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	Policy context: This policy relates to:

	Human Services Quality Standards
	Standard 5:  Feedback, Complaints and Appeals Indicators 1,2,3, and 4

	Indicator 1: The organization has fair, accessible and accountable feedback, complaints, and appeals processes.
Indicator 2: The organization effectively communicates feedback, complaints, and appeals processes to people
                   using services and other relevant stakeholders.
Indicator 3: People using services and other relevant stakeholders are informed of and enabled to access any
                   external avenues or appropriate supports for feedback, complaints or appeals and assisted to
                   understand how they access them.
Indicator 4: The organization demonstrates that feedback, complaints, and appeals processes lead to 
                   Improvements within the service and that outcomes are communicated to relevant stakeholders.                   




1.   Purpose:

The purpose of this policy is to provide clear guidelines whereby clients may make a complaint about matters related to Picabeen Community Association Incorporated.

Dealing effectively with complaints and appeals assists Picabeen Community Association Inc. to maintain and improve its service quality and ensures that clients’ issues are resolved.  Complaints and appeals processes give clients a way of expressing any dissatisfaction with our service, for example:

· The service is not doing what is set out in the organisational philosophy, principles, policies and procedures.
· The quality and standard of service that has been offered is not satisfactory.

It also provides Picabeen Community Association Inc. with the opportunity to improve its
service delivery.

2.   Scope:

This policy will apply to all clients, service and Centre users of Picabeen Community Centre’s services, programs and activities.





                                      


3.   Policy Statement:

Picabeen Community Association Inc. acknowledges that in some cases, demonstrated dissatisfaction will be a concern which the person wishes to give feedback on, rather than making a complaint.  A concern indicates a level of uneasiness or anxiety regarding a person or service of the organisation.

A concern becomes a complaint when a person:

· Indicates they wish to pursue the matter through the formal complaints process; or 
· The matter is not resolved informally to the satisfaction of the concerned person and that person indicates they wish to pursue the matter further.

Picabeen Community Association Inc. is committed to facilitating our clients’ right to make a complaint about our service; to appeal a decision that has made that directly concerns the client and to ensuring that the client’s complaint or appeal is fairly assessed and responded to promptly.

Picabeen Community Association Inc. will endeavour to resolve complaints in a confidential manner, about the rights of all parties and without retribution.

Specifically, we will:

· Inform our clients and service users on the process for making a complaint, either internally or externally.
· Ensure support and advocacy is available to all clients who make a complaint.
· Ensure fairness in our complaints procedure and that clients are not disadvantaged by making a complaint.
· Deal with complaints in a timely and culturally appropriate way.
· Advise the client of the outcome of their complaint.
· Take the outcomes of complaints into account in planning service improvements.

4.   Procedures:

4.1 Nature of the Complaint

Clients have the right to be able to express their dissatisfaction with any aspect of our service and making a complaint does not exclude the person from receiving the services of the organisation.  A complaint against Picabeen Community Association Inc. may be made regarding, but not limited, to any of the following:

· Any problem the client, service or Centre user may be having with the service.
· Any problem concerning a staff member, volunteer or student working with the service.
· Any problem relating to a decision made by the service.
· Any problem with an activity or event organised by the service.



                                           
4.2 Documentation

All complaints will be documented on a complaint form (refer to Appendix 9C: Client Complaints Form) and given to the Centre Coordinator.  The Centre Coordinator will review each complaint on an individual basis and provide further action, if required.  All records from the complaint must be filed or electronically stored in a secure, confidential location.

If an anonymous complaint is received it will be recorded on the Client Complaints Form as accurately as possible ensuring that all identifying personal information has been removed.

A copy of the complaint or appeal will be provided to the President of the Management Committee and an action plan developed.  A copy of the outcome of the complaints will also be provided to the President of the Management Committee.  The complainant will be informed that this will occur and given an assurance that their complaint will be dealt with in a confidential manner, with regards to the rights of all parties and without retribution.

4.3 Information about Complaints and Appeals Processes

All clients are informed of their rights and responsibilities (refer to Policy C9: Clients Rights and Responsibilities Policy) and this policy (Client Complaints Policy) at the earliest possible stage of their involvement (e.g. upon opening each new case file) with the service at Picabeen Community Centre.

Clients are verbally provided with information about their right to make a complaint or to appeal a decision, and the procedures that will be followed.

Clients also have the right to:

· Access an interpreter if required
· Bring a support person the meeting

4.4 How Clients Can Make a Complaint

A complaint can be made directly by a client or community member, or through an advocate or support person.  A client may wish to remain anonymous while making their complaint and the clients right will be respected.

There are two (2) ways a client may choose to make a complaint to the organisation:

· Verbal:    Face to face or telephone.
· Written:  Formal letter, post or email.

4.4.1 Verbal Concerns and Verbal Complaints

Client Concern:

· The client may have a concern which the person wishes to give feedback on rather than making a complaint (refer to Appendix 11C: Client Feedback Form).


                                                           


Client Complaint:

· The staff member, volunteer or student taking the complaint shall listen carefully and respond to the client politely and respectfully.
· Clarify understanding of the complaint and ask the complainant how they would wish the complaint to be resolved.  Wherever possible, a satisfactory solution will be reached easily and quickly and the complaint should be resolved at this point.
· If circumstances do not allow the complaint to be immediately resolved, the complaint should be directed to the Centre Coordinator.
· If the Centre Coordinator is unavailable, arrange a meeting between the complainant and the Centre Coordinator at a time that is mutually convenient.
· Staff members are to provide the client access to the appropriate documents and the complainant will be asked to submit the complaint in writing, using the Client Complaints Form (refer to Appendix 9C).
· Staff, volunteers and/or students are to record the complaint in the Client Complaints Log (refer to Appendix 10C).
· Follow the process for written complaints (refer to Section 4.4.2).

4.4.2 Written Complaints

· All complaints should be submitted in writing and referred to the Centre Coordinator.
· Complaints of a serious nature, including corruption, fraud or harassment should be referred to the Centre Coordinator and referred to the President of the Management Committee for investigation.
· If the complaint involves the Centre Coordinator and the client believes that the Centre Coordinator is not the most appropriate person to handle the complaint, the submission must be addressed to the President of the Management Committee.  The person should mark their correspondence as “Private and Confidential”.
· Upon receiving the written complaint, the Centre Coordinator and/or President of the Management Committee should aim to provide a response within then (10) working days (refer to Section 4.6 below).  The President may appoint a sub-Committee to investigate the complaint.

4.5 How Clients Can Appeal a Decision

Clients may appeal a decision by:

· Referring the matter to the Management Committee if the complaint involves the Centre Coordinator.
· Seeking support from the Dispute Resolution Branch of the Department of Justice and the Attorney General if the complaint cannot be resolved internally.
· Making a complaint to the Office of the Ombudsman if the complaint still cannot be resolved.

 



                                                

4.6   How Staff and the Management Committee will Respond to a Complaint or 
        Appeal

Step 1.   Registering a Complaint or Appeal

The procedure when a complaint or appeal against a decision is received will be:

· The complaint or appeal will be received by the staff member providing the support or service to the complainant, and (staff members may seek the advice of the Centre Coordinator); or
· If the complaint or appeal involves a staff member, volunteer or student providing the service, the complaint will be received by the Centre Coordinator; or
· If the complaint involves the Centre Coordinator, the complaint will be received by the President of the Management Committee.
· All complaints or appeals will be recorded on a Client Complaints Form (refer to Appendix 9C) and given to the Centre Coordinator for review and further action if required.
· The appeal or complaint will be written up in the Client Complaints Log (refer to Appendix 10C).
· The client will be advised of their registration of complaint by the Management Committee within ten (10) working days.

Decision Not to Investigate Clients Complaint

In some circumstances Picabeen Community Association Inc. and/or the Centre Coordinator may decide not to act in respect of a complaint.  Reasons may include:

· Where the matter is currently being dealt with by another body i.e. court of government agency.
· Where the matter has already been dealt with by another body i.e. court or government agency.
· Where the matter occurred more than twelve (12) months prior to making the investigation impractical.
· Where the matter has been previously dealt with and the organisation has decided that no further action will be taken.

Step 2.   Response to the Complainant by Centre Coordinator or Management 
              Committee

Picabeen Community Association Inc. aims to manage client complaints effectively and to respond quickly and appropriately.

The Centre Coordinator and/or Management Committee investigating the complaint should aim to provide a response within ten (10) working days.  The response to the complainant should include the following:

· Confirmation that the complaint has been received and that the matter is being investigated.
· A summary of the complaint as understood by the Centre Coordinator or President of the Management Committee.

· The complaint process, including an estimated timeframe for resolution.
· Suggested actions for resolving the complaint
· The right of the service or Centre user to appeal a decision
· The name and contact details of the person handling the complaint.

If the decision to take no action is made by the Centre Coordinator and/or the Management Committee the complainant will be informed of this and the reasons why within thirty (30) days of making the complaint.

Step 3.   Investigating the Complaint or Appeal

Each registered complaint or appeal will be investigated and assessed in the following way:

· The Centre Coordinator will investigate the matter, or if the complaint involves the Centre Coordinator; then
· The Management Committee will investigate the matter.
· A record will be maintained by either the Centre Coordinator or the Management Committee as part of the Client Complaints Log (refer to Appendix 10C).
· The complaint should be investigated within ten (10) working days of formal receipt of the complaint.
· Actions for resolving the complaint will be discussed with the complainant.
· The complainant will be advised of the outcome in a timely manner and advised of their options for further action if required.

Step 4.   Review

If a client is not satisfied with the investigation and proposed resolution of their complaint or appeal, they can seek a further review of the matter by:

· If the complaint cannot be resolved internally, an external mediator may be engaged by the Management Committee to assist all parties in resolving the issue.
· Alternatively, the client may seek support from the Dispute Resolution Branch of the Department of Justice and the Attorney General.
· If the complaint still cannot be resolved or the complainant is still not satisfied about the outcome, the complainant should be informed that they have the right to make a complaint to the Office of the Ombudsman.

4.7 Using Complaints and Appeals for Service Improvement

Information about complaints and appeals will be kept in the Client Complaints Log (refer to Appendix 10C).  Information about the types of complaints and appeals Picabeen Community Association Inc. have received and the outcomes will be compiled and assessed and this information will be used to identify issues and to improve services at Picabeen Community Association Inc.





4.8 Access to external avenues and appropriate supports for feedback, complaints nor appeals processes

· The right of individuals to make complaints externally under relevant State and Federal legislation is not affected by this policy or its procedures. 

· Concerns or complaints may be received verbally or in writing.

· Clients are to be informed of the complaints process, and external agencies to refer complaints, when accessing a program at Picabeen.

· Information on concerns and complaints will be made available to stakeholders, particularly special needs groups, in a format they understand, whenever possible. 

· Clients may refer a complaint to an external agency at any time.

· Clients are provided the opportunity to have a support person, advocate or interpreter present.

· Clients are treated respectfully and sensitively and confidentiality of complaints  maintained. 

· Staff members are to work collaboratively with all parties with the aim of achieving a mutually beneficial outcome.


5.   Related Policies:

HRM12 - Code of Conduct Policy
SP14   - Confidentiality & Privacy Policy
SP3     - Client’s Privacy Policy
SP4     - Clients Rights and Responsibilities Policy
SP7     - Feedback and Evaluation Policy
                                                   
Forms or other Organisational Documents – 

Appendix 9C:    Client Complaints Form
Appendix 10C:  Client Complaints Log
Appendix 11C:  Client Feedback Form


6.   Review Processes:


Policy review frequency:   2 years                          Responsibility for review:
                                                                             Picabeen Management Committee             
	  Review process: by Staff and Management Committee members

	Documentation and communication: Service review decisions ratified by the Management Committee and enacted by Staff
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