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GUIDE - Responding when someone speaks up – what you need to know
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Principles that guide us

· We encourage our people to speak up.

· We respect and care for people who speak up.

· We respect requests for confidentiality.

· We act on our people’s concerns promptly.

· We make sure there is a fair process.

· We keep people informed and feed back to them.

· We keep ourselves trained and competent to respond when someone speaks up.

Critical information

What is speaking up?

Speaking up is when someone shares a concern, asks a question or seeks advice about something that isn’t in keeping with employment law or the organisational policies.
Who might speak up to me?

· A peer
· A team member
· A member of another team.
What should I do when someone speaks up to me?

We know it's not always easy for people to speak up and raise concerns. It's important that they feel that they are being listened to and that their concern will be taken seriously.

Listen carefully.

Thank the person for speaking up. Acknowledge how they may be feeling, that it may be a difficult or stressful situation, and offer reassurance.
Respond positively and clearly. Commit to taking the question, request for advice or concern seriously.

It's important in this early conversation not to make promises unless you are sure you can keep them.

Keep an open mind. It's important to remain objective: focus on the information that is being disclosed, not on the person who is raising the concern.

Offer advice about the types of support available to the person speaking up. If the person approaches you on their own, make sure they know they can have support present if they wish.

While acknowledging that the person speaking up may be anxious or upset, it is important that you:

· gather all the facts
· restate the facts back to the person speaking up to confirm that everyone understands the same things the same way
· discuss and confirm the likely next steps if they are known to you, including timeframes. This may mean supporting them to use a specialist speak up option.
· make sure the person speaking up is aware that no single outcome can be guaranteed.
Keep clear, concise records of all discussions including:

· dates
· the nature of the concern
· what was said and what response was given by whom.
If you hand the situation over to someone else, record that you have done so and get confirmation from the person who is taking over before you step aside.

Remember that it can be difficult and even traumatic for people to recount some experiences. By listening carefully and keeping good records, you can prevent them from having to recount the experience more times than is necessary.

[Optional] You may wish to offer confidential counselling support to all employees, and it may be appropriate to remind the person that this service is available.

How can I decide which potential action to take after I have listened to the person?

Be aware of your own ability. You're not expected to have all the answers – there are specialist speak up teams that you can consult, refer or escalate to. You will need to stop to think about the issue being raised and who is best able to help resolve it.

Your responsibility is to:

· treat the person with respect and care
· listen – sometimes this is all the person is looking for
· take next steps promptly – whether you do so yourself or you hand over to a human resource specialist or team.
· make sure the person speaking up receives the right information about how to proceed and is aware of the options available to them
· keep the person updated and feed back to them.
When should I escalate a speak up conversation, and to whom?

In all situations, you will need to use your judgement to decide whether you need assistance (available to you from the specialist speak up teams, or your senior manager).

You can access other internal or external support if someone has spoken up to you and you feel angry, shocked or distressed.
Remember to respect confidentiality requests.

What should I do after someone has spoken up?

If you have carried out a complete and careful handover to one of the specialist speak up teams, this may be the end of your involvement.

Otherwise, it's important that you maintain good communication with the person who has spoken up. Keep them informed on progress; update them on any changes or delays.

Closing the loop is important so they understand the outcome. Ideally, this should be done face to face; depending on the situation it may be confirmed in writing. Give as much information as you can to give the person closure.

Remember that the speak up teams are available to you for advice or support at any stage.

It's important that you check on the person's wellbeing at regular intervals to ensure they have not suffered any disadvantage, bullying, harassment or victimisation because they have spoken up. If you are concerned that someone has experienced any of these things, please escalate immediately and should you require professional advice, contact the Ministry of Internal Affairs, Labour & Consumer team at employment@cookislands.gov.ck or Phone: 29 370.
Our bottom line

· There is zero tolerance for bullying, harassment or ill treatment of someone who has spoken up.
Breaching our bottom line expectation would be considered and treated as misconduct.

For managers
How can I be prepared for someone speaking up to me?

Make sure that you have read and understood your code of conduct and relevant employment policies, and you are familiar with speak up channels and other support available at your company.

How can I encourage my team to develop an environment where we speak up as a matter of course?

Support and encourage your people to ask questions, ask for advice or raise concerns at the earliest opportunity.

Remind your team in day-to-day conversations and meetings about speak up and the options that are available to them.

Speak up channels and support

In the first instance, we encourage you to talk directly to the person involved when you are concerned about something. If that's not possible, talk to your manager or another Senior Manager or the business owner.
[Optional] If you need advice or to escalate a concern, we have speak up specialists within our business which are available to you. [you may want to consider nominate key mentors]
Speak up process
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If you need help or further information

External support channels

· Ministry of Internal Affairs
· Email: employment@cookislands.gov.ck
· Website:  www.intaff.gov.ck/employment
· Phone:  +682 29370 (confidential service)

You may also be interested in

· [include your business Code of Conduct
· [Other business policies and documents]

