
 

	  

 
 
ESA workers maintain high ethical standards and follow a code of conduct in carrying out their 
duties.  Unfortunately, sometimes these standards are not always upheld. 
 
The Professional Standards Policy 2013 sets out how complaints of misconduct against ESA workers 
are handled. 
 
The person who makes a complaint is called ‘the complainant’ in the Policy.  The person about 
whom a complaint is made is called ‘the respondent’.  The ‘ESA authority’ is usually the ESA CEO, or 
can be the Chair of the ESA Board.  The ‘Board’ are the Company Directors of ESA Country Ministries.  
The ‘Professional Standards Committee’ are those who are dealing directly with the complaint case 
file. ‘Workers’ are employed and volunteer ESA Workers. 
 
The Director of Professional Standards is responsible for making sure any complaint is handled 
correctly including appointing a professional support person for you to help you.  The Director will 
explain to you what happens and the roles of the people involved. 
 
This information Sheet provides a step-by-step guide to what happens for people who may wish to 
make a complaint. 
 
If there are any errors in the information you are given, the Policy prevails.  You can obtain copies of 
all documentation from www.esa.org.au or by contacting 
 

Director of Professional Standards 
ESA Country Ministries 
P O Box 337 
Canterbury VIC 3126 
 
Telephone 03 8692 1177 

 
ESA takes all complaints of misconduct very seriously and offers support and assistance to both 
complainant and respondent. 
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Some	  answers	  to	  questions	  you	  may	  have	  

What	  if	  I	  am	  not	  sure	  whether	  to	  complain	  or	  not?	  
The Director is independent of ESA staff, so you can contact the Director and discuss your concern 
with complete confidentiality. 

Is	  my	  complaint	  confidential?	  
Your complaint is confidential unless you agree (normally in writing) to allow the Director to share 
with others the issues you have raised.  However, the Director must report a matter involving current 
child abuse to the child protection authorities and must report a matter that may be a serious 
criminal offence to the Police.  The Director will inform you if this happens. 

How	  long	  will	  it	  take	  to	  resolve	  my	  complaint?	  
Issues normally cannot be investigated unless both parties know there is an issue.  The Director will 
explain the processes available to you.  You have the choice of how you want to proceed.  During 
the process both parties will be asked to respect the confidentiality of the matter. 

I	  don’t	  want	  to	  go	  through	  formal	  process	  –	  I	  just	  want	  the	  issue	  fixed.	  	  Is	  this	  possible?	  
A resolution using informal processes is possible and is encouraged if it is the best way of resolving 
the issue.  The Director will discuss with you the different ways a complaint can be resolved. 

Can	  I	  withdraw	  my	  complaint	  after	  the	  process	  has	  started?	  
Yes. 

How	  can	  I	  best	  understand	  the	  process	  in	  the	  ESA	  policy?	  
The Director can explain to you the different ways your complaint can be resolved.  The legislation is 
designed to handle complaints concerning misconduct by an ESA worker in a fair and open manner. 

Can	  an	  ESA	  worker	  complain	  about	  me	  as	  a	  camper	  /	  participant?	  
No, not unless you are also an ESA worker, for example an ESA board member.  The Director can 
help you understand whether you come within the definition of an ESA worker. 

If	  I	  am	  unhappy	  about	  the	  style	  of	  worship	  at	  a	  camp–	  can	  I	  complain	  to	  the	  Director?	  
No, the legislation does not cover these types of complaints.  Contact the ESA CEO with these kinds 
of issues. 

I	  am	  worried	  about	  the	  effect	  of	  my	  wellbeing	  and	  the	  financial	  cost	  if	  I	  complain.	  
The Director can provide a support person to assist you during the process.  There is no financial 
cost to you if you make a complaint. 

Will	  I	  have	  to	  face	  the	  person	  I	  am	  complaining	  about?	  
Every effort will be made to respect your wishes in this regard.  You may have a meeting with the 
person but only if you and that person agree. 

What	  is	  the	  role	  of	  the	  ESA	  Board?	  
The formal process allows qualified, trained people to investigate and evaluate each individual case.  
The ESA Authority determines the complaint and makes a decision about a person’s fitness for 
ministry.  The ESA Board remains independent of the process and has the power to give effect to any 
recommendation about an ESA worker’s fitness for ministry.  Informal complaints are handled by the 
Director or the Committee.  
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How	  can	  my	  complaint	  be	  resolved?	  
COMPLAINANT – the Director will follow this procedure… 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Your complaint is made (written or spoken) 
 

Does it require reporting (current child abuse or serious criminal offence)? 

No Yes – Referred to Authorities 

The Director advises you whether the matter should be dealt with 
informally or formally 

The path taken will depend on the issue 
raised and how you agree the matter 

might be resolved 

Referred to ESA for internal processing  
if not a professional standards matter 

Informally 
The Director will discuss with you how 

the complaint could be handled 

Discussion, mediation, counselling, 
referral to another body. 

Alternative strategies may be used. 

Issue  
not resolved 

 

You may request for 
the matter to be 

considered formally 

You may follow other paths 
e.g. Equal Opportunity Office, 
independent legal advise or the 

police 

Issue  
resolved 

 

Issues  
remaining 

 

Formally 
The Director will discuss with you the process 
outlined in the Policy and how the matter will 

proceed.  You give your written consent. 

The Director will give details of your complaint to the 
person you have complained about and will 

investigate. 
The Professional Standards Committee will decide if 

the matter must under the Policy be determined by the 
ESA Board 

The ESA authority will determine the complaint and 
make a recommendation to the ESA Board.   

The Director will notify the parties. 

Both the Committee and the Respondent can seek a 
review of the matter by the ESA Board 

The ESA Board decides whether to 
give effect to the recommendation 

of the Committee  
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What	  cases	  are	  likely	  to	  be	  subject	  to	  a	  formal	  process?	  
The Professional Standards Policy 2013 is designed to deal with allegations of misconduct by an ESA 
worker.  Misconduct is defined in the Policy.  Sexual abuse, for example, would normally be 
investigated formally.  If you wish your complaint to be deal with formally then you will need to 
consent in writing to this formal process.  The Director will advise you about this. 

Why	  have	  a	  formal	  process?	  
When a serious complaint is made about an ESA worker and his or her fitness for ministry is at issue, 
it is important to follow a process that is fair and transparent and understood by everyone.  The 
Policy seeks to ensure that both complainant and respondent are kept informed of what is happening 
during the process. 

Why	  is	  confidentiality	  important?	  
When an issue is being resolved, it is neither fair nor helpful for anyone who is involved in trying to 
resolve the issue to be speaking about it to other people. 

Why	  is	  there	  a	  Professional	  Standards	  Committee	  and	  an	  ESA	  Board?	  
Those investigating the complaint (the Committee) and those making a determination (the Board) are 
separate bodies with different people appointed to them to ensure the integrity and independence of 
the process and respect for the decisions that are made. 

Are	  there	  circumstances	  where	  this	  procedure	  will	  not	  be	  followed?	  
Yes, there are possible circumstances.  Sometimes other legal processes may be happening; 
sometimes mediation is the best approach, for example an apology may be given; sometimes the 
events may have occurred in another organisation or should be handled by another organisation, 
such as a local church; sometimes the matters may not be covered by the Policy.  The Director will 
advise on what processes will be followed. 

Are	  outside	  experts	  used	  to	  assist	  ESA’s	  investigating	  body?	  
Yes.  Sometimes a person may be appointed to assist in investigating the matter. 

What	  decisions	  might	  the	  Board	  make?	  
The Board will adjudicate on the complaint and if it is upheld, may recommend to the ESA authority 
what action should be taken against the ESA worker. 
 
You can obtain copies of all documentation from 
  

 www.esa.org.au or by contacting 
 
Director of Professional Standards 
ESA Country Ministries 
P O Box 337 
Canterbury VIC 3126 
 
Telephone 03 8692 1177 
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