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Procedure B5: Complaints and Appeals

B5.1 Informing Clients about Complaints and Appeals Procedures

All clients are informed of their rights and responsibilities and our Complaints and Appeals Policy at the earliest possible stage of their involvement with our service.
Information about clients’ right to make a complaint or to appeal a decision, and the relevant procedures, are provided in the following ways:

· Providing clients with Complaints and Appeals policy and procedures upon their induction into the service. 
· Providing information on NWYAS website. 

· Information about making an appeal regarding ineligibility in Client Information Booklet. 
· Clients accessing our website will find that they can complain or appeal a decision through the feedback link feedback@nwyas.org.au 
· Clients will be talked through the Complaints and Appeals flowchart in their first case plan meeting to ensure comprehension of process. 
· When a verbal complaint is made, worker to clarify whether client wants to make a formal complaint or appeal and to assist client to have access to or to complete form/feedback response. 

B5.2 How clients can make a complaint or appeal a decision

B5.2.1 Clients can make a complaint by:

· Clients are encouraged to make an initial complaint to someone they trust or to the Manager. 
· A complaint can also be made by;
· Completing a Client Complaint Form and returning it to NWYAS (if required, this can be marked confidential, in which case it will go directly to the Manager). 
· Sending an email via the feedback@nwyas.org.au address linked to the website outlining the nature of the complaint and what they would like to see happen.  
· Where clients are under 18 and accessing the Supported Accommodation Program, the Commission for Children and Young People and Adult Guardian can support them to make a complaint http://www.ccypcg.qld.gov.au/about/our-role.html 
· NWYAS recognises that clients may find it difficult to make a complaint, and therefore, NWYAS workers are required to bring forward to their supervisor any situation that could legitimately lead to a complaint. 
· Any complaint made verbally needs to be documented by the relevant worker using the Complaint Form. 
· Where clients feel unable to make the complaint themselves due to barriers such as language and literacy, they may have someone assist them to complete the form. 
· Clients have the option to not fill in personal details if they wish to make the complaint anonymously. This will, however, limit the capacity of the organisation to be accountable to the client who is making the complaint. 
· Clients are welcome to either use a staff member or an external person to advocate on their behalf.
· It is essential that clients are supported by NWYAS to make complaints and are not disadvantaged in any way as a result of making a complaint. It is through our management of complaints that NWYAS can value the input of individual clients and incorporate their views into the work of the agency. 
B5.2.2 Clients can appeal a decision by:

· If parties are not happy with the Manager’s handling of the complaint, they can take the issue to the Chairperson of the Management Committee. The Chairperson will convene a complaints committee of the Management Committee who will be responsible for making a recommendation to the Management Committee for resolution of the complaint. 
· Clients can appeal a decision by filling in the appeals section of the Complaints and Appeals Form and this matter is taken to the Chairperson of the Management Committee. The client is supported to find an advocate from either internally or externally to the agency.

· If outcomes achieved through the internal NWYAS process are unsatisfactory to the Client, they will be advised to complain to their local member of State Parliament, The Department of Communities Queensland or the Queensland Ombudsman. 

· Any appeal made verbally needs to be documented by the relevant worker using the Appeals section of the Complaint Form. 
B5.3 How Complaints and Appeals are managed 

· Record keeping: 
· A record of complaints and appeals made to the agency are kept in the Complaints and Appeals Log. Relevant notes may be made on the individual’s case file. Where there are implications for the whole of the service as a result of a complaint or appeal, this will be included in the Quality Improvement Register to ensure that relevant improvements are made and tracked. 
· Timeframes:
· Acknowledgement of an appeal or complaint will be done in writing within seven days of its receipt. 
· Complaints and appeals are dealt with as a matter of priority and will be attended to as urgently as is possible. 
· The complainant may be contacted to clarify the issues and further discuss the outcomes required. 
· We aim to have any complaint resolved within four weeks of its receipt. Where, for some reason, resolution may take longer, this will be communicated to the complainant in writing. 
· Responsibility: 
· Any person receiving a complaint in relation to NWYAS is responsible for informing the Manager immediately. 
· The Manager is responsible for coordinating and managing the recording, response, investigation and resolution of the complaint. 
· The Manager will inform the Management Committee of any complaint received by NWYAS at the next meeting of the Management Committee. Where the complaint is of a serious nature, the Chairperson will be informed immediately. 
· Where a complaint or appeal is unable to be resolved satisfactorily at this level, the Chairperson of the Management Committee is responsible for responding to, investigating and resolving the complaint. This may be done through the involvement of a complaints subcommittee of the Management Committee.
· Support:
· Where practical and possible, a client is able to be supported by a member of NWYAS staff during the complaints and appeals process. 
· If it is not possible for a member of NWYAS staff to support the client, independent and external support will be sought on the clients behalf and a referral made. 
· Outcomes:
· The client will be verbally informed of the decision either by phone or by person and this will be followed by a written response, regardless of the outcome.  
· If the complaint is validated, the complainant will be informed of the steps to be taken to resolve the complaint, including timeframes. 

· If the complaint has been found to have no validity, the client will be referred to the relevant legislation or organisational policy and procedure which explains the actions or decision which was taken. 
· At all times, responses to complainants will be respectful and acknowledge that there may be differing views about the issues. 
· Options for resolving a complaint or appeal: 
The cause and seriousness of a complaint or appeal will determine the best way of resolving it. Options may include:

· Internal resolution e.g. for issues that involve allegations about breaches of policy;

· Mediation by a neutral outsider, if requested by the person making the complaint/appeal or if this is considered the best way to manage the issue;

· Arbitration by a designated external body for allegations of serious breaches of client’s rights, where these are covered by program guidelines or legislation. The client also has the right to take the complaint/appeal outside the organisation at any stage in the internal process; 

· Where a breach of law may have occurred, police will also be informed.

Step 1: Registering a complaint or appeal

The process for registering a complaint or appeal is:

· When a complaint or appeal has been received it will be entered onto the Complaints and Appeals Log by the Manager. 

· The client will receive a phone call immediately or be told face to face that their complaint/appeal has been received and informed that a letter of acknowledgement will be sent out within the next seven working days.

· The client will be advised that they can internally or externally choose a support person to advocate on their behalf and will be informed of the next step of the process. At this stage, clients will receive a copy of Policy B5 Complaints and Appeals and the relevant procedures. 
Step 2: Investigating and assessing the complaint or appeal:
· The Complaints and Appeals Log will be kept up to date recording the responsibilities, timeframes, outcomes and options for resolving any issues. All contacts with the complainant and other parties regarding the complaint will be recorded in the log. 
· The client will be sent a letter which will inform them that the investigation process is underway and outlining the process of the investigation. The letter will also give an expected timeframe for resolution of the complaint / appeal. 
Step 3: Finalisation or Review: 
· Upon completion of the investigation, the Manager will contact the Complainant to discuss the outcome or proposed resolution and advise them that a letter outlining the outcome will follow. 

· The Manager is responsible for documenting the outcome and actions in relation to the complaint. 

· Any continuous improvement opportunities that arise as a result of the complaint will be entered into the Quality Improvement Register for action. 

If a client is not satisfied with the investigation and proposed resolution to their complaint or appeal they can seek a further review of the matter by an external agency including, but not limited to: 

· Commission for Children and Young People and Adult Guardian
· Anti Discrimination Commission of Queensland

· State Member of Parliament. 

· Queensland Department of Communities. 

· Queensland Ombudsman

Step 4: Formal external procedure:
A formal external complaints procedure may follow Step 3 if the client is still not satisfied with the outcome. The client will be given information about the following external agencies who may be able to assist them:

· Commission for Children and Young People and Adult Guardian

· Anti Discrimination Commission of Queensland

· State Member of Parliament. 

· Queensland Department of Communities. 

· Queensland Ombudsman

It is the responsibility of the client to make contact with the relevant agency should they wish to pursue a formal external procedure. A referral to an external support agency can be offered by NWYAS to assist the client to seek external review. 
NWYAS will at all times cooperate with external agencies who seek to review complaints and appeals. This will be limited only by matters of privacy and confidentiality of clients. 
B5.4 Complaint and Appeal Finalisation

An issue is usually considered finalised if the client is satisfied with the response and/or all avenues of resolution have been explored. 
· The final outcome will be recorded in the Complaints and Appeals Log as well as being documented in the clients case notes. A copy of all correspondence and relevant material will be kept with the log. 
· A quarterly review of all complaints and appeals and outcomes will be undertaken to assist in improving service delivery. 

· All complaints, whether they are validated or not, may represent an opportunity to improve some organisational processes. Where appropriate, outcomes of complaints will be recorded in the Quality Improvement Register to ensure ongoing improvement. 
· The Management Committee will be advised of all complaints and appeals received by NWYAS and the actions taken to resolve these matters. 
Supporting Documents/Tools

· Client Complaints Form (B5.1)
· Complaints and Appeals flowchart

· Complaints and Appeals Log
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