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SYDNEY JAMBOREE 2018 

GRIEVANCE POLICY          

(This policy recognises the Grievance Policy of Girl Guides NSW&ACT as the parent policy) 

 

Introduction: 
 
Sydney Jamboree 2018 Planning Committee encourages its members and volunteers to 
resolve any issues or concerns that they may have at the earliest opportunity with the Sub-
camp Leader or Group Leader. 
 
This policy is applicable to all participants/volunteers of Sydney Jamboree 2018 (or her 
parent/guardian if the Complainant is a Youth member) and those persons (adult members 
or other volunteers) who volunteer by assisting during Sydney Jamboree 2018. 
 
The preferred process involves participants and volunteers being able to resolve issues to 
their satisfaction within the Sub-camp or Group, without feeling they have to refer to external 
authorities for assistance. 
 
Sydney Jamboree 2018 Planning Committee, representing Girl Guides NSW&ACT, utilises 
mechanisms to promote fast and efficient resolution of Grievances with participants and/or 
volunteers. 
 
A Grievance is a dispute, concern or complaint on any related matter which a member or 
volunteer considers to be unfair or unjust. 
 
From our commitment to fostering a fair, reasonable and harmonious environment during 
Sydney Jamboree 2018, it is Sydney Jamboree 2018 Planning Committee policy to provide 
a fair, effective and efficient procedure to investigate, rectify and resolve Grievances and 
eliminate discontent. 
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Purpose: 
 
The purpose of this policy is to provide an avenue through which participants and volunteers, 
and their Sub-camp Leaders and Group Leaders can resolve grievances, disputes and 
complaints (Grievances) as they arise. 
 
From time to time youth participants, or their parent/guardians, adult members or other 
volunteers (Complainant) may have a Grievance that causes them concern. 
 
Sydney Jamboree 2018 Planning Committee, recognises the right of individuals to express 
their concerns and issues and to have an official avenue to resolve Grievances in a fair, 
effective and timely manner. 

 

Aim: 
 
The aim is to resolve Grievances that arise, during Sydney Jamboree 2018, as close to the 
source as possible with graduated steps for further discussion and resolution at higher levels 
as necessary. 

 
Principles: 
 

• Any youth participant (through her parent/guardian), adult participant (member or other 
volunteer) (Complainant) has the right to lodge a Grievance and have it handled 
promptly and equitably, without fear of recrimination. 

• The grievance policy should be seen by a Complainant to be a positive and productive 
mechanism.  

• The grievance policy and procedures should be fair and just and be applied equally to 
all parties regardless of their role.  

• Any party to a Grievance should be given the opportunity to have a support person of 
their choice present during any interviews. The support person’s role is to observe the 
proceedings, not to participate in the interview or advocate for any person. However, 
if this person represents a conflict of interest to the matter, Sydney Jamboree 2018 
Planning Committee reserves the right to request another support person to be 
present.  

• Sydney Jamboree 2018 Planning Committee only applies this policy to genuine and 
sincere Grievances and may decline to take any further action should the issue not be 
of substance. 

  
 
Responsibilities: 
 
It is the responsibility of Sub-camp Leaders, Group Leaders, Leaders in Charge and 
Event Convenor to endeavour to ensure that:   
 

• they are aware of, and are committed to the principles of communicating and 
information sharing with their members and volunteers;  

• they identify, prevent and address potential problems before they become formal 
Grievances;  

• any grievance, dispute or complaint is handled in the most appropriate manner at the 
earliest opportunity; and  

• all members and volunteers are treated fairly and without fear of intimidation. 
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It is the responsibility of the participants (youth, adult and other volunteers) to endeavour 
to ensure that they attempt to resolve any grievance, dispute or complaint through their 
immediate Group Leader and through informal/internal (Sub-camp or Group) processes at 
the earliest opportunity. 
 
It is the responsibility of the Leaders in Charge and Event Convenor to endeavour to 
ensure that: 
 

• all participants are aware of their obligations and responsibilities in relation to 
handling grievances, disputes and complaints; and 

• any grievance, dispute or complaint that comes to the attention of the Group Leader 
is handled in the most appropriate manner at the earliest opportunity. 

 

Procedures:   
 
A participant or other volunteer who considers that they have a grievance, dispute or 
complaint should consider the options of using either the: 
 
Informal Grievance Procedure 
 
Formal Grievance Procedure 
 
The two parties should discuss the matter openly and work together to achieve a desired 
outcome as soon as practicable. 
 
The Event Convenor should check for clarification of the issue to ensure they fully 
understand the Complainant’s concern.  
 
A participant or other volunteer may opt to follow the Formal Grievance Procedure without 
first pursuing Informal Grievance Procedure. 

 
Informal Grievance Procedure: 
 
Participants and other volunteers are encouraged to resolve a problem or concern directly 
with the person or persons involved.  
 

1. Talk to the person as soon as possible An aggrieved person should, if possible, 
tell the person who is acting in a hurtful or unsuitable way that the behaviour is not 
acceptable and/or is offensive, so that they have the chance to stop or change what 
they are doing. If this does not address the issue then the Sub-camp Leader should 
be advised of the actual event or situation giving rise to the grievance so that the 
matter can be investigated. Both parties may use the assistance of a support person 
for the above action. Should this resolve the matter, then no further action need be 
taken. 
 

2. Work towards Resolution It is the responsibility of all parties concerned in dealing 
with the grievance to communicate fully about the nature of the grievance, and to 
work towards a mutually satisfactory resolution. If a resolution is agreed upon at the 
conclusion of this interview or conversation, both parties should be aware of the 
agreed steps to be taken to resolve the conflict and the time frame for such steps to 
be taken to resolve the grievance. Once agreed, this should be documented and at 
the discretion of the Sub-camp Leader communicated to the Group Leader. 
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3. Set a Time Limit for Resolution If after attempts to resolve the grievance using 
informal procedures have failed, or should a resolution not be reached within ONE 
DAY (or such other time as agreed) of the initial notification of the grievance, the 
parties should escalate their grievance to the formal grievance procedure. 
 

Formal Grievance Procedure 
 
All formal grievances must be put in writing using the Sydney Jamboree Grievance 
Notification form and brought to the attention of the Event Convenor within one (1) day of the 
issue arising or as soon as possible. 
 
This can be initiated by the Complainant by notifying the Group Leader in writing of the 
participant or other volunteer intent to proceed to Formal Grievance Procedure. 
 
This should outline the nature of the Grievance in detail, and should detail the Complainants 
suggestion to remedy the situation.  Where a Complainant requires help completing this 
form, they can nominate their support person for assistance to document their oral 
complaint. 

 
Initial Investigation: 
 
The Event Convenor is to make an initial investigation to evaluate the validity of the 
Grievance by obtaining relevant information from all involved; Leaders, the Complainant and 
if necessary, other involved members/volunteers/witnesses. 
 
After the initial investigation, the Event Convenor, is now required to notify the person who 
the Grievance has been lodged against.   This person should be provided with details of the 
Grievance, the identity of the Complainant (except in cases of a protected disclosure) and a 
copy of this Grievance Resolution document.  The person so notified of this information must 
not victimise the Complainant. 
 
Interview Procedures: 
 
An interview is a necessary part of the investigation. This may take the form of individual 
interviews (with support persons present) or may involve all relevant parties chaired by the 
Event Convenor for the most effective solutions to the grievance. 
 
The Event Convenor must ensure that the manner in which the meeting is conducted is 
conducive to maintaining positive working relationships, and will provide a fair, objective and 
independent analysis of the situation. 
 
All parties are to maintain complete confidentiality at all times 
 
The Event Convenor should follow the standard procedure of offering both parties the 
opportunity to have an independent witness at the discussion, ensuring they follow the steps 
outlined below: 
 

• If more than one person is present, establish the role of each person. 

• Outline the process that is to be followed. 

• Inform the parties that any information obtained in the conduct of the interview is 
confidential. 

• Listen to both parties and define/diagnose the problem. 
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• Take accurate and detailed notes of all conversations (including dates, people 
involved) and attach any supporting documentation. 

• Provide both parties with a written summary of the meeting and clarification of the 
next steps to be taken. 

• Furthermore to avoid any misunderstandings, all parties will be required to sign each 
copy of the above written summary. 

 

Record Keeping: 
 
A record of interview(s), including details of the strategies or actions agreed upon to resolve 
the conflict or determination of the Grievance, is to be prepared and distributed to all relevant 
parties to be signed.  
 
Such reports are not intended to be published or used for any other purpose than the 
resolution or attempted resolution of the Grievance. 

 
 

Time  Frame for Resolution: 
 
Any resolution should contain a time frame of events. A review time should be scheduled 
shortly after the expected implementation of the resolution plan, to evaluate the results and 
determine if the grievance has in fact been resolved. 

 
 

Plan of Action: 
 
If the matter is not resolved and the Complainant wishes to pursue it, the issue should be 
discussed with the State Commissioner. Again, the matter is to be discussed openly and 
objectively to ensure it is fully understood. 
 
If the parties cannot agree to a resolution, then the Event Convenor or State Commissioner 
should prescribe a plan of action to be implemented to temporarily alleviate the Grievance or 
to determine the Grievance. 

 
 

Right of Appeal: 
 
If a Complainant believes that the processes set out in this policy were not followed, or were 
not followed properly the Complainant may appeal in writing to the/a State Commissioner  on 
site during Sydney Jamboree 2018 or Australian Commissioner if it was the/a State 
Commissioner who undertook the Formal Resolution process). 
 
The State Commissioner (or Australian Commissioner) may prescribe a plan of action to 
resolve the Grievance and nominate a time frame for implementation or determine the 
Grievance.  
 
This decision is final. 
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Outcomes of the Formal Grievance Process: 
 
A written report of the evaluation, supported by recommendations or determinations, should 
be provided within one month of the Notification of Grievance Form being lodged. 
 
Action which may be taken, depending on the nature and seriousness of the Grievance and 
outcome of procedures, range from requesting a written apology, to issuing a warning, 
arranging for training or counselling or in extreme cases the termination of membership, 
Leadership or volunteer Role. 

 
 

Storage or Formal Grievance Documentation: 
 
The following written records will be made and retained as part of the formal grievance 
procedure: 
 
The written statement of the Complainant with the grievance and any other relevant 
person/witness. 
 
The written statement of the person who has the Grievance made against them.  
 
Notes or reports of the Event Convenor. 
 
On the completion of Sydney Jamboree 2018, the file is sent to the State Commissioner, of 
the participants state, for filing. They are not to be placed in individual personnel files. 

 
 
 

Formal Grievances with Leaders in Charge or Event Convenor: 
 
If the Grievance is of a serious nature involving a Leader in Charge or Event Convenor, a 
Complainant may discuss the issue directly with the/a State Commissioner on site at Sydney 
Jamboree 2018. 
 
This can be initiated by the participant direct to the State Commissioner. 
 
Procedures involve a similar format outlined in this policy to include: 
 
.  An investigation process; 
 
.  An interview stage; and 
 
.  An agreement signed by relevant parties 

 
 
 
 
 
 
 
 
 
 


