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Purpose
The purpose of this procedure is to ensure volunteers understand how to raise grievances and the steps the City will take to address and resolve them in a fair, timely and transparent manner. It also provides the City with a consistent and practical approach to managing volunteer grievances, in accordance with the City’s values and existing policies.
Scope
This procedure applies to all volunteers, applicable community representatives and applicable affiliated community groups (e.g Advisory Groups) engaged within the City.  
This procedure does not apply to grievances that are managed under other City policies. Where a volunteer raises a grievance that falls under another policy, the matter will be referred to the appropriate process. The volunteer will be informed of the relevant process and supported throughout that process.
References
· [bookmark: _Attachment_1_–]Employee Code of Conduct 
· Workplace Behaviour Policy 
· Managing Conduct Policy
· Managing Performance Policy
· Volunteer Handbook



Definitions
	term
	DEFINITION 

	City
	the City of Greater Geelong organisation, led by the Chief Executive Officer.

	VOLUNTEER
	An individual who offers their time, skills and services to support the City without financial remuneration.

	Volunteer Coordinator
	An employee designated to oversee volunteer engagement, provide guidance and support and act as the primary point of contact for volunteers regarding their roles, responsibilities and any concerns

	People leader
	An employee in a leadership role who is responsible for overseeing the Volunteer Coordinator and providing support in managing volunteers.

	Grievance
	A concern or complaint raised by a volunteer regarding perceived unfair treatment, breach of City policy or procedure, inappropriate behaviour, or any issues affecting their role or sense of safety and respect within the City.

	
	






Roles and Responsibilities 
	Role
	Key Responsibilities

	Volunteer
	Raise grievances promptly
Provide accurate and relevant information 
Participate in the resolution process
Seek support as required

	Volunteer coordinator
	Receive and assess the grievance raised by volunteers 
Work to resolve grievances directly, where appropriate and within delegated authority 
Escalate the grievance to the People Leader and People and Employee relations team when necessary
Provide guidance and support to volunteers during the process 
Document discussions, meetings and outcomes and share relevant documentation with the People Leader and People and Employee relations team 

	people leader
	Lead the management of escalated grievances
Authorise formal processes where required
Clarify role expectations or performance requirements where relevant
Provide guidance and support to Volunteer Coordinators
Escalate matters to when necessary
Document discussions, meetings and outcomes and share relevant documentation with the People and Employee relations team 

	people and workplace relations 
	· Provide specialist advice, guidance and coaching to Volunteer Coordinators and People Leaders
· Participate in sensitive or complex discussions as required
· Support formal processes where disciplinary or corrective action may be required
· Ensure appropriate documentation is completed and retained








Volunteer grievance Procedure
STEP 1 – VOLUNTEER RAISES THE GRIEVANCE 
Volunteers are encouraged to raise concerns as soon as possible, either verbally or in writing. The pathways outlined below provide the options available for raising a grievance or concern,
All grievances will be acknowledged, and volunteers will be provided applicable updates as required
	Pathways 
	Description

	Direct Conversation (Optional)
	The volunteer may choose to raise the concern directly with the relevant person or team in an effort to resolve the matter informally. This step is optional and may not be appropriate in all circumstances, particularly where the issue is serious, or sensitive

	Volunteer Coordinator / People Leader Support
	The volunteer may raise the concern with the Volunteer Coordinator to seek guidance and support. If the volunteer does not feel comfortable approaching them, the matter may instead be raised with the relevant People Leader.

	People Assist /People and Workplace Relations

	If the volunteer does not feel comfortable raising the matter with the relevant People Leader, they may contact People Assist for advice. People Assist may provide guidance directly or escalate the matter to the appropriate member of the People and Workplace Relations team, as required.
E: peopleassist@geelongcity.vic.gov.au
P:03 5272 5000


	Health, Safety & Wellbeing
	If the volunteer has a concern which is related to health, safety and wellbeing they may contact the health safety and wellbeing team.
E: amunit-healthsafetywellbeing-dl@geelongcity.vic.gov.au

	Compliance and Integrity 
	If a volunteer has concern and reasonable belief that a public body or officer has engaged in improper conduct or detrimental action, such as corruption, serious misconduct, or misuse of public resources they may raise this to the Compliance and Integrity team as a Public Interest Disclosure report.
Lead Integrity & Review Officer:  
E:  integrity@geelongcity.vic.gov.au  
P: 0416798613 or
or  
Directly to IBAC: 
P:1800 422 284 
W: www.ibac.vic.gov.au



Note: The Volunteer Coordinator or People Leader may seek support, further advice and or escalate the matter for further review to People and Employee Relations team, Health Safety & Wellbeing tea, or Compliance and Integrity team as required.
STEP 2 – ASSESS AND TRIAGE THE GRIEVANCE
Once a concern is raised, the Volunteer Coordinator, together with the People Leader or member of the People & Employee relations team if needed, will assess the grievance. 
Assessment may include:
· Severity: Impact on the volunteer, others or the City
· Safety, welfare, risk or Child Safety concerns
· Resolution approach: Whether the concern can be resolved informally or requires review or investigation
· Stakeholder involvement: Identify relevant staff or  internal and external specialists to involve (People Leader, People Partner, Workplace Relations, Integrity Officers, HSW Advisors, Child Safe Officers, TAC, Child Safe regulatory etc or others)

STEP 3 – REVIEW & ADDRESS
Once the concern has been assessed and triaged, the next step is to determine the most appropriate pathway to address the matter. The approach will be managed in accordance with relevant City policies and processes.
Key considerations when addressing the concern:
· Engage the volunteer in discussion about appropriate and achievable outcome options
· Maintain confidentiality and ensure a safe and supportive environment throughout the process
· Provide clarity regarding expectations, potential outcomes and indicative timeframes
· Apply relevant internal policies (e.g. Managing Conduct, Workplace Behaviour, Managing Performance and Code of Conduct) to guide decision-making
· Offer access to appropriate support services where available (e.g. Employee Assistance Program)
· Collaborate with relevant stakeholders (People Leader, People Partner, HSW Advisors, Workplace Relations, Integrity Officers) depending on the nature and seriousness of the concerns
STEP 4 – FINAL DETERMINATION /OUTCOME 
Following consideration of the grievance and any inquiries undertaken, a final determination will be made and communicated to the volunteer. The outcome will be provided in a clear and confidential manner, consistent with privacy obligations, noting specific details relating to other individuals may not be disclosed.
confidentiality
· Grievances are handled confidentially and shared only with relevant personnel
support
Volunteers are encouraged to access appropriate support throughout the grievance process. Support options include:
· Access to the City’s Employee Assistance Program (EAP) 
· Having a support person present during meetings, where applicable  
record keeping and reporting
All grievances, actions taken and outcomes must be documented and retained in accordance with City record-keeping and privacy requirements. Records will be maintained securely and accessed only by authorised personnel. 











   
Any volunteer can raise a concern. 
You can also raise a concern on behalf of another volunteer, with their consent
Who?

 



You can raise any concern or complaint, including:
· feeling unfairly or inconsistently treated 
· experiencing or witnessing inappropriate behaviour
· concerns about breaches of policies or volunteer guidelines
· issues affecting your role, wellbeing, or safety
· concerns about decisions, supervision, or the support you receive 
What to raise?


Face-to-face verbal report, letter, email, telephone call, meeting

How?

 Volunteer Coordinator
Your first point of contact for guidance and support

People Leader                          
If your concern involves the Volunteer Coordinator, or you don’t feel comfortable speaking with them

Who to raise it with?


 	Health Safety and Wellbeing 
For health, safety and wellbeing concerns to which you don’t feel you can raise with the Volunteer Coordinator or People Leader
People Assist and People and Workplace Relations
For serious or sensitive concerns to which you don’t feel you can raise with the Volunteer Coordinator or People Leader


  

Compliance and Integrity 
Where you have reasonable belief that a public body or officer has engaged in improper conduct or detrimental action, such as corruption, serious misconduct, or misuse of public resources.






 The Volunteer Coordinator, People Leader or relevant person will
· Offer support to you and anyone else involved
· review the concern to understand its seriousness and impact
· decide, in accordance with relevant City policies and procedures next steps to address the concern


What happens next?




Following consideration of the grievance and any inquiries undertaken, a final determination will be made and communicated to the volunteer in line with City policies and procedures.


Outcome
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