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What does Sharpe Workplace Solutions do?










We are a leading edge consultancy firm providing real life solutions to problems
in the human resources and industrial relations space.
With experience nationally across both public and private sector employers since
2004 including several small, medium and large NFP’s.
We partner your organisation ad tailor our services to meet business needs.
Infinite Leader – Training and Professional Development
Partner
Red Flag Group – Integrity & Compliance Partner

2



Our Services?
 Human Resources
 Industrial Relations
 Mediation
 Dispute Resolution
 Workplace Investigations
 Advocacy
 Training and Development

Offices
 Toowoomba & Brisbane
Tracey Sharpe (Senior Consultant)
 Over 32 years in the industry - extensive employee relations experience
Jay Sharpe (Director)
 Over 19 years in the industry - extensive employee relations experience
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One of the most important facets of empowering leaders within in
organisation is establishing TRUST.
When trust is low or non-existent, relationships are characterised by staff
alienation, competition, and conflict.
If there is a high level of alienation, competition and conflict in your
organisation, you can be sure that staff morale is poor & productivity low.
When there is a high level of openness, collaboration, and good will, you
can be sure that trust is alive and well in the organisation.
Empowered leaders communicate and behave in ways that build trust.
The extent to which you model trust, achieve business goals, keep your
commitments, and show personal concern for others will directly
influence the level of trust in the organisation you lead.
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One important aspect of fostering TRUST between a leave and their staff
(employee/volunteer) is ensuring that both the physical and psychological
contracts are adhered to.
The employment relationship comprises of:
 Physical Contract; and
 Psychological Contract.
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The Physical Contract ?


Written terms and conditions of employment
 Salary & benefits
 Working hours
 Duties & Responsibilities
 Leave arrangements.
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The Psychological Contract ?



Unwritten set of expectations





Informal arrangements
Mutual beliefs
Common ground and perceptions from the two parties.
Develops and evolves constantly based on communication
between employee and employer

Collectively, the psychological and the written contracts define the
employer-employee relationship and TRUST.
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What happens when either contract is broken whether real or perceived:


One party perceives the other as failing to fulfil promises.



Leads to a breakdown in TRUST and confidence.



Leads to staff grievance.
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How do Leaders restore TRUST?



Leaders can use a number of tools to foster TRUST.



One important tool is the grievance framework.
Grievance Framework will lead to building trust amongst staff in
identifying problems and strengthening relationships.
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Grievance Framework

What is it?







Identifies, asses, records, manages and resolves grievances
Allows continuous improvement
Allows procedural fairness and natural justice
Ethical, fair, transparent and objective.

What are the essential components of a grievance framework?






Commitment
Facilitation
Resourcing
Learning
Guidance
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1.








Commitment – Develop a culture that values grievances
Be open to grievances
Be committed to promoting and implementing an accessible
grievance system
Respond to grievances in a timely manner
Address each grievance with integrity and in an objective and
impartial manner
Ensure that staff raising the grievance are not adversely affected due
to making the grievance.
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Leaders that promote and encourage grievances and respond to them
fairly and promptly will build trust through:





strengthening relationships;
identifying problems;
improving service delivery and systems; and
improving customer service.
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2. Facilitation – Make it easy for staff to raise a grievance:






Publicise how and where grievances may be made;
Implement a system to manage grievances that is easy to
understand and accessible;
Support and assist employees making the grievance;
Be flexible in how a grievance can be made;
Accept anonymous grievances where they raise significant issues
and there is enough information to look into these issues.
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3.

Resourcing – Train, empower and resource Leaders on managing
grievances:




Provide appropriate training, support and resources to staff who
handle grievances;
Recognise and reward good grievance handling by staff;
Provide leaders with appropriate authority and guidance to be able
to resolve grievances.
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4.

Learning – Analyse grievances and their outcomes to improve
systems and processes (continuous improvement):





Have appropriate record keeping policies and procedures;
Monitor trends on a regular basis;
Regularly analyse, report and review the subject matter and
outcomes of grievances;
Use information gathered from grievances to review systems,
services and procedures for the organisation.
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5. Guidance – Develop policies and procedures to guide staff in the
management of grievances:-





Develop policies and procedures regarding how complaints will be
received, recorded, managed and reported.
Ensure policies regarding how grievances will be managed are
available and communicated clearly to all staff.
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An overview:
An effective grievance framework encompasses the policies, procedures,
practices, staff, hardware and software used by an organisation for the
management of grievances.
The size and scale of an organisation’s grievance framework may vary
depending on the function/s and the number of grievances the
organisation receives.
Staff whose duties include grievance handling need to have appropriate
aptitude, knowledge and skills to be able to respond to the grievances
effectively.
Staff should receive ongoing training in grievance handling and be
adequately supported.
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Leadership is about relationships, and empowered leaders
are aware of their impact on others and seek to
communicate and behave in ways that build trust.

Having a clear & transparent Grievance Framework will lead to building
trust with staff and strengthen relationships.
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Grievance Framework

= The Trust Factor

=

Empowered Leaders

“People are at the heart of a grievance framework
not policies and procedures”
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Contact us –
07 4691 5046 or
info@sharpews.com.au
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