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INTERNATIONAL ASSOCIATION of CHIRON HEALERS INC. (I.A.C.H.I.)

GRIEVANCE RESOLUTION POLICY and PROCEDURES
INTRODUCTION

The Association's Grievance Policy and Procedures document provides a mechanism for lodging and resolving grievances. It also provides a summary of the procedures designed for the resolution of grievances about decisions or actions that adversely affect I.A.C.H.I. members, or matters within the Association about which they are aggrieved. Members should read the policy and procedure carefully and seek advice from the I.A.C.H.I. Committee of Management (the "Committee") if they are unsure of the process. 

SCOPE

This policy and procedure applies to all I.A.C.H.I. members. It applies to any academic or non-academic matter which causes a member serious concern or distress in relation to any decision, service, facility or process provided by the Association.  

POLICY

I.A.C.H.I. is committed to ensuring a fair and just environment by ensuring all members and students have access to processes that allow them to resolve legitimate complaints in a supportive atmosphere.

CONFIDENTIALITY

The I.A.C.H.I. Committee and officers responsible for implementing this policy will keep confidential the names and details related to any grievance, unless disclosure is necessary as part of the disciplinary or corrective process.

National Privacy Policy legislation will be adhered to at all times, and the I.A.C.H.I. Guidelines for
Management
of Personal Information will be followed.

DEFINITIONS

Grievance

A grievance is a serious problem or concern of an academic or non-academic nature raised by any member, student or prospective student, which is believed to disadvantage them.

Complaint

For the purposes of this policy, a complaint is an expression of dissatisfaction regarding an established procedure, which affects the quality of services offered by I.A.C.H.I. All complaints are managed through the Association's Improvement Suggestion procedure, which applies to all I.A.C.H.I. members.

Complainant
A person who makes a complaint. 

Conciliation

Conciliation is a process in which the parties to a dispute, with the assistance of a conciliator, identify the issues in a dispute, develop options, consider alternatives and endeavour to reach an agreement.  

Grievant
A person who has a grievance.

Respondent

The person or people who the complaint or grievance is about. The respondent can be a member, a Committee or Sub-Committee, or the Association.

Natural justice 
This is the minimum standard of fairness to be applied in the investigation and adjudication of a grievance. It is also referred to as procedural fairness. The requirements of natural justice are: 

· fully informing a respondent of any allegation(s) made against them; 

· giving them the opportunity to state their case, provide an explanation or put forward a defence; 

· ensuring that proper investigation of the allegations occurs, that all parties are heard and relevant submissions are considered; and 

· ensuring that the decision-maker acts fairly and without bias. 

Grievance Officer(s)

A person or persons appointed by the I.A.C.H.I. Committee to conduct an internal investigation of a non-academic or academic grievance and recommend a course of action to both parties to resolve the grievance. The Grievance Officer should always endeavour to resolve the grievance informally through discussion and conciliation. The Grievance Officer should be thoroughly familiar with, and adhere to, the I.A.C.H.I. Grievance Resolution Policy and Procedures. 

Internal Investigation

A process in which the Grievance Officer, in an attempt to solve the grievance, enquires into the dispute and provides advice on the facts of the dispute.

Grievance Investigation Panel
A panel convened by the I.A.C.H.I. Committee comprised of three (3) members who have no previous connection to the grievance process under investigation. The Panel's task is to gather evidence, draw conclusions and come to a finding about the complaint, which then forms the basis of recommendations to the Committee for resolution of the grievance. If necessary, this may include referral of the complaint to an external body for further investigation, conciliation and/or resolution.

Review Panel 

A Panel convened by the Committee when a grievance has been substantiated and disciplinary action against a member is necessary. The Review Panel's responsibility is to make decisions of findings and recommendations of disciplinary action to the Committee. This Panel will comprise three (3) I.A.C.H.I. members, one of whom should be a member of the I.A.C.H.I. Peer Ethics Sub-Committee where possible, and none of whom have been previously involved in the resolution process. (Where it is impossible for a member of the Peer Ethics Sub-Committee to fill a position on this Panel, the Committee may appoint any other I.A.C.H.I. member.)

Appeals Panel

A Panel appointed by the Committee from the I.A.C.H.I. membership, comprising three (3) members other than those who formed the Investigation and/or Review Panels, whose duty is to handle formal appeals from either party where a matter of procedure, bias, or fairness of a Panel has been called into question. (Where it is not possible for I.A.C.H.I. members to make up the Appeals Panel, a member or members of the general public with experience or expertise in this area may be appointed.)

Support Person 
A person who assists and/or supports a party in the grievance process. A support person could include a friend, a family member, an officer of a student body, a practitioner or teacher advocate, etc., and must act within the processes set down for the meeting. The support person is not a legal representative, and must not be paid for acting as a support person.
Victimisation 
Subjecting a person to detriment or threat of detriment because they have made, or propose to make, a complaint either to I.A.C.H.I. or an external authority.

APPLICATION

Conciliation and negotiation are the guiding principles of this policy and accompanying procedures. The objective is to resolve matters in a timely fashion and as close as possible to the source, while ensuring equity and due process in that resolution.

It is not intended that all disagreements will be the subject of these procedures; they are intended for use where a member has not been able to satisfactorily resolve a problem by raising the matter, attempting to understand the alternative points of view and fully discussing her or his perspective with the relevant parties.

They are also not intended for, and cannot be applied to, matters where I.A.C.H.I. is required by legislation, industrial agreement or other binding legal agreement to use other procedures.

For the purpose of this policy a grievance does not arise if the subject of the complaint relates to:

1. policies of I.A.C.H.I. 

2. policies in which an alternative review procedure takes the place of this procedure e.g. sexual harassment. 

3. general membership classifications and reclassifications 

4. procedures within, or decisions resulting from these grievance procedures 

5. such other matters as may be agreed between the Committee and the general membership.

These grievance resolution procedures shall also not be used to challenge any legally binding agreement, decision, legislation, regulation or award. 

General Principles

Where an I.A.C.H.I. decision, action or inaction gives rise to a grievance, I.A.C.H.I. will consider refraining from implementing the decision or continuing the action during the period from the notification of the grievance until finalisation. If a grievance is upheld, and I.A.C.H.I. has not maintained the status quo, I.A.C.H.I. will consider what recompense, if any, should be made to the member.

Where two or more members believe they have a common problem this may, at their request, be dealt with as a single grievance in these procedures.

Where a member (or a support person acting on their behalf) and the Grievance Officer agree, the grievance procedure may begin at the third level.

Where a member (or a support person acting on their behalf) and the Grievance Officer agree, the time limits set out in these procedures may be extended.

These procedures do not pre-empt, limit or delay the parties' rights to pursue other avenues for resolution of grievances such as direct application to the Australian Industrial Relations Commission. Where alternative avenues are used, the member will no longer have access to these grievance procedures for that particular matter.

Settlements reached through the grievance process shall not constitute precedent.

A Support Person can be a member or official of I.A.C.H.I. or a person of the member's choosing. Support Persons will not include legal representatives.

The principles of natural justice apply and will guide the application of these procedures.

Protocol

All parties will ensure confidentiality is maintained throughout the entire grievance process. 

All parties to the grievance will be informed orally and in writing where indicated of:

· the nature of the complaint 

· the steps taken or to be taken to resolve the complaint and 

· the outcome of the process. 

Procedures

The grievance procedure has five levels. Time limits are set at each level to ensure speedy resolution of issues, and processes must be completed within these time limits unless both parties agree otherwise. 

LEVEL ONE

Where a member wishes to raise a grievance the member shall, in the first instance, raise the matter verbally with the person who has made the decision or undertaken the action causing the grievance (the respondent). This must be done within 10 working days of the decision being communicated or the action occurring.

The respondent shall attempt to resolve the grievance and make a full verbal response to the member not later than 5 working days from when the matter was first raised. 

Where the member and the respondent agree, they may request a Grievance Officer to provide a Conciliator to assist in resolution.

LEVEL TWO

If the matter remains unresolved, or if there is not a reply from the respondent within the time agreed, the member should approach a Grievance Officer about the grievance. The Grievance Officer shall attempt to resolve the grievance. (The grievance may be referred to the I.A.C.H.I. Committee for conciliation if the grievance is with the Grievance Officer.) Resolution or referral shall occur within 5 working days.

Prior to any meeting with the respondent that may be organised by the Grievance Officer the respondent must be advised of their right to bring a Support Person. Parties and their Support Persons must be given access to all relevant information and documentation, excepting material that is exempt under Freedom of Information (F.O.I.) legislation.

The nature of the complaint, the steps to be undertaken to resolve the complaint and the outcome of any meetings should be communicated to both parties in writing by the Grievance Officer to ensure mutual and agreed understanding. 

LEVEL THREE

If the matter is not resolved by the Grievance Officer or the Grievance Officer did not convene a meeting within the agreed time frame, the member must explore conciliation processes.

The member shall inform the I.A.C.H.I. Committee of the grievance in writing. The Committee will arrange for appointment of a Conciliator within 5 working days; and the Conciliator will seek to resolve the grievance within 10 working days by mediating between the parties.

The Conciliator will provide written communication about the nature of the complaint, the steps to be taken to resolve the complaint and the outcomes of the mediation processes to both parties. A summary of these will be provided to the Committee by the Conciliator at the conclusion of the process, regardless of the outcomes.

LEVEL FOUR

If agreement has not been reached through conciliation or if a timely meeting was not convened, the member must advise the Committee in writing of the unresolved grievance if this has not already been done by the Conciliator.

Upon such notice the Committee shall ensure that the grievance is referred to a Grievance Investigation Panel. The Grievance Investigation Panel will comprise three (3) I.A.C.H.I. members who have not previously been involved in the assessment or management of the complaint, is convened by the Committee to gather evidence, draw conclusions and come to a finding about the complaint, which then forms the basis of recommendations to the Committee for resolution of the grievance.

The Grievance Investigation Panel will investigate the matter and report to the Committee within 15 working days from the date the grievance was first referred to the Committee. In carrying out its investigations, the Panel will make all reasonable attempts to resolve the matter and will have access to relevant information, records and persons, other than material exempt under FOI. In circumstances where access to this data is essential in properly considering the grievance, the I.A.C.H.I. President may make this material available. Where the Panel is unable to agree, the grievance may proceed to the next level. 

The Grievance Investigation Panel shall provide a written report to both parties.

LEVEL FIVE

Where the grievance is not resolved at level four or if a timely reference was not made to the Grievance Investigation Panel, the member may request in writing an external review be conducted by a member of the Institute of Arbitrators and Mediators Australia (IAMA). I.A.C.H.I. will acknowledge receipt of this request. The complainant must then arrange for an IAMA member to review the grievance. I.A.C.H.I. will pass all information to the designated member of IAMA. The IAMA member will make a written report to the Committee.

The I.A.C.H.I. Committee will consider the recommendation of the external reviewer prior to confirming or amending the original decision and communicate the decision with supporting reasons in writing to the parties involved in the process within two weeks. The cost for the external review process will be borne by I.A.C.H.I.

Following the external review process the complainant may take the matter to the Administrative Appeals Tribunal (AAT) located at Southgate HWT Tower, 40 City Road, Southbank, Victoria, if jurisdiction applies. The cost for such applications will be borne by the complainant and application details are located at www.aat.gov.au
Alternatively he or she may seek a recommendation on the matter from the Australian Industrial Relations Commission (AIRC) in their State or Territory. The cost for such an application will be borne by the complainant and application details are available at www.airc.gov.au
The member must notify either the AAT or AIRC of the dispute within 5 working days of receipt of the Committee's decision otherwise the decision at Level 4 will be final and binding.

Record Keeping

Accurate and appropriate records will be kept by the person/s responsible at the particular level during the process. These records will be forwarded to the I.A.C.H.I. Secretary within 5 working days of resolving, or attempting to resolve, the grievance.

When the process is complete all records will be kept by the I.A.C.H.I. Secretary and filed in a confidential and secure Grievance File (Complaints File).

Records must be kept for a period of seven (7) years, after which time all documents must be destroyed.

RESPONSIBILITIES

All members and students have a responsibility to contribute to a learning, teaching and working environment characterised by mutual respect and open communication. This includes making and resolving complaints in a constructive and co-operative manner. 

If a grievance relates to a complaint against another member, both parties will be fully informed of the procedures, and their options, under this policy. In order for the grievance resolution procedures to operate fairly and effectively, it is important that both complainants and respondents act in good faith. Good faith includes acting in a sincere fashion without malice, maintaining confidentiality and being prepared to be truthful. Parties must comply with the requirements of I.A.C.H.I.'s procedures, and abide by I.A.C.H.I.’s decisions in respect of the internal resolution 
of the grievance.

I.A.C.H.I. will ensure that any grievance will be treated seriously, impartially, sensitively, promptly and confidentially. It will also ensure that any member who has a grievance and lodges a complaint, will have reasons for decisions or recommendations fully explained to them, and be protected against victimisation and reprisals. Any member found to be guilty of victimisation or reprisal against a complainant will be subject to disciplinary action by the Committee, which may include, but is not limited to, apology, counselling, reprimand, revocation of membership status or expulsion from the Association.    

A grievance complaint may be withdrawn without prejudice, except where the complaint is found to be malicious or vexatious. In such a case, the complaint will be dismissed, and disciplinary action may be taken against the complainant, at the discretion of the Review Panel.

The severity of any disciplinary action will depend on the case at hand, and will be decided by the Review Panel convened for that purpose. The Review Panel is appointed by the Committee, and will comprise three (3) I.A.C.H.I. members, one of whom should be a member of the I.A.C.H.I. Peer Ethics Sub-Committee where possible, and all of whom have not previously been involved in the case. Where it is impossible for a member of the Peer Ethics Sub-Committee to fill a position on this Panel, the Committee may appoint any other member.

I.A.C.H.I. recognises that natural justice is the minimum standard of fairness to be applied in the investigation and adjudication of a grievance. For a definition of natural justice, see "Definitions" on P.1.
RIGHT TO APPEAL

Both parties to a complaint have the right to appeal the decision and recommendation of a panel if a matter of procedure, bias, or fairness is called into question.  An Appeals Panel, made up of three (3) people, other than those who formed the original Review Panel, should handle formal appeals. The Appeals Panel is appointed by the Committee from within the I.A.C.H.I. membership. Where it is not possible for Association members to make up the Appeals Panel, a member or members of the general public with experience or expertise in this area may be appointed.
SUPPORT PERSON

Parties involved in the grievance process are permitted to have a support person present at any interviews or meetings. The role of the support person is to assist the party and to act within the bounds of the processes established for the meeting or interview. In addition to support persons, parties may have an interpreter or other person with specialist skills, or other necessary equipment present at all meetings.
FEEDBACK

Members are encouraged to comment on any of the Association's processes in writing to the I.A.C.H.I. Secretary, P.O. Boc 576, Nambour. QLD. 4560, or via e-mail to secretary@iachi.com  They will not receive a direct personal response and do not need to take any further action. A summary of the comments (with any information indicating the identity of the writer removed) will be directed to the relevant area for a response.

The information collected from complaints or suggestions is used to identify problems and review services. A summary of feedback and responses is published in the I.A.C.H.I. Annual Report to members.
ACTION TO BE TAKEN IN SUPPORT OF THIS POLICY 

I.A.C.H.I. will develop an annual plan detailing actions for the coming year:

· evaluate and review this policy and it's procedures;

· incorporate constructive feedback received since it's last review;

· identify preventative, training and educational activities to be undertaken; and

· publication of resource materials.

It will also detail: 

· the results of the evaluation of the previous year’s activities, including an evaluation of grievance management and resolution activities; 

· proposals for activities to be undertaken in the medium to longer term; and  

· goals for the short term, medium term and longer term.
POLICY APPROVAL
The I.A.C.H.I. Committee approves this policy on (.....DATE.....).

Version 1

September 2005
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