Southern Youth and Family Services Policy

Complaints Management

Commitment

Southern Youth and Family Services (SYFS or the Organisation) is committed to maintaining
a safe, fair and productive workplace, quality client services and continuous improvement.
Ongoing service evaluation and review, feedback and input processes, individual client
interviews and case review meetings provide an early opportunity for issues to be flagged and
resolved at the local service level. The Organisation encourages service improvement
suggestions, wants emerging concerns to be raised and embraces complaints. From time-to-
time complaints (which includes concerns and or disputes) will be received, these will be
managed and resolved in a competent, timely and just manner. A Complaints Register will be
maintained to assist with reporting, trend analysis and informing continuous improvement
efforts.

Scope

This Policy and Procedure applies to minor, moderate and serious complaints received from
clients, family members, Students (on placement), members of the community, neighbours,
businesses, departments, funders or agencies. Complaints may be about a policy or procedure,
treatment of a client, service quality, an employee / volunteer or Board Member or aspects of
the Organisation’s operations. (See Code of Ethics and Managing Unsatisfactory Performance
policies)

*SYF'S uses the term complaint (not grievance) when a concern comes from an external source
including clients. The term grievance (not complaint) is used when a concern comes from
within the Organisation (is internal) and is between Staff, Volunteers or Board Members. (See
Grievance Resolution policy for internal matters)

Expectations

Clients and other parties are requested to bring the matter of concern to the Organisations
attention so that we can address the issue. The Organisation encourages clients and others to
raise concerns directly with SYFS but respects people’s right to lodge a complaint with an
external body.

Guiding principles

e SYFS will foster a responsive culture and safe environment so that clients and others can
confidently make service improvement suggestions, voice concerns or lodge a complaint.

e Staff will be trained in the principles and steps involved in responding to complaints and
how to receive complaints in a positive way.

e SYFS will ensure clients and others know (or can easily find out about) the different ways
in which a suggestion, concern or complaint can be provided.

e C(Clients and others have a right to make suggestions, raise a concern or lodge a complaint
and will not be victimised or experience reprisals for doing so.

e [fthe complainant needs assistance to lodge a complaint this will be provided.

e Natural justice, impartiality and timeliness will inform processes.

e Until a complaint is substantiated it is an allegation.
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If an allegation is about an employee, Volunteer, Board Member or Student on placement
they have the right to be informed about the nature of the complaint.

Where a complaint involves a client, their immediate safety is paramount while the
allegation is investigated and resolved.

Client names will remain confidential, and the names of Staff, Volunteers, Board Members
and students on placement (involved in any allegation) will be protected as far as is
possible.

Complainants will be updated on progress and outcomes of investigations.

Records of the complaint, findings and action taken will be maintained.

Ways to make suggestions, raise a concern or lodge a complaint

During admission to a Service and orientation to program procedures, clients (and family
members / external case managers or advocates) will be informed of their rights and
responsibilities. Information will be provided on internal options for making a service
improvement suggestion, raising a concern or lodging a complaint and external complaints
bodies. Clients and others will be encouraged to approach Staff directly or to use any of the
other available methods listed below:

During client interviews or case plan reviews

At resident/tenant meetings

Via suggestion boxes (available at all offices and service sites)
Through an email, a phone call, a text or using a messaging platform
By making an appointment with Staff (or a Supervisor)

Responding to a survey opportunity

Through exit questionnaires.

General steps which apply to all complaints

Complaints will be acknowledged on receipt by the employee receiving it (this may be
verbal or in writing) and the matter must be noted in the Complaints Register.

To ensure transparency and that organisational support is provided a Supervisor must be
informed about the complaint. Additionally, the CEO (or delegate) must be notified of all
complaints received. In conjunction with Senior Staff, the CEO (or delegate) will assess
the complaint, determine the process to be used and who will lead the resolution effort.
Staff may take initial action to improve the situation after speaking with Senior Staff or
having discussed it in their Team. This may include taking steps to ensure the safety of a
client or that support is available to parties involved.

The process should be resolved within three (3) weeks from lodgement.

The complainant may have an advocate of their choice involved throughout the process.
Where relevant Staff will assist a client to find and appoint an advocate.

The CEO (or delegate) has the power to act to ensure the safety of all, to directly investigate
a complaint and or take other action to resolve the matter.

The CEO (or delegate) may immediately stand down from duty or change the work and
establish limits of work for any employee who has committed or is being investigated for
breaches of Policies or Procedures or other serious matters.
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Where criminal or child protection complaints are made the CEO (or delegate) will
immediately refer the matter to the appropriate external body such as the Police, relevant
State department, the Office of the Children's Guardian (where a client is under the age of
eighteen years) or other external authority (all clients).

Where relevant complaints involving other inappropriate actions by Staff, Volunteers,
Board Members or Students will be notified to the relevant State department, the Office of
the Children's Guardian (clients under the age of eighteen years) and other relevant external
bodies (all clients).

Where a complaint received is about legal and or departmental requirements that cannot be
resolved by SYFS, the client or other party will be advised of their right of appeal and
referred to relevant external bodies.

If a complaint involves breaches of the Organisation's Code of Ethics, Protection and
Boundaries or other policies the process outlined in that policy should be used.
Anonymous complaints will be notified to the CEO (or delegate) but will not be
investigated.

If the CEO (or delegate) identifies the potential for a complaint to be malicious or
vexatious. The Board will be notified, and options will be jointly explored.

Informal complaints resolution option

Formally investigating a complaint takes time, resources and may be distressing to parties
involved. There may be times when a low-level complaint can be effectively managed
informally through a phone call, discussion or one-off meeting. A formal investigation may not
be required if:

The matter is evidence based, not disputed and an agreed outcome is readily achievable.
The matter involves incorrect information or interpretation of a Policy or Procedure that
can be clarified and is likely to be accepted by the complainant.

Transparency and accountability are critical. Where a matter is assessed as potentially being
able to be resolved ‘informally’ the complaint must still be noted in the Complaints Register
and reported to the CEO (or delegate) - approval must be sought to use the informal option.
The details of the low-level complaint, process and outcomes must be documented.

The CEO (or delegate) must be kept up to date on progress and the outcome.

If the informal option does not resolve the matter, it must then revert to being dealt with as
a low-moderate level complaint, see section below.

If the complainant does not feel able to discuss the matter safely then the matter must be
managed through a formal process with appropriate supports in place.

Responding to a mild - moderate complaint

All components of the general steps which apply to all complaints (previously listed) must
be adhered to.

The complainant will be encouraged to discuss concerns directly with the person involved
if safe and appropriate to do so. If they choose not to, they will be offered the option to
speak with another employee, Senior Staff or the CEO (or delegate).

If the problem is not resolved through discussion between the two parties the matter must
be referred to the CEO (or delegate) for action.

The CEO (or delegate) may seek input from Senior Staff when dealing with a minor -
moderate complaint. Interviews will be conducted and information gathered to assess if the
matter is substantiated. Written statements may be required from Staff, Volunteers, Board

2026/2027 Edition
Copyright©2026 Southern Youth and Family Services



Southern Youth and Family Services Policy

Members or students on placement - this must be complied with.

e Based on findings the CEO (or delegate) will determine the course of action. This may
include negotiations with the complainant to reach an agreeable solution.

e Any recurrence of a minor - moderate complaint will be reported to the Board. A Sub
Committee of the Board will be activated and determine future action on the complaint (see
section on the Role of the Disputes Sub Committee).

Responding to a serious complaint

All components of the general steps which apply to all complaints (previously listed) must be

adhered to. Additionally, the CEO (or delegate) must notify the Board of serious complaints

this includes where prior attempts to resolve a minor - moderate level complaint by the CEO

(or delegate) have failed. Serious complaints may involve but are not limited to:

e Breaches of Policy and Procedure and or Service quality

e Treatment of a client and or Ongoing poor work practices and performance Recurrence of
similar minor - moderate level complaints

e Minor - moderate level complaints which on investigation are found to carry additional
risks or have the potential to escalate.

e Breaches of ethical and or professional conduct standards Inappropriate behaviour or
misconduct

e Allegations of abuse of children or young people receiving a service including those that
are in care.

Role of the Board in serious complaints

Should a complaint need to be escalated to the Board, the CEO (or delegate) will notify the
Board through the President. The Board, in discussion with the CEO (or delegate) may choose
to convene a Disputes Sub Committee (DSC). The DSC will in general consist of one (1) or
two (2) Board Members, the CEO (or delegate) and or one (1) to two (2) Senior Staff. The
intent is to keep the DSC small but with the necessary expertise to enable a fair and objective
assessment to be made. The CEO (or delegate) is delegated to identify Board Members and
Senior Staff for inclusion in the DSC based on the nature of the complaint, areas of expertise,
gender balance and availability.

Role of the Disputes Sub Committee (DSC)

The CEO (or delegate) will within one (1) week of the complaint being dealt with by the CEO

(or delegate) and where it remains unresolved provide a written report to the DSC outlining the

nature of the complaint, correspondence / statements / documents and or other evidence held

along with the CEO's (or delegates) assessment. The DSC must meet within five (5) days of
receiving the report and may decide to:

e Meet (face to face, teleconference or via Teams) with the CEO (or delegate) to discuss the
report.

e Meet with the parties involved to clarify information provided and or to affirm or revise
any action already recommended.

e Meet with complainant (who must be given option to decline the meeting or to attend with
an advocate).

e If the complainant declines to attend, their advocate or the CEO (or delegate) may present
their case. Should the complainant attend discussions must remain respectful and not be
adversarial. If the complainant is a client, particular care must be taken to keep proceedings
informal and supportive.

e Where Staff are to be interviewed and disciplinary action is a possibility, they may have a
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support person present. (See Managing Unsatisfactory Performance policy)

If required, the DSC will meet again and determine what action is to be taken to resolve the
complaint and provide quick feedback (verbal or in writing) to the parties involved.

Examples of actions that may be considered to resolve a complaint include:

e Further discussion leading to resolution

e Further discussion leading to a decision that no case exists

e Mediation (facilitated by external mediator)

e Formal apology

e Adjustment to a Policy or Procedure

e Disciplinary action if appropriate.

The DSC, through the CEO (or delegate) will ensure follow up actions are completed, the
matter is closed out on the Complaints Register, that appropriate records are retained and that
where relevant general feedback on the outcome is provided to Staff involved.

If the CEQO is involved in a complaint, (is the subject of the complaint) the Senior Staff notified
of the complaint will advise the CEO, the President and one (1) other Board member (of the
CEO's choosing) of the matter. The President will oversight the investigation and resolution of
the complaint and may choose to activate the DSC to deal with the matter. In this situation the
ESC will be comprised of two (2) x Board Members (one (1) of these may be the President)
and one (1) x Senior Staff (either a Senior Manager or Clinical Supervisor). Senior Staff sitting
on the ESC must be agreed to by both the CEO and complainant.

If a Board Member is involved in a complaint, (is the subject of the complaint) the CEO (or
delegate), President and Board Member must be notified that a complaint has been lodged. If
the matter does not involve the President, the CEO (or delegate) will jointly manage the
investigation and resolution of the matter with the President. Should the President be the subject
of the complaint, the CEO (or delegate) will determine the two (2) most relevant Board
Members to work directly with to manage the investigation and resolve the matter. Resolution
may involve liaison and negotiations with involved parties and or activation of the DSC.

Supporting Line Management

The Board of SYFS recognises the isolated and demanding nature of the CEO position. The
CEO has the right to access and receive direction, information and support from the Board on
complex and impactful matters. From time to time the CEO may consult with / seek advice
from the Board or individual Board Members on complex complaints. The Board has a
responsibility to support the actions of the CEO (as its delegate) if the CEO has abided by the
Policies and Procedures of the Organisation.

Senior Staff have the right to access and receive direction, information and support from the
CEO (or delegate) on complex and impactful matters, including times when they are
responding to and or facilitating the investigation and resolution of complaints. The CEO (or
delegate) has a responsibility to support the actions of Senior Staff where they have adhered to
the Policies and Procedures of the Organisation.
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