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Step Action Actioned by Clause 

1 Submitting a Complaint  

• Submit complaint by completing Complaint Form and emailing it 
to the relevant organisation as soon as reasonably possible. 

• Complaints Manager sends Complainant an acknowledgement of 
receipt.  

 

• Complainant  
 
 

• Complaints 
Manager 

 
10.1 

2 Initial Threshold Questions 

• Upon receipt of the Complaint Form the Complaints Manager 
must initially determine the questions outlined at Clauses 
11.1.1.1 through to 11.1.1.6. 

• If a matter does fall within one or more of Clause 11.1.1.1 -
11.1.1.6 excluding 11.1.1.5 (Conflict). The process under this 
policy is discontinued.  

 

• Complaints 
Manager 

11.1 

3 Investigation 

• Complaints Manager conducts investigation. 
- Obtain Statements from Complainant, Respondent and any 

other relevant parties determine by the investigator. 
- Formal Interviews 
- Collection of additional evidence.   

 

• Complaints 
Manager 

11.2 

4 Initial Assessment – Disciplinary Action 

• Complaints Manager must determine if they will: 
- Conduct an Investigation in accordance with clause 11.2 
- Proceed with Disciplinary Action clause 12.1 
- Undertake Provisional Action clause 11.6 
- Refer the matter to a different level of netball clause 10.4.3 

 

• Complaints 
Manager 

11.3 

5 Initial Assessment – Complaint 

• Complaints Manager must determine if complaint 
- Was lodged using a fully completed Complaint Form 
- Is a Complaint for the purpose of this Policy 

• If Initial Assessment is satisfied Complaints Manager must 
determine the Complaint has been submitted to correct level 
considering factor in 10.3. 

 

• Complaints 
Manager 

11.4 

6 Notification to the Parties  

• Complaints Manager must notify the Complainant of the 
applicable procedure to deal with the Complaint if it satisfies 
initial Threshold Questions.  

• If it does not satisfy Initial Assessment, Complaints Manager 
must notify Complainant of the defect(s) in Complaint and if it 
can proceed under this policy after modifications of the 
Complaint.    

 

• Complaints 
Manager 

11.5 
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7 Notification to the Parties 

• Complaints Manager will communicate with Complainant and 
Respondent at appropriate time to keep them informed until a 
process has been chosen 

Or 

• Potential breach of a Netball Integrity Policy is being assessed.  
- Notify Respondent Complaint has been received and being 

assessed 
- Is a Complaint for the purpose of this Policy 

If Initial Assessment is satisfied Complaints Manager must determine 
the Complaint has been submitted to correct level considering factor 
in 10.3. 
 

 

• Complaints 
Manager 

11.5.2 

8 
Provisional Action  

• Refer to Policy 

 

• Complaints 
Manager 

11.6 

9 Investigation  

• See Step 3 

 

• Complaints 
Manager 

 

10 Determine Chosen Process 

• Complaints Manager/Organisation makes finding into Alleged 
Breach if the Standard of Proof is: 
- Substantiated 
- Unsubstantiated 
- Unable to be substantiated 

• Make a determination as to the process to be applied to attempt 
to resolve the Alleged Breach.   
- ADR – Refer to Step 11 
- Warning Procedure – Refer to Step 12 
- Breach Offer – Refer to Step 13 
- Hearing Tribunal – Refer to Step 14 
 

NOTE – Complaints Manager has sole and absolute discretion to 
determine the process however may consult with other 
representatives of Netball Australia and/or the netball organisation 
(including Decision Maker) as required. 
Complaints Manager is responsible for communicating with 
Complainant, Respondent and netball organisation (where 
applicable) and ensuring the process is implemented. 
 

• Complaints 
Manager/ 
Organisation 

12.1 

11 Alternative Dispute Resolution (ADR) 
Step 1. If the Complaints manager determines the alleged breach 
should be resolved through Alternative Dispute Resolution (ADR) for: 
Complaints – seek consent of both the complainant and respondent 
in writing. 
Disciplinary Action – Seek consent of the respondent in writing. 
 
Step 2. If the necessary parties agree the complaints manager may: 
(a) Refer to internal or external mediation or conciliation. 
(b) Seek the consent of Netball Australia to refer the alleged breach 

to the National Sports Tribunal. 

 12.2 
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1.If consent is not given refer it to internal or external mediation 
or conciliation 

2.If consent is given Netball Australia is responsible for making 
the application to the National Sports Tribunal. 

 
Step 3. Where the Alternative Dispute Resolution process is 
facilitated by a relevant organisation or external Provider payment 
for the fee will be agreed before the process begins and will be: 
(a) Apportioned evenly between the parties unless otherwise 

agreed between the parties. 
(b) Undertaken in accordance with the rules prescribed by the 

relevant organisation (internal) or the provider (external) 
 
Step 4. If the breach is resolved through Alternative Dispute 
Resolution the complaints manager should proceed to Recording 
Decisions and Outcomes (16.2 and 16.3) Step 16&17 of this guide. 
 
Step 5. If: 
(a) The respondent or complainant do not consent to Alternative 

Dispute Resolution  
(b) The alleged breach is not an appropriate matter for Alternative 

Dispute Resolution  
(c) Alternative Dispute Resolution does not resolve the alleged 

breach. 
The complaints manager must choose another process under the 
policy. 
 

12 Appendix A - Warning Procedure 
 
Step 1. The complaints manager may only determine a warning 
procedure is the appropriate process if: 
(a) The alleged breach is of a minor nature and 
(b) If established the alleged breach would likely only result in a 

warning being issued to the respondent. 
The Complaints Manager in their discretion seeks further 
information from relevant persons. 
 
Step 2. The Complaints Manager notifies the Respondent of the 
conduct using the template letter set out in Schedule 3.   
 
Step 3. If the respondent does not respond to the invitation to 
comment: 
(a) The complaints manager may issue a warning and notify the 

respondent using the template letter attached Item 2 of 
Schedule 3. 
 

If the respondent does respond: 
(b) The complaints manager will take into account the comments 

provided and determine if using a warning is appropriate and if 
so will notify the respondent of that warning using the template 
letter attached Item 2 of Schedule 3.  

 
 

 12.3 
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13 Appendix B - Breach Offer 
Step 1. If the complaints manager determines a Breach Offer is the 
most appropriate process the complaints manager must refer the 
alleged breach to the decision maker. 
 
Step 2. The decision maker in their discretion can ask the complaints 
manager to seek further information to assist them to decide the 
appropriate sanction. 
 
Step 3. The Decision Maker must: 

(a) Determine the applicable sanction which would likely be 
applied if the alleged breach was proven.  

(b) Determine a discounted (reduced) sanction to be offered to 
the respondent, if any. 

 
Step 4. The Complaints Manager issues the Respondent with a 
Notice of Breach Offer using the attached template letter set out in 
schedule 4. 
 
Step 5.  A respondent has 14 days from receipt of the breach notice 
to notify the complaints manager of their decision.  In response to 
the Breach Notice a Respondent may: 

(a) Admit the alleged breach and waive their right to a hearing 
and accept the proposed sanction. 

(b) Dispute the alleged breach and/or proposed sanction and 
the case will be referred to a Hearing Tribunal under this 
policy. 

(c) Not respond which will be deemed to admitting the breach, 
waiver their right to a hearing and accepting the proposed 
sanction. 

 
Step 6. If: 

(a) The respondent accepts the sanction the complaints 
manager takes the necessary steps to implement the 
sanction and should proceed to Recording Decisions and 
Outcomes (16.3) step 17 of this document. 

(b) If the respondent disputes the alleged breach and/or 
sanction the complaints manager can: 
1. Refer it to an ADR body for a hearing tribunal. 
2. Seek the consent of Netball Australia to refer the 

alleged breach to the National Sports Tribunal. 
(See section 12.4.7.1(b)) 

 

 12.4 

14 Appendix C - Hearing Tribunal 
 
Step 1. If the complaints manager determines a Hearing Tribunal is 
the most appropriate process they may either: 

(a) Refer the alleged breach to an Alternative Dispute 
Resolution body for a hearing tribunal. 

(b) Seek the consent of Netball Australia to refer the alleged 
breach to the National Sports Tribunal. 

                 (See section 12.5.1.1(b)) 
 

 12.5 
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15 Appendix D - Appeals  15 

16 Notification of Outcome 

• When a process is finalised the Complaints Manager must notify 
the Complainant and Respondent in writing unless otherwise 
provided for in this policy.  

• Notify Netball Victoria via this form and Netball Australia. 
 

 16.2 

17 Recording Decision and Outcome  

• Keep records of Alleged Breach Record forms for a minimum of 
7 years. 

• Records must be maintained in a secure and confidential place 
and may be electronic.  
 

 16.3 

 

  

https://netballvictoria.formstack.com/forms/annexure_a_record_of_alleged_breach
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