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External Grievance and Complaints Policy 

 
INTRODUCTION 

An effective complaint handling system is one that is modelled on the principles of fairness, 
accessibility, responsiveness, efficiency and integration into MYO’s culture, and that creates a safe 
environment to raise concerns.  

MYO therefore encourages its students and participants, and also others who engage with MYO 
externally in some form (i.e. members of the public, attendees at events, parents, carers etc.), to 
provide feedback, and in situations where they believe services, systems, practices and procedures 
have fallen short, to submit complaints so that we can address them. 

NB: As seen above, this Policy governs interactions with MYO program participants, their parents 
and carers, and members of the general public. 

 
POLICY 

 
Purpose 

The purpose of this Policy is to ensure that MYO handles complaints fairly, efficiently and effectively. 

This policy provides guidance to our people who wish to make a complaint. 

Scope 

This Policy applies to all students and participants, and also others who engage with MYO externally 
in some form (i.e. members of the public, attendees at events, parents, carers etc.), who want to 
make a complaint.  

NB: If an employee, contractor, director or volunteer (team member) has a grievance or complaint, 
please see the Internal Grievance and Complaints Policy. 

NBB: Members under the Melbourne Youth Music Inc. Constitution (which includes a parent or legal 
guardian of a student of the organisation who is under the age of 18) are also able to access the 
grievance procedure under Division 3 – Grievance procedure, which includes an obligation for both 
parties to try to resolve the dispute within 14 days, and then if the matter is not able to be resolved 
in this timeframe, provides the ability to refer the matter to the Board for determination or mediation. 

Responsibilities 

It is the responsibility of the CEO to ensure that: 

• they promote a culture that values complaints and their effective resolution; 

• all team members are aware of their obligations and responsibilities in relation to external 
grievances and complaints (i.e. to direct them to this Policy); 

• ongoing support and guidance is provided to both the relevant team member and the 
complainant; 

• any grievance or complaint that comes to the attention of managers is handled in the most 
appropriate manner at the earliest opportunity. 

It is the responsibility of those who make a complaint under this Policy to ensure that: 

• they communicate accurate complaints and grievances that are made in good faith;  

• they engage respectfully and do not engage in inappropriate behaviours themselves; and 
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• complaints and grievances are raised through these processes at the earliest opportunity. 
 

Guiding principles 

MYO will always ensure it follows the below principles: 

• We will take all reasonable steps to ensure that people making complaints are not adversely 
affected because a complaint has been made by them or on their behalf; 

• We accept anonymous complaints if there is a compelling reason to do so and will carry out 
steps in response where there is enough information provided; 

• We will ensure that information about how and where complaints may be made to or about 
us is well publicised on our website; 

• If a person prefers or needs another person or organisation to assist or represent them in 
the making and / or resolution of their complaint, we will communicate with them through 
their representative if this is their wish. Anyone may represent a person wishing to make a 
complaint with their consent (e.g. advocate, family member, legal or community 
representative, member of Parliament, another organisation; 

• We will address each complaint with integrity and in an equitable, objective and unbiased 
manner; 

• We will adopt flexible approaches to service delivery and problem solving to enhance 
accessibility for people making complaints and/or their representatives; 

• We will assess each complaint on its merits and involve people making complaints and/or 
their representative in the process as far as possible and appropriate; 

• We will protect the identity of people making complaints where this is practical and 
appropriate; and 

• When people behave unreasonably in their dealings with us, their conduct can significantly 
affect the progress and efficiency of our work. As a result, we will take proactive and 
decisive action to manage any conduct that negatively and unreasonably affects us and will 
support our team members to do the same in accordance with this Policy. 

 
PROCEDURES 

When responding to complaints, MYO will follow the below five key stages: 

 

STEP 1: Receive 
 
You can submit the grievance or complaint via: 

• phoning MYO on (03) 9376 8988; or 

• writing either by email (myo@myo.org.au) or hardcopy letter address to:  
 
Melbourne Youth Orchestras 
120-130 Southbank Boulevard 
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Southbank VIC 3006 
 

We will record the complaint and its supporting information. The record of the complaint will 
document: 

• Contact information of the person making a complaint and the date received; 

• Issues raised by the person making a complaint and the outcome/s they want; 

• Any other relevant information; and 

• Any additional support the person making a complaint requires. 

STEP 2: Acknowledge 
 
We will acknowledge receipt of each complaint promptly, and preferably within 5 working days.  
 
When appropriate we may offer an explanation or apology. 

STEP 3: Assess  
 
After acknowledging receipt of the complaint, we will confirm whether the issue/s raised in the 
complaint is/are within our control. We will also consider the outcome/s sought by the person making 
a complaint and, where there is more than one issue raised, determine whether each issue needs to 
be separately addressed.  
 
When determining how a complaint will be managed, we will consider: 

• How serious, complicated or urgent the complaint is; 

• Whether the complaint raises concerns about people’s health and safety; 

• How the person making the complaint is being affected; 

• The risks involved if resolution of the complaint is delayed; and 

• Whether a resolution requires the involvement of other organisations. 
 
After assessing the complaint, we will consider how to manage it. We may:  

• Give the person making a complaint information or an explanation; 

• Gather information about the issue, person or area that the complaint is about; and/or 

• Investigate the claims made in the complaint. 
 

We will keep the person making the complaint up-to-date on our progress, particularly if there are 
any delays. We will also communicate the outcome of the complaint using the most appropriate 
medium. Which actions we decide to take will be tailored to each case and consider any statutory 
requirements. 

STEP 4: Determine outcome   
 
Following consideration of the complaint and any investigation into the issues raised, we will contact 
the person making the complaint and advise them: 

• The outcome of the complaint and any action we took; 

• The reason/s for our decision; 

• The remedy or resolution/s that we have proposed or put in place. 
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For example, MYO may take appropriate action in the form of disciplinary action, including up to 
termination of employment or cessation of engagement of an MYO team member without notice.  
Similarly, an MYO participant may also be asked to terminate their participation in an MYO program. 

STEP 5: Close the complaint: document and analyse data 

We will keep records about: 

• How we managed the complaint 

• The outcome/s of the complaint (including whether it or any aspect of it was substantiated, 
any recommendations made to address problems identified and any decisions made on 
those recommendations), and 

• Any outstanding actions to be followed up, including analysing any underlying or root 
causes. 

We will also ensure that outcomes are properly implemented, monitored and reported to the CEO 
or Chair. 

 
Breach 

 
Breach of this policy may result in disciplinary action, which may include up to counselling, warning 
and / or direction to not attend MYO activities or services. 

 
Review 

This Policy will be reviewed every two years or more frequently, if required, by the CEO to ensure 
continued compliance. 

  




