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MSA Complaints Handlinag Procedure Flowchart

Do you feel comfortable raising the issue directly with the individual concerned?

e N

Yes: Discuss the issue with the individual and No: You can raise either an informal complaint
request that the offending behaviour cease. or a formal complaint with your direct line
/ \ ~ manager, HR department, the MSA EO or the
7 MSA president (depending on whether you are
The issue is The behaviour ol a staff member or an OB). Generally an
resolved continues despite your /'/ informal complaint is lodged first, unless the

attempt to resolve the matter is particularly serious.
issue

A formal complaint is
submitted in writing

A formal investigation may take place: you may
be interviewed and the allegations be put to the
respondent. Witnesses may also be interviewed.
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The complaint is not The complaint
substantiated is substantiated
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If a complaint is found Disciplinary Action may be

to be vexatious, taken against the
be taken against the
complainant
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Parties who are dissatisfied with the outcome of a
complaint may refer the matter to an external tribunal

An informal complaint can be made
verbally but you may be asked to
verify your complaint in writing
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The person responsible for handling
the complaint may interview the
complainant and respondent. The
complaint handler will attempt to
resolve the dispute and may
undertake actions such as:

e Arranging for mediation or
facilitated conversation
between the parties to the
complaint

e Requesting an apology be
made

e Arranging training if
required

v

Parties who are dissatisfied with the
outcome of an informal complaint may
lodge a formal complaint.

formally investigate the matter and/or refer the matter to the police

Please be aware that where serious allegations are made, MSA Management may have a legal obligation to
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