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United Housing Co-operative Ltd. 

COMPLAINTS & DISPUTES POLICY & PROCEDURE  
 

Purpose 

The United Housing Co-operative (UHC) has established processes for responding to disputes, grievances and 

complaints, which aim to move towards an acceptable resolution of the disputes, grievances complaints.   

 

Scope 

Disputes or grievances arising from constitutional matters or membership matters, will be managed through 

the Dispute Resolution Procedure outlined in Rule 13 of the UHC Constitution. [See Attachment 1 – Dispute 

Resolution Procedure]. 

Grievances involving employer and employees or manager and staff will be referred to Dispute Resolution 

Procedure in the first instance and if necessary will escalate to processes detailed in the SCHADS industrial 

award. 

Tenancy issues will be responded to according to the provisions of the Residential Tenancies Act (1997).    

Complaints beyond the scope of the Disputes Resolution Procedure which relate to the operation and 

provision of housing services, including disputes with neighbours will be managed through the Complaints 

and Disputes Procedure.  

 

Policy Statement  

UHC supports the principle of providing a fair and formal process for lodging and responding to disputes, 

grievances, and complaints and will inform members, staff and stakeholders of the appropriate process to be 

followed.    

Directors, members and staff of the UHC are expected to comply with the Dispute Resolution Procedure and 

Complaints and Disputes procedure and to act in the best interests of UHC as a whole and to respect the 

rights and acknowledge responsibilities of all parties.   

UHC observes personal confidentiality at all times.  Any personal information arising from the complaint will 

not be disclosed to any third parties not involved in the complaint process, without the permission of 

complainant.    

The Mediator and/or Complaints Officer must follow a formal process of conciliation, investigation and 

inquiry with the aim of involving the parties in resolving disputes or resolving complaints.   

In keeping with the provisions of the Equal Opportunity Act 2010, UHC will provide every assistance to 

enable people of all abilities to participate in the Disputes and Complaints Procedure.  Where required, 

people requiring assistance should contact UHC staff to arrange a third party or advocate to support them 

through the process.   

All complaints and disputes will be recorded in the Complaints and Disputes Register. 
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Complaints and Disputes Procedure 
(The Complaints and Grievance Policy and Procedure will be subject to review on the 1st July 2022) 

 

Where a person living with a disability is unable to fully participate in the Disputes and Complaints 

Procedure, he/she may contact a UHC staff member to arrange a third party or advocate to support them 

through the process.  Otherwise if you wish to lodge a formal complaint or enter a dispute please follow the 

following process 

 

 Step Action 

1. A person (complainant) contacts UHC 

Staff Member or Director to discuss an 

‘issue of concern’.   

 

 Enters into dialogue with the person to 

determine the nature of the ‘issue.’  

 The complainant is encouraged to resolve the 

matter themselves with the other party, as the 

first step unless there is a future risk of harm to 

either party, including the risk of escalation of 

violence or the threat of violence. 

 Residential Tenancy matters are referred to the 

Tenancy & Maintenance Coordinator.  

2.   If after a period of 14 days of the first 

contact, further attempts to resolve the 

matter are unsuccessful, the complainant 

must decide whether they want to enter 

a formal process to resolve the matter. 

If yes, go to Step 3.  If no, the matter lapses 

 

3A Where the issue is a membership or 

constitutional matter, the complainant is 

advised to enter a formal Disputes 

Resolution Procedure, within a further  

7 days.  

The designated staff person initiates a formal Dispute 

Resolution process and sends a cover letter and copy 

of  

Rule 13 of the Constitution to the complainant and 

the second party.  

(Refer to Attachment 1 - from Rule 13 UHC 

Constitution).  

OR 

3B Where the issue is a complaint in relation 

to the operation and/or provision of 

housing services, including neighbour 

disputes, the complainant is advised that 

they may choose to enter a formal 

Complaints Procedure within a further 7 

days.  

Designated Staff Member acknowledges the 

complaint in writing and requests complainant to 

complete ‘Formal Complaint Lodgement Form’ and 

return to the designated Complaints Officer within 14 

days.     

(Refer to Attachment 2: Formal Complaint Lodgement 

Form & Privacy Statement) 

4. Complainant lodges Complaint 

Lodgement Form & Privacy Statement or 

similar signed document signifying they 

wish to enter a formal Complaints 

Process OR Dispute Resolution Process.   

 Designated staff member acknowledges receipt 

of dispute/complaint in writing within 7 days. 

 Complaint is entered into the Co-operative’s 

Complaints Register. 
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5. General Manager and Board appoint a 

Mediator or Complaints Officer in 

consultation with the Complainant and 

other party. 

General Manager or Chairperson responsible for 

organising process of appointment. 

 

6.  Mediator / Complaints Officer seek to 

obtain a resolution through negotiation, 

investigation, discussion and compromise 

within 14 days. 

Mediator / Complaints Officer maintains a confidential 

record of investigations. 

7. Outcome of investigation completed.  

Complainant and second party advised of 

outcome/action and resolution of the 

matter within 14 days of 

investigation/mediation. A statement of 

reasons should accompany the 

Complaints Outcomes and Closure Letter.  

Mediator or Complaints Officer forwards Complaints 

Outcomes and Closure letter ,  

  

8. Complainant not satisfied with the 

resolution and requests to appeal the 

decision. 

Alternative staff member or Director reviews the 

process followed in the process within a 14 day 

period.   

9. Advise complainant of outcome of appeal 

process. 

Forward standard letter to both parties, which 

includes a statement of reasons for decision. 

 

10. If after a period of 30 days of receipt of 

Appeal letter, the  matter is not resolved 

it will be reported to the Housing 

Registrar  

AND 

Complainant referred to: 

Dispute Resolution Centre (DSC), 

Registrar of Co-operatives (CAV)  

OR 

Other relevant body for resolution.    

General Manager informs Registrar of Housing. 

 

 

 

Complainant responsibility to follow through with the 

matter 

AND 

UHC responds as required 

11.  Directives delivered from the Housing 

Registrar to the Complainant and/or UHC.  

UHC may apply to the Victorian Civil and 

Administrative Tribunal to review a direction by the 

Registrar of Housing pursuant to section 100 of the 

Housing Act 1983 (Vic) within a period of 28 days after 

the direction is given. 
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ATTACHMENT 1:   DISPUTE RESOLUTION PROCEDURE 

1. The grievance procedure set out in this rule applies to disputes under these rules between:  

(a) a member and another member; or  
(b) a member (including a former member) and the co-operative. This subrule (a) will also apply to a 

dispute between a member and the co-operative, on behalf of the board of the co-operative, a 
director or an employee of the co-operative.  

 
2. If a dispute arises, a party cannot commence any court or arbitration proceedings relating to the 

dispute unless it has complied with the provisions of this rule, except where a person seeks urgent 
interlocutory relief.  

 
3. The parties to the dispute must meet and discuss the matter in dispute, and, if possible, resolve the 

dispute within 14 days of:  
(a) the dispute coming to the attention of each party; or  
(b) a party giving notice, to each of the other parties involved, of the dispute or grievance.  

 
4. Point 3 does not apply if there is any future risk of harm to either party, including the risk of escalation 

of violence or the threat of violence.  

 
5. If the parties are unable to resolve the dispute at the meeting, or if a party fails to attend that meeting, 

the parties must, as soon as is practicable, hold a meeting in the presence of a mediator unless 
circumstances exist which mean the matter is unsuitable for mediation. For guidance see 
https://www.disputes.vic.gov.au/about-us/mediation/suitability-guidelines-for-mediations.  

 
6. The mediator is, where possible, to be a person chosen by agreement between the parties, but in the    

absence of agreement between the parties:  
(a) for a dispute between a member and another member, a person appointed by the board; or  
(b) for a dispute between a member (including a former member) and the co-operative (including the 

board, a director or an employee of the co-operative), a person appointed or employed by the 
Dispute Settlement Centre of Victoria or other independent mediator. 

7. The mediator may (but need not) be a member of the co-operative, unless the member is a party to 
the dispute.  
 

8. The parties to the dispute must, in good faith, attempt to settle the dispute by mediation, unless 
circumstances exist which mean the matter is unsuitable for mediation. For guidance see 
https://www.disputes.vic.gov.au/about-us/mediation/suitability-guidelines-for-mediations.  

 
9. The mediator, in conducting the mediation, must:  

(a) give the parties to the mediation process every opportunity to be heard; and  
(b) allow due consideration by all parties of any written statement submitted by any party; and  
(c) ensure that natural justice is accorded to the parties to the dispute throughout the mediation 

process.  
 

10. The mediator cannot determine the dispute.  
 

11. The mediation must be confidential and without prejudice.  
 

12. The costs of the mediation are to be shared equally between the parties unless otherwise agreed.  
 

https://www.disputes.vic.gov.au/about-us/mediation/suitability-guidelines-for-mediations
https://www.disputes.vic.gov.au/about-us/mediation/suitability-guidelines-for-mediations
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13. Nothing in this rule applies to any dispute as to the construction or effect of any mortgage or contract 
contained in any document other than these rules.  

 
14. Nothing in this rule applies to any dispute involving the expulsion of a member or the imposition of a 

fine.  
 

15. If the mediation process does not result in the dispute being resolved, each party may seek to resolve 
the dispute in accordance with the Law or otherwise at law.  

 

Note. Section 130 of the Law applies if mediation does not resolve the dispute. 
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FORMAL COMPLAINT LODGEMENT FORM 

 

PART A: YOUR PERSONAL DETAILS 

 

Full Name: ……………………………………………………………………………………………………………………………………  

 

Address: ………………………………………………………………………………………………………………………………………. 

 

Phone / Mobile: …………………………..……… Email: ……………………………………………………………………………  

 

PART B: DETAILS ABOUT THE COMPLAINT  

Are you A: (Please tick appropriate)  

□ Tenant Member or Prospective Tenant Member (applying to be housed by UHC)  

□ A Neighbour of a UHC Tenant Member 

□ Another Agency  

□ Co-Op Director  

□ Advocate acting for: ……………………………..…………  

□ Other: ………………………………………..……………………  

 

What Is The Focus Of Your Complaint?  

□ Service Information 

□ Policy or Procedure  

□ Tenant Application (Referral)  

□ Tenancy Management  

□ Property Maintenance  

□ Neighbourhood Disturbance  

□ Security/Personal Safety 

□ Community/Interagency Relations  

□ Dispute within Co-op Committee  

□ Bullying/Harassment/Discrimination 

□ Other: …………………………………………………….…….  

 

How Have You Tried To Resolve This?  

……………………………….………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………..………………  
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How would you like this to be resolved?  

……………………………….………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………..………………  

 Details About Your Complaint / concern: (Continue over page if necessary)  

……………………………….………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………..………………

…………………………………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………………………………  

 

PRIVACY STATEMENT AND DECLARATION 

Privacy Statement: Your information will be kept on the UHC Complaints Register and handled according to 

the Privacy and Data Protection Act 2014. It may be accessed by UHC staff and shared with UHC Directors 

with the main purpose of investigating and resolving your complaint.  

 

Data in Part B may be reported to State & Federal Government and stakeholders to demonstrate UHC’s 

compliance. UHC will not use or share information for any other purpose without your consent unless legally 

required.  

 

To view information held by UHC please phone our office.  

 

Declaration:  I declare that this information is true and correct to the best of my knowledge, and I 

understand and agree to the Privacy Statement.  

 

Signed: ………………………………………………………………………..…………….  

 

Date: ………………………………..… 

 


