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2.4
Grievances and Complaints Policy and Procedures
Policy
Tandem maintains the right of all staff and clients to make a complaint or grievance and for that complaint or grievance to be addressed in a professional unbiased manner.  

Tandem’s duty of care stipulates that any safety breaches (self, colleagues or organisational) or criminal offences will be reported to police and/or appropriate authorities, as required by Law. 
A grievance may relate to any aspect of service provision or employment terms and conditions, and should always be made known in writing or any other appropriate accessible format as soon as practicable after any problem arises. Grievances and information resulting from the handling of any grievance will be treated confidentially.
Anyone making a complaint or wishing to discuss a grievance has the right to be accompanied by an advocate/industrial officer, or interpreter of their own choice at all times.

Tandem will establish and maintain a Grievance Committee comprising of a Convenor, Deputy Convenor and one other member for the purpose of dealing with unresolved grievances regarding Tandem’s administration and service provision. All members of this Committee will be Board of Management members and not Tandem staff.
 In the first instance, complainants are encouraged to contact their senior officer (Coordinator, Senior Coordinator, Manager, Operations Manager, Chief Executive Officer) or Chief Executive Officer to discuss their concern. If the complainant is not satisfied with the outcome of this action, they may then approach the Grievance Committee in writing (in cases where this is not possible, assistance will be provided to the complainant to facilitate the action).
 Every grievance will be acknowledged in writing within seven days and examined within 14 days. The result will be advised to all relevant parties within seven days after completion of examination into the grievance. 

The principles of natural justice will be observed throughout the grievance process ie staff members have the right to be informed about the nature and content of any grievance about them, have the right to be heard and have the right to an unbiased decision maker before a decision is taken about them.  

Procedures

A confidential record will be made on the Grievance and Complaint Form and retained on file with a copy in the client/carer file.

Carers/ Clients 

· If the complaint cannot satisfactorily be resolved through discussion with the Coordinator, Senior Coordinator or Operations Manager, it should then be referred to the Chief Executive Officer.

· If the Chief Executive Officer is unable to resolve the complaint it is then classified as a grievance and the Chief Executive Officer informs the complainant of grievance procedures and refers the matter to the Grievance Committee.

· Making a complaint will not affect the current/future service received by the complainant.

Employees 

· Grievances will be referred to the Chief Executive Officer who will inform the employee of grievance procedures.

· If the Chief Executive Officer is unable to resolve the grievance it is to be referred to the Grievance Committee.

General Public

· A Grievance/Complaints form will be completed and lodged with the Chief Executive Officer.

· The Chief Executive Officer will attempt to resolve the issue. If this cannot be achieved, the issue will be referred to the Board of Management.

Alleged Criminal Acts and Other Breaches
· In cases of an alleged criminal act, the matter is to be referred in the first instance to the Chief Executive Officer who will, as soon as practicable, notify the police. 
· Tandem’s duty of care stipulates that any safety breaches (self, colleagues or organisational) or 
criminal offences will be reported to police and/or appropriate authorities, as required by Law. 

Procedures for the Grievance Committee
All decisions and discussions of the Grievance Committee will be documented. The general process will be:

· Record in Complaints Register
· Interview and obtain a report from all parties concerned.

· Obtain a report from the Chief Executive Officer.

· Assess the grievance.

· Recommend action.

· Indicate to staff and carers other avenues of redress
· Advise all parties of the decision
· Ensure the recommendations are actioned.
Other options

Carers and staff may, for reasons of privacy, choose to have their grievance heard directly by the Grievance Committee, rather than speaking to staff members.

They may also approach external mechanisms and advocacy services or another service provider to obtain advice relating to their situation if this is appropriate including the Human Rights Commission on 

Tel (02) 6205 2222, fax  (02) 6207 1034 or email  human.rights@act.gov.au
Telephone numbers of external complaints and grievance mechanisms and resources are advised on the office notice board, including the Health Complaints Commission.

Important: It is the Chief Executive Officer’s (and delegates) responsibility to monitor the work environment and identify and rectify situations or practices which may lead to a complaint or grievance.

Further Actions

· The Convenor of the Grievance Committee is responsible for the maintenance and safe keeping of records of investigations, Committee hearings and findings relating to grievances including letters to both parties confirming agreed actions
· The Grievance Committee will report to the Board of Management if it feels that policy amendments may be necessary or appropriate to assist in dealing with future matters 
· Any grievance, including an unresolved grievance, may be forwarded to the office of Home and Community Care (HACC), in accordance with HACC Complaints Policy or the Human Rights Commission at: 
Tel: 6205 2222

Fax: 6207 1034

E-mail: human.rights@act.gov.au or http://www.hrc.act.gov.au/index.php
Address: 5th Floor, 1 Moore Street, Canberra City  
· Disability ACT requires its funded service providers to promote the Community Services Directorate’s Compliments and Complaints Procedures to service users. The Community Services Directorate’s Compliments and Complaints Procedures  can be found at 
http://www.dhcs.act.gov.au/home/complaints_and_advocacy.
The page can be listened to here. 

· The Disability Services Commissioner Mary Durkin is mandated to consider complaints regarding the provision of services for people with disability and / or for their carers. Access more information at http://www.hrc.act.gov.au/disability/.
The Commissioner's role is also to promote:

· improvements in the provision of services for people with disability and their carers

· the rights of users of services for people with disability and their carers

· an awareness of the rights and responsibilities of users and providers of disability services.
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