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Dispute Resolution Policy

1. Introduction

The Naturopaths and Herbalists Association of Australia (NHAA) is committed to upholding the
highest standards of professional conduct and ethical practice within the fields of Naturopathy
and Western Herbal Medicine. As the peak professional body for the profession in Australia, the
NHAA recognises its responsibility to provide a fair, transparent, and robust mechanism for re-
ceiving, managing, and resolving complaints about its members. This policy outlines the frame-
work through which concerns are addressed to protect the integrity of the profession and en-
sure public confidence.

2. Purpose

The purpose of this policy is to outline the processes by which disputes and complaints are iden-
tified, received, assessed, managed, resolved, and reported. It ensures consistency, fairness, and
accountability in decision-making. The policy also supports members and consumers by provid-
ing a clear avenue for raising concerns and understanding how these matters will be handled.

3.1
4. Scope

This policy applies exclusively to complaints relating to the conduct or professional behaviour of
current NHAA members. It also includes matters considered under the NHAA Constitution, in-
cluding disputes involving member obligations, compliance with the NHAA Code of Conduct, or
actions that may bring the profession into disrepute. Complaints regarding former members,
non-members, or matters outside NHAA jurisdiction fall outside this policy.

5. Guiding Principles
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The NHAA manages all complaints in accordance with the following principles:

a. Fairness: All parties will be treated impartially and given the opportunity to respond to
allegations.

b. Independence: Decisions are made without bias or undue influence.

c. Confidentiality: Information is shared only on a need-to-know basis and in accordance
with privacy laws.

d. Proportionality: The response to a complaint is proportionate to its seriousness.
e. Timeliness: Matters are addressed promptly and within reasonable timeframes.

f. Transparency: Processes, decisions, and potential outcomes are clear and well-
documented.

6. Definitions

NHAA Members: For the purposes of this policy, NHAA members include any individual
or corporate member who holds a current membership in any recognised category of
the NHAA. This includes full members, student members, associate members, corporate
members, and any other membership class established under the NHAA Constitution.

b. Complaint: A written expression of dissatisfaction or concern regarding the conduct,
behaviour, or professional practice of an NHAA member.

c. Complainant: The individual or entity lodging the complaint.
d. Respondent: The NHAA member who is the subject of the complaint.

e. Committee: The delegated NHAA committee responsible for reviewing and determining
complaint outcomes.

f. Dispute: A disagreement or conflict involving an NHAA member that falls within the ju-
risdiction of the NHAA Constitution or Code of Conduct.

7. Before Making a Complaint

NHAA encourages consumers, where appropriate and safe, to first attempt to resolve concerns
directly with the practitioner. Direct communication often resolves misunderstandings or minor
grievances quickly and effectively. However, if this is not appropriate or unsuccessful, complain-
ants may proceed to lodge a formal complaint with the NHAA.

8. Making a Complaint

All complaints must be made in writing using the NHAA Complaint Form. The complaint must:
a. Besigned by the complainant,
b. Clearly outline the issues or concerns,

c. Provide any supporting documents or evidence, and
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Include contact details for follow-up communication.

Incomplete or unsigned complaints may delay the assessment process.

9. Matters NHAA Cannot Consider

The NHAA cannot consider:

a.

b.

Anonymous complaints,

Complaints lacking sufficient detail or evidence,

Complaints deemed frivolous, vexatious, misleading, or malicious,

Employment or contractual disputes,

Matters outside the professional scope of Naturopathy or Western Herbal Medicine, or

Complaints currently before courts, police, AHPRA, or other regulatory authorities.
Where a matter falls outside NHAA jurisdiction, the complainant will be advised and re-
ferred to an appropriate external body where applicable.

10. Assessment and Triage

Upon receiving a complaint, NHAA will:

a.

b.

Acknowledge receipt in writing,

Conduct a preliminary jurisdictional assessment,
Determine whether the complaint can be accepted, and
Notify the member if the complaint proceeds.

If accepted, the matter will be triaged based on seriousness, urgency, and potential risks
to public safety.

11. Resolution Process

Once a complaint is accepted:

a.

b.

The Respondent will be given an opportunity to provide a written response.

The Committee will review all evidence, including statements, documentation, and any
relevant supporting information.

The Committee may seek additional clarification or expert input where required.

Both parties will be notified in writing of the outcome, reasons for the decision, and any
actions required.

12. Possible Outcomes

Possible outcomes following a complaint investigation may include, but are not limited to:

a.

b.

NHAA

No further action,

Written warnings or directives,
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c. Requirements for additional education or supervision,

d. Imposition of conditions or restrictions on practice,

e. Suspension of membership (voluntary or involuntary),

f. Referral to an external authority, or

g. Expulsion from NHAA.
Outcomes are determined based on the severity and nature of the conduct.
13. Member Misconduct & Expulsion

Serious misconduct may lead to expulsion in accordance with Clause 4.9 of the NHAA Constitu-
tion. This includes:

a. Formal notice to the member,
b. An opportunity for the member to respond or appear before the Committee,
c. Prescribed notice periods,
d. Voting requirements for expulsion, and
e. Written communication of the outcome.
14. Conflicts of Interest

Any Committee member or staff involved in handling a complaint must declare any actual, po-
tential, or perceived conflict of interest. Conflicted individuals will be removed from all decision-
making and may be replaced by an independent reviewer to ensure the integrity of the process.

15. Confidentiality & Privacy

All complaint-related information is handled in accordance with the NHAA Privacy Policy, rele-
vant privacy legislation, and ethical obligations. Information will only be shared with individuals
directly involved in assessing or resolving the matter.

16. Records Management

The NHAA will maintain secure and confidential records of all complaints, investigations, and
decisions. Records will be retained for the period required under statutory and governance obli-
gations.

17. Interaction with External Processes

Where a matter is being investigated by police, courts, or regulatory bodies, the NHAA may
pause or close its own investigation until the external process is concluded. The NHAA may also
refer matters to external authorities when required by law or where risks to public safety are
identified.

18. Timeframes
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The NHAA is committed to progressing complaints as soon as reasonably practicable.
Timeframes may vary depending on the complexity of the matter, availability of information, or
involvement of external bodies.

19. Review of Policy

This policy will be reviewed periodically, or earlier if required due to legislative, regulatory, or
governance changes. Amendments will be approved through NHAA’s established governance
processes.
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