
SAATA GRIEVANCE REDRESSAL PROCEDURE

The SAATA Board of Trustees acknowledges and thanks The International
Transactional Analysis Association (ITAA) for allowing parts of their documentation to
be adapted for this manual.

1. Objectives

In working with each other, our intersubjective worlds sometimes collide in ways that
requires a third mind to help us move out of stuck places and move forward. Sometimes
it takes the form of a supervision or consultation and sometimes it may require
mediation. This document aims to lay down the procedure for handling such
instances/grievances keeping in mind the TA philosophy of People are OK and have the
capacity to think and to ensure a fair and just process for all parties involved.

The primary goal of the Grievance Redressal Procedure is to deal with complaints
regarding administration of various activities under SAATA and issues pertaining to the
professional conduct of SAATA members. An important objective is to facilitate a
resolution of the complaint through a consultation process, without the need for a formal
hearing and mediation with the Grievance Redressal Committee(GRC).

2. Scope

This document covers all members of SAATA - Trainee Member, Associate Member,
Certified Member and Life Member who are registered members at the time the
complaint is registered, hereinafter referred as “members”. Complaints against
members in contravention of SAATA Professional Practices and Ethics Guidelines fall
within the scope of this Grievance Redressal Procedure.

The document also covers any grievances related to SAATA processes or services.

The nature of complaints that can be brought to the Grievance Redressal Committee
(GRC) fall in the realm of errors by omission or commission which are either procedural
or professional. When there is a complaint or question regarding a more general aspect
of professional practice, such as false advertising, misuse of logo, or perceived
mistreatment on part of another member or dispute between members, then the issue
would be addressed by GRC. Such complaints are assumed to be a result of an
oversight or lack of information on part of the offending party.

If the person against whom a complaint is filed refuses to respond to GRC or take
corrective action, then the issue will be handed over to SAATA Ethics Committee (EC).

The issues handled by GRC are different from those handled by Ethics Committee(EC)
which are issues that involve much serious violations or breach of boundaries that have
a possibility of harm to the clients, practitioners and the community at large, eg. having
sex with one’s client or financial exploitation of a client. Such complaints fall within the
purview of the Ethics Committee and are subject to Ethics Procedure as laid down.

https://www.saata.org/wp-content/uploads/2023/01/SAATA-Professional-Practices-and-Ethics-Guidelines_Jan-12-2023.docx-1.pdf


SAATA follows the ITAA Code of Ethical Conduct and all members of SAATA are
governed by the same. Please see the link for details on ITAA Ethical Code of Conduct
and SAATA Ethics Procedure (currently being drafted).
https://www.itaaworld.org/sites/default/files/itaa-pdfs/gov-admin-docs/12-5-14%20Revis
ed%20Ethics_0.pdf

3. Procedure for handling complaints and disputes

3.1 Definitions

3.1.1 Complainant: The person who makes a complaint against a SAATA
member or a SAATA process/service.
3.1.2 Respondent: The person or process owner against whom the
complaint has been filed.
3.1.3 Grievance Redressal Committee (GRC): Sub-committee of the Board
of Trustees (BOT) of  SAATA to deal with grievances as appropriate.

3.2 Constraints

3.2.1 These proceedings are not formal legal proceedings.

3.3 Constitution of GRC

3.3.1 SAATA BOT appoints the Grievance Redressal Committee (GRC).
3.3.2 The committee so constituted will have a minimum of 2 and maximum of

3 members as follows: 2 Certified Members (CM) will be appointed by
the BOT and in turn, if needed, they shall co-opt one more member
whether from amongst CMs or an external Subject Matter Expert (SME)
depending upon the issue under consideration.

3.4 Receiving a complaint

3.4.1 Any member or client of a member who has a grievance can write to
secretary@saata.org to file a complaint. This email ID and Grievance
Redressal Process will be published on SAATA website for ease of
access for members and all other stakeholders.

3.4.2 Upon receiving a complaint, Secretary SAATA, who is the nodal officer
for managing GR process, will check if the Respondent is a member of
SAATA. The complaint will be processed irrespective of the membership
status of the Complainant, since the complaint may be raised by
non-members too, who have interacted with SAATA or its members.

3.4.3 However, if the Respondent is not a SAATA member, Secretary SAATA
responds to the Complainant expressing regret that no action can be
formally taken up by SAATA against a non-member.

3.4.4 If the complaint received is anonymous, SAATA is under no obligation to
refer it to GRC or respond to the Complainant. However, SAATA
reserves the right to review the complaint for feedback provided and take
corrective action as deemed appropriate. The record will be archived
after reporting to BOT and the matter closed.

https://www.itaaworld.org/sites/default/files/itaa-pdfs/gov-admin-docs/12-5-14%20Revised%20Ethics_0.pdf
https://www.itaaworld.org/sites/default/files/itaa-pdfs/gov-admin-docs/12-5-14%20Revised%20Ethics_0.pdf
mailto:secretary@saata.org


3.4.5 Upon receipt of a complaint, Secretary SAATA will forward the complaint
to the GRC  for further action.

3.4.6 Upon receipt of the complaint from Secretary SAATA, GRC Chair will do
a preliminary enquiry to check

- Has the Complainant tried to resolve the issue any other way?
- Have they directly spoken to the Respondent about the matter?
If not, GRC Chair encourages the Complainant to address the
issue directly with the Respondent themselves before initiating a
GRC proceeding.
- Are they OK for the complaint to be forwarded to the
Respondent for their response and for their identity to be
disclosed to the Respondent?

Depending on the Complainant responses to the above questions, GRC
Chair will take further course of action.

3.4.7 If the Complainant decides to pursue the matter by themselves, they are
asked to put it on record in writing that they do not want SAATA to
proceed further as they will deal with the issue directly with the
Respondent. They should also inform the GRC of the outcome and if the
matter is deemed as resolved then the GRC Chair will close the issue by
reporting it to GRC and BOT and archive the records.

3.4.8 If the Complainant declares that they had taken it up with the
Respondent and the outcome was unsatisfactory or inconclusive, and
therefore intervention by GRC is requested, the GRC Chair proceeds
with taking the required actions as described below.

3.4.9 If the Complainant does not wish for their identity to be disclosed to the
Respondent, GRC Chair expresses regret that the complaint cannot be
carried forward and closes the issue. The report is made to GRC and
BOT and records are archived.

3.5 Complaint related to a service/administration

3.5.1 In case the complaint is regarding any issue related to SAATA service/
administration, GRC directs the complaint to the respective team for a
response and/or a corrective action within 7 days.

3.5.2 The concerned team takes corrective action where appropriate and
reverts with a response. This is forwarded to the Complainant thanking
them for their engagement.

3.5.3 If the response is not satisfactory, the matter is referred back to the
respective team till a satisfactory closure is achieved.

3.5.4 Once a resolution is reached, the matter is closed and archived.

3.6 Complaint related to disputes between members

3.6.1 If the Complainant agrees for their identity to be disclosed, GRC Chair
refers the issue to GRC for further handling.

3.6.2 Upon receipt of complaint, GRC initiates the process by forwarding the
complaint to the Respondent, asking them to respond within 15 days.

3.6.3 The response received is shared with the Complainant and if the
response is satisfactory to the Complainant the matter is closed and
archived and the Respondent informed of the same.



3.6.4 If the response is not satisfactory, GRC invites both the parties for a
consultation with one of the GRC members as the process facilitator to
resolve the dispute. The purpose of this consultation is to facilitate an
authentic and open dialogue between the parties and resolve the issue
in a respectful and amicable way. Two GRC members will be part of the
consultation process - one as process facilitator who will hold the
process and encourage an I’m OK; You’re OK space for the dialogue and
another who will be an observer to the process.

3.6.5 If the dispute is resolved through consultation, GRC closes the matter
and archives the records. Closure to be acknowledged by the
Complainant in writing.

3.6.6 If the dispute is not resolved through consultation, then it is addressed to
the three member GRC for mediation.

3.6.7 If the dispute is resolved through the mediation process, the matter is
closed and records archived. For more details on mediation process,
refer to Annexure 1

3.6.8 If the dispute is not resolved through the mediation process or the GRC
considers the issue is an ethical violation that requires further
investigation, then the GRC recommends to the Secretary that the
matter be referred to the Ethics Committee(EC).

3.6.9 The GRC submits its report to the Secretary, who in turn informs the
BOT.

4. Records
4.1 All records need to be maintained by the GRC with access only to GRC

members and President and Secretary SAATA.
5. Verification

5.1 An annual review of the complaints and GR process is done by the BOT
for ensuring effectiveness of the actions and processes.



Annexure 1
Mediation Process

Source:  Mediation Training Manual Of India

Mediation is a voluntary, party-centered and structured negotiation process where a
neutral third party, which in this case is the Grievance Redressal Committee (GRC),
assists the parties in amicably resolving their dispute. In mediation, the parties retain
the right to decide for themselves whether to settle a dispute and the terms of any
settlement. Even though the mediator facilitates their communications and negotiations,
the parties always retain control over the outcome of the dispute.

Mediation in essence is an assisted negotiation process and the goal of mediation is to
find a mutually acceptable solution that adequately and legitimately satisfies the needs,
desires and interests of the parties.

The mediator remains impartial, independent, detached and objective throughout the
mediation process. The mediator is a guide who helps the parties to find their own
solution to the dispute. The mediator's personal preferences or perceptions do not have
any bearing on the dispute resolution process.

In Mediation, the mediator works together with parties to facilitate the dispute resolution
process and does not adjudicate a dispute by imposing a decision upon the parties. A
mediator's role is both facilitative and they facilitate the interaction between the parties,
encourage and promote communication between them and manage interruptions and
outbursts by them and motivates them to arrive at an amicable settlement.

THE PROCESS OF MEDIATION
Mediation is a dynamic process in which the mediator assists the parties to negotiate a
settlement for resolving their dispute. In doing so, the mediator uses the four functional
stages of mediation, namely, (i) Introduction and Opening Statement (ii) Joint Session
(iii) Separate Session and (iv) Closing. These functional stages are used in an informal
and flexible manner so that the mediation process gains momentum, following a
specific and predictable course as illustrated below.

STAGES OF MEDIATION
The functional stages of the mediation process are:
1) Introduction and Opening Statement
2) Joint Session
3) Separate Session(s)
4) Closing



STAGE 1: INTRODUCTION AND OPENING STATEMENT
Objectives
• Establish neutrality
• Create an awareness and understanding of the process
• Develop rapport with the parties
• Gain confidence and trust of the parties
• Establish an environment that is conducive to constructive negotiations
• Motivate the parties for an amicable settlement of the dispute
• Establish control over the process

STAGE 2: JOINT SESSION
Objectives
• Gather information
• Provide opportunity to the parties to hear the perspectives of the other parties
• Understand perspectives, relationships and feelings
• Understand facts and the issues
• Understand obstacles and possibilities
• Ensure that each participant feels heard

STAGE 3: SEPARATE SESSION
Objectives
• Understand the dispute at a deeper level
• Provide a forum for parties to further vent their emotions
• Provide a forum for parties to disclose confidential information which they do not wish
to share
with other parties
• Understand the underlying interests of the parties
• Help parties to realistically understand the case
• Shift parties to a solution-finding mood
• Encourage parties to generate options and find terms that are mutually acceptable

STAGE 4: CLOSING
(A) Where there is a settlement
• Once the parties have agreed upon the terms of settlement, the parties re-assemble
and the mediator ensures that the following steps are taken:
1. Mediator orally confirms the terms of settlement;
2. Such terms of settlement are reduced to writing;
3. The agreement is signed by all parties to the agreement
4. Mediator also may affix their signature on the signed agreement, certifying that the
agreement
was signed in their presence;
5. A copy of the signed agreement is furnished to the parties;
8. The mediator thanks the parties for their participation in the mediation and,
congratulates
all parties for reaching a settlement.



• THE WRITTEN AGREEMENT SHOULD:
1. Clearly specify all material terms agreed to;
2.  Be drafted in plain, precise and unambiguous language;
3. Be concise;
4. Use active voice, as far as possible. Should state clearly WHO WILL DO, WHAT,
WHEN,
WHERE and HOW (passive voice does not clearly identify who has an obligation to
perform
a task pursuant to the agreement);
5. Use language and expression which ensure that neither of the parties feels that they
have
'lost';
6. As far as possible state in positive language what each parties agrees to do;
7. as far as possible, avoid ambiguous words like reasonable, soon, co-operative,
frequent etc;

(B) Where there is no settlement

• If a settlement between the parties could not be reached, the case is then referred to
the Ethics Committee for further action.
The report will not assign any reason for non-settlement or fix responsibility on any one
for the non-settlement.

ROLE OF MEDIATORS
Mediation is a process in which an impartial and neutral third person, the mediator,
facilitates the resolution of a dispute without suggesting what should be the solution. It
is an informal and non-adversarial process intended to help disputing parties to reach a
mutually acceptable solution. The role of the mediator is to remove obstacles in
communication, assist in the identification of issues and the exploration of options and
facilitate mutually acceptable agreements to resolve the dispute. However, the ultimate
decision rests solely with the parties. A mediator cannot force or compel a party to
make a particular decision or in any other way impair or interfere with the party's right of
self-determination.

(A) FUNCTIONS OF A MEDIATOR
The functions of a mediator are to -:
(i) facilitate the process of mediation; and
(ii) assist the parties to evaluate the case to arrive at a settlement
(i) FACILITATIVE ROLE
A mediator facilitates the process of mediation by-
• creating a conducive environment for the mediation process.
• explaining the process and its ground rules.
• facilitating communication between the parties using the various communication
techniques.
• identifying the obstacles to communication between the parties and removing them.
• gathering information about the dispute.
• identifying the underlying interests.



• maintaining control over the process and guiding focused discussion.
• managing the interaction between parties.
• assisting the parties to generate options.
• motivating the parties to agree on mutually acceptable settlement.
• assisting parties to reduce the agreement into writing.

(ii) EVALUATIVE ROLE
A mediator performs an evaluative role by-
• helping and guiding the parties to evaluate their case through reality - testing.
• assisting the parties to evaluate the options for settlement.

ETHICS AND CODE OF CONDUCT FOR MEDIATORS
1. Avoid conflict of interest
2. Awareness about competence and professional role boundaries
3. Practice Neutrality
4. Ensure Voluntariness
5. Maintain Confidentiality
6. Do no harm
7. Promote Self-determination
8. Facilitate Informed Consent
9. Commitment to Honesty and Integrity



SAATA Professional Practices and Ethics Guidelines

The SAATA Board of Trustees acknowledges and thanks The International
Transactional Analysis Association (ITAA) for allowing parts of their documentation to
be adapted for this manual.

The following guidelines, prepared and approved by the SAATA Board of Trustees
represent SAATA’s policy for professional practice on part of members of SAATA. We
encourage all members, whether Associate, Trainee, Certified or Life to familiarize
themselves with these guidelines and integrate them into their professional practice.

1. A SAATA member acknowledges the dignity of all humanity regardless of
physiological, psychological, sociological or economic status.

2. It is the primary protective responsibility of members of SAATA to provide their
best possible services to the client and to act in such a way as to cause no
intentional or deliberate harm to any client.

3. Members of the SAATA should strive to develop in their clients awareness of
and functioning from a position of dignity, autonomy and personal responsibility.

4. Members are not to produce advertisements which make claims such as "This
can change your life." The major message is to be one of protecting and
safeguarding the needs of the clients rather than exploiting them.

5. The ethical practice of transactional analysis involves entering into an informed
contractual relationship with a client which the member of SAATA and the client
should have the competence and intent to fulfil. When a client is unable or
unwilling to function autonomously and responsibly within this contractual
relationship, the member of SAATA must resolve this relationship in such a way
as to bring no harm to the client.

6. A member of SAATA will not exploit a client in any manner, including, but not
limited to, financial and sexual matters. Sexual relations between a SAATA
member and a client are prohibited.

7. Members of the SAATA will not enter into or maintain a professional contract
where other activities or relationships between a SAATA member and a client
might jeopardize the professional contract.

8. The professional relationship between a member of SAATA and the client is
defined by the contract, and that professional relationship ends with the
termination of the contract. However, certain professional responsibilities
continue beyond the termination of the contract. They include, but are not limited
to, the following: a) maintenance of agreed-upon confidentiality; b) avoidance of
any exploitation of the former relationship; c) provision for any needed follow-up
care.

9. Members of SAATA will operate and conduct services to clients with full
responsibility to existing laws of the state and country.

10. In establishing a professional relationship, members of SAATA assume
responsibility for providing a suitable environment, including such things as
specifying the nature of confidentiality observed, providing for physical safety



appropriate to the form of activity involved, and obtaining informed consent for
high-risk procedures.

11. If members of SAATA become aware that personal conflicts or medical problems
might interfere with their ability to carry out a contractual relationship, they must
either terminate the contract in a professionally responsible manner, or insure
that the client has the full information needed to make a decision about
remaining in the contractual relationship.

12. Members of SAATA shall in their public statements, whether written or verbal,
refrain from derogatory statements, inferences and/ or innuendoes that
disparage the standing, qualifications or character of members, bearing in mind
their responsibility as representatives of SAATA and of transactional analysis.

13. Members of SAATA accept responsibility to confront a colleague whom they
have reasonable cause to believe is acting in an unethical manner, and, failing
resolution, may report that colleague to the appropriate professional body.

14. Certified Members who are Trainers are not to accept training contracts with
trainees who are under contract with another trainer until a letter of release
has been received from the previous trainer.

15. Members are not to solicit trainees or clients from other members.

16. The words ''transactional analysis treatment," ''transactional analysis groups,"
and other words of similar meaning shall not be used unless the provider of
services is a Certified Transactional Analyst.

17. Only Provisional Teaching and Supervising Transactional Analysts and
Teaching and Supervising Transactional Analysts can sign training contracts
and offer instruction or supervision for training credit, all of which must be
consistent with requirements set by the ITAA IBOC.

18. Only those who have passed International Board of Certification approved
transactional analyst certification (or a Board of Certification-approved
equivalent) may use the terms "Certified Transactional Analyst" or "Certified
Transactional Analyst with counselling/ educational/ organizational /
psychotherapy specialty(ies) ."

19. Only those who have passed International Board of Certification-approved
Teaching and/or Supervising Transactional Analyst certification (or a Board of
Certification-approved equivalent) may use the terms ''Teaching and/or
Supervising Transactional Analyst" or ''Teaching and/or Supervising
Transactional Analyst with counselling/ educational/ organizational /
psychotherapy specialty(ies)

20. Since the word ''training" is generally understood to include both instruction
and supervision, only those certified or under contract to do both shall
represent themselves as ''trainers." Those with certification or contracts in
either instruction or supervision shall represent themselves with those specific
terms rather than "trainee”


