Complaints Policy and Procedure
(CG8)

Policy Statement
The Complaints Policy aims to ensure that any persons utilising Health United services have the right to lodge a complaint and have their concerns addressed to ensure access, equality, fairness, accountability and transparency.

Scope
This policy applies to patients, families, staff, management, medical professionals and visitors to the service.

Background
Establishing trust between patients and staff is an essential part of our service standards. Everyone needs to know the boundaries of confidentiality to feel safe and comfortable discussing personal issues and concerns.
Our attitude to complaints is that it enables our organisation to grow and evolve its service. Health United is committed to listening to all complaints, discussing solutions, acting in a timely manner and following up.

Legislative Requirements
· Competition and Consumer Act 2010
· Information Privacy Act 2009
· Public Records Act 2002

Principles that Inform Our Policy
All decision-making regarding complaint handling is carried out in accordance with the principles of our Complaints Policy.
· Health United is committed to ensuring that complaints are addressed in a responsive manner.
· All stakeholders have the right to lodge a complaint.
· Complaints will be treated with respect and confidentiality.
· Complaints are managed in an objective and impartial manner.
Key Terms
	Term
	Meaning
	Source

	Complainant
	A person or organisation providing feedback regarding dissatisfaction.
	The legal dictionary

	Internal reviewer
	An impartial senior officer of an equal or higher level than the original Complaint Decision Maker who undertakes a review of the complaints process and outcome.
	www.ombudsman.com.au



Links to Other Policies and Documents
· Continuous Improvement Policy and Procedure
· Privacy and Confidentiality Policy and Procedure
· Code of Conduct
· Communication Policy and Procedure

Induction and Ongoing Training
Health United ensures that induction and ongoing training of all staff include the Complaints Policy to enable staff to fulfil their roles effectively. In addition, we promote information sharing at staff meetings, sharing information received from industry trends or changes in legislation and consultation at policy review sessions.
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Monitoring, Evaluation and Review
This policy will be reviewed annually or upon the occurrence of any relevant legislative change. Health United management will conduct reviews in consultation with educators at staff meetings.

Complaints Procedure
Any individual wishing to make a complaint may do so in writing or in person to a Health United staff member.

Complaint Management
The internal reviewer responsible for managing a complaint will ensure the following:
· Register the complaint using the Health United complaint register.
· Inform the complainant that their concern has been received and provide them with details of the process followed when investigating their complaint.
· Ensure complaints are examined within 10 business days of the complaint being filed.
· Issue a letter to the complainant within 15 business days outlining what is being done to investigate and resolve the issue and the timeframe anticipated for a full resolution.
· Advise the resolution of the complaint will be within 20 business days of the first lodgement of the complaint.
· Facilitate queries regarding the outcome of the complaint.
· Maintain detailed notes of the complainant, the complaint, dates, actions, resolution and the complainant’s response.
· Keep copies of all correspondence relating to the complaint on file for seven years.

