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	Policy and Procedures for Handling Complaints




Policy:
Burnett Respite Services Inc. will establish and maintain a complaints management system in line with the Australian Standards for Complaints Handling (AS 4269-1995) and the Disability Services Standard 7.

Aims:
This policy aims to develop and maintain an environment in which all service users, carers and family members and others feel empowered to make a complaint in regards to any concern or issues they may.

This policy also aims to ensure all staff are aware of their responsibilities when a complaint is made.

Responsibilities:
The Board of Management is responsible for:

· The development and monitoring of all policies of the organisation.

The General Manager is responsible for:

· The implementation of the organisation’s policies. In regard to managing of complaints the General Manager will ensure all staff are aware of and promote these procedures. The organisation will:

· Allocate sufficient resources to allow for ongoing training in regard to all policies and procedures;

· Inform all service users, their families and carers of this policy and procedures;

· Ensure the complaints management system is readily available to all service users. To this end, complaints may be made to any employee of the organisation;

· Ensure each complaint is dealt with fairly and with due regard to the rights of those persons who may be the subject of the complaint;

· Treat all complaints confidentially, and service users and other complainants will not suffer any reprisal by the organisation or its staff or management for making a complaint;

· Ensure disciplinary action is taken against any management or staff member who takes reprisal against a service user or other complainant because of a complaint;

· Ensure the complaints system is maintained in a sufficiently flexible way which is user focussed and responsive to any special needs of those wishing to make a complaint; and

· Maintain comprehensive records of complaints made and action taken.

All staff are responsible for:

· Ensuring they are fully aware of this and other policies of the organisation;

· Ensuring that any and every complaint or concern brought to their attention is addressed in line with this policy; and

· Not take any action that may be deemed as a reprisal against any person lodging a complaint.

	Procedures for Handling Complaints




Purpose:

The purpose of these procedures is to set out how the policy is to be implemented within the organisation.

What is the difference between a concern and a complaint?

The organisation acknowledges that in many cases, demonstrated dissatisfaction will be a concern rather than a complaint. A concern indicates a level of anxiety or uneasiness in regard to a person or service of the organisation.

A concern becomes a complaint when a service user or staff member or other person:

1. indicates they wish to pursue the matter through the formal complaints process; or

2. the matter is not resolved informally to the satisfaction of the concerned person and that person indicates they wish to pursue the matter further.

What happens if a service user or other person approaches a member of the organisation with a concern?

Staff or members of the Board of Management when approached with a concern or query should assist that person in line with their roles and responsibilities, or refer them to an appropriate person.

All staff must ensure that all concerns brought to their attention are documented in the Continuous Improvement register for attention of the General Manager.

Where a concern cannot be addressed to the satisfaction of the person concerned through an informal process, the person is to be made aware of the organisation’s complaints process, and assistance to access appropriate documents provided.

Who may complain?

Generally, any person may make a complaint. Complaints may be made by a service user directly, carers, family members, advocates and other support persons. Where staff members have a complaint or concern, this should be dealt with inline with the Staff Grievance Procedure (refer to ‘Staff Management’).

Who may be complained about?

Complaints may be made about:

1. any member of the organisation including paid and unpaid staff and members of the Board of Management; or

2. any service provided by the organisation including any decision made in regard to any person.

What may be complained about?

These procedures have very few limitations in regard to what may be complained about. The general guiding philosophy is that if a person wishes to make a complaint, the organisation will accept that complaint. However there is no requirement on the organisation to investigate every complaint made.

The circumstances under which the organisation may choose to screen out a complaint include:

1. where the matter is currently being dealt with by another body i.e. a court or Government agency;

2. where the matter has already been dealt with by another body i.e. a court or Government agency;

3. where the matter occurred so long ago as to make investigation impractical; or

4. where the matter is deemed to be trivial, frivolous or vexatious.

A decision to take no action would be made by the Board of Management and communicated to the complainant with reasons.

How should staff deal with information concerning serious wrong-doing?

Where a member of staff has knowledge of serious wrong-doing in the form of:

1. official misconduct (including criminal activities and conduct which is sufficiently serious as to warrant dismissal);

2. negligence or mismanagement of finances;

3. specific and substantial danger to the health or safety of a person with a disability;

4. reprisal against another person lodging a complaint; or

5. any other conduct which warrants disciplinary action.

That person has an ethical obligation to report such to the General Manager, or Board of Management should the wrong-doing be on the part of the General Manager. The organisation has an obligation, where appropriate, to report the matter to an appropriate external agency such as Queensland Police.

Every staff member also has an ethical responsibility to bring to the attention of their supervisor, any information indicating evidence of misconduct or breaches of the rights or property of any service user.

What happens when a concern is raised or complaint is made?

Flow charts setting out the concerns and complaints processes are given below.

Concerns Flowchart:

Complaints Flowchart:
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