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Complaints Policy 
 

Goal: 
 
Through this policy the Diplomacy Training Program aims to:  
 

 Affirm DTP as an organisation that is transparent and accountable 

 Establish appropriate mechanisms to encourage feedback about its work from all its 
stakeholders 

 Enable complaints to be registered and responded to appropriately, consistent with 
DTP’s commitments to human rights values and standards and ACFID’s Code of 
Conduct 

 Affirm its commitment to respond to complaints about Diplomacy Training 
Program’s conduct in a timely and appropriate manner. 

 

Scope: 
 

This policy is intended to apply to any complaint made about some action or individual for 
which the Diplomacy Training Program is responsible or is within our sphere of influence.    
This policy will guide the response of DTP’s staff and board in relation to the handling of, 
and response to, individual complaints. 
 
 Appendix 1:  Definition of a Complaint 
 

Guiding Principles: 
 

The Diplomacy Training Program is committed to good educational and development 
practice and to ensuring that its programs and activities, including the actions of its staff and 
trainers, are consistent with the human rights standards and values it is committed to 
promoting.  The Diplomacy Training Program acknowledges that is has the responsibilities to 
a wide range of stakeholders – including, but not limited to, its program partners and 
participants.   
 
DTP works with and brings together people from diverse backgrounds and the content of 
the training can elicit strong responses. DTP is committed to continuous learning. In this 
context receiving feedback from and responding to complaints from stakeholders and 
participants is an important part of improving the Diplomacy Training Program’s work and 
effectiveness.  
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DTP recognises that accountability to stakeholders is an important principle and this 
requires that there be open, transparent and accessible avenues for DTP’s stakeholders to 
make a complaint about the conduct of DTP and/or its representatives. 
 
DTP is committed to responding to, and where possible, resolving concerns and complaints 
in relation to its programs, the impacts of programs and the conduct of staff and volunteers 
and other representatives of the Diplomacy Training Program.    
 
DTP will establish a formal complaints mechanism to handle complaints and concerns that 
cannot be resolved informally.  This mechanism will enable a formal response either from 
the Executive Director, or in particular circumstances, from DTP’s Board. 
 

Implementation: 
 
DTP will: 
 

 Actively distribute information about this Complaints Policy via its website, and 
annual report and through distribution to partners and participants in its programs. 

 Ensure reasonable flexibility in accepting complaints. Complaints can be 
communicated in person, via email or telephone or in writing - either directly from 
the individual or organisation making the complaint or via someone acting on their 
behalf.   Where complaints are made by telephone a written record of the complaint 
will be agreed. 

 Ensure consistency of response and effective management, by directing 
complainants to the Executive Director, Diplomacy Training Program.  

 
The Executive Director  
Diplomacy Training Program    
Faculty of Law, University of New South Wales  
NSW 2052 Australia  
tel: + (61 2) 9385 3549  
fax: + (61 2) 9385 1778  
email: dtp@unsw.edu.au 
website: www.dtp.unsw.edu.au 
 

 Require complaints received by other staff, volunteers or trainers to be 
communicated as quickly and as accurately as possible to the Executive Director  

 Ensure that it has the administrative systems in place to log all complaints received 
and to record action taken so that these may be reported in an accurate and timely 
way to the DTP Board.  

 A summary of complaints/remedial action will be tabled at board meetings ( held 
quarterly)  

 Ensure that the confidentiality of both the complainants and the complaint is 
maintained, consistent with DTP’s Privacy Policy and legal obligations. 

 Not respond to complaints made anonymously 

mailto:dtp@unsw.edu.au
http://www.dtp.unsw.edu.au/
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 Ensure that complaints are handled on a confidential basis. In some cases it may be 
necessary to disclose information to third parties. This will be decided on a case-by-
case basis and only with the agreement of the complainant.  

 Treat everyone who makes a complaint to the Diplomacy Training Program with 
courtesy and respect. 

 Refer complaints relating to the Executive Director to the DTP Board. In such 
circumstances complaints should be addressed to:   

 
Professor Paul Redmond 
Chair of the Board 
Diplomacy Training Program 
Faculty of Law, University of New South Wales  
NSW 2052 Australia  
tel: + (61 2) 9385 3549  
fax: + (61 2) 9385 1778  
email: p.redmond@unsw.edu.au 
 

 Reserves the right not to consider further, or correspond about, the complaint or any 
specific points raised in a complaint in circumstances where the complainant is seen 
to be harassing staff or behaving abusively or unreasonably.  

 
The Executive Director will: 
 

 Acknowledge the complaint either by telephone or writing in a timely way. 

 Aim to respond to and resolve complaints within ten working days of receipt. In 
the event that a complaint cannot be resolved within this timeframe the 
complainant will be informed, in writing (subject to other, relevant organisational 
or legal requirements). 

 Advise the complainant that they are able to direct complaints to the ACFID Code 
of Conduct Committee.  

 Make an initial assessment of the complaint and, if deemed a minor matter or 
without merit, respond with a return call, email or letter. If the complaint is of a 
more serious nature the Executive Director may need to conduct further 
investigation/action and implement remedial action. The complainant will be 
advised, and where appropriate, consulted on the actions taken. 

  In the event of a complainant being dissatisfied with the response from 
Diplomacy Training Program to their complaint, provide the complainant with 
contact details for the DTP Board of Directors. The Board will consider the 
complaint at the next scheduled Board meeting and inform the complainant 
about what further action may or may not be taken. 

 Request where necessary that complainants not harass staff or behave abusively 
or unreasonably, and advise the complainant of the possible consequences of 
such behaviour. 

 

Approval: 
The DTP Board of Directors adopted this policy on Complaints  
 

mailto:p.redmond@unsw.edu.au
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Date of Adoption: 13 August 2012 
 
Date of Renewal: 2015 

Appendix 1 
Definition of a complaint 
 
A complaint is an expression of dissatisfaction about the standards of service, actions or lack 
of action, by Diplomacy Training Program or its staff, representatives and volunteers. It is a 
criticism or concern or grievance that expects a reply and would like things to be changed. 
Complaints could include the following (which is not an exhaustive list): 

 Concern from someone we work with about the quality of program delivery 

 Concern about the behaviour of staff, volunteers, trainers 
 
A complaint is not: 

 A general inquiry about Diplomacy Training Program’s work 

 A request for information 

 A contractual dispute 

 A request to amend records e.g. to correct an address, cancel a donation 

 A request to unsubscribe from a Diplomacy Training Program service e.g. The DTP e-
newsletter 

 
The complaints procedures do not apply to complaints that are subject to current 
investigation by any regulatory body or other legal or official authorities in Australia or other 
countries in which we operate. Such issues will be dealt with under the relevant regulatory 
regime. 
 
 


