
 

 

 

 

1 Purpose 

AYO Complaints About 

Personal Conduct Policy 

1.1 The Australian Youth Orchestra (AYO) is committed to providing a safe, respectful, 
inclusive and professional environment for all people involved in its work, 
including the safety, wellbeing and rights of children and young people are 
prioritised in all complaint handling processes.  

1.2 This policy sets out how complaints about personal conduct connected with AYO 
are raised, managed and resolved. It applies to workplace and organisational 
conduct generally, and also incorporates specific child‑safe requirements where 
complaints involve children or young people. The policy is designed to meet the 
requirements of the National Principles for Child Safe Organisations and are 
managed under broader workplace, WHS and governance frameworks.  

1.3 The purpose of this policy is to: 

o protect the wellbeing, dignity and safety of all people involved in AYO 
activities, including children, young people and adults; 

o ensure complaints about personal conduct are handled in a fair, 
proportionate and timely manner, using a child‑focused approach where a 
complaint involves a child or young person; 

o support compliance with child safety, work health and safety, employment 
and other legal and regulatory obligations; and 

o promote confidence in AYO’s accountability, governance and organisational 
culture. 

2 Scope 

2.1 This policy applies to complaints about personal conduct involving any person 
connected with AYO, including: 

o Board Members; 
o employees; 
o contractors, tutors, artists and creative practitioners; 
o volunteers; 
o participants (including children and young people); and 
o any other person engaged in or affected by AYO programs, events or 

activities. 

2.2 This policy applies to complaints about personal conduct involving any person 
connected with AYO, including: 

o Board Members; 
o employees; 



 

 

o contractors, tutors, artists and creative practitioners; 
o volunteers; 
o participants (including children and young people); 
o residential, venue or production partners; and 
o any other person engaged in or affected by AYO programs, events or 

activities. 

2.3 This policy applies to conduct occurring: 
o during AYO programs, rehearsals, performances, tours and residential 

activities; 
o in online or digital environments connected to AYO; 
o at AYO workplaces or accommodation; and 
o in any other context where a person is representing or acting in connection 

with AYO, including interactions between participants (including where one 
or more participants are under 18). 

3 Types of Conduct Covered 

3.1 Complaints about personal conduct may include, but are not limited to: 

o improper or unethical behaviour, including fraud or misuse of authority; 
o child safety concerns involving children or young people; 
o sexual harassment, sexual misconduct or inappropriate sexual behaviour; 
o bullying, harassment or intimidation 
o discrimination or vilification; 
o abuse of power or breaches of professional boundaries 
o behaviour that creates a risk to physical or psychosocial health and safety; 
o use or possession of illicit drugs or unsafe substances during AYO activities; 

and 
o undisclosed or inappropriate intimate relationships between staff 

(including contractors and volunteers) and participants. 
o behaviours that may constitute grooming, boundary-testing or inappropriate 

relationship-building with a child or young person. 

4 Making A Complaint 

4.1 In line with National Principles for Child Safe Organisations, AYO encourages 
children and young people to raise concerns and assures them that they will be 
listened to and supported. AYO will take reasonable steps to ensure that: 
 
o children and young people understand how to make a complaint; 
o complaint information is available in age-appropriate and accessible formats; and  
o children may be supported by a parent, carer or trusted adult when making a 

complaint. 
 

4.2 AYO recognises that raising a complaint can be difficult. Complaints may be made: 

o formally or informally; 

o anonymously, where preferred; and  



 

 

o through a range of accessible channels, including a manager, Child Safety Officer, 

CEO or Board Chair (as appropriate). 

4.3 In some situations, it may be appropriate to address an issue through a respectful, 
direct conversation at the time the conduct occurs. However, this is not always 
possible or appropriate, particularly where the matter is serious, involves a power 
imbalance, or raises child safety or legal concerns. 

4.4 Complaints should be directed as follows: 
o Complaints about staff members or others involved in program delivery: 

Chief Executive Officer (CEO) 

o Complaints about the CEO: Chair of the Board 

o Complaints about a Board Member: Chair of the Board 

o Complaints about the Chair: Chief Executive Officer, who will immediately 
involve the Deputy Chair 
 

4.5 AYO will, wherever reasonably possible, support complainants to make their 
complaint to a person they feel comfortable with, including requesting a particular 
gender or culturally appropriate contact, consistent with National Principles for 
Child Safe Organisations. 

5 What Happens After A Complaint Is Made 

5.1 All complaints will be managed in a fair, respectful and timely manner. 

5.2 The way a complaint is handled will be proportionate to its nature and 
seriousness. Where a complaint involves a child or young person, AYO will apply 
child‑focused and rights‑based complaint‑handling processes consistent with the 
National Principles for Child Safe Organisations, including prioritising the 
immediate safety and wellbeing of the child. Where a complaint involves 
adult‑to‑adult conduct (including staff‑to‑staff behaviour), AYO will apply 
appropriate workplace, WHS or governance processes. 

5.3 While each matter will be managed according to its circumstances, the process 
will generally include: 

o Acknowledgement – confirming receipt of the complaint and outlining next 
steps. 

o Initial assessment – considering seriousness, risk and any immediate safety 
concerns and whether interim protective action is required to reduce risk to 
children and others. 

o Action or investigation – which may include internal investigation, external 
referral, or other appropriate action. 

o Outcome and follow‑up – advising relevant parties of outcomes, subject to 
privacy and confidentiality requirements. 



 

 

 

5.4 Where appropriate, AYO may take immediate steps to manage risk, including: 

o removing a person from child-related duties; 

o altering supervision arrangements; 

o restricting contact with participants; 

o increasing supervision; or 

o notifying parents or carers where appropriate. 

5.5 AYO will keep appropriate records of complaints and actions taken, in line with 
privacy, record‑keeping and regulatory obligations. 

5.6 AYO will comply with all applicable mandatory reporting, reportable conduct and 
criminal reporting obligations, and will cooperate with external authorities. 
Nothing in this policy prevents any person from reporting a concern directly to 
police, child protection authorities or a relevant regulator. 

6 Governance and Continuous Improvement 

6.1 AYO will treat all complaints made under this policy with appropriate confidentiality 
and sensitivity. Information will be shared only on a need‑to‑know basis, consistent 
with the principles of procedural fairness, privacy obligations and the safety and 
wellbeing of all parties. 

6.2 Confidentiality cannot be guaranteed in circumstances where: 
o disclosure is required to ensure the safety or wellbeing of any person; 

o AYO is legally required to report a matter to an external authority; 

o disclosure is necessary to enable a fair investigation or response; or 

o the matter is escalated in accordance with governance or employment 
obligations. 

6.3 Where a complaint involves a child or young person, AYO will comply with all 
applicable mandatory reporting, reportable conduct and child‑safety obligations 
under relevant state or territory legislation. 

6.4 Where a complaint involves adult participants, staff members, contractors or 
Board members, confidentiality will be managed in accordance with employment 
law, WHS obligations, governance requirements and privacy principles, as 
applicable. 

6.5 Records of complaints and outcomes will be maintained securely and in 
accordance with AYO’s record‑keeping and privacy practices. AYO will ensure that 
records are sufficiently detailed to support accountability, oversight and continuous 
improvement in child safety practices. 

6.6 In line with National Principles for Child Safe Organisations, de‑identified 
information about complaints and trends may be reported to the Board to support 



 

 

governance oversight, risk management and continuous improvement. 

6.7 AYO will use learnings from complaints to: 

o strengthen organisational culture, training and policies; 

o improve risk management practices;  

o enhance child safe systems and procedures. 

 
7 Fairness, support and protection from victimisation 

7.1 AYO is committed to handling complaints in a manner that is fair, impartial and 
respectful to all parties involved. 

 
7.2 Where a complaint involves a child or young person, AYO will ensure the child is 

supported in a child-appropriate, trauma-informed manner, including the option to 
have a support person present. 
 

7.3 All parties to a complaint will be: 

o treated with dignity and respect; 

o informed of the process being followed, where appropriate; 

o provided with an opportunity to be heard; and 

o supported throughout the process, including through access to internal or 
external support services where appropriate. 

 
7.4 No person will be victimised, disadvantaged or subjected to retaliation for: 

o making a complaint in good faith; 

o assisting with a complaint; or 

o participating in an investigation or resolution process. 

 
7.5 Any action taken to manage risk will prioritise child safety above all other 

considerations. 
 

7.6 Allegations found to be malicious, intentionally false or made in bad faith may result 
in disciplinary action. 
 

7.7 Nothing in this policy prevents AYO from taking immediate action to manage risk 
or ensure safety while a complaint is being assessed or investigated. 
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