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Purpose of this Procedure 
This Procedure has been prepared to inform you of the process the Foundation follows to manage and 
resolve complaints received from external stakeholders. For the purposes of this procedure “external 
stakeholders”a can include, but are not limited to, academy members, their parents or guardians, family 
members, host school staff, members of the public, funding partners, and suppliers. 

This Procedure applies to all employees, contractors and volunteers of the Clontarf Foundation. 

Introduction 

The Foundation acknowledges the vital role external stakeholders play in assisting the Foundation to 

achieve its mission to improve the education, discipline, life skills, self-esteem and employment 

prospects of young Aboriginal and Torres Strait Islander men and by doing so equip them to participate 

more meaningfully in society.   

The Foundation takes its commitment to these important relationships seriously and will act in a 

respectful, courteous and honest manner to develop and maintain effective relationships with all 

external stakeholders and to resolve complaints in a timely manner. 

1. Mitigating Issues 
The Foundation encourages employees to work proactively to develop relationships with external 
stakeholders, and where possible to mitigate potential concerns or issues through: 

• Being respectful, courteous and honest; 

• Working hard to develop strong, healthy relationships; 

• Doing what we say we are going to do; 

• Providing any necessary information in a timely manner; 

• Acting quickly to identify, prevent and address potential or perceived problems before they 

become issues or complaints; and 

• Being open to constructive comment and feedback. 

2. Complaint Handling 
The Foundation encourages its employees to resolve any issues or concerns raised by external 
stakeholders in a timely manner, this can include; 

• Handling any complaint in the most appropriate manner at the earliest opportunity; 

• Returning phone calls and emails within 24 hours; 
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• Acknowledging receipt of the issue or complaint and communicating the steps that will be 

followed, and the relevant timeline to the complainant; 

• Handling complaints in a sensitive and, where appropriate, a confidential manner; 

• Consulting with all relevant parties, to ascertain the facts and to ensure all sides of the story are 

taken into account; 

• Organising face to face meetings, teleconferences or video meetings;   

• Maintaining an open and honest dialogue with their Managers and seeking guidance and input 

as required; 

• Providing further relevant information; and 

• At the request of the complainant provide a peer or Manager to manage the issue or complaint. 

3. Escalation 
In the instance that an employee considers that they are unable to resolve an issue or complaint after 

open discussions or meetings with the complainant, or the complainant requests to have the 

issue/complaint handled by a different person, the employee should raise the matter with their  Manager, 

Regional Manager, General Manager Zone Manager or Chief Operations Officer and consideration 

should be given as to the most appropriate person to manage the complaint. 

The Manager, Regional Manager, General Manager or Zone Manager will endeavour to resolve the issue 

or complaint, through various means, including but not limited to: 

• Assuming responsibility for the issue/complaint and communicating with the complainant; 

• Listening to the complainant in person or by phone, seeking clarification of the issue, 

understanding the concern and diagnosing the problem; 

• Ascertaining further specific facts, information, and where applicable any relevant agreements, 

contracts, policies or other documents; 

• Where necessary, seeking further advice from the appropriate General Manager, Zone 

Manager, CFO, COO or CEO; 

• Ensuring that during the resolution process we uphold our duty of care to Academy members; 

• Ensuring that during the resolution process we act in the best interests of the Foundation; and 

• Where appropriate, providing the external stakeholder with a written summary of any meetings 

and clarification of the resolution or next steps to be taken. 

4. Outcomes 
There are a range of outcomes that may be appropriate depending on the nature of the complaint and 

the outcome of any investigation.  The Foundation may: 

• review and, where possible, amend existing and/or future agreements and contracts; 
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• review and, where possible, amend its operational procedures and policies; 

• provide further communication and clarity to the complainant and other external stakeholder/s; 

• provide a verbal and/or written response or apology; 

• provide relevant up-skilling and training to employees;  

• monitor an employee/s performance;  

• provide an employee with a written warning, counselling, demotion, or terminate their 

employment. 

5. Victimisation 
Any employee found to be victimising the complainant, or any person associated with them may receive 

a written warning, counselling, or demotion or have their employment terminated. 

Equally, an employee found to be victimised by a complainant will be kept fully informed as to the outcome 

of the investigation, and no record of the complaint will be placed on their employee file if the complaint 

is unsubstantiated. 

6. Reporting 
An Incident Report Form must be completed for all complaints received  from a stakeholder.  These can 

include: 

• A complaint (written or vebal) from a Stakeholder to the Foundation which relates to a, 

Foundation staff member and/or services provided by the Foundation;  

• A verbal complaint which relates to a Foundation staff member and/or services provides by the 

Foundation regardless the matter was resolved at academy level; 

• Any complaint (verbal or written) that pertains to the physical or emotional safety and/or 

welfare of an academy member. 

• Any complaints from a funding partner. 

The Incident Report Form must include: 

• Name of person/organisation making the complaint; 

• Date and nature of the complaint; and 

• The resolution of the complaint, including any action taken to resolve the complaint, and any 

changes, or proposed changes made as a result of the complaint. 

A Stakeholders Complaints Register must be maintained at Central Office.  The Register will be 

provided: 

• to the Board at Board meetings; and 

https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fintranet.clontarf.org.au%2Fincident-report-form%2F&data=05%7C02%7Cggreaves%40clontarffoundation.com.au%7Cacf12753f4a24224239008dd50af7c66%7C53b04749f6ee400ebe122879fed79898%7C0%7C0%7C638755436809052671%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=jgvt8bcUg%2Bcwt%2F3SMfb25PwCJ%2Fhxtxq%2FXjed1OyEO6w%3D&reserved=0
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• to the Commonwealth, at their request, as part of the Foundation’s funding agreement. 

For complaints relating to improper conduct and the protections that are available, refer to the 

Foundation’s Whistleblower policy. 

7. Compliance with this policy 
All employees, contractors and volunteers of the Clontarf Foundation must comply with this Procedure. 

Any breach of this procedure will be treated as a serious matter and may result in disciplinary action up 

to and including termination of employment or (for contractors) the termination or non-renewal of 

contractual arrangements. 

8. Review 
This Procedure and its implementation will be reviewed on an ongoing basis in terms of its suitability 

and effectiveness.  Internal control systems and procedures will be audited regularly to ensure that they 

are effective in minimising the risk of non‐compliance with this Procedure.   

All employees, contractors and volunteers are required to understand and comply with this Procedure 

and to follow the requirements set out in this Policy.  

 Further information 

For further information or clarification of any aspect of this Procedure, please talk to your Regional 

Manager, Zone Manager or General Manager. 
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