
Complaints Process Flowchart 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Important: All complaints to be kept confidential and not disclosed to another person without the Complainant’s consent except if law requires disclosure or if disclosure is necessary to effectively deal with the 

Complaint. If the complainant wishes to remain anonymous, GU will only be able to assist the Complainant to resolve their complaint to the extent possible. GU does not encourage anonymity unless there is a 

compelling reason to do so, like a genuine fear of safety, or safety of others. GU is required to provide the person/people who are subject of the Complaint (Respondent(s)) with full details of the Complaint so 

they have a fair chance to respond (ensuring natural justice).  

Complaint 

Informal 

(Verbal) 

Formal 

(Written) 

Step 1: Talk with 
other person(s)  
(if reasonable and 

appropriate) 

Step 2A: Raise 
complaint/concern 
with a Member of GU 
(eg. Coach, Reception) 

Step 2B: GU Member should: 

1) Record details of complaint 
2) Ascertain best outcome 
3) Arrange meeting(s) with relevant party(ies) 
4) Document outcome and monitor complaint  

Step 3: Outcome – The Complainant may decide;  

1) That there is no longer a problem 
2) The issue is minor, no further action required 
3) They will continue to work through resolution (eg. 

With Coach) 
4) Seek resolution with help of a 3

rd
 person (eg. 

Child Safety Rep) 

5) Seek a formal complaint approach 

Step 4A: Making a formal complaint  
1) Genuine attempts to resolve the matter 

informally have been made 
2) Complaint has been submitted in 

writing to GU, GV or relevant external 
agency (eg. DHS, Police) 

Step 4B: GU actions upon receipt 

1) Ascertain best person to handle 
complaint 

2) Ascertain urgency of complaint (ensure 
complainant is not subject to 
unacceptable behavior during 
complaint process) 

Step 5: Investigate Complaint  
1) Investigate complaint by:  

a. Taking statements 
b. Arranging meeting(s) with 

Respondent(s) 
c. Determine next actions 
d. Document outcome 

2)  

Step 6: Appeal or Outcome 
Reconsideration  

1) Complainant may request a 
reconsideration of outcome; or  

2) Complainant may appeal formally with 
GV, GA, or other external agencies Step 7: Documenting and Monitoring  

1) GU will ensure all complaints, their 
process, outcomes and monitoring are 
documented 

2) Where appropriate, Complainant and 
Respondent(s) sign documentation 


