
ROTARY CLUB OF OCEAN GROVE INC - 
COMPLAINTS AND DISPUTE RESOLUTION PROCEDURES 

 
 
This document covers 
 

• PERSONAL COMPLAINTS AND GRIEVANCE PROCEDURES 
• COMPLAINTS ABOUT A BOARD DECISION 
• DISPUTE RESOLUTION PROCEDURES (Conflict resolution) 

 
These procedures have been developed to reflect the following requirements and guidelines: 

• The Rotary Club of Ocean Grove Inc Constitution, By Laws and Code of Conduct 
• Associations Incorporation Reform Act 2012 Victoria Version 18 and Regulations including 

Model Club Incorporation Rules 2012 plus guidelines by Consumer Affairs Victoria 
• Victorian Government Legislation including Equal Opportunity and Anti Discrimination, Privacy 

and Occupational Health and Safety 
• Australian Government Legislation 
• National Volunteer Guide 2021 and National Standards for Involving Volunteers in Not for Profit 

Organisations 
 
The President will ask for expressions of interest from club members who have training, experience or 
expertise in complaints and disputes procedures. The President may then select club members to assist 
with complaints investigation, internal complaints resolution or internal mediation.  The selected 
members should be recognised as having the ability to fair and impartial. 
 
 

PERSONAL COMPLAINTS PROCEDURES 
 

 
A complaint is an expression of dissatisfaction where a response or resolution is expected or legally 
required. A grievance is a clear formal written statement by an individual member about a member or a 
problem in the organisation. A grievance requires an investigation and a report on the findings of that 
investigation. 
 
A member (including Board members) of the Rotary Club of Ocean Grove Inc may make a complaint or 
grievance about 

• The actions or behaviour of a member of the Rotary Club of Ocean Grove (including Board 
members) either within the club or when interacting with the broader community as a 
representative of the Rotary Club of Ocean Grove. 

• The actions or behaviour of non members (guests, visitors, volunteers) who are involved in 
Rotary Club of Ocean Grove activities 

 
If the aggrieved person feels comfortable in doing so, they may attempt to address the issue/behaviour 
directly with the other person(s) involved. Depending on the nature and or seriousness of the 
issue/behaviour this first step may not be appropriate in all cases. 



If the aggrieved person wishes to lodge a complaint or grievance about the actions or behaviour of a 
member or a non member the complainant (person making the complaint) is advised to put the 
complaint in writing and forward to the President. The President may request to interview the 
complainant and ask for information on date, time and place of incident, factual description of what 
happened, names of witnesses, attempts to resolve the matter and desired outcomes (optional). The 
President can be accompanied to this interview by the member assisting the President with the 
complaints investigation. The complainant can be accompanied to this interview by a support person 
from the Rotary Club of Ocean Grove.  
 
Members or the public or representatives of partner organisations may also make a complaint about the 
behaviour of a member of the Rotary Club of Ocean Grove who they have interacted with when doing 
work or activities connected with Rotary. These complaints can be verbal or written communication and 
should be referred to the President for the required follow up.  
 
The person who is the subject of the complaint has the right to be informed of the complaint unless it is 
a situation where the Police are likely to be involved or it is a youth protection issue. The President and 
the assistant may make ask to interview the person who is the subject of the complaint and ask for their 
version of the incident. If the complaint is about offending emails/text messages/ social media the 
President may ask to see this material. 
 
If the complaint is an allegation of bullying the President will refer to the Worksafe Victoria website for 
guidelines on good practice in conducting this investigation. The Club also has a legal duty to follow up 
reports of harassment or sexual abuse. If appropriate, the complainant may have a confidential 
interview with the President and/or the member(s) assisting the President. Professional referrals or 
reporting to Police may be recommended. There are special procedures that need to be followed if the 
alleged harassment or sexual abuse involves a young person. This needs to be referred to the Club Youth 
Protection Officer who will ensure that the appropriate notifications have taken place. 
 
Threats to harm someone, acts of violence, physical and sexual assault, property damage and stalking 
are criminal matters that should be referred to the Police. The Rotary Club of Ocean Grove will not be 
involved in investigating a matter while that matter is subject to police investigation. 
 
Following the investigation of the complaint the President may make one of the following findings: 

1. The complaint is upheld as it is supported by evidence 
2. The findings are inconclusive as there is contradictory or inconsistent evidence or both parties 

have different perceptions of the truth 
3. The complaint is dismissed as it is not supported by evidence or there is evidence to contradict 

the complaint. 
4. The complaint is regarded as serious and further investigation is required by an internal 

complaints or grievance investigation meeting 
5. The complaint has been resolved by both parties. 
6. The complaint is regarded as a minor matter and no further action is necessary. 

 
The complainant (aggrieved person) and the person who is the subject of the complaint must be notified 
of the finding in writing. The Board is notified of the nature of the complaint and the finding but names 
and specific details of the complaint remain confidential unless both parties agree to the release of this 
information. The results of the complaints investigation are stored in secure club records. 
 



The President may take the following actions: 
1. Encourage both members to work together to resolve the matter OR 
2. Withdraw the member who the complaint is made about or the complainant from involvement 

in specified activities/ projects that are linked to the complaint OR 
3. Uphold the complaint and give notice that the matter may involve Disciplinary procedures OR 
4. Refer the complaint to the internal club Grievance Investigation meeting OR 
5. If there is of evidence of a malicious or vexatious complaint the complainant is informed the 

matter may escalate to disciplinary procedures OR 
6. Advise the complainant member to report the matter to the Police if violence or criminal activity 

is involved OR/AND 
7. Recommend to the Board that there be changes to club work practices or member task 

allocation to avoid a recurrence of similar complaints 
 
The member making the complaint (aggrieved member) may make the decision to 

1. Withdraw the complaint OR 
2. Accept that the matter has been resolved (Apology or agreement there were different 

perceptions of what happened or agreed changes in behaviour) OR 
3. Request an Internal Grievance Investigation meeting for investigation of the complaint OR 
4. Request mediation as part of the Dispute Resolution Procedures. 

 
The member who is the subject of the complaint may make the decision to: 

1. Work co - operatively to resolve the complaint 
2. Request an internal Grievance Investigation meeting for investigation of the complaint OR 
3. Request mediation as part of the Dispute Resolution Procedures. 

 
INTERNAL GRIEVANCE INVESTIGATION MEETING. 
 
The purpose of this meeting to further investigate the complaint in a fair and impartial manner. This 
meeting can be called if either member was dissatisfied with the investigation and decision regarding 
the original complaint. The President may also refer the complaint to a Grievance Investigation meeting. 
This meeting may be appropriate if a formal grievance has been lodged and a thorough investigation of 
the grievance is required.  
 
This meeting should be attended by: 

• The President (Chair of the meeting) 
• The Board member who has supervisory responsibilities or Board accountabilities relevant to 

the dispute (if applicable) 
• Member 1 the complainant requesting the complaint resolution 
• Support person for member 1 
• Member 2 – the member who was the subject of the initial complaint 
• Support person for member 2. 
• Other members who are associated with the complaints that have been made. 
• Member selected by the President who has a role in clarifying issues and recording the 

outcomes of the meeting. 
 
 



The Support persons are selected by the members involved and they must be members of the Ocean 
Grove Rotary Club. The support persons are there to ensure procedural fairness and provide support for 
the member if they become angry or upset. If support persons witnessed incidents they can provide a 
statement of what they observed and if asked by the President they may comment on the impact on the 
member.  
 
This meeting will hear both sides of the issue/incident and address the issues involved in the grievance. 
The meeting may be able to work out a plan for the members involved to move forward and work 
cooperatively as members of the club. Both parties have the option of seeking mediation to resolve the 
dispute. 
 
The Board will be informed of the parties involved in the Grievance meeting, date of the meeting and 
nature of the issue. Discussion during the Grievance meeting should remain confidential. The outcome 
of the meeting should be recorded, signed by the President and both parties in complaint, reported to 
the Board and kept in secure club records. 
 
 

COMPLAINTS ABOUT A DECISION OF THE BOARD 
 

 
In all club matters, the decision of the Board is final, subject only to appeal to the club. 
Individuals have the right to complain to the Board in writing about a decision the Board has made.   If 
this complaint is received by the Board at least five days prior to the Board meeting it will be tabled as 
Board correspondence and included on the Board meeting agenda. The Board will review the situation 
and seek further information if this is considered necessary. The Board will provide a written response 
to the complainant at an appropriate time. 
 
Individual members have the right to attend Board meetings and may request time to speak on a matter 
being considered by the Board. 
 
Rotary Club of Ocean Grove Constitution Article 11, Section 3. 
If the complainant is unsatisfied with the Board response they have the right to appeal to the Club. The 
complainant is required to put the request to the Secretary in writing. The Secretary is required to give 
notice of the appeal to each club member at least five days before the regularly scheduled club meeting. 
The complainant and the President will be allocated time to present their case. An appeal to reverse a 
Board decision requires a two – thirds vote of the members present at a regular meeting specified by the 
Board, provided that a quorum is present. The Club’s action on an appeal is final. 
 
 
 
 
 
 
 
 
 
 



 
DISPUTE RESOLUTION PROCEDURES – Staged Approach 

 
 
 
These procedures include disputes between two or more members of the club (including Board 
members). These procedures are initiated by one or more members making a written request for the 
Board to commence Dispute Resolution Procedures. These requests may arise if the members consider 
the Personal Complaints and Grievance process has not adequately resolved the issue or if the 
complainant or the person who was the subject of the complaint feel that they were not treated fairly in 
the complaints investigation process. There are three stages in these Dispute Resolution Procedures. 
 
Stage 1:  Internal Mediation  
 
 Rotary Club of Ocean Grove Constitution Article 17 
Section 1 Disputes – Any dispute between any current or former member(s) of this club, any club officer, 
or the Board, except a decision of the Board shall, upon a request to the Secretary by any disputant, be 
resolved by either mediation or arbitration 
 
If either member involved in the dispute feels that the matter has not been resolved they may write to 
the Secretary and request a Mediation Meeting. Only Rotarians may be mediators. The President will 
consult with the District Governor about the operation of the Internal Mediation process.  
  
The Board will be involved in setting the date of the mediation meeting and parties involved. The Board 
will be asked to endorse the appointment of the internal mediator that is in accordance with the 
requirements of the Constitution. The mediator will set the rules on how this meeting is conducted and 
who can attend this meeting. In Mediation the Mediator listens to both sides and attempts to bring both 
parties together to reach agreement. The Mediator does not determine the outcome of the dispute. 
What happens during the mediation process should remain confidential. The outcome of the meeting 
should be recorded, signed by all parties, reported to the Board and kept in secure club records. 
 
Any disputant, through the President or Secretary, may call for external mediation or arbitration if they 
feel the matter has not been resolved or if they feel either party has retracted from the mediated 
position. If an internal mediator is not available the President will request an external mediator. 
 
Stage 2  External Mediation or Arbitration Meeting 
 
If both parties agree to external mediation the President will notify the District Governor and request 
that an external mediator be provided by the district. The President may request that the disputing 
parties go directly to arbitration if either party does not wish to participate in the mediation process. If 
the matter has not been resolved any disputant may request that the matter go to Arbitration. The 
President will notify the District Governor and request external arbitration. The District Governor will 
advise on how the Arbitration process will operate. The decision reached by the Arbitrators or, if they 
disagree by the Umpire shall be final and binding on all parties and not be subject to appeal. 
 
The outcome of the meeting should be recorded, signed by all parties, reported to the Board and kept in 
secure club records. 



Stage 3  Notice of Consequences of Actions 
If either disputant refuses to abide by mediation meeting outcomes or refuses to participate in 
arbitration procedures or abide by the meeting outcomes and if the conflict continues to cause further 
damage to the reputation of club members or the effective functioning of the club the matter can be 
escalated to club disciplinary procedures. The member will receive written communication from the 
President that will identify the behaviour that is of concern and ask for the behaviour to cease.  If the 
concerning behaviour continues the member will receive a warning notice which informs the member 
that if the behaviour continues the Board will hold a special meeting for the purpose of considering 
disciplinary action against the member. 
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