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1 Background to the Complaints 

Process 

The NZISM is responsible for dealing with complaints concerning NZISM 
members. The Complaints Process is independent, fair and open and anyone 
can make a complaint. The Complaints Process are limited to the behaviour 
and actions of current members only.  
 
To reduce the possibility of complaints, NZISM follow WorksafeNZ guidelines 
in promoting the use of qualified and experienced health and safety 
practitioners and professionals as listed on the Health and Safety Association 
of New Zealand (HASANZ) register.  http://www.hasanz.org.nz/ 
  
Appendix 1 provides a high level flow chart overview of the Complaints 
Process while  Appendix 2 provides a more detailed flowchart. 
 
 

2 Using the NZISM complaint 

process 

While this document constitutes NZISM’s written in-house procedures to deal 
with complaints, we encourage complainants to talk to the company involved 
first as this may be the quickest and easiest way to resolve any issue. If this 
action does not produce satisfaction we suggest complainants contact the 
nearest NZISM branch next.  

The complaint can be raised either with the National NZISM organisation 
directly or taken up with the local branch first. National NZISM can be 
contacted at any stage of the complaint. 
 

2.1 Complaints NZISM CAN deal with 

 What an NZISM member, or company associated with a member, did 
when they carried out health and safety work. 

 What an NZISM member, or company associated with a member, did 
when they were not carrying out health and safety work if this 
behaviour could be misconduct. In this instance please call us to 
discuss before you make a complaint. 

 

2.2 Complaints NZISM CAN’T deal with  

Complaints about a non-NZISM member can be reported to HASANZ on 
info@HASANZ.org.nz  
 
 
 

http://www.hasanz.org.nz/
mailto:info@HASANZ.org.nz
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3 Receiving and processing a 

complaint 

(1) For clarity of understanding NZISM request that complaints be reported 
in writing. A link to the Complaints Form detailed in Appendix 3 is 
located on the NZISM website with e-mail instructions.  

(2) NZISM will acknowledge receipt of the complaint by email. If NZISM 
cannot resolve the complaint because it is not within our authority to do 
so, we will explain the reasons and if possible refer the complainant to 
another organisation. 

(3) If we can help, there are several different ways we may resolve your 
complaint.  Once a complaint is deemed to be valid the NZISM 
administrator updates an excel spreadsheet with the relevant detail.  
This spreadsheet is used to analyse the nature and frequency of 
complaints and the outcome of this analysis could be used by NZISM 
to lay on sessions aimed at addressing specific complaints. 

This adds value for its members and improves their professional 
development and ultimately how NZISM is seen in the wider industry. 

(4) Based on the nature and severity of the complaint as described in 
Section 6 – Resolutions Options Complaints Severity, the NZISM 
administrator will forward the complaint onto the appropriate individual 
to deal with the complaint via e-mail. 

(5) The National Executive Committee (NEC), or their appointed delegate, 
which initially will consist of the local branch manager, will then work 
with the complainant and NZISM member to decide on the best way of 
resolving the complaint. One of the NZISM staff may contact the 
complainant and member directly to clarify key issues or request further 
information and documentation. 

(6) For a complaint of a less severe nature the branch manager managing 
the complaint will use the Complaints Investigation Form (CIF) as per 
Appendix 4. The back of the form contains the guide Fair Process 
described in Section 5 below.  

(7) Should the complaint be resolved and no disciplinary action is required, 
the branch manager will provide the CIF to the Operations Manager for 
review. The Operations Manager then informs the NZISM 
administration manager of his acceptance thereof. Where disciplinary 
action is required due process as detailed in the Disciplinary Document 
is applied and once resolved is provided to the NZISM Administrator.  

(8) The NZISM Administrator then updates the Excel spreadsheet with the 
appropriate detail, scan and save the CIF. 

(9) A complaint of a high level will be passed onto the National Manager 
and together with the Operations and Branch manager will manage the 
complaint following the process detail from 1 through 8. 

 

If a valid complaint is received there are several different ways we may resolve 
your complaint and NZISM will ensure it applies fair process in doing so. 
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4 Fair Process 

While the NZISM organisation/NZISM member relationship is not regarded as 

employer/employee, NZISM is obligated to the industry and its members to 

ensure a fair process is adhered to.  The following guide appears at the back of 

the Complaints investigation form.   

As per the Ministry of Business, Innovation, Enterprise (MBIE) New Zealand at 

Work information
1
 

http://employment.govt.nz/er/solvingproblems/keyprinciples/fairprocess.asp (3 

March 2016) this will usually involve the following: 

 

 Provision of information – employees must be given the information the 

employer is relying on when considering dismissal or disciplinary 

action. 

 Opportunity to comment – employees should be given an opportunity to 

comment on that information, and an opportunity to provide any other 

information that might be relevant. This includes being given sufficient 

time to consider the information provided and to prepare a response. 

The employee should be given an opportunity to comment on the 

outcome of any investigation before any decision is made. 

 Promptness – any action should be taken as soon as practicable after 

the event. 

 Representation – employees should be told in advance that they can 

be represented (e.g. by a union delegate, lawyer or friend) when being 

asked to comment on a proposed dismissal or disciplinary action. 

 Open mind –the employer must listen to the employee’s comments with 

an open mind and consider all relevant information. This means that, 

before the employer makes a decision, the employer must carefully 

consider what the employee has to say. 

 Relevant considerations – the employer must take into account all 

relevant matters, and must not take into account matters that are not 

relevant. 

 Even-handed treatment – the employer should generally treat similar 

situations in the same way (e.g. if two employees engage in the same 

misconduct they should receive the same treatment), unless there is a 

good reason for treating them differently. 

 Access to decision-maker – the employee should be given an 

opportunity to address the person who is making the decision. The 

decision-maker may get someone else to undertake part of the process 

(e.g. appoint someone else to undertake a fact-finding investigation), 

but must personally consider what the employee has to say. The 

decision-maker should also personally advise the employee of his or 

her decision. 

 Alternatives – the employer should consider alternatives to dismissal or 

disciplinary action before deciding on what action should be taken. 
 
It is to be noted that NZISM have a Disciplinary process separate from the 
Complaints Process. Members are requested to familiarise themselves with 
both documents. 

http://employment.govt.nz/er/solvingproblems/keyprinciples/fairprocess.asp
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5 Complaints Severity and 

Approach 

5.1 Low Level Complaints 

For low level complaints two main resolution options exist: 

5.1.1 Compliance advice 

If there has been: 
 

 little or no harm or damage from the member’s behaviour 

 the issue is not on-going 

 the member has not had any previous disciplinary problems or 

 if the issue doesn’t involve the wider public  
 
The NEC may send the member a compliance advice letter to tell them where 
they went wrong and what they need to do to comply with NZISM Professional 
Ethics. 

 
The NEC will send the complainant, and if applicable the member’s employer, 
a copy of this letter. We also keep a copy of the letter on the member’s file.  
If the complainant or the member does not agree with this approach, either can 
raise concerns with the NZISM NEC. 
 
Time to resolve a complaint through compliance advice? 
NZISM will attempt to send the compliance advice letter within 2-3 weeks of 
receiving any complaint. 
 

5.1.2 Mediation 

Mediation may be suggested when the complaint does not involve issues of 
wider public interest and can be resolved between the complainant and the 
member providing both complainant and the member agrees to it. 

Mediation is a process where the complainant and the member, with the 
assistance of an independent mediator, identify the issues, develop options, 
and consider alternatives to reach an agreement.  Mediation will be at the cost 
of the complainant and the member. 

If no agreement is reached at mediation, NZISM will consider the best way to 
proceed. 

5.2 Higher level complaints 

Complaints of an urgent/serious nature will be responded to by the National 
Executive Committee (NEC). The member will receive a copy of the complaint 
against them and the complainant’s personal details will be removed. 

NZISM administration will complete the necessary high level fact finding prior 
to handing the case over to the NEC.  For this purpose the Complaints 
Investigation Form (CIF) in Appendix 4 is to be used. 
 
The NEC will consider the information the complainant provided and decide 
whether to investigate (inquire) further. If the NEC decides to inquire further, an 
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investigation will be carried out by one of the members of the NEC and the 
NEC will meet again to consider the information gathered in the investigation. 
 
If the NEC finds that the behaviour of the member is unsatisfactory or 
unacceptable, that the member was incompetent or negligent, they will make a 
decision of unsatisfactory conduct and implement the OC11 Disciplinary 
Process and issue a range of orders. 

The orders range from censuring or reprimanding the member, requiring them 
to apologise, requesting the member to attend training, recommending the 
member to reduce, cancel or refund fees and in the worst case suspend their 
NZISM membership.  

If the NEC finds that the member did not breach the Ethics or the Rules, no 
further action will be taken and the member will be informed. 

If the NEC considers evidence to support their findings of disgraceful conduct, 

seriously incompetent or seriously negligent, or a wilful or reckless breach of 

the Ethics or Rules, they can remove the member’s NZISM membership and, if 

listed on the register, notify HASANZ to remove their name from the HASANZ 

register. The OC11 Disciplinary Process details the disciplinary actions open 

for use by the NEC. 
 
The complainant and the member will be informed of the NEC findings and 
recommended actions following the complaint. 
 

5.3 Time to resolve a complaint if it goes to the NEC 

The length of time to process and resolve this level of complaint depends on: 

 The nature and complexity of a complaint. 

 Whether external parties or organisations are involved 

 The time each party takes to respond to NZISM request for information. 

 The actions already taken to resolve it. 
 
Some complaints may take only a matter of weeks to resolve, others can take 
several months.   
 

5.4 Right to appeal 

The NZISM member has the right of appeal if they are not content with the 
resolution decided upon by the NEC. 
 

5.5 Legal Complaints Rights 

Any complaint made to NZISM about an NZISM member does not remove a 
complainant’s right to report health and safety concerns to the Government’s 
Regulator: 
 

WorksafeNZ 

0800 030 040 
info@worksafe.govt.nz 

 
Nor does it remove any right to legal/civil action provided under New Zealand 
legislation. 

mailto:info@worksafe.govt.nz
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6 Appendix - Supporting 

Documentation 

Appendix 1: OC10 Complaints Flowchart (high level) 
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Appendix 2: Complaints Investigation Detail flow chart 

 
Please note that any complaint made to NZISM about an NZISM member does 
not remove a complainant’s right to report health and safety concerns to the 
Government’s Regulator: 
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Appendix 3: Complaints Form 
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Appendix 4: NZISM Rules: Rule 11 Disciplinary Procedures  

(Rule 11 may be updated, under which the most current version becomes the 

reference) 
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Appendix 5: NZISM Code of Professional Ethics  

(The NZISM Code of Professional Ethics may be updated, under which the 

most current version becomes the reference) 
 
 
Code of Professional Ethics 
March 2012. 
 
This Code is to assist you, as a member of the New Zealand Institute of Safety 
Management Incorporated (NZISM), to know and understand the standards of 
integrity, professionalism and behaviour which we, as a professional NZISM 
Organisation consider essential. 

Prior written approval from the Executive is required before a member of the 
NZISM may make comments (either verbally or written) on behalf of the 
NZISM. 

No executive member, committee member, or any other member of the NZISM 
shall be answerable or responsible for any act, omission, neglect or default of 
any other person (notwithstanding any receipt or other document signed or act 
done for the sake of conformity with the rules of the NZISM) or for any loss or 
damage whatsoever suffered by the NZISM unless such an act, omission, 
neglect, default, loss or damage shall happen through or as a result of their 
own dishonesty or culpable negligence or skilful default. 

Nothing contained or implied in the previous paragraphs hereof shall operate to 
exempt any person from or to indemnify them against, any liability which by 
virtue of any rule or law would otherwise attach to them in respect of any 
negligence, default breach of duty, or breach of trust of which they may be 
guilty in relation to the NZISM: 

Provided however that the NZISM shall not under any circumstances be bound 
to make any payment or to call upon its members to contribute toward any 
payment which is over and above the amount of funds held by NZISM at the 
time of any claim for indemnity and/or reimbursement. 
 
1. Responsibility: 

All members are required to: 

 Act and work responsibly and competently at all times to improve 
health and safety in workplaces 

 Give priority to the health, safety and welfare of employees, employers 
and other workplace health and safety stakeholders. 

 Ensure work carried out by others under their direction is performed 
competently with honesty and integrity and is accurately reported. 

 Ensure they do not knowingly engage in any illegal or un-professional 
practices. 

 Honour their responsibilities to NZISM, their Branch, their profession, 
employer, client, colleagues and themselves.  

 Honour the constraints that are set out in legislation including but 
limited to the Fair Trading Act 1986 and the Privacy Act 1993 and 
subsequence changes to legalisation. 

 Co-operate and support the NZISM and Branch activities, 

 Participate in the development of sound working relationships and 
interactions with other organisations at appropriate levels. 
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2. Integrity and Honesty. 

All members must: 

 Perform their work and duties with integrity, honesty and equity while 
adhering to legal principles. 

 Provide advice, express an opinion or make statements in an honest, 
objective, impartial and efficient way and consider the reasonably 
foreseeable consequences of that advice. 

 
3. Areas of Competence 

All Members are required to: 

 Perform work within their areas of competence and within the limits of 
their abilities. Members shall not undertake responsibilities in relation to 
health and safety which they do not believe themselves competent to 
discharge. 

 Acknowledge any limitations in their own competence, and shall not 
undertake any activities for which they are not appropriately prepared 
for and/or not suitably qualified. 

 Only make public statements claiming professional knowledge in an 
area of public interest only if competent to do so, and only if such 
statements are consistent with other parts of the NZISM Code of 
Ethics. 

 Take all reasonable steps to obtain, maintain and develop their 
professional competence by acknowledging new developments in 
occupational safety and health and shall encourage others working 
under their supervision to do so. 

 Comply with the NZISM Continuing Professional Development (CPD) 
scheme when required to do so. 

 
4. Conflict of Interest: 

All Members are required to actively: 

 Avoid real or apparent conflicts of interest. 

 Disclose promptly and effectively all significant financial and other 
relevant interests with potential for providing conflict of interest or 
influencing the impartiality of any reports, advice or decisions. 

 Use a professional approach in all business activities with other 
members. 

 Seek to avoid their professional judgement being influenced by any 
conflict of interest. They shall inform their employer, client, or the 
NZISM of any conflict between the member’s personal interest and 
service to the relevant party. 

 
5. Disclosure and Whistle blowing: 

Any member of NZISM may become aware of an organisation breaching any 
relevant or associated OHS legislation or standards resulting in a risk of injury 
or disease. How the member responds to this situation will be determined by 
the nature of the relationship (if any) the professional member has with the 
organisation. 
 
Initially, the member should discuss the problem with management at the 
highest level and highlight or outline the problem, potential consequences, and 
professional member’s ethical (and/or perhaps legal) responsibilities. 
If there is no action on the part of the organisation and the only way of reducing 
the risk is to disclose their knowledge of the risk to a third party, the 
professional member should do so. Before doing so, the professional member 
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should seek advice from senior colleagues, the NZISM or other relevant 
parties, and should inform management of the organisation of his/her actions. 
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7 Background to the Disciplinary 

Process 

This paper describes the Disciplinary Process following a substantiated 

complaint from either NZISM or an outside source such as HASANZ. 

 

7.1 NZISM Disciplinary Process 

The NZISM National Executive Committee (NEC) is responsible for 

administering the disciplinary process following a substantiated complaint/s 

concerning an NZISM member/s. We run an independent, fair and open 

disciplinary process. Please see Appendix 1 for the approved flow chart of the 

Disciplinary Process. 

 

To minimise the possibility of complaints, and hence the need for disciplinary 

actions, we follow WorksafeNZ guidelines in promoting the use of qualified and 

experienced health and safety practitioners and professionals as listed on the 

Health and Safety Association of New Zealand (HASANZ) register located on 

their website http://www.hasanz.org.nz/ 

  

7.2 Why disciplinary action is required 

Poor performance or misconduct by health and safety 

practitioners/professionals undermines the trust New Zealand businesses 

place on those involved in the health and safety industry. Effectively dealing 

with poor performance and misconduct shows NZISM's leadership skills and 

commitment as an industry body and commitment to its members.  

 

7.3 Fair Process 

While the NZISM/member relationship is not regarded as employer/employee, 

NZISM still wish to ensure that a fair process is adhered to. 

 

As per the Ministry of Business, Innovation, Enterprise (MBIE) New Zealand at 

Work information
1
 this will usually involve the following: 

 Provision of information – employees must be given the information the 

employer is relying on when considering dismissal or disciplinary 

action. 

 Opportunity to comment – employees should be given an opportunity to 

comment on that information, and an opportunity to provide any other 

information that might be relevant. This includes being given sufficient 

time to consider the information provided and to prepare a response. 

The employee should be given an opportunity to comment on the 

outcome of any investigation before any decision is made. 

http://www.hasanz.org.nz/
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 Promptness – any action should be taken as soon as practicable after 

the event. 

 Representation – employees should be told in advance that they can 

be represented (e.g. by a union delegate, lawyer or friend) when being 

asked to comment on a proposed dismissal or disciplinary action. 

 Open mind –the employer must listen to the employee’s comments with 

an open mind and consider all relevant information. This means that, 

before the employer makes a decision, the employer must carefully 

consider what the employee has to say. 

 Relevant considerations – the employer must take into account all 

relevant matters, and must not take into account matters that are not 

relevant. 

 Even-handed treatment – the employer should generally treat similar 

situations in the same way (e.g. if two employees engage in the same 

misconduct they should receive the same treatment), unless there is a 

good reason for treating them differently. 

 Access to decision-maker – the employee should be given an 

opportunity to address the person who is making the decision. The 

decision-maker may get someone else to undertake part of the process 

(e.g. appoint someone else to undertake a fact-finding investigation), 

but must personally consider what the employee has to say. The 

decision-maker should also personally advise the employee of his or 

her decision. 

 Alternatives – the employer should consider alternatives to dismissal or 

disciplinary action before deciding on what action should be taken. 

 

It is to be noted that NZISM have a Complaints Process separate from the 

Disciplinary Process and members are requested to familiarise themselves 

with both documents. 

 

8 Using the NZISM disciplinary 

process 

This document constitutes NZISM’s in-house procedures to administering 

disciplinary action. It follows from a complaint lodged with NZISM that 

necessitates action based on an investigation of the complaint.  This 

disciplinary process takes the findings of the Complaints Process at face value 

and applies disciplinary action at a level according to the level of the 

substantiated complaint/misconduct. 

 

8.1 Levels of misconduct 

“Misconduct” means some form of wrongdoing. Usually it will involve deliberate 

wrongdoing, but there may be circumstances where a member acts so 

carelessly that it amounts to serious misconduct (i.e. gross negligence or 

recklessness). 
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“Serious misconduct” involves serious wrongdoing. The misconduct is 

sufficiently serious that it undermines the trust and confidence that NZISM has 

in the member (e.g. theft, sexual or other assault, or the use of illegal drugs at 

work). 

 

While NZISM lists examples of various levels of misconduct it does not 

necessarily ensue that the level of misconduct has automatically occurred. In 

every case the Complaints Process must consider all the facts and the 

member’s response before it decides whether the level of misconduct has 

occurred.  

8.1.1 Minor misconduct  

These are examples only and this level of misconduct is not restricted to this 

list. 

 

 Low level poor behaviour 

 

 

8.1.2 Misconduct 

These are examples only and this level of misconduct is not restricted to this 

list. 

 

 Unethical business activities 

 Activity bringing NZISM into disrepute 

8.1.3 Serious misconduct 

These are examples only and this level of misconduct is not restricted to this 

list. 

 

 Offering poor health and safety advice for personal gain 

 Illegal business activities 

 High level activity bringing NZISM into disrepute 

 

 

8.2 Range of disciplinary action 

Disciplinary action is not issued lightly by the NEC, nor will it to be used in an 

overpowering, disproportionate manner. The range of disciplinary action is 

restricted to controls within the NZISM organisation and at maximum to the 

removal of an NZISM member from the HASANZ register.  

Disciplinary actions taken by NZISM do not remove any complainant’s rights to 

seek legal or civil actions permitted to them under New Zealand legislation. 

 

8.3 Application 

The level of disciplinary action will be in reasonable proportion to any 

substantiated complaint.  
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The range of disciplinary actions can start with a low level warning in writing 

noting where adherence to NZISM ethics, rules, bylaws, or health and 

safety/business best practice was not adhered to. Where this occurs NZISM 

will table recommendations to the member/s for improvement.   

At maximum, disciplinary action can result in cancellation of NZISM 

membership and any actions subsequently resulting from this cancellation e.g. 

removal of member's listing on the HASANZ Register. 

 

If a major complaint has been substantiated HASANZ may be notified. 

 

Application of disciplinary action will be under guidance of Section 11 

Disciplinary Procedures of the NZISM Rules. 

 

Disciplinary action may take the pathway below 

 
PROBLEM SUGGESTED MANAGEMENT ACTION 

1
st
 minor misconduct Informal talk with member and recommended 

remedial actions 
(this is not part of the formal procedure) 

2
nd

 minor misconduct First formal warning (verbal) and recommended 
remedial actions 
Stage One of the procedure 

1
st
 misconduct or 

3
rd

 minor misconduct 
First written warning and recommended 
remedial actions e.g. lowering membership 
level 
Stage Two of the procedure 

2
nd

 misconduct or  
4

th
 minor misconduct 

Final written warning and recommended 
remedial actions e.g. lowering membership 
level notifying HASANZ 
Stage Three of the procedure 

Serious misconduct or 
3

rd
 misconduct or 

5
th
 minor misconduct 

Cancellation of membership and recommended  
remedial actions e.g. Removal from HASANZ 
Register 
Stage Four of the procedure 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



NZISM Accreditation Project – Complaints Process  

© 2015 NZISM, Confidential   

COM10&11 Complaints and Disciplinary Processes Members version v2.01    Pg 21        May 2016 (Review due May 2017) 
 

 

 

 

 

 

Management actions flowchart 

 
 

8.4 Cancellation of Membership  

Where cancellation of membership is being considered an NEC discussion 

involving at least six NEC members is to be held to ensure a fair consideration 

is given to the member’s situation and to protect any one NEC individual from 

accusations of bias. 

 

If cancellation of membership is agreed the Administrator is to remove the 

member from current membership and record this decision on the 

Complaints/Disciplinary Excel Sheet. 

8.5 Right of Appeal 

Members who are going through a disciplinary action have one right of appeal 

against any disciplinary action decided by the NEC.  
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9 Disciplinary Process and Sub-

Processes Defined  

9.1 NZISM Disciplinary Process 

The disciplinary process becomes a matter of assessing the level of 

misconduct which has occurred and applying the disciplinary action identified in 

the Management Actions Flowchart. 

 

 

9.2 NZISM Disciplinary Appeal Process 

The Disciplinary Appeals Process consists of the NZISM member being 

disciplined or the complainant writing their concerns re any disciplinary action 

being dispensed. The NEC will consider the concerns raised and respond to 

the writer. 

9.3 Recording on complaint and disciplinary activity 

An Excel table will be created recording the details of all member’s complaint 

and applied disciplinary activity. The purpose of this is to identify trends and to 

ensure consistency of application across a range of complaint and misconduct 

activity. If certain items are trending NZISM can produce activity to counter the 

trend e.g. run seminars to train/refresh members on certain aspects of 

emergency management, conflict of interest, or professional behaviour. 

Details recorded will be: 
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10 Supporting Documentation 

Appendix 1: OC11 Disciplinary Flowchart (brief) 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


