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GRIEVANCE & COMPLAINTS PROCEDURE 
 

Overview 
 

The purpose of this procedure is to allow a formal and speedy process to enable BGSA workers, Staff 
Members, Host employers and other stakeholders bring a grievance to the attention of senior 
management and to assist in the resolution of such grievances. 
 

Scope 
 

All BGSA Staff, Hosted Employees, Students and Stakeholders (including Host Employers, Contractors 
etc…) shall adhere to this procedure when they perform work on behalf of BGSA as an employee of 
BGSA, or on a BGSA site.  
 

Grievance & Complaints Procedure: 
 

• The BGSA Staff member and other stakeholders should first raise the matter with the 
manager in order to resolve the matter immediately. 

• If the manager does not resolve the issue, the above parties need to raise the matter 
with Senior Management, in order to resolve the grievance. 

• If Senior Management does not resolve the issue, a formal complaint may be made. Any 
formal complaint must be in writing and should be addressed to the Managing Director 
of BGSA. 

• The Managing Director will then liaise with all relevant parties named in the complaint 
within 5 working days of receipt of the complaint. The aim of this initial contact would 
be to resolve the matter to the satisfaction of the complainant. 

• If the complaint is not resolved by this stage, a meeting shall be arranged within a 
further 5 working days, on a date to be mutually agreed, with the individual parties 
separately. If the outcome of those individual meetings is satisfactory to all parties, the 
matter will be deemed to be resolved. 

• If not resolved at this point, the individual meetings should be followed as soon as 
practicable by a joint meeting of all parties and senior representatives of BGSA. 

• If the complaint is still not resolved, the complainant is entitled to approach Industrial 
Relations Tribunal. 

• Whilst the dispute is being resolved the employee must also comply with any reasonable 
direction of the company to perform other available work. In making this direction, the 
company must have regard to any applicable workplace health and safety law and 
whether the work is appropriate for the employee. 

 

Fair Work Ombudsmen: 
 

If the matter is not resolved by this stage, it will go through the grievance procedures the 
complainant is entitled to approach Fair Work Ombudsmen at: www.fwc.gov.au 
 

An employee’s guide to resolving workplace issues: 
 

https://www.fairwork.gov.au/how-we-will-help/templates-and-guides/best-practice-
guides/effective-dispute-resolution 
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Group Training (apprentices/trainees) 
 

Training Services NSW: 
 

Help is available if difficulties arise with an Apprenticeship/Traineeship. If difficulties arise between 
the Host employer and the Apprentice/Trainee, the local Training Services NSW Centre should be 
contacted immediately. A Training Advisor can visit the workplace to discuss the issues, give advice 
and attempt to resolve the dispute.  
 

If the Training Advisor is unable to resolve the dispute, the matter will be referred to the 
Commissioner for resolution. The Commissioner will convene a hearing, to affect a settlement that is 
acceptable to all parties or make a determination if an acceptable settlement cannot be reached. 
 

The Commissioner determines complaints either by dismissing the complaint or resolving it 
(depending on its merits) and may order the parties to take a particular course of action.  
 

The Commissioner is given authority under the provisions of the Apprenticeship and Traineeship Act 
2001 to provide for the regulation of apprenticeships and traineeships and other purposes. Hearings 
are chaired by the Commissioner for Vocational Training (or the Commissioner's delegate) and when 
required Industrial Representatives. The representatives may consist of members who represent the 
NSW Government, employers and their associations, industry groups, unions and public and private 
registered training organisations.  
 

Dispute resolution: 
 

https://www.training.nsw.gov.au/apprenticeships_traineeships/policy/policy_procedures/solving_p
roblems.html  
 

https://education.nsw.gov.au/skills-nsw/apprentices-and-trainees/support-with-your-
apprenticeship-or-traineeship/solving-disputes/appeals-and-reviews 
 

What is the role of the Commissioner for Vocational Training?  
 

The Commissioner:  
• conciliates and determines disputes between employers and apprentices or trainees 
• considers applications for transfer or cancellation of an Apprenticeship/Traineeship when 

disagreement exists between the apprentice or trainee and the employer 
• considers applications for variation to a training contract or training plan of an 

Apprenticeship or Traineeship when the application is outside the local Training Services 
NSW Centre delegations 

• considers applications for a Certificate of Proficiency via recognition of trade qualifications 
gained in NSW or elsewhere  

 

You can contact 13 28 11 for further details 
 

Review of Complaints  
 

All complaints received by BGSA will be reviewed by Senior Management within 48 hours to assess 
the nature of the complaint, investigate probable causes of the issues raise and meet with all parties 
involved. Issues that have been raised with BGSA will be assessed in line with BGSA practices and if 
required, corrective actions will be made in revising BGSA practices as part of our continuous 
improvement strategy. 

 

Once a thorough review has been undertaken by BGSA Senior Management, all parties involved will 
be notified regarding the outcomes of the review and any corrective actions taken to rectify the 
matter. Should any party involved disagree with the review and or the outcomes, you may request 
another review or take additional steps in line with this procedure.BGSA will keep a Complaints 
Register to record issues raised and actions taken. 
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