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APPENDIX B COMPLAINT MANAGEMENT PROCESS FLOWCHART

( Complaints Management >

Major or extreme severity

Escalate to relevant Manager within 1 hour and

enter into RiskMan within 1 business day

- Major and extreme severity rated feedback

- Feedback from CEQ’s of government depts

- Claims for financial compensation.

- Potential media exposure and/or legal
implications

Ensure that identifying information of the

AnglicareSA worker is not included in the

RiskMan record

Mandatory reports related to feedback on an

individual worker must be made by a relevant

Manager as per legislative requirements.

at severity rating has
been assigned ?

Complex complaint

Delegated Manager to develop a
comprehensive response plan in
consultation with the informant, relevant
Staff, Head of/Senior Manager, Executive
and External Complaints Agency (if
applicable)

Comprehensive Response Plan

Should consider:

e  Theissues tobe addressed
Resolution sought

Stakeholders

Response time

Special considerations (i.e. sensitive
information)

Preferred approach

Moderate, minor or insignificant

Report feedback to relevant Manager as soon
as possible and enter into RiskMan within 3
business days

Is the
complaint
complex?

Non-complex complaint

e Ask the informant what action they would
like to see taken, discuss options and
reach a clear decision on resolution

e This could be achieved at time of
acknowledgement

Advise the informant of the final outcome
within a maximum of 20 business days
or provide regular updates from that date
until resolution

Is the

complaint
resolved?
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APPENDIX D INTERNAL APPEALS PROCESS

Internal Appeal
Applications received

Was appeal lodged
by informant in writing
within 30 business days of receipt
of notification of the original
decision?

Feedback Management Officer will Feedback Management Officer consult
acknowledge appeal application in writing with the relevant General Manager and
within 5 days the Senior Manager SQR to consider

extensions to lodge an appeal

;

Feedback Management Officer in
consultation with the relevant General
Manager and Senior Manager SQR will
select membership of the Internal
Appeals Panel

L Has an extension
‘ to lodge an appeal been
Panel will determire if there are grounds granted?

for an appeal such as:

. unfair treatment of informant

e afailure to follow policy or
procedure in considering or handling
the matter

e adecision was made without due
regard to facts, evidence or
circumstances

v

Panel to develop the scope for the appeal Feedback Management Officer will
and provide the Informant within 10 advise informant of the decision that the
business days notice of the date, time internal appeal process will not proceed

and location of the appeal meeting, and in writing within 5 business days

the right to have a support person

v

Panel to conduct the hearing in
accordance with the scope of the Internal
Appeals Panel

!

Panel to provide a written report to the
relevant General Manager, and where
relevant CEO, with their
recommendation(s) for final sign off by
the General Manager and CEO within 5
business days

v

Written report provided to all parties




