
 

 

Complaints Policy  

1 Purpose 
The Geelong Community Foundation (the Foundation) is committed to maintaining high 
standards of integrity, transparency, and accountability. This policy outlines how complaints 
are received, managed, and resolved. 

The Foundation views complaints as an opportunity to improve its practices, relationships, and 
impact. 

 

2 Scope 
This policy applies to complaints made by or about:  

• Donors  

• Grant applicants and funded partners  

• Staff  

• Directors and Committee Members 

• Members of the public 

 

3 What is a Complaint?  
A complaint is any expression of dissatisfaction about the Foundation’s:  

• Decisions (including grant decisions)  

• Processes or services  

• Conduct of staff, committee members, or directors  

• Communication or engagement 

 

4 How to make a Complaint  
Complaints may be made:  

• By email to the Foundation 

• Verbally by contacting the Chief Executive Officer (CEO) or the Board Chair and confirmed 
in writing. 

 

Complainants are encouraged to provide:  

• A clear description of the issue  

• Any relevant supporting information  

• The outcome they are seeking 
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5 Handling of Complaints  

5.1 General Complaints 
• Complaints will be acknowledged promptly 

• The Foundation will assess and respond in a timely and fair manner 

• Where appropriate, additional information may be requested 

 

5.2 Complaints about Funding Decisions 
Complaints relating to grant or funding decisions should be directed to the CEO. 

Funding decisions are made through a structured and independent process. While feedback may 
be provided, funding decisions are generally final and not subject to appeal. 

 

5.3 Complaints about Staff  
Complaints about staff should be directed to the CEO. The CEO will review and determine 
appropriate action 

 

5.4 Complaints about the CEO 
Complaints about the CEO, including their conduct or response to a complaint, must be directed 
to the Board Chair. The Chair will determine the appropriate process for review 

 

5.5  Complaints about Directors or Committee Members 
Complaints about Directors or Committee members may be directed to the Board Chair. These 
will be managed in accordance with governance processes. A complaint about the Board Chair 
may be directed to the Deputy Chair. 

 

5.6  Escalation of Complaints 
If a complainant is not satisfied with the response provided by the CEO, they may escalate the 
complaint to the Board Chair. 

The Chair will review the matter independently and determine any further action 

 

6 Confidentiality and Fairness  
• All complaints will be handled confidentially where possible 

• The Foundation will ensure procedural fairness to all parties involved 

• Information will only be shared on a need-to-know basis 

 

7 Timeframes 
Complaints will be acknowledged within a reasonable timeframe (typically within 5 business 
days). The Foundation aims to resolve complaints within 30 days, where possible. 
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8 Record Keeping 
The Foundation will maintain a complaints register to record all complaints, including:  

• Nature of the complaint  

• Actions taken  

• Outcome 

This information will be used to improve processes and governance. 

A summary of complaints will be reported in the CEO’s report to the Board on a bi-monthly 
basis. 

9 Continuous Improvement 
The Foundation will review complaints periodically to identify trends and opportunities for 
improvement. 

10 External Options 
If a complainant is not satisfied with the outcome, they may seek independent advice or raise 
the matter with relevant regulatory bodies where applicable. 

11 Policy Review 
This policy will be reviewed annually or as required. 
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