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This policy serves as a mechanism for fostering open communication, accountability, and
continuous improvement.

It outlines procedures for soliciting, receiving, and addressing feedback and complaints from
clients, stakeholders, employees, and other relevant parties. By providing clear channels for
feedback and complaints, the organisation demonstrates its commitment to listening to the
concerns and perspectives of those it serves.

The policy facilitates timely and effective resolution of issues, which can help prevent
escalation and foster positive relationships with stakeholders.

The policy is instrumental in identifying areas for improvement in service delivery,
organisational processes, and policies.

Ultimately, the purpose of this policy is to promote transparency, accountability, and
stakeholder satisfaction while driving organisational learning and growth.

This extends to all workers (includes workers, students, contractors, and volunteers) and
clients and meets relevant laws and regulations and standards.

Workers are expected to be familiar with and apply this policy in all their actions.

Worker

Anyone who carries out work for a person conducting a business or undertaking
regardless of whether they are full-time, part-time or casual. This can be a:

e Worker contractor or subcontractor, or a worker thereof

e outworker, such as a contractor or worker who is engaged to work from
their home or at a place that would not previously have been thought of
as a business premise

apprentice or trainee
school-based work experience student
labour hire worker

volunteer.

Allegation

a claim that an illegal act has occurred. Allegations are always investigated and
sometimes an external authority undertakes the investigation such as the police.

Concern

a notification that a person is worried that something is not working, has gone
wrong or is otherwise not as it should be.

Complaint

formal advice that an incident has occurred, something is not working the way it
should, something is inappropriate, or someone is at risk. A serious incident
process is required for legal and contractual purposes when a complaint is about
a serious incident.

Whistle-blower

A person who raises concern regarding illegal and/or improper conduct that
affects others. The person is not usually involved in the issue but is wanting to
alert others to suspected misconduct. The alert may be raised outside of usual
reporting lines or processes.

We value complaints from clients, families, carers, service providers and regulators to
ensure people are treated fairly when they use our services.
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Complaints are an important source of information and are used to improve our services
wherever possible.

Everyone has the right to complain.

People making complaints should be supported to access complaints processes.

Complaints processes should be sensitive to any cultural requirements.

Robust complaints processes and systems are an important part of quality service
management and help safeguard clients.

Complaints identify risks to clients but also visitors and workers and support us to meet its
occupational health and safety obligations.

Complaints identify opportunities for us to continuously improve its service.

This policy guides us on how to support people to raise concerns about service delivery in
the interests of service safety and quality.

This policy is used to support whistle-blowers, who in good faith and without malice, disclose
information or raise concerns about alleged improper or illegal activity.

Services are provided in a safe and honest way. We expect everyone to comply with all legal
requirements. We will support and respect anyone who acts as a whistle-blower to draw
attention to suspected inappropriate, corrupt, or illegal conduct or behaviour.

We will:
e ensure transparency and accountability in its administrative and management
practices
e ensure workers operate in an ethical, legally compliant and proper manner
ensure the whistle-blower is protected from retaliation against a report

e ensure the principle of natural justice is upheld for whoever is the subject of the
report

e not tolerate conduct that breaches this policy
e not tolerate retaliation against a whistle-blower.

The policy applies when reporting non-compliant or improper conduct and applies to all
workers and management.

Feedback and complaints can be received in several different pathways. These pathways
are described in the Worker Handbook and Client Handbook and our website. Information is
updated regularly as required.

Our clients are advised about the Feedback and Complaints process as part of our service
provision including the methods by which they can provide feedback. We provide this
information as part of ‘onboarding’ with clients, and also during yearly reviews. The
information provided can include:

e A copy of our Feedback and Complaints policy and procedure

e Easy English, plain English or accessible versions of this policy and procedure

e Our Feedback and Complaints Form

Complaints or feedback can also be made anonymously.
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If required, clients can be supported to make their complaint or provide feedback and can be
provided with information about how to access independent advocacy. Refer to:

https://disabilityadvocacyfinder.dss.qgov.au/disability/ndap/

Appropriate support and assistance to contact the Commissioner in relation to a complaint
will be provided to any person who wishes to make a complaint.

Details about how to complain directly to us will be provided to clients initially and again if
required and are also publicly accessible via our website or on request.

The Commissioner contact details are available at complaints-feedback (1800 035 544 or
TTY 133 677).

All Complaints, including any made anonymously, are entered into our feedback and
complaints register and actioned.

We ensure that all workers are trained in our Feedback and Complaints Management
procedure during induction and on an ongoing basis.

A complaint and its supporting documentation will be securely maintained and recorded on
the Feedback and Complaints Register.

Feedback and complaints are filed safely under the client’s folder, kept in the filing cabinet.

A complaint must be acknowledged within 3 business days.
If feedback is positive, thank the client for their feedback and record in the feedback log.

After acknowledgement of the complaint/feedback, the complaint is assessed for the
following:

whether the issue raised is within our control

consider the outcome sought by the complainant

identify if there are any other issues that may need to be recorded

whether the complainant has been offered appropriate support, assistance or
independent advocacy.

When assessing the complaint, the following should be taken into consideration:

the urgency and complexity of the complaint

whether the complaint involves other people’s health and safety
whether the resolution requires external involvement

the possible delays in resolving the complaint and the risk involved

To ensure our transparency, the complainant will be kept informed at all stages of the
complaint process and will be informed if there will be any possible delays.

The complainant will be involved in the resolution process, as appropriate to the specific
situation.

We ensure that complainants and persons with disability affected by an issue raised in a
complaint or and their families, carers and advocates (as applicable):
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e are kept informed of the progress of the complaint, as appropriate (i.e. this could not
be done if the complaint was anonymous), including any actions taken, the reasons
for any decisions made and options for review of decisions;

e are involved in the resolution of complaints by maintaining contact with them and
seeking their views on specific issues as we work through resolution processes.

After the assessment and investigation of the issue(s) raised with the complaint, the Director
will contact the complainant and advise the following:

e the outcome of the complaint and actions taken

e the reasons for decision

e any improvements made and resolution(s)
All complaints processes will be treated as confidential and only disclosed if required by law.
Further, if there are adverse findings about an individual, The applicable privacy obligations
under the Privacy Act 1988 and National Privacy Principles and any applicable exemptions

in or made pursuant to that Act, will be reviewed before sharing findings with the person
making the complaint.

We will keep records of the following:

How the complaint was handled and managed
The resolution(s) of the complaints
Actions which need to be followed up

Quality improvements identified and implemented as a result of feedback or
complaint

These records are recorded into our Feedback Register.
Records will be maintained for 7 years from the date the record was created.

A key driver of satisfaction is timeliness. As such, we aim to resolve complaints within 21
days of receiving the complaint.

If this is not achievable, a justification, i.e., no response from complainant, shall be
documented on the Feedback Register.

We remain committed to continually improving its service delivery. Feedback is analysed by
the data recorded on the feedback and complaints register.

Workers will report all serious incidents to the Director.
Workers will contact police where there is an allegation of a criminal offence.

De-identified complaint activity is routinely reported to the Director as part of ongoing quality
assurance and continuous improvement.

We commit to report information relating to complaints to the Commissioner upon request of
the Commissioner.

The Management Team will review this policy and procedure at least annually. This process
will include a review and evaluation of current practices and service delivery types,
contemporary policy and practice in this clinical area, the Incident Register and will
incorporate worker, client, and another stakeholder feedback. Feedback from service users,
suggestions from worker and best practice developments will be used to update this policy.
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All workers are responsible for the implementation of our complaint’s procedure. This
includes encouraging and supporting people accessing us to raise any concerns or
complaints they have on any issue.

Director is responsible for:

e ensuring complaints are recorded and actioned.

e communicating with clients, family, carers, and other key stakeholders during a
complaints process.

We will communicate with clients about quality evaluations and encourage their participation
in evaluating services.

At least twice per year the Management Team will analyse complaints data to determine
service gaps, issues or trends in practice, procedures or policies that need to be amended to
better safeguard people accessing services and improve services.

We will undertake an annual review of its complainants to elicit overall client feedback,
including satisfaction with the Feedback and complaints management process. This review
also includes:

The number of complaints and feedback received

Key issues and the outcome of complaints

Systemic issues identified

Timeliness of complaints resolution

The number of requests received for internal or external review of complaint
handling.

Results of monitoring and continuous improvement processes will be fed into the
Continuous Improvement Register. This includes seeking client feedback on the
accessibility of the complaints and resolution system.

Reports made by a whistle-blower must be based on reasonable grounds and be a
disclosable matter. The report should (where possible) be in writing and contain details of:
the nature of the disclosable matter

the person responsible for the disclosable matter

the facts on why the whistle-blower believes the disclosable matter has occurred

(if known) the nature and whereabouts of any further evidence that would support the
report.

All disclosable matters must be treated as confidential and (without the whistle-blowers
consent) must:

e not be disclosed to anyone not connected with the investigation. Unless the
responsible person is

e obliged to do so by law. If the whistle-blower wishes to make their report
anonymously, their wish is

e honoured unless overridden by due process of law. However, there may be
difficulties with keeping them updated with relevant information as a result of
remaining anonymous.
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Workers need to be aware that only disclosable matters are covered by this policy.

Disclosures, such as a personal work- related grievance do not qualify for protection under
the Corporations Act 2001 (Cth).

The responsible person will need to assess each disclosure made to determine:

e whether whistle-blower protections will apply (if unsure, proceed as if they do apply),
and

e if a formal, in-depth investigation is required.

It is important that the responsible person and investigating officer focus on the substance of
the disclosure, not possible motives for the whistle-blower to have made the disclosure.
Whistle-blowers are not required to act in good faith to be protected.

If an investigation is necessary, the responsible person will arrange for an investigating
officer to investigate, which will determine the legitimacy of the allegations. The investigation
is to be conducted thoroughly, but with the aim to conclude the investigation as early as
possible. The whistle-blower, subject to privacy and confidentiality considerations, will be
kept informed of the investigation process and (where appropriate) its outcome. They must
maintain full confidentiality of any information they receive.

The person who is subject to a disclosure also needs to be informed about the investigation.
However, this can be at any time so long as it is before making any adverse findings against
them. This is in the event there may be concerns that the individual will destroy information
or the disclosure needs to be referred to ASIC or the Federal Police. A worker who is subject
to the disclosure may contact our support services (e. g. counselling).

When investigating, the investigating officer must:

address all relevant questions
conduct the investigation under strict confidence
observe the rules of natural justice

meet with the person upon whom the allegations are against, allowing them the
opportunity

to comment beforehand (according to the rules of natural justice)
compile all the information into an investigation report for further review.

The investigation report will include:

the allegations

e comments by the person the allegations are against, with considerations by the
investigating officer
a statement of all relevant findings, with the evidence provided

e the conclusions reached (including the damage caused and the impact on us and
other affected parties) and the reasoning behind it

e recommendations based upon those conclusions.

At the end of the investigation, the responsible person will be provided a copy of the
investigation report and be consulted in regard to a decision on the matter. If the police are
to be involved, this is to be done at the earliest possible opportunity.

Should the whistle-blower not be content with the outcome of the investigation, they can
request the investigation be reopened. We are not obligated to reopen an investigation if it
feels it is unnecessary and that the prior investigation was conducted properly. A further
complaint can still be made to ASIC should the whistle-blower still feel dissatisfied.

Note: It may not be possible to undertake an investigation if not enough information was
provided and the disclosure was made anonymously, and it is not possible to contact the
whistle-blower.
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Protections provided to whistle-blowers under the Corporations Act 2001 (Cth) include:

Detriment protection

The whistle-blower (and those related to the whistle-blower) will be protected from detriment
by any person internal or external. Actions that are not detrimental, include:

e Administrative action that is reasonable for the purpose of protecting a discloser from
detriment.

e Managing a disclosers unsatisfactory work performance if the action is in line with the

e Our performance management framework.

Actions to be taken:
Measures to protect a whistle-blower from detrimental acts include:

e Support services (including counselling or other professional or legal services) that
are available to whistle-blowers.

e Should the whistle-blower feel it necessary, we will reassign the whistle-blower to
another location, to a role of the same level.

e We can make modifications to the whistle-blowers workplace or the way they perform
their work duties.

e \We can reassign or relocate other workers involved in the disclosable matter.

e Management will be reminded of their responsibilities when managing the
performance or taking other action relating to a whistle-blower.

e Should the whistle-blower feel that they have suffered detriment, they may lodge a
complaint to the responsible person which will then be investigated by the
investigating officer. Interventions will be implemented upon the detriment being
proven true.

Identity protection
The whistle-blowers identity and information will be kept confidential, unless:

e they provide you with consent to disclose their information
e the information is disclosed, when:

o the information does not include the disclosers identity

o We have taken all reasonable steps to reduce the risk that the discloser will
be identified from the information, and

o itis reasonably necessary for investigating the issues raised in the disclosure
e their identity is disclosed to:

o the Australian Securities and Investments Commission (ASIC)

o a member of the Australian Federal Police

o a legal practitioner, to obtain legal advice or legal representation in relation to
the whistleblowing laws, or anyone else prescribed by the regulations

o Information may only be disclosed if it is necessary for the purposes of
investigating the disclosure.

Actions to be taken
Reducing risk of identity disclosure:

e All personal information or reference to the whistle-blower witnessing an event will be
redacted.

e The whistle-blower will be referred to in a gender-neutral context.
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e Where possible, the discloser will be contacted to help identify certain aspects of
their disclosure that could inadvertently identify them.

e Disclosures will be handled and investigated by qualified workers.
Secure record keeping and information sharing:
e All paper and electronic documents and other materials relating to disclosures will be
stored securely.

e Access to all information relating to a disclosure will be limited to those directly
involved in managing and investigating the disclosure.

e Only a restricted number of people who are directly involved in handling and
investigating a disclosure will be made aware of a discloser's identity (subject to the
discloser's consent) or information that is likely to lead to the identification of the
discloser.

e Communications and documents relating to the investigation of a disclosure will not
be sent to an email address or to a printer that can be accessed by other workers.

e Each person who is involved in handling and investigating a disclosure will be
reminded about the confidentiality requirements, including that an unauthorised
disclosure of a discloser's identity may be a criminal offence.

The whistle-blower will be provided with additional support and compensation through the
courts if:
e they suffer loss, damage, or injury because of a disclosure, and
e the entity failed to take reasonable precautions and exercise due diligence to prevent
the detrimental conduct.

Whistle-blowers are encouraged to seek independent legal advice.

The whistle-blower will be provided with protections from:

e civil liability (e.g. any legal action taken as a result of whistleblowing)
e criminal liability (e.g. attempted prosecution for unlawfully releasing information)
e administrative liability (e.g. disciplinary action for making the disclosure).

Note: the protections do not grant immunity for any misconduct a discloser has engaged in
that is revealed in their disclosure.

Should a whistle-blower feel that any of their protections have been breached, they can
submit a complaint to the responsible person or to ASIC. It is also advised that they seek
independent legal advice.

Severe civil and criminal penalties will apply to those who breach the protections provided to
whistle-blowers under the Corporations Act 2001(Cth). Courts are empowered to make
orders for relief against a company if they fail to protect a whistle-blower from detriment.

Workers should take care not to make deliberately false or malicious disclosures. Workers
found (by the investigating officer) to have made such a disclosure will be subject to
disciplinary action, including possible termination of employment.
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Workers are still covered by the whistle-blowers protections if they wish to report their

concerns to ASIC, even if they have not raised their concerns internally first. You can lodge a
report through writing to ASIC.

You can report your concerns to ASIC anonymously; however, ASIC will not be able to follow
up with you for further information or tell you what steps they may take based on the
information you provided. However, you will still qualify for whistle-blower protections.

Other people who can receive a disclosure include:

e legal practitioners
e regulatory bodies (e.g. ASIC) and other external parties (if authorised), and

e (under certain circumstances) journalists and members of Commonwealth, state or
territory parliaments.

e regularly review and memorise this policy and related processes
e report any disclosable matters
ensure reports of disclosable matters are private and confidential.

remain unbiased throughout the investigation

ensure the scale of the investigation is in proportion to the seriousness of the
wrongdoing

ensure the investigation is completed in a fast and efficient manner
examine relevant documents and evidence

maintain strict confidentiality throughout the investigation

conduct interviews with relevant witnesses

keep accurate and clear records.

regularly review and memorise this policy and related processes

appoint an investigating officer

ensure sufficient resources are allocated to the investigating officer

ensure all reports by whistle-blowers are investigated to the necessary degree.

We will review these policies and procedures at least annually. This process will include a
review and evaluation of current practices and service delivery types, contemporary policy
and practice in this clinical area, the Incident Register and will incorporate worker, client, and
another stakeholder feedback. Feedback from service users, suggestions from worker and
best practice developments will be used to update these policies.

The Document Control Register and Continuous Improvement Register will be used to
record and monitor progress of any improvements identified and where relevant feed into
service planning and delivery processes.

Appendix 1 — Easy Read Guide for clients and other stakeholders

Our Documents / Feedback Form
Resources Feedback and Complaint Register

Client Wellbeing Form
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This fact sheet is about how to make a complaint or
provide us with feedback.

You have the right to complain about our service. It is ok
to complain.

When things go wrong, we can learn from our mistakes
and make service better.

: You can make a complaint in different ways.
/// You can tell someone you have a complaint.

M < You can write a complaint or use a complaint form.

I|!

You can draw a picture of what went wrong.

You can use any type of communication that suits you to
make a complaint.

People who support you can help you to complain. This
means that your family, friends or other people can
complain for you.

Only people who try to fix the problem will be told about
your complaint.

You will not be in trouble for complaining.
We will not make you feel bad for saying something.

We will be honest and fair.
We will try to fix the problem quickly.

We will tell you what we did to fix your complaint.
We will work hard to make our service better
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