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[bookmark: _Toc119403965]3.06 Disputes & Grievances Policy & Procedure
[bookmark: _Toc119404170]Purpose and Scope 
All matters relating to complaints or disagreements from Amwrelle Cleaning & Home Care Services’ workers will have outlined steps within this policy and procedure of how to handle these matters. Workers can refer to Amwrelle Cleaning & Home Care Services’ Feedback, Complaints and Dispute Resolution Policy and Procedure to handle any complaints or disagreements. Amwrelle Cleaning & Home Care Services will resolve all complaints and disputes in a way that is reasonable and understandable by all workers. This policy and procedure must abide by current legislation, regulations and standards, and covers all workers.
This extends to all workers and meets relevant laws, regulations and standards.
[bookmark: _Toc119404171]Definitions
	Complaint
	Where a worker has made an official complaint regarding the corporation or another worker.

	Feedback
	The return of information based on an individual’s performance.

	Disagreement
	Conflict or dispute that may occur as a result of bigotry, intimidation and any other actions amongst workers as well as the company.

	Sexual Harassment
	Persistent behaviour, other than sexual harassment, by one worker or community of staff inappropriate, unsolicited, and considered offensive, disruptive, embarrassing, or harmful by another member of the workplace.

	Grievance
	An official statement complaining about something wrong or unfair.

	Intimidation
	Frighten or threaten someone to get what one wants.

	Dispute
	A disagreement or argument about something.


[bookmark: _Toc119404172]Policy
It is the responsibility of Amwrelle Cleaning & Home Care Services to maintain and continue to develop the connection between Management and workers.
Workplace complaints and disagreements can occur for an array of reasons but are not restricted to:
· Intimidation
· Harassment or prejudice
· 

· Disagreements between a worker and his or her manager or supervisor or among workers/volunteers
· Concerns linked to in-house Amwrelle Cleaning & Home Care Services procedures
Any complaints and disagreements arising within the corporation are to be managed efficiently and with discretion. This will involve all relevant parties working together and engaging in open conversation to come to a resolution that is satisfactory for all. All employee duties remain the same during the resolution process unless any person may be in danger.
[bookmark: _Toc119404173]Procedure
Amwrelle Cleaning & Home Care Services will utilise the Feedback, Compliments and Complaints Policy and Procedure to ensure an updated and maintained Dispute and Grievances Policy and Procedure suited to the workplace and relevant legislation.  Often circumstances can occur where an individual is under the impression that action by Amwrelle Cleaning & Home Care Services was taken unethically, incorrect or adversely affecting them. When, with reason, the individual claims that judgment is unreasonable, they may present a grievance in compliance with this procedure. Any complaints must be examined with an unbiased approach, and all complaints will be considered in high regard.
Amwrelle Cleaning & Home Care Services’ Owner/Director for resolution of complaints and disagreements, including reaching an agreement that takes into consideration the opinion of all involved, reduces the occurrence of differences and allows all involved to represent their disagreement or complaint in an outlined method.
There are cases in which a complaint may not be filed, and other applicable policies and procedures protect these. For instance, issues that are being handled or have been settled by external agencies, a concern of work duties regarding a member of the workplace, decisions pertaining to employers' compensation claims, and when workers' issues have not been resolved. Disagreements and complaints must be treated with the utmost privacy by all concerned, and the claimant must not be mistreated.
[bookmark: _Toc119404174]Officially Reporting Grievances
If a conflict cannot be settled, a grievance should be submitted by the representative of the workers at Amwrelle Cleaning & Home Care Services to the Owner/Director in writing form. These reported grievances have essential information that must be included in the record. These include a record of anyone involved or who observed the incident, the decisions made with reasoning, the date and time of the incident, a detailed explanation of the negative impact the experience had on an individual or group, any prior made decisions in an attempt to provide a resolution, and how you wish to proceed to resolve the situation. All this information must only be submitted to the Owner/Director unless there is a conflict of interest. The grievance will then be handled by your next in charge or an independent party.
[bookmark: _Toc119404175]
Disagreements
Step 1: If any worker has a complaint, they must initially attempt to resolve the disagreement with the other party/parties before they submit an official grievance.
Step 2: Workers must notify and explain the situation to their supervisor. It is then the supervisor’s responsibility to settle the dispute in a way agreed upon by all parties.
Step 3: Report the issues to the Owner/Director (unless the Owner/Director is the accused). 
Step 4: Any matters relating to sexual harassment, abuse or discrimination should be reported to management immediately. These matters will be managed according to the Incident Management procedure.
[bookmark: _Toc119404176]Investigating complaints/grievances
Ensure the management of complaints holds up to equality and integrity, as it can result in strengthening or weakening the investigation of the workplace. Amwrelle Cleaning & Home Care Services must upkeep procedural equality by relying on a worker’s findings and the investigation regarding workplace decisions, and Amwrelle Cleaning & Home Care Services must defend all parties involved and their interests throughout the investigation.
Owner/CEO/Director must investigate a formal complaint once it has been lodged within five working days. If the Owner/CEO/Director has a clashing concern regarding the formal complaint, the supervisor will be appointed to oversee the investigation; if this is also not practicable or possible, an investigative committee that has been outsourced shall be selected to perform the inquiry.
The selected investigator must ensure that the accused is innocent until proven guilty with a fair opportunity to respond, the matter is kept private, the accused are informed of all accusations, the investigation will be conducted in a reasonable amount of time, enough evidence is procured before judgment is passed, and those involved have the option of having a support person sitting in on investigative discussions.
Interviews are to be held with all parties involved, including the individual who lodged the complaint, the individual who is being accused (a support person may attend for both the accused and the victim) and any persons that have information regarding the matter and any other relevant parties involved. The support person's responsibility is to provide moral support; they cannot respond to questions on behalf of the person they assist or give their personal views, feelings or insights. The support people must not be involved in the investigation in any other way.
Throughout the investigation, all parties will be given a chance to detail the events and explain the situation on their account. All interviews are always to be performed while upholding 

administrative equality and be impartial of all involved. Any interviews or concerns conducted during the investigation must be documented.
[bookmark: _Toc119404177]Conclusion & Determinations
When a disagreement or complaint may be upheld, depending on the nature and severity of the complaint, the individual who caused the altercation may be required to but is not limited to undertaking additional training, given a written warning, apologise to the individual that filed the grievance, undertake counselling, receive a demotion, be transferred or be let go due to the resentment.
When a disagreement or complaint may not be upheld due to the absence of evidence, Amwrelle Cleaning & Home Care Services can recap all workers of their responsibilities regarding the Code of Conduct and Amwrelle Cleaning & Home Care Services’  Anti-Discrimination and Workplace Harassment Policy and Procedure. Amwrelle Cleaning & Home Care Services can organise workers to be retrained regarding discussion and disagreement skills and resolutions and addressing conflicts that may arise between workers that have been noticed by supervisors and given the opportunity for counselling.
If the disagreement or complaint is discovered to be a frivolous complaint, Amwrelle Cleaning & Home Care Services may request supervisors to recognise potential problems and recommend all workers to undergo communication skills and conflict resolution. Amwrelle Cleaning & Home Care Services will kindly inform all workers of their expectations under the Code of Conduct and Anti-Discrimination and Workplace Harassment Policy and Procedure and provide counselling to their workers.
Based on the severity of the claims, the person that complained may be subjected to writing a formal apology document to the individual that had these accusations against them. Disciplinary actions of employment such as a documented warning, demotion, dismissal, or counselling are required to partake in further education.
If a solution regarding any complaints or disagreements cannot be reached, the individual that lodged the grievance has the right to outsource the matter to an external organisation, such as the Fair Work Commission.
Workers are entitled to petition against any ruling regarding disagreements. These petitions must be submitted to the Owner/Director in writing. Workers that successfully challenge the appeal will have all aspects reconsidered for correctness. Workers who fail to appeal will have their original judgment reaffirmed for them. The Owner/Director will determine the definitive conclusion.
[bookmark: _Toc119404178]
Supporting Documents
Documents applicable to this policy and procedure are:
· Human Resources Policy and Procedure
· Staff Code of Conduct
· Incident Investigation Policy and Procedure
[bookmark: _Toc119404179]Policy Review
Amwrelle Cleaning & Home Care Services may change this policy and procedures from time to time to improve the effectiveness of its operation.  Generally, this entire policy will be reviewed in consultation with people using the service, their families, carers, and workers every year.
All service planning, delivery, and evaluation activities will include workers, participants, and other stakeholders and their feedback.
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