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COMPLAINT MANAGEMENT POLICY

1 Policy Intent
Lifeline WA is committed to ensuring the fair resolution of complaints by:

e Creating a culture that is open and receptive to complaints.

o Ensuring that service users, supporters, members of the community and stakeholders have an
open, transparent and fair approach to communicating complaints and concerns regarding the
services, or operations of Lifeline WA and the conduct of Lifeline WA staff.

e Providing the opportunity for Lifeline WA to improve by actively and positively engaging with
complaints.

e Establishing the principles that govern Lifeline WA's response to complaints.

The objectives of the Complaint Management policy are to:

e Ensure that complaints are dealt with in a professional, efficient and fair manner.
o Develop and continuously improve our services, as a learning organisation.

2 Scope and Responsibilities
This policy applies to:

o The workforce of Lifeline WA

e All services delivered by Lifeline WA

e All forms of engagement with the community, including (but not limited to) fundraising activities,
partnerships, delivering training, community engagement, media events and advocacy
activities.

The policy does apply:
e To complaints received from Lifeline Australia relating to the delivery of crisis support service
by Lifeline WA.
This policy does not apply:

e To complaints regarding Lifeline’s national crisis support services (including 13 11 14, Text,
Online Chat or 13YARN) received by Lifeline WA. When a complaint relating to Lifeline’s
national support services is received, complainants are to be provided with the current relevant
contact details for Lifeline Australia and encouraged to submit their complaint directly.

o To complaints by staff members about other staff members. In this case the Grievance policy
applies.
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CEO:

e Ensure Lifeline WA implements and maintains an effective complaints management system.

e Present the complaints register to the Safety and Quality Advisory Committee for review,
feedback and advice.

Line Managers:

e Cultivate a work environment where complainants are empowered to raise concerns and
implement the Complaints Management Policy within their area of responsibility.
e Promote and communicate the Complaints Management Policy.

Governance Officer:

e Act as the central referral and coordination point for complaints.

e Log, review, monitor action and report on complaints to ensure they are properly recorded.

e Provide administrative support relating to complaint management and recording to the Clinical
Governance Manager and the Relevant Executive.

e Present the complaints register to the Executive Team.

Clinical Governance Manager

e Act as the decision maker for complaint management by reviewing all items received and
determining whether they constitute a complaint.

o Where the matter is identified as a complaint allocate responsibility to the Relevant Executive
for investigation and management.

Relevant Executive:

e Oversee the investigation and management of complaints allocated to them, in accordance with
the Complaint Management Policy

Safety and Quality Advisory Committee:

e Provide regular review of the complaints register to look at trends and provide feedback and
advice to the CEO.

3 Definitions

Adverse Event An incident that results, or could have resulted, in harm to a complainant.

Complaint Any expression of dissatisfaction with a service or product offered or
provided by Lifeline WA, or the conduct of workforce of Lifeline WA. This
may typically involve some error, fault or omission on the part of Lifeline WA.

Open Disclosure In the context of this policy, open disclosure is an open discussion with
persons who have been harmed by an Adverse Event.

Service Users Any person receiving a service provided by Lifeline WA, whatever the term
commonly used by a particular service. This includes (but is not limited to):
help seeker, client, participant, consumer.
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Workforce For the purpose of this policy Workforce includes anyone who is providing a

service on behalf of Lifeline WA, or who is representing Lifeline WA. This
includes fulltime, part-time, casual, and volunteer staff. It also includes
contractors engaged to provide a service.

Supporter A person or organisation that provides financial or in-kind support to Lifeline

WA. This includes, but is not limited to, donors, partners, sponsors,
customers, ambassadors.

4

Relevant Legislation and Regulations

This policy complies with:

5.2

5.3

54

5.5

6.1
6.2
6.3

6.4

6.5

6.6

6.7

6.9

Health and Disability Services (Complaints) Act 1995

Policy Principles
Lifeline WA will apply the principles of procedural fairness and just culture ensuring that we act
fairly for all parties involved in the complaint resolution process.

Complainants will always be treated with dignity. They will be assured that their complaint is taken
seriously. Complainants have the right to an independent advocate.

Lifeline WA will seek to identify any emerging patterns to highlight any system or process
deficiencies, to address any performance management issues and to provide quality and safety
information for risk management and continuous improvement.

All Complaints will be taken seriously and complaints by individuals under the age of 18 will be
dealt with in an age-appropriate manner.

Where the complaint relates to an Adverse Event then Open Disclosure will be applied.

Complaint Management

The process for submitting a complaint will be easily accessible and free of charge.
Compilaints can be received in verbal or written form.

All complaints must be referred to the Clinical Governance Manager in the first instance who will
determine how and by whom the complaint will be addressed.

All complaints will be registered in a centralised complaints register; the register will be regularly
reviewed by the Executive and the Safety and Quality Advisory Committee.

Lifeline WA will address complaints in a confidential manner. Only individuals directly involved in
making, informing or resolving a complaint will have access to information relating to the
complaint.

If the complaint is an adverse event then Open Disclosure, as outlined in the Incident, Hazard &
Near Miss Management Policy will be applied.

If the complaint is about the CEO then the complaint will be referred to the Chair of the Board
who may choose to appoint a an independent investigator.

If the complaint relates to, or involves children or a young person, then the response will be
designed to be child focused.
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Complainants will receive notification that their complaint has been received within 5 working
days if they wish to be contacted and have supplied appropriate details.

Lifeline WA will seek to resolve complaints within 28 days; if the complaint is likely to take longer
to resolve then the complainant will be informed, where possible, of the estimated time of
resolution in a timely manner.

All parties wishing to be, will be kept informed of the complaint, the reason for decisions relating
to the complaint and the outcomes that will be implemented.

All responses to complainants will be compassionate and articulated in inclusive and accessible
language.

If an anonymous complaint is received, the complaint will nonetheless be considered and
addressed as much as possible.

All complaints will be investigated in an impartial manner. All judgement and actions regarding a
complaint will be reserved until all relevant information is gathered and considered.

Lifeline WA recognises the right of a complainant to approach an external agency, or to escalate
the complaint, if a complaint is not resolved to their satisfaction.

Relevant Internal References

The following internal documents relate to this policy:

Incident, Hazard & Near Miss Management Policy
Complaint Management Procedure

Grievance Resolution Policy

Grievance Resolution Procedure
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