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Introduction

Purpose

This policy is intended to ensure that we handle complaints fairly, efficiently and effectively.

This policy provides guidance to our staff and people who wish to make a complaint on the key principles and
concepts of our complaint management system.

Scope

This policy applies to all staff (paid and volunteer), contractors and our governing bodies, receiving or managing
complaints from the public and clients made to or about us, regarding our products services and staff, or our
complaint handling process.

As a member-based organisations, Co-operation Housing may receive complaints by and about their members,
however we will respect and adhere to our member’s constitution and legislation when handling the complaint.

Organisational commitment
We expect staff at all levels to be committed to fair, effective and efficient complaint handling. The following table
outlines the nature of the commitment expected from staff and the way that commitment should be implemented.

Who Commitment How
CEO or chair of the Promote a culture Report to the governing body on our complaint handling.
governing body that values Provide adequate support and direction to key staff responsible for

complaints and their handling complaints.
effective resolution  Regularly review reports about complaint trends and issues arising
from complaints.
Encourage all staff to be alert to complaints and assist those
responsible for handling complaints to resolve them promptly.
Encourage staff to make recommendations for system
improvements.
Support recommendations for service, staff and complaint handling
improvements arising from the analysis of complaint data.
Staff whose duties Demonstrate Treat all people with respect, including people who make complaints.
include complaint  exemplary complaint Assist people to make a complaint, if needed.
handling (may handling practices Comply with our policy and associated procedures.



include CEO or chait Provide regular feedback to management and/or the governing body

of the governing on issues arising from complaints.

body) Provide suggestions to management on ways to improve our
complaints management system.
Implement changes arising from individual complaints and from the
analysis of complaint data as directed by management.

All staff Understand and Treat all people with respect, including people who make complaints.
comply with our Be aware of our complaint handling policies and procedures.
complaint handling  Assist people who wish to make complaints access our complaints
practices. process.

Be alert to complaints and assist staff handling complaints resolve
matters promptly.

Terms and Definitions

Complaint - An expression of dissatisfaction made to or about us, our services, staff or the handling of a complaint
where a response or resolution is explicitly or implicitly expected or legally required. (AS/NZ 10002:2014)

Complaint handling/management system - All policies, procedures, practices, staff, hardware and software used by
us in the management of complaints.

Dispute - An unresolved complaint escalated either within or outside of our organisation.
Feedback - Opinions, comments and expressions of interest or concern, made directly or indirectly, explicitly or
implicitly, to or about us, about our services or complaint handling system where a response is not explicitly or

implicitly expected or legally required.

Grievance - A clear, formal written statement by an individual staff member about another staff member or a work-
related problem.

Policy

Complaints and feedback are welcomed and will be used to improve performance.

Complaints and appeals will be dealt with promptly and fairly by Co-operation Housing.
Complainants and appellants will be kept informed of the progress of any complaint or appeal.

Complainants and appellants will not be disadvantaged or suffer any reprisal by Co-operation Housing for making a
complaint or lodging an appeal.

We accept anonymous complaints if there is a compelling reason to do so and will carry out a confidential
investigation of the issues raised where there is enough information provided.

Appellants may request an opportunity to present their case to the reviewer or authorise someone to advocate on
their behalf in the appeal process.

Members can seek appeal of Co-operation Housing decisions that unfavourably affect them. Tenants can appeal
decisions that unfavourably affect them directly to their Housing Provider. Tenants who believe that their Member
is not following agreed policies and procedures may make a complaint to Co-operation Housing.



Tenants will be advised of their appeal and complaint rights. Information on tenant appeals and complaints will be
provided by the Housing Provider to all tenants upon commencement of a tenancy. Information on Member
appeals will be provided by Co-operation Housing to Members when they become a member.

Pending an appeal outcome, the initial decision made by Co-operation Housing prior to the appeal will be
maintained.

Appeals will be heard by an Appeals Committee, which will be made up of three people. At least one member will
be member of the Board. Committee members may also be someone from a Member, a Co-operation Housing
manager, a Board member, someone from an external agency or an individual recognised by Co-operation Housing
as being competent in hearing appeals.

The Appeals Committee may be a standing committee of the Board or convened by the CEO on an ad-hoc basis.
Tenant appeals are dealt with in accordance with the Housing Provider’s appeals policy and procedures.

Tenants of a member housing co-operative, who believe that their housing co-operative is not following agreed
policies and procedures may make a complaint to Co-operation Housing.

We will inform people who make complaints to or about us about any internal or external review options available to
them (including any relevant Ombudsman or oversight regulatory bodies).

Guiding principles for complaints and appeals

All parties involved must be mindful that:
e All parties are entitled to respect, dignity and confidentiality;
e All parties should work together for an acceptable outcome;
e FEach person should be given equal time to state their case without interruption;
e Individuals should respect others’ opinions;
e Reviews should stick to the facts not personalities;
e Reviews should avoid making personal attacks; and
e All parties should be prepared to disagree and continue to work co-operatively and if the matter is not
resolved readily, a third party may be involved to assist in the process.

Co-operation Housing’s appeal mechanism will be governed by principles of natural justice or procedural fairness.
This means that the decision will be reviewed fairly, equitably and without prejudice. The rules of natural justice
require:
e That all persons be given the right to be heard before decisions are taken which affect their rights, interests
and legitimate expectations;
e The person be entitled to be made aware of any matters which the decision maker uses in the decision
making process;
e The person be given the reason for a particular decision being reached and have the opportunity of
responding to them;
e Theright to reasonable notice (to give the person time to prepare or answer the case);
e The right for the person to have the case heard in a convenient place;
e Theright for the person to appear and have representation by an advocate; and
e That any hearing be fair and unbiased.

Decisions being reviewed will be assessed on the following basis:
e What are the facts of the case?
e What policy was applied?
e  Was policy correctly applied to the facts?
e Was the appellant’s circumstances given proper consideration?



e Was discretion fairly exercised, having regard to the facts of the case and policy?

Training in handling complaints and appeals

All staff will receive training in the handling of complaints. This will be provided:
e At new staff induction; and
e Atanytime as the need is identified by the Board or CEO in response to actual complaint handling.

Training attendance will be recorded in the staff member’s training file.

All Board members will be informed of the Complaints and Appeals process in the Board member induction
package.

The Chairperson will be provided with information and training in handling complaints and appeals:
e atany time as requested by the Chairperson; and
e atany time as the need is identified by the Board in response to actual complaint handling

Member Guidelines

All Members will have a complaints and appeals policy and procedure that meets Co-operation Housing’s
guidelines. Complaints, appeals and grievances would be best handled by a designated sub-committee.

Members will conduct training in the handling of complaints and appeals for sub-committee members as required.

Most decisions concerning rental housing can be appealed by tenants or applicants to their Member, such as but
not limited to:

e An application for accommodation;

e Eligibility assessment;

e Tenancy allocation;

e Transfer applications;

e Rental arrears and

e Tenants Liability for repairs or any other charges.

Decisions that have general application and therefore apply to all tenants cannot be appealed.

Information on tenant appeals and complaints will be provided by the Member to all tenants upon commencement
of a tenancy e.g., as a leaflet or in tenancy handbook.

Members may be required by Co-operation Housing to report on the number and nature of tenant complaints and
appeal applications received, their outcomes and any trends (while maintaining tenant confidentiality).

Related policies and documents

Documents Board Induction Package

Staff Induction Package

Better Practice Guide to Complaint Handling” Commonwealth Ombudsman 2009.
Forms CH Complaints Register

CH Complaints Brochure and Form

Staff Training File




