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GRIEVANCE/COMPLAINT PROCEDURE- FLOWCHART  
 
 

 
                                            THE INVESTIGATION            

 
The complaint/grievance handler will: 

1. Record the details of the complaint 
2. Decide if they are the best person to investigate the matter 

3. If not they will refer the matter to the Board complaints committee 
4. If yes, they will commence the investigation by talking to those involved 

wherever practicable. 
5. Decide if 

 
 

 
 
 
 
 
                                         FURTHER INVESTIGATION                    

 
1. Talk to witnesses 

2. Check any other evidence 
3. Continue to interview or re-interview parties. 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

Person with 
Grievance/Complaint 

Work out how 
to handle the 
situation  

Sort the situation out 
directly with the other 
person if you feel 
comfortable. 

Approach Academy 
Executive Officer who 
is the appointed 
Complaints/Grievance 
Handler 

Complaint is substantiated 
Resolved either through 
mediation, training or discipline 

Complaint Unsubstantiated 
Denial/different story 

Outcomes: 
Substantiated/Unsubstantiated 

training/counseling/disciplinary action 

Appeal process via Complaints Committee at 
SWSAS Board. 


