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Feedback and complaints

Introduction

Midway Community Care strongly believes that feedback, including complaints, suggestions and compliments, are crucial to
ensuring effective and high quality service delivery and the continual improvement of services and systems.

It is Midway Community Care’s Policy to recognise, respect and encourage the rights of individuals to raise complaints and
provide feedback without fear of retribution. Feedback and complaints are accepted verbally, in writing, by email, fax, or any
other communication method. How the feedback or complaint is received should in no way influence the priority given to, or
quality of, the response provided. Midway Community Care is committed to managing feedback and complaints in a fair,
equitable and transparent way, always with the goal of achieving positive outcomes.

This Policy does not cover an employee grievance. These should be lodged and managed by following Midway Community
Care’s Grievance Policy and Procedure.

Applicability

When

applies when managing feedback and complaints.

Who

applies to all representatives including key management personnel, directors, full time workers, part time workers,
casual workers, contractors, volunteers.

Objective

The objectives of the Feedback and Complaints Policy are to:

1. Ensure that service users can raise complaints about the services they receive and have them addressed in a
supportive manner in compliance with Disability Services Standard – Feedback and Complaints.

2. Ensure Midway Community Care staff are aware of their responsibilities and are empowered to manage complaints.
3. Ensure staff who work with children consider their vulnerability and listen carefully to any complaints they make as

they may not use adult ‘complaint’ language.
4. Assist Midway Community Care staff with the timely and effective management of complaints.
5. Support Midway Community Care staff in the process of managing feedback and complaints in an unbiased manner,

encouraging good listening and communication leading to making decisions based on logical proof of evidence, rather
than on speculation or suspicion.

6. Establish a standard approach to complaints management including the establishment of performance indicators to
monitor compliance.

7. Ensure all complaints are recorded to enable review of individual cases, identify trends, risk and report on
accumulated complaint information.

8. Ensure trends, risk and accumulated complaint information is reviewed by the Executive Management Team.
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9. Ensure feedback about Midway Community Care’s services is regularly sought outside the formal complaints and
feedback mechanism, through surveys, service reviews, formal client consultation meetings and encouraging informal
feedback from clients.

Our complaints system

Our complaints system is documented and information on how to make a complaint is available to individuals, their families,
guardians or advocates in a way that is culturally appropriate.

We work to ensure individuals:

are aware of their right to make a complaint
feel empowered to make a complaint
are supported to make a complaint
are involved in the resolution process after making a complaint
know they won’t be adversely affected as a result of making a complaint.

Who can make a complaint?

Anyone can make a complaint including:

an individual
an individual's family or guardian
an individuals financial manager
an advocate
an employee
a community visitor
a professional
a member of the public.

Complaints can be made:

in person
by email
in writing
by phone
on the web.

Complaints help us:

identify problems
improve services
provide better outcomes to individuals.

Complaints can be made about any part of the quality or delivery of our services such as if there is dissatisfaction:

with the way services are provided
with decisions we have made
about the conduct of our employees
about personal information not kept private.

Complaints can be made anonymously. Complaints can be made to us or directly to the Commissioner.

Complaint monitoring
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As part of complaint management responsibilities:

all complaints should be monitored using a complaint register
the complaint register should include up-to-date progress of each complaint and whether it is currently open or closed
(resolved)
if there is any doubt about the end resolution of a complaint, seek feedback from the person who made the complaint
regular reports from the complaint register should be provided to key management personnel for review.

Responsibility

Chief Executive Officer is responsible for:

Encouraging an environment where complaints are handled seriously and thoroughly.
Ensuring an effective, fair and transparent complaint management system is developed and in place for Midway
Community Care.
Ensuring appropriate resources are available and utilised for effective complaint management.
Reporting on complaint trends to the Board of Directors on a regular basis.
Ensuring appropriate actions are implemented to eliminate or minimise similar problems from occurring.

Service Manager is responsible for:

Promoting the Feedback and Complaints Policy and Procedure to staff and individuals, as well as demonstrating
commitment to the on-going improvement of the complaint management system.
Modelling a positive attitude towards resolving complaints and encouraging individuals and staff to feel confident about
raising issues.
Supporting staff if a complaint has been raised against them, giving them the opportunity to respond to the concerns
raised by a complainant so their version of events are taken into account.
Committed to providing skill based staff training on complaints management outlined in the Feedback and Complaints
Policy and Procedure.

Managers are responsible for:

Overall reporting and management of all complaints related to their service.
Ensuring local actions are implemented to eliminate or minimise similar problems from occurring

The Chief Executive Officer is responsible for:

Reviewing and evaluating the implementation and effectiveness of the complaint handling process.
Maintaining the Feedback and Complaints Policy, its related procedures and associated documents.

All employees are responsible for:

Supporting Midway Community Care’s commitment to the timely and fair resolution of complaints.
Understanding complaints, compliments and suggestions are welcomed and are a valued opportunity to improve
service.
Understanding their role for receiving, responding to or forwarding complaints outlined in the Feedback and Complaints
Policy and Procedure.
Respecting the privacy and dignity of the complainant and ensuring the information about a complaint will only be
shared on a need to know basis, both with the organisation and externally.
Periodically reviewing the Feedback and Complaints Policy and Procedure and providing input on ways the process
could be improved, including whether they feel adequate support is provided by management when complaints are
made.

The Chief Executive Management Group (CEO) are responsible for:

Providing an external perspective on the feedback and complaints handling process.
Identifying trends that may indicate a problem at an organisational level affecting delivery of service where
improvement is needed.
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Providing half yearly reports to the Board of Directors to inform them of the nature of complaints received, action
taken, emerging trends and strategies to address systemic issues identified from complaints received.
Conducting a review on an annual basis of complaints by type, identify issues and provide recommended actions.
Reviewing progress on improvements to the feedback/complaints process.
Reviewing individual satisfaction of the feedback/complaints process.

Equity and access considerations

All actions and decisions in relation to complaints will be made having regard to the age, culture, disability, language, religion,
gender and sexuality of older people, people with a disability, their carers and advocates.

Information is developed in appropriate formats to suit the access and communication needs of individuals, families, carers and
target groups in the community, where required.

Feedback is sought in various formats to suit the access and communication needs of individuals, families, carers and target
groups in the community, where required.

Midway Community Care staff may wish to consult specialist resources when managing complaints from Aboriginal people and
Torres Strait Islanders, or people from culturally and linguistically diverse backgrounds. Relevant Midway Community Care
policy areas or culturally specific advocacy groups may be useful resource points to approach for advice.

Any individual making a complaint to Midway Community Care has the right to involve an advocate to assist them. In particular,
where the complaint is of a complex or controversial nature, Midway Community Care staff should advise the complainant that
they have the right to this support, and make all efforts to assist in identifying an appropriate advocate if requested. A list of
advocacy services is available

When a child or young person makes a complaint, Midway Community Care staff should offer to identify a support person to
assist the complainant during the complaint handling process.

Midway Community Care staff should seek a complainant’s consent before referring them for assistance to an interpreter or
advocate.

**Failure to comply with this policy will be viewed seriously and may,

result in disciplinary action, that may include dismissal

Review and evaluation of policy and procedure

This policy will be reviewed within the framework of Midway Community Care’s quality assurance and continuous improvement
process. Process performance and policy effectiveness will be measured against Midway Community Care’s standards,
objectives, and practises as part of a scheduled review of the policy procedures and related documents based on the level of
risk to individuals and the organisation.

Policies and procedures related documentation will be evaluated based on whether they are meeting the overarching
standards of the organisation in regards to quality, best practice, consistency, efficiency and effectiveness affecting service
provision and organisational capacity.


