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Feedback and Complaints Management Procedure 
This procedure describes the process to follow when a person (Worker, Independent Contractor (IC), client or a member of the community) informs CADL they would like to give feedback or lodge a complaint. 

All Workers and ICs will be aware of the Feedback and Complaints Procedure and will receive training in how to support a client or member of the community to give feedback or make a complaint. 

This procedure will be reviewed annually or as part of CADL’s Continuous Quality Improvement (CQI) work. 

 
Definitions  
Feedback 
Feedback can come in the form of both positive and negative. It is constructive, providing scope for improvement for the organisation and our workers.  

Complaint 
A complaint is a statement that something is unacceptable or unsatisfactory. A complaint is a statement of criticism and is always negative. CADL takes all complaints very seriously and will follow the formal process below.  

Worker 
Worker refers to employed Staff and Volunteers. 

Independent Contractor (IC) 
An IC is contracted to CADL under their own ABN (Sole Trader) to provide services to clients of CADL. 

Line Manager 
A Line Manager is a staff member of CADL responsible for the line management and support of other workers.

Service Manager 
A Service Manager is a staff member of CADL responsible for the oversight of the programs and services. 

Procedural Details
CADL accepts feedback and complaints in a manner that suits clients and community members. Workers, ICs, clients and members of the community may choose to provide feedback or complaints in the following ways:
· Verbally to Workers and ICs
· Via website using online feedback form
· Paper form 
· Email
· Post

Seeking Feedback from Clients, Carers and/or Families
CADL seeks feedback from clients, client representatives and/or families via:
· Service Agreements
· Newsletters
· Client Services Charter
· Informally when workers seek feedback

Seeking Feedback from Workers
CADL seek feedback from workers via:
· Informally during conversation
· Formally during meetings 
· During ad hoc staff surveys
· During annual performance reviews
· During exit interviews
	
Lodging Feedback 
If a person wishes to lodge feedback with CADL they can:
· Go to the CADL website and complete a feedback form at www.carersanddisabilitylink.support/feedback/
· Phone the local office, or staff representative to give feedback over the phone
· Send an email to a Coordinator/Team Leader or Service Manager or via enquires@cadl.support to give feedback via email
· Write a letter to Carers and Disability Link, 15 Second Street, Nuriootpa SA 5355 marked attention to Administration to give feedback via post

Managing Feedback
All ICs are responsible for: 
· Forwarding written or verbal feedback to their DCS Coordinator. 

All Workers are responsible for: 
· Forwarding written or verbal feedback to the Administration Team.

The Administration Team are responsible for:
· Lodging feedback on the register
· Notifying the Service Manager of the feedback if they haven’t already been
· Notifying the Manager HR and Quality of the feedback as necessary. 

The Manager HR and Quality is responsible for: 
· Reviewing feedback in the register
· Identifying if feedback needs to be reported to an external authority
· Identifying the risk rating associated with the feedback
· Identifying if feedback should be recorded as a complaint
· Adding relevant feedback to the CQI Register to assist CADL to implement CQI
· Reporting any systemic issues/trends at Management meetings
· Setting timeframes for addressing feedback
· Assess whether outcome is suitable or whether further follow up is required
· If no further follow up is required, record the item as closed on the register 

Line Managers are responsible for: 
· Addressing feedback, including that identified as high risk, within the timeframe identified by the Manager HR and Quality
· Providing the Manager HR and Quality with feedback from direct reports 
· Establishing internal processes which promote effective and efficient feedback handling 
· Providing the Manager HR and Quality a summary of actions or decisions made in relation to feedback received

Service Managers are responsible for: 
· Managing feedback in instances where it has been escalated to them by the relevant Line Manager or at the request of the contributor

Feedback Management Register
The Feedback Management Register records: 
· Information about the feedback 
· The date it was received 
· Who gave the feedback
· Who the feedback was sent to for action or who was made aware 
· Any action that might need to be taken to address the feedback or resolve feedback, including reporting to an external authority if needed (i.e. NDIS Quality and Safeguards Commission)
· Risk rating for feedback received
· Whether CADL have identified this feedback to be a complaint and have transferred this feedback to the complaints register
· Identify whether the feedback should be transferred to the CQI register for follow up to assist CADL to implement continuous quality improvement 
· Identify the category of the feedback in order to assist CADL to identify any systemic issues that may be occurring, which is vital to improving CADL’s quality of service delivery 
· If the feedback is currently open or has been closed (actioned). 


The Feedback Management Register will be used to identify systemic issues and opportunities for continuous quality improvement (CQI).  
Systemic issues are identified by the Manager HR and Quality during a review of the register.  These are then discussed in the Management Team Meetings as an agenda item.  These meetings are used to discuss actions or outcomes from feedback, and this is recorded on the register.
Managers then feed relevant information from these meetings back to their teams during Team Meetings and seek input and assign action for follow up of feedback.
If any items of feedback are determined by the Manager HR and Quality to be an opportunity for CQI then the Manager HR and Quality will transfer this to the CQI Register, and the item will be subject to the CQI Procedure.

All feedback will remain private and confidential within the team addressing the feedback and the staff who have access to the Feedback Management Register. 
No individual will be adversely affected by giving feedback. 

Lodging a Complaint
Please note, this complaints process relates only to clients and community members.  If a worker wishes to raise a complaint, they must follow the Grievances and Disputes Procedure.

If a client or community member wishes to lodge a complaint with CADL they can:   
· Go to the CADL website and complete a feedback form at www.carersanddisabilitylink.support/feedback/
· Phone a staff member or the Manager, HR and Quality on 08 8562 4000 to lodge a complaint over the phone
· Send an email to a staff member or the Manager, HR and Quality at QRC@cadl.support  to lodge a complaint via email
· Write a letter to Carers and Disability Link, 15 Second Street, Nuriootpa SA 5355 marked attention to the Manager, HR and Quality to lodge a complaint via post


Managing a Complaint
The steps outlined below provide an overview of the Complaints Management Process once a complaint has been received.
 
Workers are responsible for: 
· Explaining the courses of action available to address the complainant's concerns and check if the complainant is satisfied with the proposed action
· Resolving the complaint immediately where possible
· Documenting the complaint in an email and send it to the Service Manager, cc’ing the Manager, HR and Quality titled ‘Complaint’ within 24 hours. 

The Manager, HR and Quality is responsible for: 
· Acknowledging the complaint (verbally and/or in writing) within 2 working days
· Recognising and identifying whether the complaint raises any issue concerning an offence which must be reported to the appropriate bodies as required by law
· Discussing the complaint with complainant
· If required, advising that the complainant can invite an advocate to support them
· Discussing the complaint with complainant and clarify desired outcome 
· If outcome is resolved to the satisfaction of the complainant, then formally acknowledging resolution 
· If necessary, discussing the complaint with the Line Manager and if necessary, the worker involved in the complaint
· Notifying the worker of the outcome of the complaint in writing 
· Recording the complaint and outcome in the Complaints Management Register 
· If the complaint cannot be resolved, it will be referred to the CEO for follow up. 
 
The CEO is responsible for:  
· Acknowledging the complaint (verbally and/or in writing) within 5 working days
· Gaining an understanding of the complaint
· Reviewing the process with the complainant and reminding them of their right to an advocate
· Discussing the complaint with complainant and clarify desired outcome 
· If outcome is resolved to the satisfaction of the complainant, then formally acknowledge resolution 
· If necessary, discussing the complaint with the Line Manager and if necessary, the worker involved in the complaint
· Notifying the worker of the outcome of the complaint in writing
· Sending evidence of complaint resolution to the Manager, HR and Quality to record in the Complaints Management Register 
· If the complaint cannot be resolved the complaint is referred to the Chair of the Board for action.  
 
The Chair of the Board is responsible for: 
· Acknowledging the complaint (verbally and/or in writing) within 5 working days
· Gaining an understanding of the complaint
· Reviewing the process with the complainant and reminding them of their right to an advocate
· Discussing the complaint with complainant and clarify desired outcome 
· If outcome is resolved to the satisfaction of the complainant, then formally acknowledge resolution 
· If necessary, discussing the complaint with the CEO or Manager HR and Quality 
· Sending evidence of complaint resolution to the Manager, HR and Quality to record in the Complaints Management Register. 

If the complaint cannot be resolved, or the complainant is not satisfied, the complainant will be advised they can refer their complaint to an external agency (see list of external agencies and contact details in section below). 

The Complaints Management Register will record: 
· Information about the complaint 
· The date it was received 
· Who is the complainant
· Who the complaint was sent to for action or who was made aware 
· Any action that might need to be taken to address the complaint or resolve complaint, including reporting to an external authority if needed (i.e. NDIS Quality and Safeguards Commission)
· Risk rating for complaint received
· Identify whether the complaint should be transferred to the CQI register for follow up to assist CADL to implement continuous quality improvement 
· Identify the category of the complaint in order to assist CADL to identify any systemic issues that may be occurring, which is vital to improving CADL’s quality of service delivery 
· Date of close for addressing complaint.

The Complaints Management Register will be used to identify systemic issues and opportunities for Continuous Quality Improvement (CQI).   
Systemic issues are identified by the Manager HR and Quality during a review of the register.  These are then discussed in a Management Team Meetings as an agenda item.  These meetings are used to discuss actions or outcomes from complaints, and this is recorded on the register.
Managers then feed relevant information from these meetings back to their teams during Team Meetings and seek input and assign action for follow up of complaints.
If any complaints are determined by the Manager HR and Quality to be an opportunity for continued improvement then the Manager HR and Quality will transfer this to the Continuous Quality Improvement Register, and the complaint will also be subject to the Continuous Quality Improvement Procedure.

All complaints will remain private and confidential and will only be visible to workers involved in the process of capturing the complaint as outlined in this procedure. No individual will be adversely affected by lodging a complaint. 

If at any stage an individual is not satisfied with the Complaints Management Process they can contact the relevant external agency below:
 
· NDIS Quality and Safeguards Commission 1800 035 544 
· Aged Care Complaints Scheme 1800 550 552	 
· Aged Rights Advocacy Service 1800 700 600 or 08 8232 5377 
· Disability Advocacy and Complaints Service of SA Inc. 08 7122 6030  
· Family Advocacy 1800 620 588   
· Health and Community Services Complaints Commissioner 1800 232 007
· Office of the Employee Ombudsman 08 8207 1970 
· Equal Opportunity Commission of SA 1800 188 163
· MALSSA Inc (Multicultural Disability Advocacy Service) Metro Adelaide 08 8351 9500; South East 08 8723 6002; Riverland 08 8582 2422 
· Office of the Australian Information Commissioner 1300 363 992
 
Supporting Documents 
· Grievances and Disputes Procedure 
· Disciplinary Action Procedure
· Privacy Procedure 
· Risk Management Framework 
· Risk Registers 
· Feedback Register 
· Complaints Register
· Continuous Quality Improvement Procedure 
· CQI Register 
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