the grievance shall be informed of the outcome. Any actions taken to 
address the issues raised during the process shall be implemented promptly. A copy of the formal complaints 
management process including all evidence and transcripts shall be maintained and if necessary file notes will be 
placed upon employees files.   

IV. Review.  

Should a party to the formal complaint management process be unsatisfied with the outcome of a formal complaint 
management process they may request a review to the manager of the person who has investigated and determined 
the outcome. Any review must be requested within seven (7) days of the outcome being made known to the persons 
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involved in the process. This is required to continue to pursue prompt grievance resolution. Where appropriate, 
Calvary may assign another person to conduct the review whose availability and  capabilities better suit this activity. 
In requesting a review of the outcome an employee shall: 

 Detail the issues they are raising with the outcome or the process that led to the outcome. 

 Provide the desired outcome they seek from the review.  

    The person who is conducting the review (The Reviewer) shall: 

 First conduct an assessment if the outcome should be reviewed. 

 If they find that the outcome should be reviewed they shall review all of the materials, notes and 
facts ascertained during the formal complaint process. 

 Where appropriate seek input from any party to the complaint process including the manager who 
determined the outcome 

 Seek advice from Human Resources or other specialists when making decisions relating to a review. 

 Make an impartial finding of the review.  

The Reviewer of an outcome may 

 Verify the initial outcome. 

 Amend the outcome, or 

 Refer the complaint to be managed in the processes contained in another Calvary policy and / or 
procedure. 

The finding of the reviewer shall be final and complete the formal complaints management process. The outcome 
of the review shall be recorded in writing and maintained with the formal complaints procedure file.  

5. Related Calvary Documents 

 Workplace Behaviour Policy 

 Calvary Code of Conduct 

6. Definitions 

Calvary refers to the Little Company of Mary Health Care and all of its employing entities 

Employees for the purposes of this procedure refers to: 

 Every Calvary employee; 

 Contractors/sub-contractors and any of their employees whilst engaged on work for Calvary; 

 Visiting Medical Officers; 

 Volunteers and unpaid employees; 

 Students on placement 

 Researchers 

 Consultants or consultants’ employees whilst on Calvary work; and 

 Agents who are acting on behalf of Calvary. 
Support person refers to an employee or visitor who is there to support but not represent the employee.  They have 
no official capacity to speak on behalf of the employee or to convey their opinions on the grievance.   

7. References 

 Not Applicable 

http://connect.calvarycare.org.au/ID=CCID18201

