Complaints Checklist

This checklist is aids to assist staff manage client complaints.  Staff can use this document as an easy reference to ensure they are following the correct procedures. (Refer to CO 2.6 Client Complaints Policy & Procedure for details).

	Check
	Key Steps When Managing A Complaint

	
	1. Can the issue be managed locally?

Initially, did staff who work directly with the complainant to try and address / resolve the feedback or complaint?

If Yes, & the issue was resolved…..go to step 8

If No or the issue remained unresolved…. go to step 2

	
	2. Complainant well informed?

Has appropriate information regarding the complaints process been provided to the complainant? Was information provided in the preferred language, a interpreter provider etc

	
	The client may like to enlist the support of an advocate.  Has information and support been provided to the person to access an advocacy organisation?

	
	3. Compliant referred?

If unresolved or assessed to be inappropriate for resolution locally. Was the appropriate management level informed?

	
	· Team Leader/ Coordinator of program / Manager of the Service?

	
	· Service General Manager?

	
	· Chief Executive Officer?

	
	· Appropriate external body appropriate to the service – (eg. The Disability Services Commissioner (DSC)).

	
	4. Formal compliant received?

If no resolution after a discussion with the coordinator (or a complaint is received in writing by other means eg. letter) was a ‘Client Complaint/Feedback Form’ completed? (Refer infonet - Forms section.)  The client may need assistance from MCM staff or other appropriate support to fill in the ‘Client Complaints Form’.

	
	5. Acknowledgment letter sent? 

If a formal complaint  - has a letter of acknowledgement within 2 working days, confirming that the complaint has been received and to outline what will happen next. (‘Complaint Acknowledgement Letter ‘Refer infonet - Forms section for standard letter template)

	
	6. Appropriate information gathered?

Has information been gathered to support the investigation? A meeting may be set up with the program manager and others relevant to the client or the complaint may be investigated.

	
	If significant investigation & information gathering is required has the consumer been kept informed of the progress?

	
	7. Resolution/Outcome reached?

	
	Records – Has the complaint been registered on the incident report database?  Your manager may ask you to assist with filling in the details of the complaint and the way it has been handled up until this point.

	
	Reporting - Has a resolution/outcome been obtained and reported back to the consumer staff & management in a timely manner? (Where possible within 10 working days or as required by legislation or service framework), (Refer infonet - Forms section for standard letter template)

	
	8. Implementation of service improvements made?

Have recommendations /quality improvements identified been implemented?
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