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Disability Advocacy and Complaints Service SA Inc.


GRIEVANCE POLICY AND PROCEDURES

Statement of Intent

The Disability Advocacy and Complaints Service SA Inc. is committed to providing a working environment in which individuals are valued and respected as skilled members of a team working to achieve positive outcomes for clients.  

Recognition of the rights of clients, their families and carers, staff members, and volunteers to air their grievances in a just and fair manner is of paramount importance. 

Definition

Grievances of staff members and volunteers are those grievances against:

(i) co-workers;

(ii) the Chief Executive Officer.

Grievances of clients, their families and friends, and members of the public are grievances against:

(i) Volunteers and staff members;

(ii) The Chief Executive Officer;

(iii) Members of the Management Committee     

Rationale

The aim of this grievance procedure is to develop a range of procedures to facilitate airing, and resolution of grievances in a non-threatening, 
supportive environment.

Principles:

To achieve the above, the following principles will be applied:

· the point of view of all involved in the grievance procedure will be respected;

· everyone has the right to access a grievance mechanism in order to resolve issues that may arise;

· no one will be disadvantaged because of accessing a grievance mechanism, whistleblower’s identities and interests will be protected at all times.

· employees have the right to representation and support by their union, or any other body or group of their choosing; 

· the Executive of the Management Committee will act as the 
complaints committee upon receipt of issues in writing to the Chairperson of the Management Committee, unless the complaint is against a member of the Executive, in which case the Management Committee will appoint another member for this particular purpose to the Executive.

Procedures
1.
Grievances against staff members, volunteers or colleagues
In the first instance the aggrieved should access the person with whom they have a grievance to negotiate a resolution.  If this is unsuccessful the aggrieved should

(i) present their grievance to the Chief Executive Officer for action, the Chief Executive Officer will write to the complainant acknowledging receipt of their complaint within 7 working days.  
(ii)
the Chief Executive Officer will interview the employee or volunteer concerned, separately and privately.  

If no resolution is forthcoming then

(iii) the Chief Executive Officer will arrange a meeting between the persons concerned to facilitate resolution. 

If this is unsuccessful the Chief Executive Officer may:

(a) elect to involve a third, independent, person to act as mediator between the persons concerned;

(b) refer the grievance, with a written report of action to date to the Chairperson of the Management Committee for action by the Executive, the Chairperson will write to the complainant acknowledging receipt of their complaint within 15 working days.

At any stage through this process the persons involved may request external support and assistance to resolve their grievance.

Similarly the Chief Executive Officer and/or Executive or Management Committee may request the assistance or request advice from external parties.

2.
Grievances against the Chief Executive Officer
If appropriate, a person should, in the first instance, raise their grievance directly to the Chief Executive Officer in order to attempt a resolution.

(a) Where this is not appropriate, or is unsuccessful, the aggrieved person should lodge their grievance, in writing, to the Chairperson of the Management Committee for action by the Executive, the Chairperson will write to the complainant acknowledging receipt of their complaint within 15 working days.

If necessary the Executive or the Management Committee reserve the right to institute work contracts and a series of staff appraisals as a result of grievances lodged against the Chief Executive Officer.

Should the action of the Executive not be satisfactory to the aggrieved person there are further avenues available to air the grievance to organisations outside of Disability Advocacy and Complaints Service SA Inc.

If the aggrieved person is a client or family member of a client, he or she may raise a complaint to the Complaints Resolution and Referral Service in Sydney, or other appropriate bodies such as the Equal Opportunity or Human Rights and Equal Opportunity Commission.

If the aggrieved person is a volunteer, Volunteering SA may give advice and provide support in the resolution of the conflict.

If the aggrieved person is an employee, the relevant union or the Employee Ombudsman may provide advice.

At any stage throughout this process any of the parties concerned have the right to request external support, information and assistance to resolve the grievance.
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