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1. Purpose and Scope
This policy establishes a transparent and consistent approach to receiving, managing, and resolving complaints. It applies to members, stakeholders, employees, volunteers, contractors, exhibitors, and the public.
Complaints may relate to:
• Governance, operations, or service standards
• Behaviour of staff, volunteers, contractors, or exhibitors and members of the public attending the event. 
• Breach of policy, procedure, or code of conduct
Matters involving serious misconduct, fraud, or criminal activity may be referred to external authorities. Trivial or personal/domestic disputes will not be addressed under this policy.
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Definitions Cross-Reference
For the purposes of this Complaints Policy, capitalised terms and key concepts are to be interpreted in accordance with the AgShows NSW Master Definitions and Glossary, as adopted and applied across AgShows NSW disciplinary, complaints and prohibitive substance documents.
Where a term is defined both in this Policy and in the Master Definitions Schedule, the Master Definitions Schedule prevails to the extent of any inconsistency.
Bullying: Bullying is repeated unreasonable behaviour that causes harm, distress or risk to someone’s health or wellbeing.
It may include intimidation, humiliation, exclusion, spreading rumours, undermining someone’s role, or misuse of power.
Serious one-off behaviour may also be treated as bullying.

Complaint: Means a written expression of dissatisfaction or concern regarding conduct, behaviour, decisions, actions or omissions, made with the expectation of assessment, response or resolution under these policies.

Conflict of Interest: Means a situation where a person’s personal, professional or financial interests conflict with, or may reasonably be perceived to conflict with, their duties or decision-making responsibilities

Discrimination: Discrimination is treating someone unfairly because of who they are.
This includes unfair treatment based on age, disability, race, gender, religion, family status, sexual orientation or other personal characteristics protected by law.

Harassment: Harassment is unwanted behaviour that makes someone feel offended, intimidated, humiliated or threatened.
It can happen once or repeatedly, in person or online, and may include verbal abuse, inappropriate comments or actions, bullying, or misuse of authority.

Misconduct: Means any conduct, action, omission or behaviour by a Participant that is detrimental to the interests, integrity, safety, welfare or reputation of AgShows NSW, a Member Organisation, a Show, or any person or animal at a Show, and includes (without limitation):
· a breach of any policy, rule, procedure or code of conduct;
· behaviour that is unsportsmanlike, inappropriate, abusive, threatening or disrespectful;
· conduct that prejudices the orderly conduct, safety or integrity of a Show or event;
· misuse of complaints or disciplinary processes, including vexatious, frivolous, malicious or bad-faith complaints.

Unprofessional Conduct: Unprofessional conduct is behaviour that does not meet the expected standards of courtesy, respect and behaviour at a Show or AgShows NSW activity.
This may include rudeness, inappropriate language, ignoring reasonable directions from Show Officials, or behaviour that reflects poorly on the Show or Member Organisation.
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The Member Organisation should refer to its Constitution for disciplinary powers. Typically, the Committee, by majority vote, may:
• Issue warnings
• Suspend or expel a member for misconduct
• Require written commitments on behaviour
If the Constitution does not contain disciplinary clauses, model wording suggested by The Model Constitution (Sections 7,8,9)
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Complaints may be on a Complaint Form and submitted via:
• Email: to the Show President or Secretary
• Post: to the relevant Member Organisation address
Submissions should include contact details, a clear description of the issue, dates, people involved, and any supporting evidence. A Statutory Declaration may be requested.
Serious wrongdoing/whistle-blower disclosures are protected under the Corporations Act 2001. Allegations of bullying, violence or WHS breaches will be referred to SafeWork NSW if required.
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Written notice of allegations, evidence and possible sanctions will be provided at least 7 days before a hearing. Respondents may provide a written response, appear in person or by video, and be accompanied by a support person. Committee members with conflicts of interest must recuse themselves.
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The complaint process ensures fair and consistent resolution.

Stage 1 – Acknowledgement & Assessment: Complaints acknowledged within 5 working days. Initial review to determine whether the matter is in scope and requires further action.
Stage 2 – Informal Resolution / Mediation: Relevant parties may meet confidentially to discuss the issue. Resolution may involve acknowledgement, apology, or behaviour change. Outcomes should be documented and monitored.
Stage 3 – Formal Committee Procedure: A fair and impartial investigation is conducted. The person subject to the complaint is given notice and an opportunity to respond. The Committee may decide on outcomes including warnings, suspension, or expulsion. Decisions are communicated in writing. Before external escalation, parties may appeal to an Independent Review Panel for internal review.
Stage 4 – External Escalation: If unresolved, the complainant may escalate to AgShows NSW or other relevant authorities.
All complaints and outcomes will be recorded in a secure register.
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President/Secretary: Receive, record, and manage complaints.
• Committee: Review unresolved or escalated complaints and determine appropriate actions.
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Acknowledgement: within 5 working days
• Investigation: typically, within 1 month
• Resolution: within 3 months, or updates provided with explanation
Complex matters may extend beyond 3 months with written reasons, ensuring natural justice is preserved.
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All complaints will be managed confidentially. Information will only be shared with those directly involved. Retaliation against complainants or witnesses will not be tolerated.
Complaints information is collected in accordance with the Privacy Act 1988 and Australian Privacy Principles. Records will be retained for 7 years and then securely destroyed.
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10. Outcomes and Resolution
Possible outcomes include:
• Apology
• Process or policy change
• Training or counselling
• Formal warning or disciplinary action
• Escalation to AgShows NSW or external authorities
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The Complaints Register will be kept on a secure, password-protected platform with access limited to the President, Secretary and Governance Officer. It will be maintained and reviewed regularly. Trends will be reported to the Committee to support continuous improvement.
[bookmark: _Toc219208928]12. Training and Support
Staff and volunteers involved in handling complaints will be supported to ensure responses are empathetic, consistent, and professional.
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	Misconduct Type
	Examples
	Indicative Sanctions

	Low-level / Minor Misconduct
	• Isolated rudeness
• Minor breach of policy with no harm
• First-time low-level behaviour
	• Verbal or written warning
• Apology
• Counselling or training

	Moderate Misconduct
	• Repeated minor breaches
• Disrespectful behaviour causing offence
• Failure to follow directions
	• Written warning
• Behaviour management plan
• Temporary suspension of duties

	Serious Misconduct
	• Bullying, harassment or discrimination
• Significant breach of safety or policy
• Reputational damage
	• Formal written warning
• Mandatory training/counselling
• Suspension of membership/role

	Gross Misconduct
	• Fraud, theft, dishonesty
• Violence or threats
• Criminal behaviour
• Severe reputational harm
	• Immediate suspension
• Termination/expulsion
• Referral to external authorities
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