 
[bookmark: _Pay_Audit_Tool]Equal pay toolkit: 
Complaints procedure template
This template will help you to create your own equal pay complaint procedure.
Refer to the Develop a complaints procedure page for further details about the purpose of each section, relevant links for further information and examples of wording. 
Read the instructions below to create your own complaints procedure and delete this page from your final version. 
Instructions: 
Where you see <Business name> replace it with your business’s legal trading name. The quickest way to do this is to use the Edit > Replace function. 
Yellow boxes throughout this template are guidance notes to help you complete your procedure. Where you have read the information and completed the actions, select and delete the box. They are not intended to be part of your final version. 
You may wish to print this document on letterhead or add your logo. 
When you have completed this procedure make sure the steps you have indicated are replicated in the pay equality complaint form template and staff poster template.
Need more information?
Take a look at our equal pay research and education resources.  
Disclaimer: This information is intended as a guide only. It is not a substitute for legal advice 
Note: delete this page once you complete this procedure. 


Pay equality complaints procedure
at <Business name>
[bookmark: _Toc155787098][bookmark: _Toc156916366]Put a statement of why complaints about pay equality are important to your business. 
For example: <Business name> believes that all staff, regardless of age, disability, gender, race, religion or belief, sexual orientation and care-giving status should receive equal pay for work of equal or comparable value. We value staff informing us of pay issues that compromise our commitment to equal pay and seek to resolve these issues through the following process.

Step1. Complaint
A pay equality complaint is received through …
Explain how your employees can make a complaint. Ensure there are multiple options (such as speaking with your manager or sending an email to …, etc.) so that employees can choose a method that is most comfortable for them.

The complaint will be accepted by …
Explain who will receive the initial complaint and how they will record the issue (we recommend a pay equality complaint form), what steps will be taken to assess the complaint and how long this will take. 

The person making the complaint (the complainant) will be informed through …
Explain how the complainant will be informed that their complaint has been received, what the next step is and how long this will take.   It might be useful to have an email template for this step. If you have one, link it here.

Step 2. Assessment
The issue is assessed to confirm it sufficiently relates to pay equality. This might include …
Explain what you will do to confirm a complaint raises a pay equality issue. It might include checking payroll records, reviewing their pay against the award rate, etc.

If it is determined that this is a not pay issue…
Explain what will happen if this is not determined to be a pay issue. 
For example: ‘This outcome will be communicated to the complainant through an email including an explanation and alternative processes for resolution.’ 
It might be useful to have an email template for this step. If you have one, link it here.


If this is a pay issue …
Explain the next step, who will be involved and how it will be communicated to the complainant. 
For example: ‘A person with the appropriate skills will be assigned as an investigator and will determine a plan of what needs to be investigated to recommend a resolution. This will be recorded in the complaint form and communicated to the complainant through email.
The investigator may come from within your organisation but if you are a small organisation which might not have distance between investigators and decision-makers, you may engage an external organisation providing HR services to act as investigator.’

The investigator will …
Explain what the investigator will do. 
For example: ‘Gather relevant information, which may include pay records, job descriptions, performance evaluations, and any other documents that could help assess the pay equality issue. The complainant’s consent will be sought if interviews with themselves, their supervisor, and other relevant parties are needed. The investigator will record their steps in the complaints form and update the complainant as needed.’ 

Step 3. Decision
If the investigation confirms unequal pay, a resolution will be proposed. 
Explain who will be involved in making the decision and what the resolution is. The resolution may involve adjustments to compensation, a one off bonus, negotiations of leave, entitlements, additional professional development required for career advancement, all with the aim of reaching a fair and equitable resolution.

The complainant will be informed of the result and resolution.
It may be useful to have an email template for this. If you create one, add the link here.	

If the complainant accepts the result and resolution, proceed to step 4.
If the complainant is unhappy with the result or resolution, there will be a negotiation to reach an outcome. If an outcome cannot be reached the complainant may make an appeal by …
Explain your appeals process. Employees also have the right to make a complaint to the Fair Work Ombudsman or, if the complaint involves discrimination, the Victorian Equal Opportunity and Human Rights Commission to have this complaint examined externally. Your appeals process might include supporting employees to take their appeal to these authorities. 

Step 4. Outcome
When the result and resolution is agreed, the formal decision will be communicated to the complainant and any other involved parties along with the steps to be taken to rectify the pay equality concern.
It may be useful to have an email template for this. If you create one, add the link here. Make a note of who will inform the complainant and who will ensure all steps of the procedure (including complaint, investigations, resolutions, appeals, and final decisions) are documented in the pay complaint form for accountability and transparency.

Step 5. Implementation
<Business name> commits to following the steps identified to resolve a complaint within the designated time frame. We will keep all parties informed of progress by…
Explain how you will keep everyone informed, e.g. email updates, progress meetings, etc.

The complainant will be invited to provide feedback on the procedure through… 
Explain how the complainant can provide feedback, this might be through an online form, etc.

This procedure is designed to protect employees who make pay issue complaints. Victimisation of the complainant by any staff member will not be tolerated and may result in dismissal.
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