
 

  



Version 1.2 Page 2 of 32 

Table of Contents 

PURPOSE ....................................................................................................................................... 3 

SCOPE ............................................................................................................................................ 3 

LEGISLATIVE AND REGULATORY FRAMEWORK ............................................................................ 5 

DEFINITIONS AND TYPES OF GRIEVANCES ................................................................................... 7 

GRIEVANCE MANAGEMENT PRINCIPLES ...................................................................................... 9 

INFORMAL RESOLUTION PROCESS ............................................................................................. 12 

FORMAL GRIEVANCE PROCESS ................................................................................................... 14 

INVESTIGATION AND RESOLUTION ............................................................................................ 17 

APPEALS AND REVIEW ................................................................................................................ 20 

EXTERNAL ESCALATION .............................................................................................................. 22 

CONFIDENTIALITY, RECORDKEEPING AND PRIVACY .................................................................. 25 

GOVERNANCE, MONITORING AND CONTINUOUS IMPROVEMENT .......................................... 28 

AUTHORISATION ......................................................................................................................... 32 

 

  



Version 1.2 Page 3 of 32 

PURPOSE 

Apprenticeships Are Us Ltd (ARU) is committed to maintaining a workplace and training environment that promotes 
respect, fairness, inclusion, psychological safety, and open communication. 

ARU recognises that grievances may arise from workplace interactions, employment arrangements, training 
activities, workplace behaviour, supervision practices, host employer environments, organisational decisions, or 
other matters affecting employees, apprentices, trainees, contractors, or stakeholders. 

This Framework establishes ARU's approach to receiving, assessing, investigating, managing, and resolving 
grievances in a fair, timely, consistent, and confidential manner. 

The purpose of this Framework is to: 

• provide a clear pathway for raising and resolving grievances; 
• support respectful workplace relationships; 
• promote early resolution of concerns where appropriate; 
• ensure procedural fairness for all parties; 
• support compliance with legal and regulatory obligations; 
• protect individuals from victimisation or retaliation; 
• support positive workplace and training outcomes; 
• contribute to organisational learning and continuous improvement. 

ARU encourages individuals to raise concerns as early as possible so that issues may be addressed before they 
escalate into more serious disputes, workplace conflict, safety concerns, or formal complaints. 

This Framework supports ARU's commitment to ethical leadership, apprentice welfare, workplace wellbeing, good 
governance, and fair treatment of all individuals associated with the organisation. 

SCOPE 

This Framework applies to all employees, apprentices, trainees, managers, executives, Board members, 
contractors, consultants, volunteers, host employers, and other individuals who interact with or are engaged by 
Apprenticeships Are Us Ltd (ARU). 

The Framework applies to grievances arising from employment, training, workplace relationships, workplace 
behaviour, workplace health and safety, supervision, organisational decisions, workplace conditions, apprentice 
placements, host employer arrangements, and other matters connected to ARU operations. 

This Framework applies to grievances raised by: 

• employees; 
• apprentices and trainees; 
• host employers; 
• contractors and consultants; 
• volunteers; 
• Board members; 
• prospective employees or apprentices where applicable; 
• other stakeholders interacting with ARU. 
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The Framework applies regardless of whether the grievance arises: 

• within an ARU workplace; 
• at a host employer workplace; 
• during training activities; 
• during work-related travel; 
• during work-related events; 
• through electronic communications; 
• through social media activity connected to ARU operations; 
• through remote or hybrid working arrangements. 

This Framework may be used to address grievances relating to: 

• workplace conflict; 
• interpersonal disputes; 
• workplace behaviour; 
• communication concerns; 
• supervision concerns; 
• workplace bullying allegations; 
• harassment allegations; 
• discrimination concerns; 
• apprentice welfare concerns; 
• workplace health and safety concerns; 
• workload concerns; 
• workplace practices; 
• organisational decisions; 
• training arrangements; 
• host employer issues; 
• other employment or training-related matters. 

This Framework does not replace, or override processes established under: 

• the Whistleblower Protection Policy; 
• Bullying, Harassment and Discrimination Policy; 
• Workplace Health and Safety Framework; 
• Complaints Handling Framework; 
• Fraud and Corruption Framework; 
• Child Safety Framework; 
• disciplinary or misconduct procedures; 
• legislative reporting obligations. 

Where a grievance involves allegations of serious misconduct, fraud, corruption, workplace violence, child safety 
concerns, notifiable incidents, criminal conduct, or matters subject to separate legislative reporting obligations, 
ARU may manage the matter under an alternative policy, procedure, or investigation process. 

Nothing in this Framework prevents an individual from exercising rights available under legislation, industrial 
instruments, regulatory frameworks, or external dispute resolution processes. 

This Framework should be read in conjunction with ARU's broader governance, workplace relations, apprentice 
welfare, workplace health and safety, psychosocial hazard management, complaints management, privacy, and 
ethical leadership frameworks. 
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LEGISLATIVE AND REGULATORY FRAMEWORK 

This Framework has been developed having regard to ARU's obligations as an employer, Group Training 
Organisation, registered charity, and company limited by guarantee. 

ARU recognises that the effective management of grievances forms an important component of workplace 
relations, apprentice welfare, workplace health and safety, psychosocial risk management, organisational culture, 
and regulatory compliance. 

This Framework supports compliance with applicable legislative and regulatory obligations including, but not 
limited to: 

• Fair Work Act 2009 (Cth); 
• Fair Work Regulations 2009; 
• National Employment Standards (NES); 
• applicable Modern Awards and Enterprise Agreements; 
• Work Health and Safety legislation and associated regulations applicable within jurisdictions in which ARU 

operates; 
• Managing Psychosocial Hazards at Work Codes of Practice and related guidance materials; 
• Privacy Act 1988 (Cth); 
• Australian Charities and Not-for-profits Commission Act 2012 (Cth); 
• ACNC Governance Standards; 
• National Standards for Group Training Organisations; 
• Equal Opportunity and Anti-Discrimination legislation applicable within relevant jurisdictions; 
• Child Safe Standards and child protection legislation where applicable; 
• Corporations Act 2001 (Cth); 
• applicable contractual, funding, and regulatory obligations. 

ARU acknowledges that grievances may involve matters that intersect with workplace relations, workplace health 
and safety, psychosocial hazards, discrimination, harassment, bullying, apprentice welfare, privacy, governance, or 
other compliance obligations. 

Where grievances involve allegations relating to: 

• workplace bullying; 
• unlawful discrimination; 
• sexual harassment; 
• victimisation; 
• workplace violence; 
• psychosocial hazards; 
• child safety concerns; 
• serious misconduct; 
• fraud or corruption; 
• notifiable workplace incidents; 
• criminal conduct; 

ARU may apply additional policies, procedures, reporting requirements, investigation processes, or legislative 
obligations as appropriate. 
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Procedural Fairness 

ARU is committed to applying the principles of procedural fairness throughout the grievance management process. 

Procedural fairness requires that: 

• individuals are informed of allegations or concerns relevant to them; 
• individuals have an opportunity to respond to allegations or concerns; 
• decisions are based on relevant evidence and information; 
• decision-makers act impartially; 
• conflicts of interest are appropriately managed; 
• outcomes are proportionate to the circumstances of the matter. 

ARU recognises that procedural fairness is fundamental to maintaining trust, ensuring equitable outcomes, and 
supporting sound governance and workplace relations practices. 

Psychosocial Safety and Wellbeing 

ARU recognises that unresolved grievances may contribute to workplace conflict, stress, psychological injury, 
reduced engagement, and other psychosocial hazards. 

Consistent with workplace health and safety obligations, ARU will seek to address grievances promptly and 
appropriately to minimise potential impacts on the health, safety, and wellbeing of employees, apprentices, 
trainees, and other stakeholders. 

Regulatory and External Rights 

Nothing within this Framework limits the right of any individual to seek advice, support, representation, or 
assistance from: 

• Fair Work Commission; 
• Fair Work Ombudsman; 
• WorkSafe or SafeWork authorities; 
• Equal Opportunity or Anti-Discrimination bodies; 
• training authorities; 
• legal representatives; 
• employee representatives; 
• employee assistance or support services; 
• other authorised external agencies. 

This Framework is intended to support the resolution of grievances at the lowest appropriate level while ensuring 
compliance with legal, regulatory, governance, and ethical obligations. 
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DEFINITIONS AND TYPES OF GRIEVANCES 

The purpose of this section is to provide clarity regarding the types of matters managed under this Framework and 
to distinguish grievances from other organisational reporting and management processes. 

ARU recognises that workplace concerns may arise in various forms and that different issues may require different 
management, investigation, escalation, or reporting pathways. 

Definition of a Grievance 

A grievance is a concern, dissatisfaction, dispute, or perceived unfairness relating to employment, training, 
workplace interactions, workplace behaviour, supervision, workplace conditions, organisational decisions, or other 
matters connected to ARU operations. 

A grievance may be raised by an employee, apprentice, trainee, host employer, contractor, volunteer, or other 
stakeholder who believes they have been adversely affected by a workplace issue or organisational action. 

Grievances may be raised individually or collectively and may relate to a single event or a series of events. 

Examples of Grievances 

Examples of grievances may include: 

• interpersonal conflict; 
• communication breakdowns; 
• workplace relationship issues; 
• supervision concerns; 
• workload concerns; 
• workplace treatment concerns; 
• training-related concerns; 
• apprentice placement concerns; 
• host employer concerns; 
• workplace behaviour concerns; 
• workplace flexibility concerns; 
• perceived unfair treatment; 
• concerns regarding organisational decisions; 
• workplace cultural issues. 

Matters That Are Not Generally Grievances 

The following matters are generally managed under separate policies, procedures, or frameworks: 

• whistleblower disclosures; 
• fraud or corruption allegations; 
• child safety concerns; 
• criminal conduct; 
• serious misconduct allegations; 
• disciplinary matters; 
• performance management processes; 
• notifiable workplace incidents; 
• privacy breaches; 
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• cyber security incidents; 
• regulatory investigations; 
• significant event notifications. 

Where a matter falls within another policy framework, ARU may redirect the matter to the appropriate process. 

Workplace Complaints 

A complaint generally involves dissatisfaction regarding a service, process, decision, action, or behaviour and may 
be raised by an internal or external stakeholder. 

Complaints may be managed under ARU's Complaints Handling Framework. 

Where a complaint involves employment, training, workplace behaviour, or workplace relationship concerns, it may 
be managed as a grievance under this Framework. 

Workplace Misconduct Allegations 

A grievance may sometimes include allegations of misconduct. 

Examples may include: 

• bullying; 
• harassment; 
• discrimination; 
• victimisation; 
• inappropriate workplace behaviour; 
• breaches of organisational policies. 

Where misconduct allegations are identified, ARU may initiate a formal investigation process and apply additional 
policies, procedures, or disciplinary frameworks. 

Workplace Health and Safety Concerns 

Workplace health and safety concerns may also be raised through the grievance process. 

Examples may include: 

• unsafe work practices; 
• inadequate supervision; 
• psychosocial hazards; 
• workplace stress concerns; 
• fatigue concerns; 
• workplace violence; 
• unsafe workplace conditions. 

Where workplace health and safety risks are identified, ARU may implement immediate controls and manage the 
matter in accordance with workplace health and safety requirements. 
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Whistleblower Disclosures 

Matters involving suspected misconduct, corruption, fraud, illegal conduct, serious governance failures, or other 
protected disclosures may fall within the scope of ARU's Whistleblower Protection Framework. 

Where appropriate, individuals may be directed to utilise whistleblower reporting mechanisms. 

Good Faith Reporting 

ARU encourages individuals to raise grievances honestly, respectfully, and in good faith. 

Individuals will not be disadvantaged, victimised, or subjected to adverse treatment for raising a genuine grievance 
or participating in a grievance process. 

However, knowingly false, malicious, vexatious, or misleading allegations may result in separate management 
action where appropriate. 

Classification of Grievances 

For management purposes, grievances may be classified as: 

Classification Description 

Informal 
Grievance 

A matter capable of being resolved through discussion, clarification, coaching, mediation, or 
local intervention. 

Formal 
Grievance A matter requiring documented assessment, investigation, or formal management intervention. 

Serious 
Grievance 

A matter involving significant workplace, welfare, legal, safety, compliance, or reputational risk 
requiring escalation to senior management. 

Critical 
Grievance 

A matter involving serious misconduct, significant safety concerns, major regulatory exposure, 
or circumstances requiring immediate intervention. 

The classification of a grievance may change as additional information becomes available throughout the grievance 
management process. 

GRIEVANCE MANAGEMENT PRINCIPLES 

ARU is committed to managing grievances in a manner that is fair, respectful, timely, consistent, and proportionate 
to the circumstances of each matter. 

The purpose of these principles is to provide a foundation for grievance management and to ensure that all 
individuals participating in a grievance process are treated appropriately and afforded procedural fairness. 

 Respect and Dignity 

All parties involved in a grievance process are expected to behave professionally, respectfully, and constructively. 

ARU recognises that grievances may involve sensitive issues, differing perspectives, strong emotions, and workplace 
tensions. Accordingly, all participants will be treated with dignity and respect throughout the grievance 
management process. 
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 Procedural Fairness 

ARU is committed to applying the principles of procedural fairness and natural justice when assessing and managing 
grievances. 

This includes ensuring that: 

• individuals are informed of concerns relevant to them; 
• individuals have a reasonable opportunity to respond; 
• decisions are based on relevant evidence and information; 
• decision-makers act impartially; 
• conflicts of interest are identified and managed appropriately; 
• outcomes are reasonable and proportionate to the circumstances. 

ARU recognises that procedural fairness does not require all parties to agree with an outcome but does require that 
the process itself is fair, balanced, and transparent. 

 Early Resolution 

ARU encourages grievances to be raised and addressed as early as possible. 

Where appropriate, concerns should be resolved at the lowest practical level through discussion, clarification, 
coaching, mediation, or local management intervention. 

Early resolution often assists in preserving workplace relationships, reducing workplace conflict, and minimising 
escalation. 

 Confidentiality 

Grievances will be managed with an appropriate level of confidentiality. 

Information relating to a grievance will only be disclosed to persons who have a legitimate operational, legal, 
governance, workplace safety, or investigation-related requirement to access the information. 

While confidentiality will be respected wherever possible, ARU cannot guarantee absolute confidentiality where 
disclosure is required to: 

• conduct a fair investigation; 
• manage workplace safety risks; 
• comply with legal obligations; 
• respond to regulatory requirements; 
• protect the health, safety, or wellbeing of individuals. 

 Protection from Victimisation 

ARU will not tolerate victimisation, retaliation, intimidation, threats, adverse treatment, or detrimental conduct 
directed towards any person because they: 

• raise a grievance; 
• participate in a grievance process; 
• provide information; 
• act as a witness; 
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• support another individual during a grievance process. 

Any allegation of victimisation may itself be treated as a separate grievance or misconduct matter. 

 Impartiality 

Grievances will be assessed and managed objectively. 

Persons responsible for investigating or determining grievance outcomes should not have a personal interest in the 
matter and should be capable of making decisions free from actual, perceived, or potential bias. 

Where conflicts of interest exist, alternative decision-makers may be appointed. 

 Timeliness 

ARU recognises that delays in grievance management can increase workplace conflict, create uncertainty, and 
negatively impact wellbeing. 

Grievances will therefore be managed as promptly as reasonably practicable, having regard to: 

• the complexity of the matter; 
• the seriousness of the allegations; 
• availability of information; 
• welfare considerations; 
• procedural fairness requirements. 

 Evidence-Based Decision Making 

Grievance outcomes will be based on available evidence, information, and reasonable findings. 

ARU will seek to: 

• gather relevant information; 
• consider all perspectives; 
• assess evidence objectively; 
• make decisions that are fair and proportionate. 

The standard applied is generally the balance of probabilities unless legislative or regulatory requirements prescribe 
otherwise. 

 Wellbeing and Psychosocial Safety 

ARU recognises that grievance processes may create stress, anxiety, uncertainty, or other psychosocial impacts for 
participants. 

Throughout the grievance process, ARU will seek to support the health, safety, and wellbeing of individuals and 
may implement appropriate support measures where required. 
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 Continuous Improvement 

ARU recognises that grievances provide valuable information regarding organisational culture, workplace practices, 
supervision, communication, training arrangements, and operational effectiveness. 

Where appropriate, grievance outcomes, trends, and lessons learned may be used to improve policies, procedures, 
training, workplace practices, and organisational systems. 

The objective of grievance management is not merely to resolve individual concerns but also to support a respectful 
workplace culture, positive employment relationships, effective governance, and continuous organisational 
improvement. 

INFORMAL RESOLUTION PROCESS 

ARU recognises that many grievances can be resolved effectively through early intervention, respectful 
communication, clarification, coaching, or local management engagement without the need for formal 
investigation processes. 

Informal resolution is generally the preferred first step where appropriate and where the nature, seriousness, and 
circumstances of the matter allow. 

The objective of informal resolution is to: 

• resolve concerns at the earliest practical opportunity; 
• preserve professional working relationships; 
• reduce workplace conflict; 
• minimise unnecessary escalation; 
• encourage open and respectful communication; 
• support positive workplace and training outcomes. 

ARU encourages employees, apprentices, trainees, and other stakeholders to raise concerns as soon as reasonably 
practicable after an issue arises. 

Where appropriate and where individuals feel comfortable doing so, concerns should initially be discussed directly 
with the person involved in an attempt to clarify misunderstandings, resolve communication issues, or address 
concerns informally. 

Individuals are not expected to approach another person directly where: 

• they feel unsafe; 
• there is a significant power imbalance; 
• the matter involves alleged bullying, harassment, discrimination, victimisation, or violence; 
• previous attempts at resolution have been unsuccessful; 
• the circumstances are otherwise inappropriate for direct engagement. 

In such circumstances, the matter may be raised with a supervisor, manager, Apprentice Employment Manager 
(AEM), Human Resources representative, or other appropriate ARU representative. 
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Informal Resolution Options 

Depending on the circumstances, informal resolution strategies may include: 

• facilitated discussions; 
• workplace conversations; 
• coaching and guidance; 
• clarification of expectations; 
• mediation or facilitated meetings; 
• welfare and support interventions; 
• workplace monitoring; 
• communication assistance; 
• workplace adjustments where appropriate; 
• additional supervision or support arrangements. 

The selection of an appropriate informal resolution approach will depend on: 

• the nature of the concern; 
• the wishes of the parties involved; 
• workplace relationships; 
• operational requirements; 
• potential risks; 
• the likelihood of successful resolution. 

Management Responsibilities 

Managers, supervisors, AEMs, and other responsible personnel involved in informal resolution processes are 
expected to: 

• listen respectfully and objectively; 
• seek to understand the concerns being raised; 
• encourage constructive dialogue; 
• maintain appropriate confidentiality; 
• support respectful workplace behaviour; 
• identify potential workplace health and safety risks; 
• escalate matters where required. 

Informal resolution processes should not involve pressure, coercion, intimidation, or attempts to discourage 
individuals from raising legitimate concerns. 

Escalation to Formal Process 

Not all grievances are suitable for informal resolution. 

A matter may be escalated to a formal grievance process where: 

• informal resolution is unsuccessful; 
• the grievance is serious in nature; 
• significant workplace risks are identified; 
• allegations involve misconduct; 
• procedural fairness requires formal investigation; 
• legislative or regulatory obligations require formal action; 
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• one or more parties request formal review; 
• management determines that formal intervention is necessary. 

The use of informal resolution does not prevent ARU from implementing formal processes where circumstances 
warrant a more structured response. 

Documentation 

While informal resolution processes are intended to be flexible and practical, managers may maintain appropriate 
records of: 

• concerns raised; 
• discussions held; 
• actions taken; 
• outcomes achieved; 
• follow-up activities. 

The level of documentation should be proportionate to the nature and seriousness of the matter. 

ARU recognises that successful informal resolution is often the most effective outcome and encourages early, 
respectful, and constructive engagement wherever appropriate and safe to do so. 

FORMAL GRIEVANCE PROCESS 

Where a grievance cannot be resolved through informal means, is of a serious nature, involves allegations requiring 
formal assessment, or otherwise warrants a structured response, ARU may initiate a formal grievance process. 

The purpose of the formal grievance process is to ensure that grievances are managed consistently, objectively, 
and in accordance with the principles of procedural fairness, confidentiality, and organisational accountability. 

Initiating a Formal Grievance 

A formal grievance may be initiated by: 

• an employee; 
• an apprentice or trainee; 
• a host employer; 
• a contractor or consultant; 
• a manager or executive; 
• another stakeholder where appropriate. 

A formal grievance should be submitted in writing wherever reasonably practicable and include: 

• a description of the concerns; 
• relevant dates, times, and circumstances; 
• persons involved; 
• actions already taken to resolve the matter; 
• any supporting information or documentation; 
• the outcome sought, if known. 

ARU recognises that not all individuals may be capable of preparing a written grievance. Assistance may be provided 
where appropriate to ensure concerns can be properly documented and considered. 
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Acknowledgement of Grievance 

Upon receipt of a formal grievance, ARU will acknowledge receipt as soon as reasonably practicable. 

The acknowledgement should: 

• confirm receipt of the grievance; 
• identify the person responsible for managing the matter; 
• outline the next steps in the process; 
• advise that additional information may be requested; 
• provide an indicative timeframe where possible. 

Preliminary Assessment 

Before determining the appropriate response, ARU will undertake a preliminary assessment of the grievance. 

The preliminary assessment may consider: 

• the nature of the grievance; 
• seriousness of the allegations; 
• workplace health and safety implications; 
• welfare considerations; 
• potential regulatory obligations; 
• whether immediate action is required; 
• whether another policy or framework is more appropriate; 
• whether an investigation is necessary. 

Following assessment, ARU may: 

• proceed with a formal investigation; 
• seek further information; 
• attempt facilitated resolution; 
• refer the matter to another organisational process; 
• implement interim controls or support measures; 
• determine that no further action is required. 

Interim Measures 

Where appropriate, ARU may implement temporary measures while the grievance is being assessed or 
investigated. 

Such measures may include: 

• temporary reporting changes; 
• modified workplace arrangements; 
• additional supervision; 
• welfare support; 
• workplace monitoring; 
• temporary separation of parties; 
• other risk mitigation strategies. 

The implementation of interim measures does not indicate that any findings have been made. 
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Timeframes 

ARU will seek to manage formal grievances as promptly as reasonably practicable. 

The timeframe for resolution will depend on: 

• complexity of the matter; 
• availability of information; 
• number of individuals involved; 
• welfare considerations; 
• external dependencies; 
• procedural fairness requirements. 

Where delays occur, ARU will endeavour to keep relevant parties informed of progress. 

Representation and Support 

Individuals involved in a formal grievance process may seek support from: 

• a support person; 
• an employee representative; 
• a union representative where applicable; 
• another appropriate person approved by ARU. 

The role of a support person is generally to provide support and assistance rather than advocate or answer 
questions on behalf of the individual. 

Escalation of Serious Matters 

Where a grievance involves: 

• serious misconduct; 
• bullying or harassment; 
• discrimination; 
• victimisation; 
• workplace violence; 
• significant psychosocial risks; 
• child safety concerns; 
• fraud or corruption; 
• significant legal or regulatory exposure; 

the matter may be escalated to senior management and managed under additional policies, procedures, or 
investigation frameworks where appropriate. 
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Formal Process Outcomes 

Following assessment, a formal grievance may result in: 

• resolution through discussion or agreement; 
• mediation; 
• management action; 
• workplace intervention; 
• training or coaching; 
• policy clarification; 
• workplace adjustments; 
• disciplinary action where appropriate; 
• referral to another process; 
• closure of the matter where no further action is warranted. 

The objective of the formal grievance process is to ensure grievances are managed fairly, consistently, and 
proportionately while supporting workplace wellbeing, organisational integrity, procedural fairness, and positive 
workplace and training outcomes. 

INVESTIGATION AND RESOLUTION 

Where a grievance cannot be resolved through informal engagement, involves serious allegations, presents 
significant workplace risks, or otherwise requires formal examination, ARU may undertake an investigation. 

The purpose of an investigation is to establish relevant facts, assess available evidence, determine findings, and 
support fair, reasonable, and defensible decision-making. 

An investigation does not presume wrongdoing and should not be viewed as a disciplinary process in itself. The 
purpose of the investigation is to objectively assess the matters raised and determine an appropriate outcome. 

Appointment of an Investigator 

ARU may appoint an appropriately qualified and impartial person to conduct an investigation. 

The investigator may be: 

• a manager; 
• a Human Resources representative; 
• an executive; 
• an external investigator; 
• another suitably qualified person. 

The investigator should: 

• be impartial; 
• have no actual, perceived, or potential conflict of interest; 
• possess appropriate knowledge, skills, and experience; 
• be capable of conducting the investigation fairly and objectively. 
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Where a conflict of interest exists, an alternative investigator should be appointed. 

Investigation Process 

The investigation process may include: 

• reviewing the grievance; 
• identifying relevant issues; 
• gathering relevant evidence; 
• reviewing documentation and records; 
• conducting interviews; 
• obtaining written statements; 
• considering workplace records and communications; 
• assessing relevant policies, procedures, and obligations. 

The scope of each investigation will depend on the nature, seriousness, and complexity of the grievance. 

Procedural Fairness During Investigations 

ARU is committed to ensuring that investigations are conducted in accordance with the principles of procedural 
fairness. 

This includes: 

• informing individuals of allegations or concerns relevant to them; 
• providing a reasonable opportunity to respond; 
• considering all relevant information; 
• assessing evidence objectively; 
• avoiding bias or predetermined outcomes; 
• ensuring decisions are made by appropriately authorised personnel. 

Evidence Assessment 

Investigations will consider relevant evidence available at the time. 

Evidence may include: 

• witness statements; 
• interviews; 
• correspondence; 
• emails; 
• text messages; 
• workplace records; 
• payroll records; 
• training records; 
• policies and procedures; 
• CCTV footage where available; 
• system records; 
• other relevant documentation. 

ARU recognises that investigations often involve conflicting accounts and incomplete information. 
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Accordingly, findings will be based on an assessment of the available evidence and the balance of probabilities. 

Investigation Findings 

At the conclusion of an investigation, findings may include: 

• substantiated; 
• partially substantiated; 
• not substantiated; 
• unable to determine based on available evidence; 
• outside the scope of the grievance process. 

Findings will be based on facts, evidence, credibility assessments, and reasonable conclusions drawn from the 
information available. 

Investigation Report 

Where appropriate, the investigator may prepare a report documenting: 

• the allegations or concerns; 
• scope of the investigation; 
• evidence considered; 
• interviews conducted; 
• findings; 
• conclusions; 
• recommendations. 

The level of documentation should be proportionate to the seriousness and complexity of the matter. 

Resolution and Corrective Actions 

Following completion of an investigation, ARU may implement one or more actions including: 

• facilitated discussions; 
• mediation; 
• coaching; 
• counselling; 
• workplace adjustments; 
• training; 
• policy clarification; 
• workplace monitoring; 
• welfare support; 
• management action; 
• disciplinary action where appropriate; 
• referral to another process; 
• organisational improvement initiatives. 

The purpose of corrective actions is to address identified issues, reduce future risks, improve workplace outcomes, 
and support organisational learning. 
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Outcome Notification 

ARU will seek to notify relevant parties of the outcome of the grievance process. 

The level of information provided will depend on: 

• privacy obligations; 
• confidentiality considerations; 
• legal requirements; 
• workplace relations considerations; 
• the nature of the grievance. 

Individuals will generally be informed whether: 

• the grievance was substantiated; 
• the grievance was not substantiated; 
• corrective actions will be implemented; 
• the matter has been finalised. 

Closure of the Matter 

A grievance will generally be considered closed when: 

• the investigation has concluded; 
• findings have been determined; 
• outcome communications have occurred; 
• corrective actions have been implemented where required; 
• any appeal rights have been exhausted. 

ARU recognises that while not all parties will necessarily agree with an outcome, a grievance process may still be 
considered complete where procedural fairness has been applied and a reasonable decision has been reached 
based on the available evidence. 

APPEALS AND REVIEW 

ARU recognises that individuals may not always agree with the outcome of a grievance process. The purpose of the 
appeals process is to provide a mechanism for reviewing grievance outcomes where there is a reasonable basis to 
believe that the original decision, findings, or process may require reconsideration. 

An appeal is not intended to provide a second investigation simply because an individual disagrees with the 
outcome. Rather, the appeal process exists to ensure procedural fairness, consistency, and accountability. 

Grounds for Appeal 

An appeal may be considered where one or more of the following circumstances exist: 

• significant new information becomes available that was not reasonably available during the original 
investigation; 

• there is evidence that procedural fairness was not applied; 
• there is evidence that relevant information was not properly considered; 
• there is evidence of a conflict of interest or actual bias; 
• the outcome is alleged to be unreasonable having regard to the evidence available; 
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• there has been a material error in the investigation process. 

Dissatisfaction with an outcome alone will not generally constitute sufficient grounds for an appeal. 

Lodging an Appeal 

An appeal should be submitted in writing to the Managing Director or nominated delegate within fourteen (14) 
calendar days of receiving notification of the grievance outcome. 

The appeal should clearly identify: 

• the decision being appealed; 
• the grounds for appeal; 
• supporting information; 
• any new evidence being relied upon; 
• the outcome sought. 

Where an appeal is lodged by a matter involving the Managing Director, the appeal may be referred to the Board 
Chair or an appropriately authorised independent reviewer. 

Preliminary Review of Appeal 

Upon receipt of an appeal, ARU will conduct a preliminary review to determine whether valid grounds for appeal 
exist. 

The reviewer may determine that: 

• the appeal should proceed; 
• further information is required; 
• the appeal does not meet the criteria for review. 

Where an appeal is not accepted, the appellant will be advised of the reasons for that decision. 

Appeal Review Process 

Where an appeal proceeds, ARU may: 

• review the original investigation file; 
• review relevant evidence; 
• consider new information; 
• conduct additional interviews where necessary; 
• seek specialist advice; 
• appoint an independent reviewer; 
• undertake further investigation if warranted. 

The scope of the appeal review will depend on the nature of the grounds raised. 

Appeal Outcomes 

Following review, ARU may: 

• affirm the original decision; 
• vary the original decision; 
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• overturn the original decision; 
• direct that further investigation occur; 
• implement additional corrective actions; 
• make recommendations for organisational improvement. 

The outcome of an appeal will be determined by the authorised reviewer based on the available evidence and the 
principles of procedural fairness. 

Final Internal Review 

The appeal process represents the final internal review mechanism available under this Framework. 

Following completion of the appeal process, ARU will consider the grievance process concluded unless exceptional 
circumstances justify further review. 

External Review Rights 

Nothing in this Framework prevents an individual from exercising any rights available under legislation, industrial 
instruments, regulatory frameworks, contractual arrangements, or external dispute resolution processes. 

Depending on the nature of the matter, individuals may choose to seek assistance from: 

• the Fair Work Commission; 
• the Fair Work Ombudsman; 
• WorkSafe or SafeWork authorities; 
• Equal Opportunity or Anti-Discrimination bodies; 
• State Training Authorities; 
• the Victorian Registration and Qualifications Authority; 
• the Australian Charities and Not-for-profits Commission; 
• legal representatives; 
• employee representatives; 
• other authorised external agencies. 

Continuous Improvement 

Where appeals identify procedural deficiencies, governance weaknesses, policy gaps, training needs, or systemic 
issues, ARU may implement corrective actions to strengthen future grievance management processes. 

The objective of the appeals process is to enhance confidence in grievance management outcomes, reinforce 
procedural fairness, and support continuous improvement across the organisation. 

EXTERNAL ESCALATION 

ARU recognises that there may be circumstances where a grievance cannot be resolved through internal processes 
or where individuals choose to seek assistance from an external authority, regulator, representative body, or 
dispute resolution service. 

The purpose of this section is to establish ARU's approach to external escalation and to ensure that individuals are 
aware of available avenues for independent review, advice, support, or intervention. 
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ARU supports the right of individuals to access external assistance where appropriate and will not victimise, 
disadvantage, or retaliate against any person for exercising lawful workplace, training, regulatory, or legal rights. 

Internal Resolution Preference 

ARU encourages grievances to be raised and addressed through internal processes wherever appropriate. 

Early internal resolution often provides the most timely, practical, and effective outcome for all parties. 

However, ARU acknowledges that some matters may require independent assessment, external intervention, or 
regulatory involvement. 

Circumstances Supporting External Escalation 

External escalation may be appropriate where: 

• internal resolution processes have been exhausted; 
• an individual reasonably believes procedural fairness has not been applied; 
• there are allegations of unlawful conduct; 
• workplace safety concerns require regulatory intervention; 
• legislative reporting obligations apply; 
• a regulator has jurisdiction over the matter; 
• immediate external assistance is required; 
• independent dispute resolution is considered appropriate. 

Apprentices and Trainees 

As a Group Training Organisation, ARU recognises that apprentices and trainees have access to external support 
and dispute resolution mechanisms relating to employment, training, supervision, workplace safety, welfare, and 
training contract matters. 

Depending on the circumstances, apprentices and trainees may seek assistance from: 

• State Training Authorities; 
• Apprenticeship Support Australia providers or successors; 
• Fair Work Ombudsman; 
• Fair Work Commission; 
• WorkSafe or SafeWork authorities; 
• Equal Opportunity or Anti-Discrimination agencies; 
• other relevant government agencies. 

ARU will cooperate with legitimate enquiries and investigations conducted by authorised agencies. 

Workplace Relations Matters 

Where a grievance relates to employment conditions, workplace rights, adverse action, workplace disputes, 
industrial matters, or other employment-related concerns, individuals may seek assistance from: 

• Fair Work Commission; 
• Fair Work Ombudsman; 
• registered employee representatives; 
• unions where applicable; 
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• legal advisers; 
• alternative dispute resolution services. 

Workplace Health and Safety Matters 

Where a grievance involves workplace health and safety concerns, psychosocial hazards, workplace bullying, 
workplace violence, unsafe systems of work, or other safety-related matters, individuals may seek assistance from: 

• WorkSafe; 
• SafeWork authorities; 
• workplace inspectors; 
• health and safety representatives; 
• other authorised workplace safety agencies. 

Nothing in this Framework prevents an individual from reporting workplace health and safety concerns directly to 
an appropriate authority. 

Discrimination, Harassment, and Equal Opportunity Matters 

Where grievances involve allegations of discrimination, harassment, sexual harassment, victimisation, or breaches 
of equal opportunity legislation, individuals may seek assistance from relevant external agencies, tribunals, 
commissions, or legal representatives. 

Regulatory and Governance Matters 

Where grievances involve governance concerns, regulatory compliance issues, misconduct allegations, child safety 
concerns, privacy breaches, whistleblower disclosures, fraud, corruption, or other regulated matters, ARU may be 
required to notify or cooperate with: 

• regulatory authorities; 
• law enforcement agencies; 
• funding bodies; 
• insurers; 
• external investigators; 
• auditors; 
• government departments. 

The existence of an internal grievance process does not prevent ARU from complying with regulatory reporting 
obligations. 

Mediation and Alternative Dispute Resolution 

Where appropriate, ARU may support the use of: 

• mediation; 
• facilitated discussions; 
• independent dispute resolution; 
• workplace conciliation; 
• other alternative dispute resolution mechanisms. 

Participation in such processes may occur voluntarily or where required by legislation, regulatory processes, or 
industrial arrangements. 
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Cooperation with External Processes 

Where a grievance becomes subject to an external investigation, review, regulatory process, tribunal proceeding, 
or court action, ARU will: 

• cooperate with lawful requests for information; 
• maintain appropriate records; 
• protect confidential information where required; 
• comply with legal obligations; 
• support procedural fairness; 
• manage workplace impacts appropriately. 

Protection from Victimisation 

ARU will not tolerate adverse treatment of any individual because they: 

• seek external advice; 
• lodge a complaint with an external authority; 
• participate in an external investigation; 
• exercise a workplace right; 
• act as a witness; 
• support another individual through an external process. 

Allegations of victimisation may themselves be investigated and managed as a separate grievance, misconduct 
matter, or workplace relations issue. 

The objective of external escalation processes is not to undermine internal grievance management but to ensure 
that individuals have access to appropriate independent review, regulatory oversight, and legal protections where 
required. 

CONFIDENTIALITY, RECORDKEEPING AND PRIVACY 

ARU recognises that grievance processes frequently involve sensitive personal information, workplace concerns, 
employment matters, welfare issues, and confidential organisational information. 

The purpose of this section is to ensure that grievance-related information is managed appropriately, confidentially, 
securely, and in accordance with applicable legal, regulatory, governance, and privacy obligations. 

Confidentiality 

ARU will manage grievances with an appropriate level of confidentiality. 

Information relating to a grievance will only be disclosed to individuals who have a legitimate operational, 
management, governance, workplace safety, legal, investigation, or regulatory need to know. 

Participants in grievance processes are expected to maintain confidentiality regarding: 

• allegations; 
• evidence; 
• witness information; 
• investigation activities; 
• management decisions; 
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• grievance outcomes; 
• personal information obtained during the process. 

While ARU will seek to maintain confidentiality wherever reasonably practicable, absolute confidentiality cannot 
be guaranteed where disclosure is required to: 

• conduct a fair investigation; 
• comply with legal obligations; 
• respond to regulatory requirements; 
• manage workplace risks; 
• protect health, safety, or wellbeing; 
• obtain professional advice; 
• implement appropriate corrective actions. 

Privacy Obligations 

ARU will manage personal information obtained during grievance processes in accordance with: 

• Privacy Act 1988 (Cth); 
• Australian Privacy Principles (APPs); 
• applicable workplace privacy obligations; 
• organisational privacy policies and procedures. 

Personal information collected during a grievance process will only be used for legitimate purposes associated with: 

• assessment; 
• investigation; 
• resolution; 
• regulatory compliance; 
• workplace management; 
• governance requirements. 

Access to personal information will be restricted to authorised personnel. 

Recordkeeping Requirements 

ARU will maintain appropriate records relating to grievances to support: 

• procedural fairness; 
• accountability; 
• organisational learning; 
• compliance obligations; 
• legal requirements; 
• audit activities; 
• governance oversight. 

Records may include: 

• grievance submissions; 
• correspondence; 
• interview notes; 
• witness statements; 
• investigation reports; 
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• management decisions; 
• outcome notifications; 
• corrective action records; 
• appeal documentation; 
• regulatory correspondence. 

The level of documentation maintained will be proportionate to the nature, seriousness, and complexity of the 
grievance. 

Grievance Register 

ARU may maintain a central Grievance Register to support governance oversight and trend analysis. 

The register may record: 

• grievance reference number; 
• date received; 
• grievance category; 
• responsible manager; 
• status; 
• outcome; 
• closure date; 
• corrective actions implemented. 

The register should not contain unnecessary personal information and should be managed in accordance with 
privacy requirements. 

Storage and Security 

Grievance records will be stored securely using approved organisational systems and controls. 

ARU will implement reasonable measures to protect grievance records from: 

• unauthorised access; 
• misuse; 
• loss; 
• alteration; 
• disclosure; 
• destruction. 

Access to grievance files should be limited to authorised personnel involved in managing, investigating, reviewing, 
or overseeing the matter. 

Retention and Disposal 

Grievance records will be retained in accordance with: 

• legislative requirements; 
• regulatory obligations; 
• organisational record retention requirements; 
• legal advice where applicable. 
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At the conclusion of the retention period, records will be securely destroyed or archived in accordance with ARU's 
Records Management Framework. 

Where litigation, regulatory action, investigations, or legal proceedings are anticipated or underway, records must 
not be destroyed until authorised to do so. 

Governance Reporting 

To support governance oversight and continuous improvement, grievance information may be reported to senior 
management, the Continuous Improvement Committee, or the Board. 

Governance reporting will generally focus on: 

• grievance trends; 
• systemic issues; 
• organisational risks; 
• corrective actions; 
• compliance matters; 
• improvement opportunities. 

Where possible, governance reporting should utilise aggregated or de-identified information to protect privacy and 
confidentiality. 

Use of Information for Continuous Improvement 

ARU may utilise grievance information to: 

• identify emerging risks; 
• improve workplace culture; 
• strengthen management practices; 
• improve apprentice welfare outcomes; 
• enhance training programs; 
• review policies and procedures; 
• support organisational learning. 

The use of grievance information for continuous improvement purposes will be undertaken in a manner that 
respects privacy, confidentiality, and procedural fairness obligations. 

Maintaining appropriate confidentiality, privacy protections, and recordkeeping practices is essential to preserving 
trust in the grievance process and supporting ARU's commitment to ethical leadership, good governance, and fair 
treatment of all individuals. 

GOVERNANCE, MONITORING AND CONTINUOUS IMPROVEMENT 

Effective grievance management is an important component of ARU's governance framework, workplace culture, 
risk management activities, apprentice welfare obligations, and organisational commitment to ethical leadership. 

The purpose of this section is to establish accountability for the ongoing management, monitoring, review, and 
continuous improvement of grievance management practices across the organisation. 
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Framework Ownership 

The Managing Director is responsible for the overall ownership and effectiveness of this Framework. 

The Managing Director is responsible for ensuring that: 

• grievance processes remain effective and fit for purpose; 
• significant grievances are appropriately managed; 
• procedural fairness principles are maintained; 
• organisational risks are appropriately escalated; 
• grievance trends are reviewed; 
• corrective actions are implemented where required; 
• reporting obligations are satisfied. 

Management Responsibilities 

Managers, supervisors, Apprentice Employment Managers (AEMs), Human Resources personnel, and executives 
play a critical role in the successful operation of this Framework. 

Management personnel are responsible for: 

• promoting respectful workplace behaviours; 
• encouraging early resolution of concerns; 
• responding appropriately to grievances; 
• maintaining confidentiality; 
• identifying workplace risks; 
• escalating matters where appropriate; 
• supporting procedural fairness; 
• implementing agreed actions and outcomes. 

Management personnel should actively seek to resolve issues at the earliest appropriate opportunity while ensuring 
fairness and consistency. 

Human Resources Responsibilities 

Human Resources is responsible for supporting the effective administration of grievance management processes. 

Responsibilities may include: 

• providing guidance and advice; 
• supporting managers and employees; 
• maintaining grievance records; 
• monitoring grievance trends; 
• assisting with investigations; 
• supporting policy implementation; 
• identifying training requirements; 
• contributing to continuous improvement initiatives. 
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Board Oversight 

The Board retains oversight of organisational governance, culture, workplace risk, and organisational integrity. 

While the Board will not ordinarily become involved in individual grievances, it may receive information regarding: 

• significant grievance trends; 
• serious workplace matters; 
• systemic organisational issues; 
• significant legal or regulatory risks; 
• workplace culture concerns; 
• major investigation outcomes; 
• governance-related grievances. 

The Board may request additional information where organisational risks or governance implications are identified. 

Monitoring and Reporting 

ARU may periodically review grievance data to identify: 

• recurring issues; 
• workplace trends; 
• organisational risks; 
• training needs; 
• workplace culture concerns; 
• apprentice welfare issues; 
• management capability gaps; 
• policy improvement opportunities. 

Reporting may be provided to: 

• senior management; 
• Human Resources; 
• the Continuous Improvement Committee; 
• the Board; 
• other governance forums where appropriate. 

Where possible, reporting should utilise aggregated or de-identified information to protect confidentiality and 
privacy. 

Continuous Improvement 

ARU is committed to using grievance outcomes and organisational feedback to strengthen workplace culture, 
improve systems, and enhance organisational effectiveness. 

Information arising from grievances may be used to: 

• improve policies and procedures; 
• strengthen leadership capability; 
• improve communication practices; 
• enhance workplace culture; 
• improve apprentice support arrangements; 
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• strengthen workplace health and safety systems; 
• improve training and development programs; 
• reduce workplace risks. 

The objective is to address not only individual grievances but also any underlying organisational factors contributing 
to workplace concerns. 

Training and Awareness 

ARU may provide training and awareness activities relating to: 

• grievance management; 
• procedural fairness; 
• workplace behaviour; 
• respectful workplaces; 
• psychosocial hazards; 
• conflict resolution; 
• leadership responsibilities; 
• workplace communication. 

Training activities should support a proactive and preventative approach to grievance management. 

Framework Review 

This Framework will be reviewed at least annually or earlier where required due to: 

• legislative changes; 
• regulatory changes; 
• organisational restructuring; 
• significant grievance matters; 
• audit findings; 
• Board direction; 
• identified improvement opportunities. 

Reviews will consider: 

• effectiveness of grievance management processes; 
• compliance requirements; 
• workplace trends; 
• stakeholder feedback; 
• organisational risks; 
• continuous improvement opportunities. 

Related Documents 

This Framework should be read in conjunction with: 

• Complaints Handling Framework; 
• Whistleblower Protection Framework; 
• Bullying, Harassment and Discrimination Framework; 
• Workplace Health and Safety Framework; 
• Apprentice Welfare and Support Framework; 
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• Privacy Framework; 
• Fraud and Corruption Framework; 
• Child Safety Framework; 
• Significant Event Notification and Regulatory Reporting Framework; 
• Risk Management Framework; 
• Code of Conduct. 

Through effective governance, monitoring, and continuous improvement, ARU seeks to maintain a workplace and 
training environment that is respectful, fair, safe, inclusive, and aligned with the organisation's values, legal 
obligations, and commitment to ethical leadership. 
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