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Complaints and Grievance 

Policy

Introduction

The Organisation welcomes feedback, including complaints, from consumers.  Such feedback allows the organisation to correct any problems with service and provides an opportunity to re-establish relationships with consumers, thus improving service delivery.

Consumers may be defined as individual service users of the Organisation or family members of people receiving the Organisation’s services. 

Consumers have the right to know what they can expect from the Organisation and have this information provided prior to their commencing to access services.
The Organisation’s complaint handling processes will be consistent with current complaint handling standards and with the Principles and Objectives of the Disability Services Act (1993).

Guidelines

The Organisation empowers all staff to handle consumer service problems. All staff at the Organisation are expected to listen courteously to consumer concerns and problems with the service, and do what they can to correct deficiencies.  As a general principle complaints especially those of a day to day operational nature should, wherever possible, be solved at the source level.

It is acknowledged that in many cases consumers who have a concern may simply desire the opportunity to discuss the matter with a receptive listener.  In such circumstances this informal feedback is unlikely to progress to a formal grievance.  Staff need education and training when listening to consumer concerns in order to effectively evaluate the appropriate action that needs to be taken.

The Organisation’s consumer feedback and complaints system demonstrates that :

· management and staff are committed to its effectiveness,

· it is fair to both complainant and respondent;

· it has sufficient resources,

· procedures for feedback, including the right to complain, are publicised,

· the complaints procedure is easily accessed,

· consumers who wish to complain have assistance and help from the advocate of their choice,

· staff respond courteously to feedback and complaints within five working days, and

· there are appropriate remedies.

The Organisation will:
· collect non identifying data on consumer complaints and feedback,

· use the information to identify underlying causes of consumer problems, 
· record and maintain appropriate documentation in relation to all consumer complaints, and
· correct any problems and improve the quality of our services.

Recognising that there may be barriers discouraging consumer feedback and complaints, the Organisation takes the consumer perspective into account by :

· Ensuring that the complainant does not deal with staff who were involved in the problem.

· Enabling consumers to choose from several feedback procedures.

· Ensuring that our consumer’s disability does not prevent them using the consumer feedback system.

· Reviewing the complaints and feedback procedures regularly with consumers.

A number of advocacy agencies have been established in Western Australia to advocate on behalf of people who have a disability.  The Organisation encourages clients to seek support from various agencies including:

People with Disabilities (WA) Inc

Oasis Lotteries House, 37 Hampden Road, Nedlands.  9386 6477

Provides advocacy, information, lobbying and referrals for all people with a physical, intellectual, psychiatric or sensory disability.

Sussex Street Community Law Service

29 Sussex Street, East Victoria Park.  9470 2676

Legal advice and advocacy on social welfare problems.  Specialist advocacy and advice for people with disabilities.

Community Legal and Advocacy Centre

Birmingham Centre, 24 Parry Street, Fremantle  9430 2290

Advice and advocacy on legal, Centrelink and consumer issues, financial counselling and welfare rights service.

Welfare Rights and Advocacy Service

98 Edward Street, East Perth.  9328 1751

Advice and advocacy on Centrelink, Homeswest and consumer and legal rights, financial counselling service. 
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