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Complaints, Dispute Resolution and 

Misconduct Policy 

1 Defined terms 
Please refer to the Glossary to TOPS for definitions of key terms and concepts used 

throughout this document. Terms in italics are defined in the Glossary. 

2 Complaints and Dispute Resolution 

2.1 Preamble 

Please note that if a situation involves allegations of breaching the Child Safe 

Policy, breaking the law, or any situation that involves a risk to an individual or 

the organisation, the matter must be reported immediately to the police and the 

Chief Commissioner or State Office and the appropriate steps under Scouts 

Tasmania’s Incident Reporting Process and, where relevant, Child Safe 

Procedures followed. 

2.2 General Policy Statement 

Scouts Tasmania is a diverse organisation primarily operated and managed by 

volunteers. 

As a member, it is important to recognise that volunteers are doing their best to 

provide support with the time and skills they have available. 

Complaints may arise from differing perspectives but can highlight opportunities to 

improve our processes. 

Opinions can vary between members, and as adults, we have a duty to each other to 

consider the best options to resolve differences of opinion. Talk openly, honestly, and 

with respect for each opinion, and seek common ground to move forward wherever 

possible without resorting to any formal complaint process.  

Problems should be resolved by adhering to the principles of the Scout Promise and 

Law, and the Values and Code of Conduct of Scouts Australia. 

A complaint from a parent or guardian should be managed in the same manner.  

However, there are instances when an individual may wish or need to escalate these 

matters for clarification, a decision, or action. When conflicts arise, especially those 

involving behavioural issues, the procedures for resolution must ensure the protection 

of members and uphold natural justice for all parties involved. 

2.3  General Principles when dealing with complaints and disputes 

• All adult members, youth members, and the broader community are entitled to fair 

and consistent treatment and prompt consideration of complaints. 

• Resolution of grievances should occur as soon as the situation has been identified. 

• Any disputes or grievances will be taken seriously, handled professionally and 

confidentially, to achieve a speedy resolution. 

• Grievances should be discussed and resolved within a general framework of 

cooperation, which emphasises respectful communication and empathy. 

https://tas.scouts.com.au/tops/Glossary.pdf
https://tas.scouts.com.au/tops/Incident-Reporting.pdf
https://tas.scouts.com.au/tops/Child-Safe.pdf
https://tas.scouts.com.au/tops/Child-Safe.pdf
https://scouts.com.au/members/key-resources/
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• Conflicts of interest should be avoided. If the person handling the complaint, 

dispute or grievance has a conflict of interest, the matter should be referred to a 

person who is the “next level up” such as their Team Leader or Next Level Up 

Team Leader. Persons who cannot deal with a dispute or grievance in an impartial 

manner should remove themselves from decision-making or involvement in the 

matter.  For more information on dealing with a conflict of interest see Scouts 

Tasmania’s Conflict of Interest Policy. 

2.4 Addressing complaints and disputes 

All issues should be addressed and resolved as locally and informally as possible. 

In dealing with an issue or dispute the person who is dealing with the matter should:  

• Actively listen to all parties. 

• Identify the catalyst for the issue. 

• Ask the person complaining or raising the issue what they are seeking out of the 

discussion. 

• If the matter raised is a question of personal interpretation, refer to the Youth 

Program, Policies, or Legislation or, where appropriate, seek advice from a 

Commissioner with expertise in the relevant area. 

• Identify how the issue can be resolved within those parameters and act on it so 

that it does not happen again. 

If that does not resolve the matter, involve another suitable member that both parties 

are happy to talk to and work through the process again.  

2.5 Tools to assist with the resolution of conflict  

Advice and guidelines for Program Support Leaders undertaking conflict resolution 

processes is available via: 

• an On-Demand module entitled “Managing Conflict” available to members at 

www.training.scouts.com.au  

• Conflict Management Guidelines 

• A Guide to Productive Performance Conversations 

• Guide to Conducting an Investigation 

Use of Phase 4 of the Adult Volunteer Performance Plan (IAVP 4) is also 

recommended as a tool, a copy of which is to be sent to State Office once an outcome 

has been reached. The IAVP 4 assists with providing for open, honest, and timely 

feedback where an adjustment to performance is necessary. 

2.6 Escalating the matter 

Should either party be unhappy with the outcome, they may request that the matter be 

referred to the next level of authority.  

See Appendix A for a flowchart showing Scouts Tasmania’s general structure for 

resolving complaint and disputes.  

If a party to a dispute has concerns regarding a conflict of interest involving the next-

level decision maker, they can request an alternative decision maker. 

https://tas.scouts.com.au/tops/Conflict-of-Interest.pdf
http://www.training.scouts.com.au/
https://scouts.com.au/wp-content/uploads/2021/10/Conflict-Management-Guidelines-V1.1-April-2019.pdf
https://scouts.com.au/wp-content/uploads/2021/10/A-Guide-to-Productive-Performance-Conversations-V1-September-2021.pdf
https://scouts.com.au/wp-content/uploads/2021/12/A-Guide-to-Conducting-an-Investigation-V1.1-November-2021.pdf
https://tas-1.myscout.com.au/DocumentDisplay/2867
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A decision made by a next level authority (such as by a District Commissioner, State 

Commissioner or Assistant Chief Commissioner) is to be advised to the Chief 

Commissioner or nominee. Any further appeal by a party will be managed by the Chief 

Commissioner or nominee and is the final stage of any internal review.  

2.7 Keeping Records of Complaints 

 All records of complaints and any investigation and outcomes must be kept for the 

following reasons: 

• So that subsequent enquiries and concerns can be located within their proper 

context. 

• So that complaints can be tracked through the stages of action to resolution. 

• So that patterns of complaints can lead to improvements in our policies, operations, 

and processes. 

• So that accurate information is available to those directly involved in investigating the 

issue and exploring solutions. 

2.8 Making a formal complaint 

If any person (whether a member or not), wishes to make a formal complaint, they 

must do so in writing. Information on Scouts Tasmania’s formal grievance process 

can be found on the website. 

If, in the process of dealing with a dispute or complaint, any inappropriate member 

conduct is identified, any decision to deal with Misconduct should be made in 

accordance with Scouts Tasmania’s Alleged Misconduct Procedures below.  

3 Alleged Misconduct Procedures 

3.1 Reporting conduct involving a child safe matter 

Important: If the allegation of misconduct involves the possible abuse, grooming 

or molestation of a youth member, the matter must be reported immediately to 

the police and the Chief Commissioner or State Office. It is critical that Scouts 

Tasmania Child Safe procedures are followed and that we meet our obligations 

to: 

The Child and Youth Safe Organisations Framework  

and the 

Reportable Conduct Scheme  

3.2 Reporting misconduct not involving a child safe matter 

This is to be done using an Incident Report. 

A member must report conduct that is: 

• Required to be reported under any State or Federal Legislation. 

• A breach of the law. 

• A breach of National Policy & Rules, including a breach of the Code of Conduct or 

Code of Ethics as detailed in those rules. 

• A breach of the Mutual Agreement. 

• A breach of Scouts Tasmania’s Policies and Guidelines (including Tasmanian 

Operational Procedures)  

• Conduct that brings Scouts Tasmania into disrepute. ￼ 

https://www.tas.scouts.com.au/policies/
https://oir.tas.gov.au/about/the-child-and-youth-safe-organisations-framework
https://oir.tas.gov.au/about/reportable-conduct-scheme
https://tas.scouts.com.au/tops/Incident-Reporting.pdf
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3.3 Reporting Procedure 

Advise the next line of reporting.  

This could be a: 

o Group Leader 

o District Commissioner 

o Assistant Chief Commissioner /Deputy Chief Commissioner 

o Chief Commissioner 

Reporting can be done verbally but must be confirmed in writing as a priority using the 
Incident Report. 

Note however: Mandatory Reporting obligations take priority in the event of abuse of 

youth members. 

3.4 Investigating Misconduct 

3.4.1 Minor Misconduct: 

Any action/conduct which is in breach of policy and can be resolved internally is 

considered minor misconduct. 

The person receiving the complaint must either manage the complaint or refer to an 

appropriate person, who will: 

• Discuss with party/ies involved. 

• Agree on resolution and complete IAVP4 in conjunction with a Leader who is 

independent from the matter. 

• Submit the completed IAVP 4 to State Office Manager 

(office@tas.scouts.com.au) 

The person subject to the allegation may choose to have an independent Scouting 

member deal with the matter. In this case, the District Commissioner should be 

advised, and a mutually accepted person selected. 

Should the agreed resolution not be met or maintained, the matter must be referred in 

the first instance to the District Commissioner. The District Commissioner may refer 

the matter to the State Office for further action should they be unable to resolve the 

matter. 

Continued minor misconduct is grounds for withdrawing Membership of Scouts 

Tasmania. 

3.4.2 Major Misconduct: 

Major misconduct means action or conducts that:  

• breaches legislation or Scouts Tasmania/Scouts Australia Policy; and 

• puts Scouts Tasmania at risk; and 

• was not /cannot/should not be resolved internally. 

In the case of an incident involving major misconduct, only the Chief Commissioner (or 

their delegate) can communicate information regarding the incident to members or 

media. 

 

https://tas.scouts.com.au/tops/Incident-Reporting.pdf
https://tas-1.myscout.com.au/DocumentDisplay/2867
mailto:office@tas.scouts.com.au


Page 6   Complaints, Dispute Resolution and Misconduct  Version 1  1 July 2025 

Scouts Tasmania                                                  Tasmanian Organisation and Procedures 

 

Important: 

If the matter is potentially criminal, do not undertake an investigation unless 

advised by the police. 

If the matter relates to Child Safety, refer to Scouts Tasmania’s Child Safe 

Procedures. 

Allegations are not considered as proven or not proven until the appropriate 

investigation process has been completed. 

The Chief Commissioner or their delegate, will in all instances of an allegation of major 

misconduct against a member: 

• Suspend the person’s membership. This can be verbal but must be confirmed in 

writing. Advice of the suspension is to also be communicated to the relevant 

Group Leader/ District Commissioner/Assistant Chief Commissioner of the 

relevant Support Area/State Office Manager and to the State Executive 

Committee (SEC). 

• Advise the State Office, who will ascertain whether the matter needs to be 

referred to any appropriate authorities. 

• Instigate action/s by appropriate parties. 

If it is appropriate for an investigation to be undertaken by member/s of the Scout 

Association (National or State) then the Chief Commissioner will appoint the 

appropriate member/s. Where an internal investigation may not be in Scouts 

Tasmania’s best interest, an independent investigator will be appointed. 

The outcome of any investigation must be advised in writing to the suspended member 

and those included in the initial advice. 

3.5 Disciplinary action 

Following an investigation, if the Chief Commissioner considers that disciplinary action 

is required, the Chief Commissioner may, at their absolute discretion, take any action 

they consider necessary. That action may include, but is not limited to, the following 

actions: 

• Direct the member to undergo refresher training and/or development. 

• Direct the member to conduct Scouting activities only under supervision. 

• Direct the member to assume a different role in Scouting. 

• Suspend the membership of the member. 

• Withdraw a Leader’s Certificate of Adult Proficiency (COP). 

• Cancel the person’s membership.  

If the Chief Commissioner decides to take disciplinary action in relation to a member of 

Scouts Tasmania, the Chief Commissioner must notify the member in writing of the 

action being taken. 

3.5.1 Suspension of Membership 

Membership may be suspended on the authority of the Chief Commissioner. 

A suspended member must not: 

• Participate in any Scouting activity as a member. 

https://tas.scouts.com.au/tops/Child-Safe.pdf
https://tas.scouts.com.au/tops/Child-Safe.pdf
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Note: A suspended member is not covered by the legal protections of 

membership of Scouts Tasmania/Scouts Australia. 

• Present themselves in any way as a member of Scouts Tasmania/Scouts 

Australia. 

• Wear the Scout uniform. 

3.5.2 Cancellation of Membership 

Where a member’s action has resulted in an adverse outcome to Scouting, the Chief 

Commissioner has the right to revoke that person’s membership. The decision of the 

Chief Commissioner is final. 

The Chief Commissioner may, at their absolute discretion, revoke any Award or honour 

bestowed by Scouts Tasmania on the relevant member. Where any Award or honour 

has been bestowed by Scouts Australia or another State, the relevant Chief 

Commissioner is to be advised. 

A person whose membership has been cancelled must not: 

• Participate in any Scouting activity as a member. 

Note: A suspended member is not covered by the legal protections of 

membership of Scouts Tasmania/Scouts Australia. 

• Present themselves in any way as a member of Scouts Tasmania/Scouts 

Australia. 

• Wear the Scout uniform. 

 

Related policies: 

• Scouts Australia Policy and Rules  

• Scouts Australia Child Protection Policy 

• Child Safe Policy and Procedures 

• Conflict of Interest Policy  

• Incident Reporting  

• Privacy Policy  
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Appendix – Flowchart for resolving complaints 
 

 

 


