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ACS-Feedback and Complaints Policy and Process

Policy Statement

Aboriginal Community Services (ACS) values the input of all stakeholders and is committed to building a culture of open

communication and transparency and fosters an environment that encourages open disclosure and restorative practices.

We welcome feedback and recognise the importance of addressing concerns promptly and effectively. We are committed to

receiving, managing, and resolving feedback and complaints in a fair, transparent, and confidential manner while striving to

continuously improve our service based on the valuable insights provided by our stakeholders.

ACS acknowledges and supports the role of independent aged care advocates and cooperates and facilitates arrangements for

them to support individuals receiving funded aged care and their supporters.

Purpose

The purpose of ACS Feedback and Complaint Management is to:

a) promote high quality care and the safety of individuals to whom ACS delivers funded aged care services by ensuring the

facilitation of open disclosure and resolution of complaints between individuals and ACS; and

b) to ensure ACS acknowledges, assesses, manages and resolves matters relating to ACS delivery of funded aged care services in a

fair, transparent, accessible, safe, culturally safe and timely manner; and

c) to ensure that:

i) individuals to whom ACS delivers funded aged care services; and

ii) supporters of those individuals, and other persons supporting those individuals; and

iii) ACS staff; and

iv) any other persons;

are encouraged and supported to make complaints and give feedback about ACS delivery of funded aged care services; and

d) to ensure that complaints and feedback contribute to the continuous improvement of ACS delivery of funded aged care

services.

Scope 

This procedure refers to feedback and complaints received from all stakeholders including individuals, supporters and families,

staff and associated providers .

Definitions

Complainant: a person making a complaint. The term refers collectively to individuals and their family, as well as supporters,

carers, and health professionals. 

Complaint: a statement that something is unsatisfactory or unacceptable
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Concern: make (someone) anxious or worried

Escalation: is a situation in which it becomes greater or more serious.

Feedback: is information or statements of opinion including suggestions and compliments. Feedback is helpful information or

criticism that is given to improve a performance or product.

Individuals- refers to individuals receiving funded aged care services, also refereed to as clients and residents. 

Investigation: the act or process of inquiring or examining something carefully, to discover the truth.

Open Disclosure: is the open discussion of adverse events that result in harm to a client while receiving care or services. The

elements of open disclosure are an apology or expression of regret.

Root Cause Analysis: the process of discovering the root causes of problems in order to identify appropriate solutions and

systemically prevent and solve underlying issues.

Responsibilities

Governing Body

Accountable for the delivery of quality care and services.

Maintains oversight of all aspects of ACS operations by reviewing reports on the:

Management of feedback and complaints from Elder advisory bodies

Management of complaints, feedback and incidents

Quality of care and services delivered by staff

Lead a culture of safety, inclusion and quality by investigating priority areas identified in the reports listed above and provide

feedback and support for ACS to improve.

Practice open disclosure and implement strategies to mitigate the risk of things going wrong.

Management

Ensure the policy and related processes are followed by all relevant staff, volunteers and associated providers who they are

responsible for.

Encourage staff, individuals and supporters to provide feedback and complaints and utilise the available feedback mechanisms

including SIRS and Elder advisory body reporting.

Achieve confidentiality in line with information management systems.

Provide timely responses to feedback and complaints ensuring no retribution and encourage the use of advocates and other

services to empower individuals.

Practice open disclosure if things go wrong and train staff in the feedback and complaints process.

Monitor the effectiveness of the feedback and complaints system.

Employees, volunteers and contractors

Follow the intentions of the policy and process.

Be confident to raise feedback and complaints without fear of retribution.

Make sure complaints or negative feedback are managed without reprisal for the complainant.
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Document, acknowledge and resolve complaints and feedback in a timely manner.

Empower individuals to use advocacy and language services.

Escalate complaints if they have not been resolved.

 

Governing regulations for this policy

Aged Care Act 2024

Outcome 2.2a - Quality, safety and inclusion culture to support aged care worker to deliver quality care

Outcome 2.2b - Quality, safety and inclusion culture to support individuals

Outcome 2.6a - Complaints and feedback management for aged care workers

Outcome 2.6b - Complaints and feedback management for individuals

Outcome 2.9 - Human resource management

Privacy Act 1988 (Cth)

Documents relevant to this policy

ACS-Feedback Form

Aged Care Statement of Rights

Australia’s Anti-Discrimination Law

Managing business unit for this policy

Corporate

Process

Encouraging Feedback and Complaints

Feedback is actively obtained and sought from various stakeholders at different times, which includes but not limited to providing

information to individuals and/or their supporters:

in a variety of languages about ACS and its services

on the feedback and complaints system available to all individuals and staff

on the external avenues for making complaints through Commonwealth and State processes

that complaints are welcomed and encouraged to promote the opportunity for ACS to improve the care they provide

that staff, individuals and others including supporters can provide feedback or make a complaint without reprisal from ACS

that complaints, comments, problems or concerns can be made to any staff member and dealt with immediately by that

person if appropriate

that if that is not possible or appropriate, such complaints, comments or concerns can be discussed with:

The CEO or Delegate

Coordinator / Manager of the program department

Staff providing services

treating all complaints as confidential and investigating using systems analysis to identify the root cause(s) with all being

addressed in an objective, fair, open and efficient manner without the complainant fearing retribution.

https://www.agedcarequality.gov.au/workers/reform-changes-workers/statement-rights
https://www.ag.gov.au/RightsAndProtections/HumanRights/Pages/Australias-Anti-Discrimination-Law.aspx
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Individuals and/ or their supporters are informed that should they wish to discuss the problem with a third party, such as the Aged

Care Quality and Safety Commission (ACQSC) or the Aged Rights Advocacy Service (ARAS) or NDIS Quality and Safeguards

Commission, they can do so.

If a complaint was made to the ACQSC and is considered as a serious incident by the Commission, the Mandatory Reporting

procedure will be followed. (ACS-Incident Management Policy and Process)

An individual has a right to be supported by an advocate or other person of the individual's choice, including when making

complaints or giving feedback.

ACS will provide individuals accessing, or seeking to access, the funded aged care services a copy of the ACS Feedback and

Complaints brochure.

ACS staff, responsible persons and individuals will be communicated to regularly and at least monthly via pay slips, monthly care

statements and meetings, that complaints and feedback are welcome.

Receipt of Feedback and Complaints

ACS will make the process for making and resolving complaints and giving and responding to feedback accessible to any person

who wishes to make or give, or has made or given, a complaint or feedback and will provide appropriate support and assistance

(including access to advocates and language services) including to those who may be directly affected by an issue raised in a

complaint or feedback.

Feedback or complaints are received through face-to-face meetings, meetings with individuals, telephone calls, email, letters or

completion of feedback and complaints forms both on paper and via the ACS website. Individuals have the right to complain and

understand the process is confidential and can be done anonymously via the ACS website.

ACS upholds individuals' rights as per the Statement of Rights, ensuring fair and prompt handling of complaints without

reprisal.

ACS proactively and transparently handles complaints.

Staff inform individuals of the various methods to provide feedback or make a complaint, including face-to-face,

scheduled meetings, forms, emails, written letters, noticeboards, surveys, and participation in meetings.

Information about interpreters, support for hearing and vision impairments, and advocates is made available. 

Staff, individuals and others submitting feedback and complaints have the ability to submit their complaint via the ACS

whistleblower system (See ACS-Whistleblower Protection Policy and Process) or feedback and complaints system. They are able to

withdraw their feedback or complaint either orally or in writing and there will be no costs charged by ACS for making,

withdrawing or managing a complaint or feedback.

Acknowledging Feedback and Complaints

Acknowledgment of feedback and complaints within 72 hours where possible.

The 'Open disclosure' process is followed, commencing with an apology if the service falls short of expectations. (see ACS-

Open Disclosure Policy and Process)

Staff engage with complainants, attempting resolution and /or escalation.

Encourage complainant to speak with internal staff members prior to external authorities.

External complaint avenues are explained and/or offered for those unsatisfied with internal resolutions.

Procedural fairness is afforded to both the person who gave the complaint or feedback and the person (if any) against

whom the feedback or complaint is the subject of.

Recording Feedback and Complaints

Records relating to feedback and complaints will be kept by ACS for a minimum of 7 years in either written or electronic form.

The kinds of records ACS will keep as per the Aged Care Act 2024 are:

a) complaints and feedback received each year;
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b) the nature of complaints and feedback;

c) the action taken to resolve complaints and feedback;

d) responses provided to individuals about their complaints and feedback;

e) any improvements made in relation to complaints and feedback;

f) an evaluation of the effectiveness of the actions taken and their related outcome in relation to each complaint and feedback;

g) a record of the number of days taken to resolve each complaint and feedback;

h) the education and training that has been delivered to staff and responsible persons of the registered provider in relation to

each complaint and feedback.

All feedback and complaints will be comprehensively recorded in the Feedback and Complaints Register in the Safety

Quality Management System (SQMS).

Documentation includes a summary, category, business unit, and responsible person.

Where required external folders store detailed information for consistency and confidentiality.

ACS will keep information provided in a complaint or feedback confidential and only disclose if required by law or where

appropriate in the circumstances. All information will be securely stored as per ACS-Governance-Records and Information

Management Policy and Process.

 Feedback and complaint notification to Coordinator/Manager

The SQMS notifies the appropriate business unit manager/coordinator to inform of the complaint.

The manager/coordinator contacts the complainant within three business days, providing details of the investigation

process, using the principles of open disclosure and identify the outcome they are looking for to manage expectations.

 Complaint Investigation

If a person who has made a complaint or an individual who is directly impacted by the complaint wishes to be involved in the

resolution, ACS will involve them in an appropriate way and keep them informed in an appropriate way of the progress and

outcome of the complaint.

Early assessment and investigation are crucial.

Undertake a review, investigation or root cause analysis (RCA) depending on complaint nature and severity.

Special conditions and any changes during the investigation are documented.

Provide the complainant with an update about the process and timeframes for resolution.

Complaint Resolution and Response

A response including outcomes is provided to the complainant within thirty (30) days or sooner if possible. If the complaint

remains unresolved after 30 days, the complainant must be contacted and updated on the status and an estimated date of when

the complaint will be resolved.

The manager/coordinator contacts the complainant to discuss investigation outcomes and planned actions.

Actions planned are added to the Plan for Continuous Improvement (PCI).

If dissatisfied, the complainant may escalate internally or contact external bodies.

Details of the complaint and investigation outcome are recorded in the individual's file.

Monitoring and Reporting

Monthly analysis of feedback and complaints is conducted to track service delivery and recognise patterns.

The Quality and Risk Advisor analyses the data monthly, to identify trends and guide continuous improvement practices.

The data is presented to the leadership group, Board, and Quality Care Advisory Body. Serious complaints may be shared as

deidentified case studies. Where an Elders Advisory Body exists (following an invitation every 12 months to establish one)

feedback and complaints trends will also be presented.
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Resolutions leading to quality improvements are documented in the Plan for Continuous Improvement (PCI).

Continuous Improvement

Feedback and complaints themes are trended and presented as opportunities for improvement.

Actions addressing improvement opportunities are added to the PCI.

Concerns raised in feedback trigger investigations to identify required actions for improvement. Audits may be conducted

to understand if concerns are systemic or isolated incidents.

Survey feedback is analysed and compared with previous data to gauge satisfaction and determine necessary changes.

Planned changes are documented in the PCI as required.

The PCI progress is shared in meetings when required including quality meetings, consumer advisory meetings, and board

meetings for ongoing monitoring of effectiveness.

The ACS Feedback and Complaints system will be reviewed as required and at least annually to ensure it is meeting the

requirements of the Aged Care Act 2024.

Staff Member Complaints

If a complaint is received in relation to a staff member's performance the General Manager of the relevant business unit

will undertake the complaints investigation and resolution.

If a complaint is received in relation to a senior manager's performance, the CEO will appoint a suitably qualified staff

member to conduct the complaint investigation to ensure the process is fair and impartial.  

The complaint will be recorded in SQMS, with de identified information. Reference will be made to the external folder

where complaints investigation and resolution data is stored.  

Victimisation and Discrimination

ACS will not victimise or discriminate against anyone for making a complaint or giving feedback to ACS or the Complaints

Commissioner, including those covered under whistleblower protections.

Management of Feedback and Complaints that are also a disclosure that qualifies for whistleblower protections

The recipient of a complaint or feedback must identify whether the piece of information disclosed qualifies for whistleblower

protection. If a discloser elects to have a disclosure managed as a complaint or feedback rather than under whistleblower

protection ACS will manage this as requested as per Flowchart 1:Receival of Feedback or Complaint. The complainant will lose

any protection they may have under the Aged Care Act 2024, however at any stage in the process they are able to change their

mind and revert to the whistleblower system to obtain protection.

 

Flowchart 1: Receival of Feedback or Complaint
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Training

All staff will be trained in the feedback and complaints system as required and at a minimum annually including:

i) how to handle personal information and data;

ii) how to recognise and respond to complaints and feedback (and distinguish between disclosures that qualify for protection

under the Act);

iii) managing relationships and clearly communicating with persons making complaints or giving feedback;

iv) when and how to escalate complaints and feedback in the system;

v) their role and responsibilities in the system;

vi) the roles and functions of independent aged care advocates in the system.
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Suggested Evidence

Feedback forms

Survey results

Feedback/ Complaints register

Plan for Continuous Improvement 

Changes resulting from feedback

References

Name Source

Better Practice Guide to Complaint Handling in Aged
Care Services

Department of Health

Aged Care Open Disclosure Framework and Guidance Australian Commission on Safety and Quality in Health
Care




