
Resolving workplace complaints

Respectful Workplaces     

‡ Rostering and staff availability may require these time frames to be extended, but the process should be completed as soon as possible

Discuss the complaint with the other person/s involved using Straight Talk™
Self 

Resolution

Facilitated 
Resolution

If you are not able to resolve the matter, or if you feel unable to do so using Straight Talk™ , you should talk to your supervisor.  
If the complaint involves your supervisor, you should talk to their manager. Advice about how best to proceed can be sought 
from Workplace Standards Branch (WSB).

Assessment

The supervisor/manager will assess your complaint and consider whether: 
(i)	 the matter can be resolved at the local level; or 
(ii)	 if the matter is complex or meets the criteria for misconduct, bullying, harassment, 
discrimination or corruption, it should be referred to the Workplace Standards Branch (WSB). 
During the assessment process the supervisor may consult confidentially with more senior
managers or the WSB. The supervisor will inform you of the next steps as soon as possible 
(usually within 3-5 working days). ‡

Local Matter

Complaint resolved locally with the assistance of a supervisor or 
manager

Corporate/ WSB Matter

Serious/complex matters involving:
•      misconduct, bullying, harassment, discrimination, 	               	
        corruption, or

•      both local and corporate features (such as a personal                      	
        dispute also involving a selection committee decision).

Action

For internal review purposes, WSB will review all preceding 
actions, documentation and recommended resolutions.

Action

Supervisor meets with staff involved (usually within 3 days‡) and uses 
Straight Talk ™ to work out:
•	 What happened
•	 How people were affected
•	 What can be improved
•	 How can the complaint be resolved

Matter Resolved

Not able to resolve

Mediated 
Resolution

To assist with the resolution, the supervisor should 
consult with the WSB as soon as possible (usually 
within 7 days, ‡ ) and engage external support, such 
as: 
•	 Independent Assessors/convenors, 
•	 Mediation or 
•	 Disputes Resolution specialists

Internal review/ 
Appeal

Outcome Outcome

Mutually resolved locally; matter 
concluded*

Supervisor 
recommended 

resolution

Outcome

Resolution recommended and parties 
informed (usually within 3 weeks); 

Matter concluded*

Outcome

Mutually resolved locally; 
matter concluded*

Outcome

*Outcome recorded and monitored


