excellence in care

Grievance Resolution Flowchart
Respectful Workplace
First step: Discuss the concern with the other person(s) involved using Straight TalkTM

Matter
resolved

Second step: If you are not able to resolve the concern with the other person (or if you feel unable to resolve
the concern using Straight TalkTM) discuss the concern with your manager. If the concern is about your
manager then contact your manager’s immediate supervisor.

Assessment: Manager assesses the grievance and considers whether the issue can be: resolved at the local
level; if assistance from more senior managers in the Division/Unit is required; or if the matter should be referred
to the Professional Standards and Conduct Unit (PSCU).
In assessing the concern managers are able to obtain confidential advice from more senior managers or from
Workforce. Manager will advise on the next steps by the next working shift, or within an agreed period.

Local issue
Grievance can be resolved
locally with the assistance
of a manager

Division/Corporate issue
Complex/serious issues which
are not suitable for local resolution
and may require escalation.
Risk assessment undertaken.

Pscu issue
Serious misconduct, referred
to the Significant Allegations
Advisory Committee (SAAC)

Action
Manager meets with staff
involved within 7 days* and uses
Straight TalkTM to work out:

Action
Manager addresses issues with
the staff involved within 7 days*

Action
Manager advises staff
involved of the SAAC’s
recommendation within 7 days*

> What happened?
> How have people been affected?
> What can be improved?

Not able to resolve

More complex grievances may require
external assistance such as conflict
resolution or mediation with a more
senior manager

Matter managed according to the
recommendation of the SAAC

Not able to resolve
Matter finalised

Staff involved are advised of the outcome within 3 weeks

Outcome
Matter resolved locally

Outcome
Referred to the Manager,
Healthy Workplace
Strategies

Outcome
Parties advised

Outcome recorded
* If the required action has not been achieved in 7 days due to rostering/staff availability, it should be completed at the earliest opportunity.
Grievances can be about a wide range of matters however many grievances involve some form of interpersonal workplace conflict which can be resolved using
Straight TalkTM approach. This flowchart summarises the steps in the grievance resolution process. Assessment outlines are found in the Grievance Resolution
(Workplace): for the Department of Health and Public Health Organisations PD 2005_584, for further information refer to the Dept of Health website. For more
information about Straight TalkTM go to the Respectful Workplace pages on the Intranet. TM denotes the trademark of ProActive Resolutions Inc, used under
license by the Ambulance Service of New South Wales.

