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	GOAL
· To support and encourage residents to raise informal and formal complaints.
· To support residents in seeking resolution to their complaints.
· Complaints to be addressed by the Village operator in an environment that is accepting, honest and helpful, aiming for a fair and timely resolution.
· For residents to have their complaint dealt with promptly and honestly.
· Work towards improving service delivery based on complaints and feedback.
· Open disclosure will be practiced.
· Avenues for escalation to be provided if requested or required.
· Complaints will be handled with sensitivity and confidentiality, protecting the privacy of all parties involved.
· Residents will not fear retribution.
· Records of complaints will be maintained.
	

	
	
	RATIONALE
· To identify what is a complaint and ensure it is effectively managed with a positive outcome for the complainant.
· The procedure will support improved service delivery.
	

	
	
	WHAT IS A COMPLAINT
· An informal or formal verbal or written expression of an unmet expectation relating to the provision of services. 
Informal resolution: 
· Direct communication between the Village Manager and the complainant.
· Negotiation through open and respectful communication.
· Mediation if direct communication is unsuccessful.
Formal complaint process:
· If the issue remains unresolved, a formal written complaint is usually required.  
· The operator is responsible for investigating the complaint, gathering information, and potentially interviewing relevant parties.
· If the complaint remains unresolved, residents may escalate the issue to external bodies including-
· NSW Fair Trading on 13 32 20.  
· NSW Civil and Administrative Tribunal (NCAT) on 1300 006 238.  
	

	
	
	RESPONSIBILITIES
Administration Staff, Support Staff, Village Manager
· Seek feedback as part of the daily way of working with residents.
· Listen to and acknowledge the complaint when provided.
· Address any concerns that can be dealt with immediately.
· Advise the complainant how their complaint will be followed up.
· Always inform your immediate supervisor/manager as soon as possible of any complaint raised.
· Document the complaint in the Complaints Log.
Village Manager – follow Complaints Resolution Steps in this Procedure
· Investigate the complaint, gather information and if appropriate interview relevant parties.
· Keep residents informed of the progress of their complaint and any proposed solutions.
· Develop working relationships that embed honest and open communications.
· Monitor complaints data to identify incidents that may be embedded within complaints.
· Involve residents to ascertain and clarify expectations.
· Follow up all complaints within the time frame required.
· Register/log all Complaints.
· Obtain resident feedback through individual conversations, forums and/or surveys.
· Monitor complaints type trends and data and act to identify causes.
· Identify and implement actions to address the cause of complaints.
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Listen carefully and acknowledge the concern. Repeat back to check you have understood. Thank the person for raising the concern




Ask what outcome the complainant would like to achieve.




If the complaint can be resolved immediately, do that and confirm if it is satisfactory
for the complainant. 




Tell the complainant what you will do next: inform your manager or supervisor.
Document the complaint in the Complaints Log or ask the complainant if they would like to provide a written complaint.




Verbally inform, email or hand the written complaint to the Village Manager.





Managers – follow the steps in the ‘Complaints Resolution’ flowchart.
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Contact the complainant at the earliest opportunity whenever possible 24 -72 hours. Clarify the complaint.
Offer thanks for raising the complaint. Identify the Complaint Level (1-4)


Work with the complainant and identify the desired outcome.
Tell the person what you will do to resolve the concerns and provide a timeframe for action.



Conduct any investigations or interviews. Review processes.  Identify factors that contributed to the complaint including unclear expectations.
Document all steps taken and store the information securely.



Give regular updates even when there is little to report. Maintain privacy of others involved.  Discuss findings and plans for improvement. Conduct an open disclosure conversation if something went wrong.




Check if the complainant is satisfied with the plans and outcome. If yes, offer thanks for raising the concern, an apology that their expectations were not met and assurance.



If not resolved, determine if the complainant’s expectations are achievable.  




Managers to update the 4

	
[bookmark: COMPLAINTS_RESPONSE]Acknowledge – within 24 hours or 1 business day.
Assess – prioritise Level 1-4.

Respond – to the complainant and/or report the incident.
Clarify the complaint
Open Disclosure discussion.




Ask how the complainant would like the complaint to be managed and resolved. Give timeframe for response.

Follow up - any concerns or issues.
Investigate as required and assess any risks.




Document the complaint in the Complaints Log.

Discussion outcome of investigation/ review
Follow up Open Disclosure discussion.
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Identify any actions taken and learnings regarding the complaint/incident


Feedback to and
from consumer and resolve if the complainant is satisfied.
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Level 1 Complaints 

Level 2


Level 3





Level 4



















· Low level complaint related to a minor issue e.g. cleanliness of communal areas 






· Minor consumer property damage which can be fixed within existing resources
· Fees, charges and invoicing
· Lack of consultation and communication

· Lost property
· Fears for safety of personal property


· 
Breach of privacy/confidentiality  

· Fear for personal safety 
· Infection control breach

· Staff attitude, manner or competency

· Resident choice to move to another retirement village due to dissatisfaction with PAC
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Complaints that are serious in nature that involve poor treatment of a resident or their being exposed to unnecessary risk

Complaints/allegations of Unreasonable use of force
/ unlawful sexual conduct/ psychological abuse/
financial coercion/ neglect by any person to a resident 
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CEO or Delegate 1.1.

	

	
1) Governing Board is aware of Level 1 Complaints which create a significant risk to the services resources, residents and the organisation’s reputation.
2) To ensure only de-identified resident/staff/visitor information is shared with the Board, unless a ‘need to know’ requirement exists.
3) Insurer notifications are made if required.
4) Conduct or delegate Open Disclosure process for unresolved Level 1 complaints.
5) Oversee the integrity, accountabilities and outcomes of Complaints Management systems.

	Village Manager

	
Timeframes for initial response to complaints are met.
6) CEO or delegate is informed of Level 1 complaints as soon as possible.
7) Staff are informed of complaints reporting requirements and have access to written guidance to support them to fulfil their responsibilities.
8) Ensure privacy and procedural fairness requirements are met when reporting and managing complaints relating to staff.
9) Conduct Open Disclosure process for level 2 complaints and also complaints about Fees, Charges and billing, and report back to consumer/representative.
10) Alert staff to complete the complaints log in a timely manner.
11) Conduct open disclosure conversation for level 3 and 4 complaints. 
Staff

1.Report complaints as soon as received
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REFERENCES
Retirement Villages Act 1999 (NSW).
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