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COMPLAINT AND FEEDBACK HANDLING POLICY AND PROCEDURE 
PURPOSE

The purpose of this policy is to describe how ACPCC deals with customer complaints and feedback.
ACPCC recognises that receiving and responding to complaints is an important part of being held accountable by our stakeholders and improving the quality of our performance and operations. 
This policy sets out the way in which we will approach and manage complaints and is intended to ensure that we handle complaints fairly, efficiently and effectively ensuring the protection of all parties involved in the complaint of concern.  We will act with confidentiality, expedient reporting, truthfulness, fairness and professionalism. We will ensure the safety and well-being of children and young people are prioritized. We will ensure consistency with relevant legislation, including compliance with mandatory reporting responsibilities, privacy and employment law. 
We are also committed to the continual improvement of our complaints and feedback handling process. This commitment is supported by the analysis and reporting of complaints trends through our incident reporting mechanisms and our Opportunity for Improvement (OFI) process. 
POLICY STATEMENT 

ACPCC is committed to the continual improvement of its service and customer satisfaction. As a result, the handling of feedback (whether positive or negative) is considered an important, essential part of the organisation and is encouraged as a process to monitor the performance of the service and generate effective changes as required. 
The ACPCC is committed to providing the highest standards in development and advocacy programs; and working in an effective, transparent and accountable way. In a continuous effort to achieve the highest standards, we strive to meet the expectations of: 

· our own organisation including employees, volunteers, Board Members, consultants and contractors 

· our supporters/donors 

· our partners 

· our beneficiaries including all people, including children and other vulnerable people with whom we work; and 

· the general public. 

We acknowledge that there may be situations when we do not meet our own standards and policies, which has an impact on the above identified stakeholder groups.  In these circumstances, they have a right to complain and to have those complaints taken seriously and addressed in a professional and timely manner. We believe that to improve services provided to supporters/donors, partners and beneficiaries, we need to be open to feedback, both positive and negative, from all stakeholders.  Receiving a complaint is an important way of learning what is needed to improve our work, so in the case of a complaint, timely and appropriate action will be taken to continuously improve the quality of our work and proactively develop and maintain good practice. We also recognise that we have a responsibility to work with our partners to ensure they also develop safe and effective complaints mechanisms that are accessible to all people including children and other vulnerable people, with whom we work.  
These communities should be informed of their rights and entitlements and about how to make a complaint.  Complaints which relate to child safe matters and sexual exploitation, abuse and harassment are handled through specialised policies. If your complaint relates to a child safe matter, please see the Working with Children Policy. If it relates to sexual exploitation, abuse and harassment, 

please see the Prevention of Sexual Exploitation, Abuse and Harassment (PSEAH) Policy.
SCOPE

This policy applies to all parts of ACPCC, and its employees. Complaints may be made by any person affected by our programs. This includes members of the public, partners and supporters (including sponsors and other donors).  

This policy covers complaints in relation to the following: 
· Actions or behaviour of the ACPCC as an organisation 
· Actions or behaviour of an ACPCC partner 
· Behaviour of an ACPCC Board member, employee, volunteer or contractor 
We will address all complaints received in an equitable, fair, confidential and unbiased manner using evidence submitted by both the complainant and other involved persons through the complaint handling process.  The complaint may cover a range of issues, which may or may not be addressed separately. It may include an issue of how the complainant was treated by another person, or be more relating to access to a project activity, project resources or process. 
If a complaint is outside of the scope of this policy, or related policies (e.g. Working with Children Policy, Grievance Policy or PSEAH Policy), the ACPCC will endeavour to refer the complainant to an appropriate place. 
The complainant is to be advised they can also make a complaint directly to: 
· Australian Council of International Development’s (“ACFID”) Code of Conduct Committee regarding an alleged breach of the ACFID Code of Conduct, to which the ACPCC is a signatory
EXCLUSIONS

This Policy does not apply to complaints by ACPCC employees or volunteers. These are covered by the Whistleblower Policy and Procedure or the Grievance and Dispute Resolution Policy and Procedure. 
AUTHORITY & RESPONSIBILITY

This policy is issued under the authority of the Executive Director.
The Director Corporate Services, Laboratory Directors and the Quality Team are responsible for the content and review of this policy.

All employees are expected to understand and follow this policy.
DEFINITIONS & DESCRIPTIONS
	ACFID

	ACFID means “Australian Council of International Development”, the peak body representing Australian International Development Agencies that promotes good development practices, transparency and integrity.

	ACPCC

	Australian Centre for the Prevention of Cervical Cancer Ltd (ACPCC) – a company limited by guarantee under the Corporations Act 2001 (Cth), responsible for the management and administration of services and registry solutions under the pillars of VCS Pathology, Digital Health and Population Health.


	Employee 
	Any person employed by the ACPCC whether on a permanent, temporary or casual basis.

	Customer

	Person, organisation or group that receives, or benefits from, the products or services of ACPCC or any of its departments.  The customer may be internal or external, direct or indirect and payment may or may not be involved. Major customers include women, practitioners and health authorities. 


	Feedback

	Any information from a customer to ACPCC that may be regarded as a complaint, suggestion and/or compliment.  Feedback may be solicited or unsolicited and be in any form (written or verbal).


	Complaint
	An expression of dissatisfaction with any aspect of ACPCC, its employees, products, activities, services or handling of a complaint, where a response or resolution is explicitly or implicitly expected or legally required1.

	Complainant 
	Complainant means a person, organisation or its representative, making a complaint.

	Compliment
	An expression of satisfaction, praise, encouragement, gratitude or commendation in relation to ACPCC’s policies, procedures, employees, quality of service or information provided.

	Suggestion
	An idea or plan put forward for consideration, usually with a view to improvement of the current situation.

	Adverse Event
	Where an action (or inaction) of ACPCC adversely affected, or had the potential to adversely affect, the health and safety of an individual.

	Serious Adverse Event
	Where an action (or inaction) of ACPCC caused, or had the potential to cause, the death or serious injury of an individual.

	Serious Customer Complaint
	An external customer complaint where there is the threat of, or potential for, legal action, significant financial claims, or significant compromise of the public standing and reputation of ACPCC.

	OFI
	Opportunity for Improvement, recorded on form Exec-Qal-F-6.

	Partners 
	Refers to organisations that ACPCC works with in the delivery of project or country services. 

	Stakeholders 
	Are all external parties including ACPCC supporters, customers, contractors, consultants, partners, suppliers and service providers. 


1Australian Standard AS/NZS ISO 10002:2018 (AS 10002:2022)  Guidelines for Complaints Management in Organisations
A complaint may include (but is not limited to) matters such as: 

· Unfair, inappropriate or incorrect conduct 

· Any breach of ACPCC policies 

· Any breach of the ACFID Code of Conduct 

· Concern over inappropriate use of funding 

· Concern from a member of the public or supporter/donor about a particular fundraising approach or marketing campaign 

· Timeliness of responses to queries  

· Concern over the quality of program delivery 

· Concern from a beneficiary in relation to one of our programs 

· Behaviour or decisions of employees 

· Organisational practices, policies or procedures 

· Threat of or actual legal/insurance action, or a protracted dispute that requires escalation, received from corporations or related entities subject to our advocacy work 

Examples of what is not a complaint: 

· A general query about ACPCC’s work  

· A request for information  

· A contractual dispute  

· A request to amend personal records, for example, to correct an address, or cancel a donation  

· A request to unsubscribe from regular ACPCC communication, for example, a campaign newsletter or email 

· Disagreement with our advocacy work by corporations or related entities subject to our advocacy work, unless the disagreement is threats of or actual legal/insurance action, or a protracted dispute that requires escalation 

· Complaints against another organisation or employee of another organisation 

· A vexatious matter, which is raised without grounds or without the possibility of pursuing a legitimate end. They have the intention, or inevitable effect, of causing distress, trouble and annoyance.

GUIDING PRINCIPLES
ACPCC maintains an integrated complaint and feedback handling system.  The system is guided by the following seven principles.
1. Quality Improvement – Complaints’ handling is an integral part of the quality improvement approach that has been adopted by ACPCC.
2. Open Disclosure – ACPCC has a policy of open disclosure in relation to adverse events and complaints.
3. Commitment – ACPCC and its senior management are fully committed to an integrated complaints management system and will provide the necessary support for it to operate effectively.

4. Accessibility – ACPCC encourages customers and employees to give feedback about the service and makes it easy for them to do so.

5. Responsiveness – ACPCC has a customer-focussed approach, being receptive to complaints, treating complaints seriously and promoting service user rights.
6. Transparency & Accountability – The complaints process is clearly articulated, open and accountable to both employees and customers.

7. Privacy & Confidentiality – ACPCC respects the privacy and confidentiality of customers and the information received during the complaints process, while at the same time making its decisions open and accountable.
Other guiding principles include:

· A complaint can be made by any stakeholder connected to the ACPCC, including a partner, a local organisation with which we work, supporters/donors or a member of the public.  
· The ACPCC will welcome and support advocates to lodge a complaint on behalf of children or youth under the age of 18. 
· The ACPCC will encourage stakeholders with a complaint to express this through ACPCC’s formal complaints procedure.  A complaint can be received by the ACPCC in person, by phone, email, fax or in writing with relevant details on how it can be lodged on the ACPCC website.  The policy and process of how to make a complaint and contact information is communicated on the ACPCC website: www.acpcc.org.au, and also in the ACPCC Annual Reports. These details can also be found on the ACPCC website: www.acpcc.org.au  
· The ACPCC will also make stakeholders aware of their rights to express a complaint to ACFID in relation to a breach of the ACFID Code of Conduct.  The process of how to make a complaint to ACFID and their contact information is communicated on the ACPCC website: www.acpcc.org.au, and also in the ACPCC Annual Reports. 
· The ACPCC will take all reasonable steps for our complaints handling process to be as visible and accessible as we can practically make it to all complainants. 
· The ACPCC will maintain a formal complaints procedure and ensure all complaints are acknowledged, taken seriously, managed discretely and confidentially, and responded to in a timely manner. 
· The ACPCC will make it clear to partners and to the community in program countries that complaints can be made.   
· The ACPCC will commit to the practice of continuous improvement, ensuring all suggestions for improvement are considered and implemented, where applicable.

PROCEDURE

Customer feedback generally takes the form of one or more of the following:
· Complaint

· Suggestion

· Compliment

It is important to capture all types of feedback. To this end, ACPCC has an OFI Reporting Procedure and Form that are to be used for recording all types of customer feedback. The OFI Report procedure also allows for the capture of Employee Suggestions, Non-conformances, Supplier Problems and other issues raised from Audits or Management Review.

Making a complaint

The mechanism or process for lodging a complaint against the ACPCC can be made as follows:

Complaint made to:  
Executive Director 

Email:


directorate@acpcc.org.au 

If there has been a breach of the ACFID Code of Conduct, complaints should be lodged to ACFID itself. 

Here are the steps in lodging a complaint:

1. Contact the ACFID Member Organisation: If the complaint is about the ACPCC as an ACFID member organization, it is best to first raise the issue directly with the ACPCC. The ACPCC has internal processes to deal with complaints and breaches of the Code of Conduct.
Complaint made to:  
Executive Director 

Email:


directorate@acpcc.org.au 

2. Lodge a Complaint with ACFID: If the issue is not resolved satisfactorily or if the complaint directly involves a breach of the Code of Conduct, you can lodge a complaint with ACFID. ACFID have an established process for receiving and investigating complaints related to breaches of the Code.
You can contact ACFID by:

· Sending an email to acfid@acfid.asn.au
· Using their online complaints form available on the ACFID website

Responsibilities 

Management is responsible for:

· Ensuring that the complaints handling process is established and maintained in ACPCC
· Allocation of necessary resources.
· Ensuring that the complaints handling process is understood by employees and is communicated to customers.

· Ensuring that complaints receive appropriate attention, are investigated and reviewed. 

· Monitoring timeframes to ensure timely resolution of complaints.
The Quality Team are responsible for:

· Maintaining an effective and efficient complaints handling system (including training, resources, monitoring progress of complaints).

· Reports from the complaints handling system.

· On-going monitoring of the complaints handling system and recommendations for improvement.
· Assisting with the monitoring timeframes to ensure timely resolutions.
All employees are responsible for:

· Receiving appropriate training on complaints handling.

· Recognising customer complaints and feedback.

· Courteous interaction with customers when dealing with complaints and feedback.

· Following ACPCC complaint and feedback handling procedures.

A complaints register will be kept. 

TYPES OF COMPLAINTS

1. Serious Customer Complaints

Serious customer complaints (see definitions) should be immediately referred to the Executive Director, in addition to the Quality Team.

2. Operational and Sensitive Complaints 

Operational complaints may involve external stakeholders questioning or objecting to issues such as strategic approaches, choice of partners and adherence to programmatic policies and procedures. Sensitive complaints may include, but are not limited to, allegations of harassment or bullying, fraud and corruption.

3.  Anonymous Complaints 

We recognise that, at times, people who have genuine concerns cannot speak out because of special circumstances and may wish to lodge a complaint to a specific person without revealing their identity in the normal manner. In such circumstances, the Executive Director can initiate an investigation if it is evident that there are grounds for further action and to ensure a safe and abuse free environment.

4. Frivolous Complaints 

It is expected that all complaints are made in good faith and are not motivated by intent for personal gain, personal interest or a grudge. However, should a subsequent investigation reveal a complaint to be frivolous, for example, an accusation that the complainant knows to be false, any investigation underway will be terminated immediately and the complaint closed. If a frivolous complaint is made by an ACPCC Board member, employee or volunteer, disciplinary measures will be taken. 

5. Advocacy Complaints 

Advocacy complaints may include threats of or actual legal action, or a protracted dispute that requires escalation, from corporations (or related entities) in relation to our advocacy work. Enquiries as to our research process, requests for cessation of campaigning or disagreements with our work and its publicity 

do not meet the definition of complaint under this policy. This is due to the inherent agitative nature of advocacy, where we request change and place pressure on a person or organisation that may not otherwise make such a change.

DETERMINING THE NEED FOR AN INVESTIGATION

Not every operational complaint needs a formal investigation. Some operational complaints can be resolved to the complainant’s satisfaction through two-way communication between the complainant and the person who received the complaint. The Executive Director will decide if the allegation needs to be investigated.  The decision process will include consideration of the following: 

· Does the complaint constitute a ‘complaint’ as defined in this Policy?

· Does it relate to a breach of ACPCC policies and procedures and/or the ACFID Code of Conduct? 

· Is there enough factual information to investigate? 

· Will an investigation put the lives of the complainant or subject of complaint or their families at risk, and if so, can all reasonable steps be taken to ensure those risks are minimised? 

· Does this have implications on one’s physical health, mental health or safety? 

· Does this have a significant impact on an individual, the public or ACPCC as an organisation? 

· If left unaddressed, would this have the potential to escalate? 

· Is this complaint vexatious?  

The Executive Director will make the best judgment giving due consideration to the welfare of those involved, as well as ACPCC’s commitment to its guiding principles, accountability and transparency. If a formal investigation is required, it will follow the key steps and processes as outlined below in the section “Complaints Handling and Investigations”. If a formal investigation is not required, the Executive Director will inform the complainant of the outcome via an appropriate means of correspondence (such as phone, email or post). If the complaint concerns the Executive Director themselves, the complaint will be directed to the Chairman of the Board, who will determine if there is a need for investigation.
COMPLAINTS HANDLING AND INVESTIGATIONS

The process steps are:
	Who
	What

	All Employees
	· Recognise customer feedback.

· Gather information.

· Where appropriate, conduct initial investigation.

· Where appropriate, take immediate actions to rectify the problem.

· Record details of the feedback and any initial investigations/immediate actions on an OFI form (Exec-Qal-F-6).
· Forward the OFI form to the Quality Team.

· At this point the OFI form can also be forwarded to the relevant manager for investigation/review, otherwise the Quality Team will do this.

· Inform your manager of any complaints or feedback of an urgent or serious nature.

· Complaints involving adverse events, serious adverse events or that are serious customer complaints (see definitions) should be immediately referred to the Executive Director, in addition to the Quality Team.

	Manager
	· Acknowledge customer feedback (if not already done).

· Investigate or arrange investigation.

· Draw conclusions and determine any actions.

· Identify owner and due date for each action.

· Complete relevant sections of the OFI form (Exec-Qal-F-6).
· Forward the OFI form to the Quality Team.

· Inform owners of each action item and ensure that resources are applied, and actions are completed.

· Ensure appropriate feedback to the customer taking into consideration the following points:

· The customer may require an explanation of what happened, why it happened and what is being done to resolve the issue and ensure it doesn’t happen again.

· An explanation on the reasoning behind any decisions made in relation to the issue.

· Support the customer in identifying their preferred outcome for the issue, if applicable.

· The customer may require regular updates if resolution of the issue is taking longer than expected.
· If possible, discuss the issue and resolution verbally with the customer before responding formally in writing.

· A sincere apology (especially if requested by the customer) expressing regret for the impact on the customer when the organisation has not met its service obligations.
· If appropriate, follow up with the customer to determine their level of satisfaction with the complaint resolution.

· Inform the customer of other avenues or options they may decide to take if they’re not satisfied with the outcome decided by the organisation.

	Executive Director
	· Review, as soon as possible, any Complaints involving adverse events, serious adverse events or that are serious customer complaints (see definitions).

· Where necessary advise:

· The Chairperson of the ACPCC Board

· ACPCC’s Insurers

· ACPCC’s legal representatives

	Quality Team 
	· Log feedback and complaints into Q-Pulse as specified in Exec-Qal-PP-13 (Logging an OFI in Q-Pulse).
· Ensure complaint is referred to the relevant manager and is receiving appropriate attention.

· Update Q-Pulse as information comes to hand.

· Check for completion of any actions before closing the OFI.

· Review and report customer feedback as specified in Exec-Qal-PP-2 (Opportunities for Improvement Analysis & Reports).


TIMEFRAME FOR RESPONSE 

When a formal complaint is received, an initial letter of acknowledgement will be sent to the complainant within five (5) days. Similarly, the Subject of the Complaint (if an individual) will also be advised that a complaint has been lodged against them.  In normal circumstances, the complaints process should have commenced and been completed within 30 days after receipt of the complaint, including a formal written response to the complainant, as well as the Subject of the Complaint. The broad categories of response will be: 

· Dismissal of the complaint 

· Referral of the Complainant to a more appropriate body, such as ACFID’s Code of Conduct Committee 

· Uphold the complaint and outline steps that will be taken to rectify the situation. 

In the case of legal and insurance complaints we will make every endeavour to abide by the above timeframes, however we acknowledge that the nature of these matters may require more flexibility.

RESPONDING TO AND CLOSING A COMPLAINT 

Depending on the nature of the complaint and against whom it was made, the correspondence will be either signed by the Executive Director or Chairperson as appropriate. We will communicate our decision on a complaint as soon as is practical. Our communication will be in writing in the appropriate language by email or post. However, where appropriate such as in the case of a complaint being made by a local community member 

we will endeavour to communicate our decision verbally and in the appropriate language. We will encourage the complainant to respond and advise whether or not they are satisfied with our decision.  If the complainant is not satisfied with our decision, we will be prepared to consider any additional information they may provide and to review our decision.  In all cases we will advise that the complaint may be referred to ACFID’s Code of Conduct Committee.  We will provide all necessary information for

referral to the Code Committee and offer assistance as appropriate.

RECORDING OF COMPLAINT INFORMATION 

We will request that the following information is contained in written complaints:  

· Date of complaint 

· Details of the services or goods and/or practice or procedure complained about 

· A description of the complaint and relevant supporting data 

· The requested remedy 

· A due date for a response 

In the case of verbal complaints, we will record additionally to the above, the following information: 

· Date complaint was made  

· To whom complaint was made 

The Director Corporate Services will ensure the complaint is recorded in the Complaints Register, and will record any immediate action taken to resolve the complaint. Should the complainant request that they be de-identified, this wish should be respected and upheld.

TRAINING OF POLICY 

Our Complaints Policy has been distributed to all our employees, volunteers, Board, partners, contracted service providers and all others acting on our behalf.  We require all those who may be involved in any way with a complaint to formally signify their commitment to this policy. We will provide induction training to our relevant employees, volunteers and Board so they have the knowledge and understanding of the policy, and application of appropriate procedures, including the need to provide a safe, fair, responsive, accessible and transparent environment in which complaints can be made, addressed in a professional and effective process, and resolved in a timely manner.   Training will also be provided following an update or change to the Policy.

REPORTING 
The Assistant to the Executive Director will develop a report of the types of complaints received and the status of their resolution regularly at our quarterly Quality Meetings and quarterly Board Meetings. The findings and recommendations will inform policy decisions, management processes and will be used to encourage learning and continuous improvement in this area. Our Annual Report will provide appropriate information on complaints without disclosing sensitive information.

PUBLICATION OF THE POLICY 

This policy will be made available:

· to the public through the ACPCC website

· by verbally informing stakeholders of the policy where appropriate

· by providing copies of the policy on request.
We make clear the value we place on receiving concerns and complaints in all relevant communications.
Our website has a link with the words “Complaints Policy” that provides information on how to make a complaint.  The contact details of the Executive Director for making a complaint and ACFID’s Code of Conduct Committee are also provided in our Annual Report. We endeavour to make our 
complaints handling processes as easy as possible.  We will take complaints in person, by telephone (03 9250 0300) or in writing (directorate@acpcc.org.au).  We will assist a complainant to put their complaint in writing, as appropriate.

If the issue is still not resolved to the reasonable satisfaction of the complainant, or if the complaint involves the Executive Director, then the complaint may be formally referred to the Chairperson of the Board in writing (directorate@acpcc.org.au). Relevant communications explaining our complaint policy and handling procedures can be found on our website www.acpcc.org.au and annual reports covering: 

· where or to whom complaints can be made 

· information to be provided by the complainant 

· the process for handling complaints 

· time periods associated with various stages in the process 

· the complainant's options for accessing relevant external bodies (ie ACFID)  

· how the complainant can obtain feedback on the status of the complaint 

We recognise that the beneficiaries of our International Partners may not have the tools and technologies necessary to access our Complaints and Feedback Handling Policy.  We will endeavour to work with our International Partners (where appropriate), to reach a mutually agreeable and practical implementation of processes that create awareness of, and access to, our Complaints and Feedback Handling Policy. We will monitor how effectively we are publicising our complaints policy on a regular basis.   

CONFIDENTIALITY AND SUPPORT 

Information that identifies the complainant or the Subject of the complaint (where an individual) should only be disclosed to the appropriate people within the organisation. Such information should be actively protected, unless the complainant expressly consents to its disclosure. The ACPCC is committed to providing appropriate assistance and referrals to complainants. Where appropriate this may include medical, social, legal and financial assistance, or referrals to such services. In situations whereby a complaint made does not fall within the scope of this Policy (e.g. complaints against another organisation or a Government department), the ACPCC will assist in providing the correct referrals to the complainant to ensure that complaints are not simply disregarded because the ACPCC is not the correct body to respond. For assistance with determining the correct body to respond to an individual’s complaint, please contact the Executive Director.

REVIEW AND CONTINUOUS IMPROVEMENT 

We will continuously monitor the effectiveness of our Complaint and Feedback Handling Policy and processes and introduce improvements as appropriate.   We will conduct a comprehensive review of the efficiency and effectiveness of our Complaint and Feedback Handling Policy and processes every two years.

OTHER BODIES

ACFID
ACPCC is a signatory to the Australian Council for International Development (ACFID) Code of Conduct. If
person believes that ACPCC has breached the Code, they should raise a complaint with the ACFID Code of Conduct Committee (for more information, visit ACFID website or email to code@acfid.asn.au).

ACNC
ACPCC is a registered charity with the Australian Charities and Not for Profits Commission (ACNC). The ACNC encourages an individual to resolve any issue or complaint with the charity directly, without the ACNC needing to be involved. (If unsure visit ACNC website for further information).

Depending on the nature of the complaint, variations to the above procedures may apply. ACPCC is committed to ensuring that stakeholders who raise a complaint receive appropriate assistance if needed.
SPONSOR AND OTHER DONOR REFUNDS
A request for a refund of contributions already donated to ACPCC by a sponsor/donor will be considered and determined on a case-by-case basis.

When a request for a refund is received, an assessment of the reason given for the refund request is undertaken. The following reasons will usually be considered favourably:

· an error has been made by ACPCC

· a sponsor/donor decides within the first 21 days of providing contributions that they have changed their mind 

· a sponsor/donor banking details are fraudulently obtained and used

· sponsor/donor contributions are paid in advance.

The following reasons will not usually be grounds for a refund to be given:

· the financial circumstances of the sponsor/donor;

· disagreement by the sponsor/donor with the nature of the programs provided by ACPCC.

To make a request for a refund you can contact the Finance Department by phone on 03 9250 0300 or in writing via email at accounts@ACPCC.org.au or the below address:

Finance Department  ACPCC 

265 Faraday Street 

Carlton VIC  3053

If it is agreed that a refund is to be made, the sponsor/donor will receive the refund within 10 working days of the decision.

Refunds will be credited to the bank account or card originally debited. If it is decided that a refund will not be made, the issue is to be resolved using the steps in the Grievance and Dispute Resolution Procedure.

COMPLAINTS REGISTER
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	KEY CONTACT DETAILS
	

	ACPCC

265 Faraday Street 

Carlton Vic  3053

Ph: 03 9250 0300

accounts@ACPCC.org.au
	

	ACFID

Private Bag 3

Deakin ACT 2600 www.acfid.asn.au
	

	ACNC

Australian Charities and Not-for-profits Commission

+6113 22 62
	


    advice@acnc.gov.au
ATTACHMENTS

	Exec-Qal-PP-12

	Opportunity for Improvement Report Procedure

	Exec-Qal-F-6
	Opportunity for Improvement Form

	Exec-Qal-PP-13
	Logging an Opportunity for Improvement in Q-Pulse

	Exec-Qal-PP-2
	Opportunities for Improvement Analysis & Reports

	Exec-Gov-PP30

	Open Disclosure Policy and Procedure

	Exec-Gov-PP21 
	Whistleblowing Policy and Procedure 

	Corp-HR-PP2
	Grievance and Dispute Resolution Policy 

	Corp-HR-PP15
	Grievance and Dispute Resolution Procedure 

	Corp-HR-PP10 
	Equity, Equal Opportunity and Anti-Discrimination Policy 

	Exec-Gov-PP32
	Working with Children Policy 

	New Policy 
	Prevention of Sexual Exploitation, Abuse and Harassment Policy 
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· Complaints: Good Practice Guide for Public Sector Agencies, September 2016. Victorian Ombudsman. https://assets.ombudsman.vic.gov.au/assets/Best-Practice-Guides/Complaints-Good-Practice-Guide-for-Public-Sector-Agencies.pdf?mtime=20191217165914
· Better Practice Guidelines on Complaints Management for Health Care Services July 2004, Australian Commission for Safety and Quality in Health Care. https://www.safetyandquality.gov.au/publications-and-resources/resource-library/better-practice-guidelines-complaints-management-health-care-services
· Complaints Management Handbook for Health Care Services July 2005, Australian Commission for Safety and Quality in Health Care. https://www.safetyandquality.gov.au/publications-and-resources/resource-library/complaints-management-handbook-health-care-services
· Australian Standard AS ISO 10002-2018 (AS 10002:2022), Customer Satisfaction – Guidelines for Complaints Handling in Organisations, Standards Australia 25 March 2022.

· Compliment and Complaint Management Policy, Department of Health and Human Services.
· Requirements for Quality Management in Medical Laboratories, NPAAC 2007 (Ext-239)
· Section G8, Resolution of complaints 
· ISO 15189:2022, Medical Laboratories – Requirements for quality and competence (Ext-4).

· Section 7.7.3, Resolution of complaints

[image: image3.png]Australian Centre
for the Prevention of
Cervical Cancer



[image: image2.png] This is a controlled document issued by the ACPCC.  Unauthorized copies are not permitted.


Version No: 12
Authorised by: Executive Director









Page: 7 of 7

[image: image4.png]Australian Centre
for the Prevention of
Cervical Cancer



