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1.  Policy Statement  
Service and Crea�ve Skills Australia (SaCSA) is commited to establishing and maintaining posi�ve 
rela�onships with external stakeholders and is dedicated to resolving these conflicts in a fair, transparent 
and collabora�ve manner. This Policy outlines the principles and processes SaCSA follow to address and 
resolve any disputes with external stakeholders. 

2. Scope 
This policy applies to all external stakeholder of SaCSA, including but not limited to customers, clients, 
vendors, partners, regulatory bodies, and any other en��es with which SaCSA engages in business 
rela�onships. 

3. What is Dispute Resolu�on 
Dispute resolu�on is the process of concluding disputes through nego�ated, mediated, or arbitrated 
outcomes. Various reasons can lead to disputes, including compe�ng interests, unresolved problems, 
personality clashes, poor communica�on, unclear responsibili�es, and inappropriate behaviour. 

4. Dispute Resolu�on Principles 
When inves�ga�ng, addressing and resolving disputes with external stakeholders, SaCSA is guided by the 
principles of: 
• Fairness – all par�es involved in a dispute will be treated fairly and impar�ally.  
• Transparency – the dispute resolu�on process will be transparent, with clear communica�on about the 

steps involved, expected �melines, and the criteria for resolu�on.  
• Collabora�on – SaCSA is commited to working collabora�vely with all involved par�es to find mutually 

agreeable solu�ons. 
• Confiden�ality – all informa�on related to the dispute and the resolu�on process will be kept 

confiden�al within legal and ethical boundaries. 

5. Process to Resolve Disputes 
In the event of a dispute with an external stakeholder, SaCSA will follow a structured process aimed to 
achieve a prompt and fair resolu�on. These steps may include: 

Direct Communica�on: Encouraging open and direct communica�on between par�es involved to 
understand the concerns of the dispute, and work through poten�al resolu�ons. 
 
Media�on: If direct communica�on does not lead to resolu�on, SaCSA may suggest media�on, involving an 
impar�al third party to facilitate discussions and nego�a�ons. 
 
Nego�a�on: Engaging in nego�a�on to reach a mutually agreeable solu�on and taking into considera�on 
the interests and concerns for both par�es. 
 
Arbitra�on: If media�on is unsuccessful, the par�es may agree to submit the dispute to arbitra�on, where 
an impar�al arbitrator will make a binding decision based on the presented evidence. 
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6. Con�nuous Improvement 
SaCSA is commited to con�nuous improvement in our dispute resolu�on process. Feedback from external 
stakeholders involved in the dispute resolu�on process will be considered to enhance SaCSA prac�ces. 

This extends to providing training to any SaCSA Team Members who are involved in the dispute resolu�on 
process, so that they are equipped with the necessary skills to handle conflicts effec�vely and professionally. 

7. Compliance with Laws and Regula�ons 
All dispute resolu�on ac�vi�es will be conducted in compliance with applicable laws and regula�ons. This 
Policy is subject to periodic review to ensure its effec�veness and relevance. SaCSA is commited to fostering 
posi�ve and construc�ve rela�onships with external stakeholders through fair and transparent dispute 
resolu�on process. 

8. Breach of Policy 
Non-compliance with this Policy will be viewed as a serious mater. Where an actual or suspected breach of 
the Policy occurs, SaCSA may take disciplinary ac�on up to and including termina�on of employment or 
services. 

9. Version Control 
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