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How Do We Bring This Runaway Complainer Under Control?

Q:

An employee constantly files new complaints about every action he
helieves is in violation of company policies. Coworkers are frustrated at
heing subjected to these constant investigations. What is the best way to
handle this situation and hring order hack into the work environment?

-- Cheerwhelmed with Gripes, efhics officer, services secfor, Madizon, Mississippi

In the post-Enron etsaronment, most organizations are domg all they can to
encourage emplovees to use “help ines” and report activity that may wolate
company policies. Most ethics and compliance officers say that what 15 not being
repotrted 15 thewr biggest risk factor. Instilling a sense of personal accountabiity
and responstbiity among employees for the actions of others 13 a major
challenge for human rescurces.

Still, crying wolf too often can jeopardize the integnty of the entire internal-
controls process.

Here's the first question yvou should ask: Are the complants valid? If not, then
vour wiglante emplovee needs to know about the extent of the damage he's
cansthg--both to lis own reputation as well as that of the people he works with.
It sounds like respect 15 a value that needs some remforcement at your
orgatization. If current policies don’t prowde a remedy, change themn promptly.

But there are other questions to ponder. What of the complaints are valid? Are
there in fact ongoing wolations of company policy? Or are there at least
legitimate perceptions of ongommg wolations? If o, then why are the coworliers
upset about there being too many complaints”?

It matiy hstances, problems arise because the technical policy does not conform
to day-to-day practices. In such cases, coworlkers may be reacting to a policy
that should be changed. Or vour cutraged coworkers may be reacting to
inconsistent enforcement of policies throughout the company.

Tmagine if vour lone ranger were siting on the side of an mnterstate highway
reporting the license-plate mumbers of all the cars going over the speed litrut. The
public would be outraged, but each of the cars would i fact be wiolating the law.

FPolicies and rules are the foundation of a compliance program. But they're not
worth the paper they are wntten onof vou don’t take them serously. Bringing
“order back mto the work environment” requires you to look carefully at the
policies you mstruct worlcers to follow, as well as reasons why they aren’t
adhered to on a datly basis.

SOURCE: David Gebler, president, Wotlang YValues, Lid, Bharon, Massachusetts, March
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