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8.2. Mindful learning:  
What is working/not working?
A person centred approach encourages an exploration 
of what is working and not working for the person. 
Too often complaint management approaches focus 
exclusively on what is not working, rather than also 
seeking to identify what is working. What the provider 
is doing well from the person’s perspective can provide 
important insights into what they may need to do more 
of to address the complaint. 

When receiving a complaint it can be useful to consider 
what is working and not working for the person with a 
disability, the family and the disability service provider.

When reviewing your approach to complaints it can be 
useful to see what themes emerge from person centred 
plans and go through the following steps:
1. �Decide what information is needed to help you 

review your approach to service delivery
2. �Consider what assumptions you are making in 

deciding what information is needed
3. Collect the information from the plans
4. Group the information
5. Allocate the themes as a team
6. �Look at the themes and consider what this tells you 

about what you need to do differently/better
7. �Develop an action plan of what needs to be done by 

whom and when so that people can see the changes. 

8.3. Four plus one questions
The other useful person centred tool that can be applied 
to managing complaints is the four plus one questions. 
These questions can be used by both the provider and 
the person bringing the complaint. The questions are: 
  1. What have we tried?
  2. What have we learned?
  3. What are we pleased about?
  4. What are we concerned about?
+1. What do we do next?

As with the working/not working tool, this enables 
elements of current practice that are going well to be 
captured in seeking to resolve a complaint. This 
approach also offers a useful reflection on what has 
previously been tried and what has been learned so 
that the approach to resolving the complaint builds on 
what has been learnt in the past.

8.4 Defining roles and  
responsibilities – the doughnut 
sort
Given the history of disability service provision, where 
sometimes overly protective approaches were taken to 
supporting people with a disability, it can be useful to 
delineate what is the responsibility of the service 
provider and what is not. One way of doing this is to use 
the doughnut sort (see Figure 4). This approach asks:
• What are your core responsibilities?
• �What are areas where you can exercise creativity and 
judgement?

• What is not your paid responsibility?

Peter’s story

Peter is provided with in-home support following the death of both his parents. He has limited cooking skills 
and on two occasions the worker arrived to find the gas on after he had cooked something on the stove. They 
had previously tried delivered meals but he did not eat these, and they had learned that when he cooked the 
meal himself he tended to eat it. Peter took great satisfaction from having cooked the meal himself. 

As the disability service could not provide a worker to support him in cooking each meal they decided to do a 
couple of things. The first was to change to an electric stove and make sure smoke detection and other fire 
safety equipment was installed and that Peter knew how to use it. Then they worked with Peter on a menu 
schedule and shopping twice a week, to see if he could follow the menu when the support worker was not 
there on alternate days. For the weekend he chose to eat meals from a local take away venue for which he had 
the numbers programmed into the phone and his favourite dishes highlighted on the menu.
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If we consider the earlier example of John (p, 30), it is 
the core responsibility of the service provider to provide 
him with appropriate accommodation and support. 
Where they exercised creativity and judgement was in 
relation to how best to support him to access the 
community, and they developed a strategy with John 
to achieve this. This did not eliminate the risks involved 
but did mean they had taken reasonable steps to 
achieve this; the provider could not be responsible for 
his care every hour of the day, given his desire and 
ability to access the community independently.

This approach can also be important as service 
provision becomes increasingly community based, 
potentially blurring the responsibilities of the service 
provider. Working through the doughnut gives your 
organisation an opportunity to clarify your core 
responsibilities in relation to the complaint, and where it 
is possible to exercise judgement and creativity. It can also 
help clarify those areas that are not the responsibility 
of the provider. 

Figure 4 : Using the doughnut sort

These tools have been developed by The Learning 
Community for Person Centred Practices. For other 
person centred tools that can have useful application to 
complaint resolution, visit the following website:  
www.learningcommunity.us.

Thought

Useful questions to ask:

What positive outcomes have been achieved for 
people with a disability as a result of making a 
complaint?

What would people with a disability and their families 
say about your complaints management system?

Have you ever asked them?

In summary adopting a person centred approach to 
managing complaints can help ensure that the needs, 
wishes and expectations of the person with a disability 
remain central to the resolution of the complaint as 
well as providing an opportunity to build on what is 
working in the provider approach to supporting the 
person with a disability. 

Core 
responsibilities

Use  
judgement 

and 
creativity

Not our paid 
responsibility

Inside a Person’s Life

Core 
responsibilities

Use  
Judgement/Creativity

Not our  
“Paid” Responsibility 
(Domain of friends)
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Self Audit Tool
Person centred complaints management  
system self audit

As your disability service prepares to be audited 
independently against the standards from 2009, this 
self audit provides guidance on how to demonstrate 
compliance with Industry Standard 7: Complaints and 
disputes (Department of Human Services, Quality 
Framework for Disability Services in Victoria, 2007b).

Through the use of this self audit, together with other 
processes, your disability service organisation can 
assess the extent to which your current system meets 
the requirements outlined in the self audit, and identify 
any improvements that need to be made.  

Background: relevant principles 
and standards
The following self audit is informed by the Ombudsman 
Victoria (OV) Good Practice guide to complaint handling, 
and is designed to assist Victorian disability service 
providers assess the extent to which they have an 
effective complaints system. The audit is comprehensive, 
covering all facets of good complaint management 
based on the Australian and International complaint 
handling standards. Service providers should be able to 
use this person centred complaints management system 
self audit to evaluate their strengths and identify areas 
for improvement.

The Australian Standard Complaint Handling 
ISO 10002–2006
Effective complaints handling can increase your 
community’s satisfaction with services, protect their 
rights, make the service more person centred, inform 
them of the complaints service and provide efficient, 
fair and accessible complaint handling practices. Where 
complaint handling is monitored, it can improve the 
quality of services and the complaint management 
process. The Australian Standard for Complaint 
Handling, ISO 10002–2006, provides organisations 
with an authoritative complaint handling framework.  

The Australian Standard outlines 9 guiding principles 
for managing complaints and disputes: visibility, 
accessibility, responsiveness, objectivity, charges, 
confidentiality, customer-focused approach, accountability 
and continual improvement.  

This self audit incorporates these standard’s principles 
into those adopted by the Disability Services 
Commissioner (DSC) below. The following outlines how 
the DSC principles incorporate those from the standard: 

Accessible – visibility, accessibility and charges
Person centred – customer  focused approach and 
confidentiality
Responsive – responsiveness and objectivity
Accountable – accountability
Excellence – continual improvement.

Outline of principles used in  
self audit 

Accessible – People who use the service 
know how to make a complaint. The 
information on the complaints process is 
easy to understand, and offers different 

ways to make a complaint. People can get support to 
make a complaint if they need it. There is no charge for 
making a complaint.

Person centred – The process used to 
respond to complaints ensures that the 
voice of the person with a disability is 
heard and their goals and aspirations are 

considered in how the matter is resolved. People are 
treated respectfully, courteously and sensitively. This 
includes treating information confidentially. 

Responsive – There is a clear process for 
ensuring complaints are acknowledged 
immediately, are handled in an objective, 
unbiased and timely way and people are 

kept informed of the progress of their complaint. Part 
of being responsive is recognising the opportunity to 
maintain/improve the relationship between the provider 
and the person with a disability. A key part of being 
responsive is ensuring staff are empowered to respond 
to complaints quickly and fairly.

Accountable – The process for resolving 
complaints is clearly outlined so people 
know what to expect. Each complaint is 
approached reasonably, objectively and in 

good faith. People are informed of the decision in 
relation to their complaint. The principles of natural 
justice are applied to the investigation of complaints. 
The service provider has clear processes to ensure 
people who complain are not adversely affected. There 
is a clear process of review and appeal in relation to 
complaint decisions. The organisation accounts for and 
reports on the actions and decisions taken with respect 
to complaints handling 
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Excellence – The complaints handling 
system is part of a quality culture which 
sees complaints as an opportunity to 
improve and to move towards more 

person centred services. There are clear policies and 
procedures which ensure complaints are monitored and 
reviewed by those who can take operational and policy 
decisions on improving the service. The training and 
support of staff assists in creating and maintaining 
such a culture.

How to use the self audit
Reviewing your organisation’s approach to 
complaints

Valuing complaints

A good complaints system is about how complaints are 
received and valued, how they’re responded to and 
resolved. Equally important is how the organisation 
captures and learns from the experience. 

A useful approach to reviewing your complaints 
handling is to first consider whether you value the 
opportunity complaints provide to improve the quality 
of your service. If your organisation already has a 
culture where staff and service users are actively 
encouraged to learn and develop from their experiences 
then this will not be a problem.  

If complaints are not valued by the organisation then it 
is important to explore why. Handling complaints may 
be seen as not being real work, as a nuisance or a 
problem that people wish would just go away. If this is 
the case then it is important to look at why. Sometimes 
it can be useful to reflect on your expectations of 
quality service and your own experience of complaining 
in order to understand why there may be a difficulty in 
valuing complaints. 

The importance of seeing complaints as an early 
warning of more significant issues is highlighted in the 
bus story on page 7.

Where there is a fundamental recognition of the value 
of complaints to the service’s capacity to improve the 
quality of its service then your organisation will have a 
culture where it is OK to complain.

How people perceive the quality of the service you 
provide will be a very individual experience, informed 
by their own expectations. 

For example, a service user may place particular 
emphasis on workers arriving on time to support them 
and, whilst the quality of the support provided is also 
important, if it does not happen in a timely way then they 
may not consider this to be a quality service.  

Given that what quality looks like can be different for 
each service user, it is particularly important to take a 
person centred approach to reviewing the quality of 
your service through its approach to complaints.

Approaching this task

There are five key steps to reviewing your current 
complaints handling system:

Step 1: Map what is happening now 

It is important to gain an understanding of what is 
currently happening, from various perspectives. 

In order to develop a complete picture of your current 
approach to complaints handling it is important to 
involve all stakeholders in the review process. This 
includes service users, families, staff, executive leadership 
group and board of management. Each of these groups 
may offer you a different perspective on how well your 
current system is operating. 

One way this can be approached is through a group 
event, where you invite all stakeholders to explore their 
current understanding of and experiences with the 
complaint system, identification of strengths and 
suggestions for improvement. It is important to get the 
views of both those who have and those who have not 
made a complaint, as this will offer different perspectives. 
It is useful to break the group up into smaller groups, 
which may be similar stakeholders, e.g. staff, or mixed 
groups.

You can also hold individual meetings, either as part of 
existing meetings or specifically convened meetings of 
particular groups to separately consider the same 
issues. Once this information has been analysed and 
summarised then it should be conveyed back to those 
you consulted with to make sure the different views 
have been properly understood.

Other approaches include surveys or hosting more 
informal gatherings for service users and families where 
they can express their view in a more informal  
environment. It may also be useful to compare your 
approach to complaints with a similar organisation.

Step 2: Work out what is missing

Having identified what your approach will be to the 
review process, you will then need to decide on the 
questions to ask. A useful starting point is to consider 
both what is and what is not working in your current 
approach to complaints handling. It can sometimes be 
helpful to consider what is working and not working in 
the service more generally, as this may have potential 
implications for complaints handling. If your organisa-
tion has not had many complaints you may want to 
look at what is working and not working about your 
relationship with service users and potentially how you 
resolve conflict.  

For example, if one of the things that is working in the 
organisation is its ability to respond in a timely way to 
people requiring assistance, it would be useful to know 
if complaints are being responded to in an equally 
timely way. If they are, great; if not what, can be 
learnt from the service delivery, that can be applied to 
handling complaints?
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Once you have had the broader discussion about what is 
working and not working, then it is useful to consider:
  1. What have we tried?
  2. What have we learned?
  3. What are we pleased about?
  4. What are we concerned about?
+1. What will we do next?

This set of questions can be applied equally to what is 
and what is not working.

Step 3: Agree on the priority areas for work

To assist in determining priorities it can be helpful to use 
the following matrix. Ask the group to consider what 
their initial priorities are. Then map these onto the matrix 
and look for ones that are high impact/low effort. 
Make sure there is an agreement on the priorities, 
based on a clear understanding of the resource and 
other considerations that may impact on the decisions.

Figure 5 Action Priority Matrix
Making the most of your opportunities (also, the 
Impact Feasibility Matrix).

The Action Priority Matrix is a simple diagramming 
technique that helps you choose which activities to 
prioritize (and which ones you should drop) if you want 
to make the most of your time and opportunities.

It’s useful because most of us have many more activities 
on our ‘wish lists’ – whether these are bright ideas to 
pursue, exciting opportunities or interesting possibilities 
– than we have time available. By choosing activities 
intelligently, you can make the most of your time and 
opportunities. However by choosing badly, you can 
quickly bog yourself down in low-yield, time-consuming 
projects that close down opportunities and stop you 
moving forwards.

How to Use the Tool:
Figure 5 below shows the basic form of the 
Action Priority Matrix:

(Mind tools,2009)

Step 4: Develop action plans for the agreed 
priority areas

These plans should be short to medium term, with an 
emphasis on those priorities that have been designated 

high impact/low effort and are likely to offer immediate 
outcomes.

Step 5: Evaluate the outcomes to inform  
future plans

In developing the plans it is important to identify how 
you will evaluate the impact of these changes. For 
example, if you want to improve the timeliness with 
which complaints are responded to you should set 
specific targets and time frames. Similarly, if you want 
to assess the extent to which you are capturing both 
verbal and written complaints then you establish a 
system to track this. If you want to see whether more 
service improvements can result from complaints you 
will need to track this.

Indicators of service quality
As outlined in the DHS Quality Framework for Disability 
Services in Victoria (2007b), an indicator of service 
quality describes a measurable element of practice 
which may be used to assess whether an organisational 
practice is consistent with a person centred approach to 
complaints management.

In assessing practice against each area, disability 
service providers should identify and record evidence 
across all aspects of the service practice including:
• Documentation – policies and procedures
• Systems and processes
• Executive Leadership Group
• Staff knowledge
• What consumers say about the complaints system
• What staff say about the complaints system
• Observable practice.

In assessing your organisation’s approach to service 
improvements as a result of complaints handling, areas 
for improvement should be identified and action plans 
developed. It is important to recognise that quality 
services are continually changing as they identify new 
and better ways of providing a service.

For example, if your organisation has specified that a 
particular element of your complaints system is 
partially addressed (rating 2 or 3: see below), record 
the details. Actions plans should then be formulated to 
ensure the service addresses the areas requiring 
improvement, allocates a responsible officer and has 
reporting requirements and timeframes. A sample 
response is provided as an example of how the self 
audit may be used.

How to use this framework

Remember, an organisational self-assessment is 
designed to provide your organisation with information 
on how to improve its service. It is important as part of 
this process to be able to identify existing good practice 
and successes so that these can be built upon. As 
improvement is always possible, even where a service 
assesses itself as meeting the indicator, further 
improvement measures may be considered.

High

Impact

Low

Low Effort

‘Quick Wins’

‘Fill Ins’

‘Major Projects’

‘Thankless Tasks’

High
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We will discuss later how you can approach the tasks 
through a continuous improvement process involving the 
steps of ‘plan, do, study, and act’. (Refer Figure 7. below.) 

Rating the level of quality achieved for an 
indicator

Once you have identified and cited evidence to support 
your response to an indicator you need to decide the 
level of quality using the four level rating scale outlined 
in Figure 6 below. Note: this rating scale is consistent 
with that used in the DHS Quality Framework.

Where the rating for any indicator in the matrix is 1 or 
2, the service meets the indicator. If the rating is 3 or 4, 
then the service should be assessed as not currently 
meeting that indicator.

If there is insufficient information to provide a rating 
then the (i) symbol can be used provisionally to denote 
the need to obtain further information to be able to 
finalise the assessment and give a rating. Make sure 
you confirm all such ratings before you finalise the 
self-assessment and if you are unable to cite evidence 
then the rating should be a 3 or 4.

Figure 6: Rating scale for self audit
Rating 1 – Practice is consistent and meets the 
indicator
Rating 2 – Practice meets the indicator but is not 
always consistent 
Rating 3 – Practice is consistent but does not 
meet the indicator
Rating 4 – Practice does not meet the indicator 
and is not consistent

Requirement
It is important to get different perspectives on your 
complaints system and how well it is working. 
Make sure you get the perspectives of service 
users, families and staff as this will provide a 
comprehensive picture of the strengths of the 
current system and areas requiring further 
development/improvement.

Collecting evidence 
When collecting evidence against the indicators, focus 
on what your service actually does in relation to each 
indicator, and then determine how you can demon-
strate that. As you work through the indicators, you 
will find some are prescriptive, while others lend 
themselves to a broader range of examples.

The strength of the evidence and how it may be 
demonstrated in practice is more important than the 
number of examples you use. For example, you may 
start by recording as evidence a document that relates to 
a specific procedure. Evidence should then be collected 
that verifies objectively the implementation of the 
procedure. This may involve talking to staff to ascertain 
their understanding of the procedure, watching the 
procedure in action, or reviewing the experience of 
support users in the implementation of the procedure. 

Evidence of a System
Evidence is not concerned with volume but with being 
able to demonstrate that a system is in place to 
support and maintain the activity described. 

Documentation is considered to be ‘the gold standard’ 
evidence of performance, although observation can 
confirm conclusions reached from assessing other types 
of evidence and can add knowledge about the nature 
of actual practice. (i.e. that practice follows the 
documented procedures)

Strong evidence is the existence of a coherent set of 
documents and records of implementation that relate to 
each element. A small number of documents representing 
a coherent system are weighted more heavily than 
multiple isolated documents and records.

In the context of a Plan, Do, Study, Act approach or 
continuous improvement cycle (as shown in Figure 7), the 
Essential level is primarily concerned with the deployment 
of policies and legislation and the existence of systems 
to ensure that operational requirements are met.

There should be a document trail that provides evidence 
of what is to be done, how it is to be done, and who 
does it, and records exist that describe the action being 
carried out as set out (refer to figure 8 on next page).  

(“5.1 Organisational self-assessment” in Understanding the Quality Framework for Disability Services in Victoria, 2007b)

Figure 7: 
Continuous 
improvement 
cycle Plan 

Do 
Study 
Act

Developmental level

Organisational  
learning level

Essential level

Approach

Results

Improve Deploy
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Critical characteristics of evidence
As set out in Figure 8, there are four critical characteristics 
of evidence proposed: 

Critical characteristics of evidence
Valid
This relates to the relevance of evidence. It must 
assess what it claims to assess and be relevant to 
the activity to which it is attributed and demonstrate 
the performance of that activity.

Sufficient
This relates to the amount of evidence. There must 
be enough evidence to satisfy that the activity is in 
fact performed. If, for example, there is insufficient 
explicit documentary evidence, it may be necessary 
to refer to implicit sources of evidence, such as 
observations or interviews.

Current
This refers to the currency of the evidence. The 
reliability of the evidence is greater the more recent 
it is and therefore the more accurately it will reflect 
current processes, practices and behaviours.

Authentic
The evidence must relate to the performance and 
results of the specific service being assessed and 
not to another related service or to a wider 
organisation of which the service of which that 
being assessed is only a part.

(Service Excellence Framework Validation Team Process 
Guidelines and Practice Notes DHS Operations Division, 
Regional Operations Performance Branch, Quality Unit, 2006)

Introduction to the self audit
The following pages provide a template against which 
you can assess the various aspects of your existing 
complaints handling system. This will help you to 
identify areas of strength as well as potential areas for 
improvement. This should help to inform any overall 
improvement plans being developed by your 
organisation. 

The hardcopy of the self audit is provided here for 
your information and for ease of completion can 
be downloaded at www.odsc.vic.gov.au

Figure 8: Critical characteristics 
of evidence

Evidence
Valid 

Sufficient 
Current 

Authentic

Who is to  
do it?

What is to 
be done?

Records? How is it 
done?



Ex
am

pl
e 

of
 r

es
po

ns
e 

to
 p

er
so

n 
ce

nt
re

d 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

ci
pl

e
Cr

ite
ria

A
ss

es
sm

en
t 

In
di

ca
to

r 
1,

 2
, 3

, 4
W

ha
t 

ev
id

en
ce

 
su

pp
or

ts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r 
im

pr
ov

em
en

t
A

ct
io

n 
pl

an
 (W

ho
, w

ha
t 

&
 

w
he

n)

A
cc

es
si

bl
e

An
 o

rg
an

isa
tio

n 
de

m
on

-
st

ra
te

s 
co

m
m

itm
en

t t
o 

an
 

ef
fe

ct
ive

 c
om

pl
ai

nt
s 

ha
nd

lin
g 

sy
st

em
 th

ro
ug

h 
m

ak
in

g 
it 

ea
sy

 to
 a

cc
es

s.

Yo
u 

ha
ve

 w
rit

te
n 

po
lic

y 
an

d 
pr

oc
ed

ur
es

 to
 

su
pp

or
t y

ou
r c

om
pl

ai
nt

s 
ha

nd
lin

g 
sy

st
em

.

Sa
m

pl
e 

Re
sp

on
se

 

2

Sa
m

pl
e 

Re
sp

on
se

Co
m

pl
ai

nt
s 

Ha
nd

lin
g 

Po
lic

y

En
do

rs
ed

 o
n 

1 
Ju

ly
 2

01
1

Sa
m

pl
e 

Re
sp

on
se

N
ee

d 
to

 e
ns

ur
e 

po
lic

y 
re

vi
ew

ed
 in

 2
01

2.

Sa
m

pl
e 

Re
sp

on
se

Re
vi

ew
 p

ol
icy

Jo
hn

 G
re

en
 to

 c
oo

rd
in

at
e 

re
vi

ew
 

to
 b

e 
co

m
pl

et
ed

 b
y 

3 
Se

pt
em

be
r 

20
12

Yo
ur

 p
ol

icy
 is

 p
ub

lis
he

d 
an

d 
pe

op
le 

ca
n 

re
ad

ily
 

ac
ce

ss
 y

ou
r c

om
pl

ai
nt

s 
po

lic
y.

 

4
Po

lic
y 

is 
on

ly
 a

va
ila

bl
e 

to
 

st
af

f.
Re

vi
ew

ed
 p

ol
icy

 n
ee

ds
 to

 
be

 p
la

ce
d 

on
 w

eb
sit

e 
an

d 
m

or
e 

av
ai

la
bl

e 
to

 s
er

vi
ce

 
us

er
s.

Jo
hn

 G
re

en
 to

 p
ro

vi
de

 re
vi

se
d 

po
lic

y 
to

 J
an

e 
Sm

ith
, w

eb
sit

e 
co

or
di

na
to

r, 
fo

r i
nc

lu
sio

n 
on

 
w

eb
sit

e 
by

 S
ep

te
m

be
r 2

01
2.

 
Se

rv
ice

 u
se

rs
 to

 b
e 

m
ad

e 
aw

ar
e 

of
 th

e 
po

lic
y 

an
d 

ho
w

 to
  

ac
ce

ss
 it

.

Re
sp

on
si

ve
Yo

ur
 s

ys
te

m
 is

 s
uf

fic
ien

tly
 

re
so

ur
ce

d 
w

ith
 a

pp
ro

pr
i-

at
ely

 tr
ai

ne
d 

st
af

f w
ho

 
ar

e 
em

po
w

er
ed

 to
 h

an
dl

e 
co

m
pl

ai
nt

s.

1
Un

cle
ar

 fr
om

 in
fo

rm
at

io
n 

pr
ov

id
ed

 a
s 

to
 w

he
th

er
 

st
af

f a
re

 a
pp

ro
pr

ia
te

ly
 

tra
in

ed
 a

nd
 e

m
po

w
er

ed
 

to
 h

an
dl

e 
co

m
pl

ai
nt

s.

Cl
ar

ify
 w

ha
t t

ra
in

in
g 

an
d 

su
pp

or
t i

s 
pr

ov
id

ed
 to

 
st

af
f a

nd
 w

he
th

er
 n

ee
d 

to
 s

ee
k 

DS
C 

as
sis

ta
nc

e 
in

 
pr

ov
id

in
g 

fu
rth

er
 

tra
in

in
g.

Jo
hn

 G
re

en
 to

 in
ve

st
ig

at
e 

w
ha

t i
s 

cu
rre

nt
ly

 p
ro

vi
de

d 
to

 s
ta

ff 
by

 
Se

pt
em

be
r 2

01
2

 R
ef

er
 to

 4
.6

.1
. f

or
 a

n 
ex

pl
an

at
io

n 
of

 th
e 

pr
in

cip
les

 o
f n

at
ur

al
 ju

st
ice

.

40	 Good practice guide and self audit tool



Accessible

A
cc

es
si
bl

e



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

1.
 A

cc
es

sib
le

A 
co

m
pl

ai
nt

 h
an

dl
in

g 
sy

ste
m

 sh
ou

ld
 b

e 
op

en
 a

nd
 a

va
ila

bl
e 

to
 a

ll.

1.
1.

 C
on

cis
e 

Po
lic

y 
St

at
em

en
t

Yo
u 

ha
ve

 a
 s

ho
rt 

su
m

m
ar

y 
pa

ra
gr

ap
h 

th
at

 s
ta

te
s 

th
e 

im
po

r-
ta

nc
e 

of
 fe

ed
ba

ck
/c

om
pl

ai
nt

s 
to

 y
ou

 in
clu

di
ng

:
(a

) S
ta

te
m

en
t o

f p
rin

cip
le

(b
) R

ec
og

ni
tio

n 
of

 th
e 

ca
pa

cit
y 

to
 fa

il
(c)

 W
ha

t y
ou

 a
re

 g
oi

ng
 to

 d
o

(d
) H

ow
 y

ou
 a

re
 g

oi
ng

 to
 d

o 
it 

(e
) W

hy
 y

ou
 th

in
k 

it 
is 

im
po

rta
nt

(f )
 S

ig
ne

d 
by

 th
e 

CE
O

/o
rg

an
isa

tio
n 

m
an

ag
er

.
Th

is 
po

lic
y 

st
at

em
en

t s
ho

ul
d 

be
 e

as
ily

 u
nd

er
st

oo
d 

by
 c

lie
nt

s 
an

d 
fa

m
ily

 a
nd

 c
ou

ld
 in

clu
de

 s
uc

h 
th

in
gs

 a
s 

th
e 

rig
ht

 to
 

co
nfi

de
nt

ia
lit

y,
 ri

gh
t t

o 
ha

ve
 s

up
po

rt 
in

 m
ak

in
g 

a 
co

m
pl

ai
nt

 
an

d 
th

e 
rig

ht
 to

 b
e 

pr
ot

ec
te

d 
fro

m
 re

tri
bu

tio
n

1.
2.

 C
lea

r p
ol

icy
 

 

Yo
ur

 w
rit

te
n 

po
lic

y 
cle

ar
ly

 e
xp

la
in

s 
to

 s
er

vi
ce

 u
se

rs
 y

ou
r 

st
ra

te
gi

c 
in

te
nt

- t
he

 k
ey

 p
rin

cip
les

 th
at

 u
nd

er
pi

n 
yo

ur
 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t s

ys
te

m
. 

Th
e 

po
lic

y 
sh

ou
ld

 e
xp

an
d 

on
 w

ha
t t

he
 p

ol
icy

 s
ta

te
m

en
t 

m
en

tio
ns

. I
t c

ou
ld

 in
clu

de
:

(a
) �a

 c
om

m
itm

en
t b

y 
yo

ur
 o

rg
an

isa
tio

n 
to

 th
e 

im
po

rta
nc

e 
of

 
co

m
pl

ai
nt

s 
w

he
th

er
 th

ey
 a

re
 m

ad
e 

ve
rb

al
ly

 o
r i

n 
w

rit
in

g 
(b

) �r
ec

og
ni

se
 th

e 
im

po
rta

nc
e 

of
 c

om
pl

ai
nt

s 
to

 q
ua

lit
y 

an
d 

co
nt

in
uo

us
 im

pr
ov

em
en

t 
(c)

 �th
at

 p
eo

pl
e 

w
ill 

no
t b

e 
ad

ve
rs

ely
 tr

ea
te

d 
sh

ou
ld

 th
ey

 m
ak

e 
a 

co
m

pl
ai

nt
(d

) �t
he

 ri
gh

t t
o 

co
m

pl
ai

n 
w

ill 
be

 m
ad

e 
vi

sib
le 

an
d 

ac
ce

ss
ib

le,
 

an
d 

th
at

 p
ar

t o
f t

hi
s 

m
ay

 b
e 

th
at

 p
eo

pl
e 

m
ay

 b
e 

ab
le 

to
 

ac
ce

ss
 s

up
po

rt 
to

 m
ak

e 
a 

co
m

pl
ai

nt
 

(e
) �t

ha
t y

ou
 w

ill 
se

ek
 to

 b
e 

re
sp

on
siv

e 
in

 s
ee

ki
ng

 to
 re

so
lve

 
co

m
pl

ai
nt

s 
in

 a
 ti

m
ely

 w
ay

. 

	 Good practice guide and self audit tool	 41



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

1.
 A

cc
es

sib
le

A 
co

m
pl

ai
nt

 h
an

dl
in

g 
sy

ste
m

 sh
ou

ld
 b

e 
op

en
 a

nd
 a

va
ila

bl
e 

to
 a

ll.

1.
3.

 C
lea

r 
pr

oc
ed

ur
es

Yo
ur

 p
ro

ce
du

re
s 

id
en

tif
y 

th
e 

st
ep

s 
ne

ed
ed

 to
 h

an
dl

e 
co

m
pl

ai
nt

s. 
Th

e 
pr

oc
ed

ur
es

 s
ho

ul
d 

ex
pl

ai
n 

ho
w

 th
e 

pr
in

cip
les

 c
on

ta
in

ed
 in

 
th

e 
po

lic
y 

st
at

em
en

t a
nd

 p
ol

icy
 w

ill 
be

 p
ut

 in
to

 p
ra

ct
ice

. T
he

 
do

cu
m

en
t s

ho
ul

d 
cle

ar
ly

 e
xp

la
in

:
(a

) �w
ha

t t
o 

do
 w

he
n 

re
ce

iv
in

g 
a 

co
m

pl
ai

nt
, a

nd
 m

ak
e 

cle
ar

 
st

af
f r

es
po

ns
ib

ilit
ies

 a
t t

he
 d

iff
er

en
t l

ev
els

 
(b

) �t
he

 a
pp

ro
ac

h 
to

 ta
ke

 w
he

n 
a 

co
m

pl
ai

nt
 in

vo
lve

s 
sa

fe
ty

 
co

nc
er

ns
 fo

r s
er

vi
ce

 u
se

rs
 o

r o
th

er
s 

(c)
 �re

co
rd

in
g 

re
qu

ire
m

en
ts

 a
nd

 re
sp

on
se

 ti
m

e 
fra

m
es

 
(d

) �g
ive

 s
ta

ff 
di

re
ct

io
n 

on
 w

ha
t t

o 
do

 w
he

n 
in

ve
st

ig
at

in
g 

a 
co

m
pl

ai
nt

, i
nc

lu
di

ng
 a

dh
er

in
g 

to
 th

e 
pr

in
cip

les
 o

f n
at

ur
al

 
ju

sti
ce

 
(e

) �h
ow

 c
on

fid
en

tia
l i

nf
or

m
at

io
n 

w
ill 

be
 h

an
dl

ed
 w

ith
in

 th
e 

se
rv

ice
. 

1.
4.

 S
pe

cifi
c 

to
 

co
m

pl
ai

nt
s f

ro
m

 
se

rv
ice

 u
se

rs
 

 

Th
e 

pr
oc

ed
ur

e 
fo

r h
an

dl
in

g 
co

m
pl

ai
nt

s 
fro

m
 s

er
vi

ce
 u

se
rs

 is
 

se
pa

ra
te

 to
 th

e 
gr

iev
an

ce
 p

ro
ce

ss
 fo

r s
ta

ff 
co

m
pl

ai
nt

s.
W

hi
lst

 th
e 

pr
in

cip
le

s 
un

de
rly

in
g 

th
e 

ap
pr

oa
ch

 to
 h

an
dl

in
g 

sta
ff 

gr
ie

va
nc

es
 m

ay
 b

e 
sim

ila
r t

o 
ha

nd
lin

g 
co

m
pl

ai
nt

s 
fro

m
 s

er
vic

e 
us

er
s 

it 
is 

im
po

rta
nt

 to
 k

ee
p 

th
es

e 
tw

o 
pr

oc
es

se
s 

se
pa

ra
te

. T
he

re
 

ar
e 

di
ffe

re
nt

 la
w

s 
an

d 
as

so
cia

te
d 

ob
lig

at
io

ns
 re

la
tin

g 
to

 h
an

dl
in

g 
sta

ff 
gr

ie
va

nc
es

, s
uc

h 
as

 o
cc

up
at

io
na

l h
ea

lth
 a

nd
 s

af
et

y,
 a

nd
 if

 
th

es
e 

re
qu

ire
m

en
ts

 a
re

 in
clu

de
d 

in
 th

e 
pr

oc
ed

ur
e 

fo
r h

an
dl

in
g 

co
m

pl
ai

nt
s 

fro
m

 s
er

vic
e 

us
er

s 
it 

ca
n 

be
 p

ot
en

tia
lly

 q
ui

te
 

co
nf

us
in

g.
 

42	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

1.
 A

cc
es

sib
le

A 
co

m
pl

ai
nt

 h
an

dl
in

g 
sy

ste
m

 sh
ou

ld
 b

e 
op

en
 a

nd
 a

va
ila

bl
e 

to
 a

ll.

1.
5.

 C
om

m
- 

un
ica

tio
n

Yo
u 

w
id

ely
 co

m
m

un
ica

te
 y

ou
r c

om
m

itm
en

t t
o 

co
m

pl
ai

nt
 h

an
dl

in
g 

to
 s

er
vi

ce
 u

se
rs

, i
nc

lu
di

ng
: a

 g
en

er
al

 in
fo

rm
at

io
n 

pa
ck

ag
e,

 
br

oc
hu

re
s, 

po
st

er
s, 

sig
na

ge
 a

nd
 in

fo
rm

at
io

n 
on

 th
e 

w
eb

sit
e 

th
at

 e
xp

la
in

 h
ow

 p
eo

pl
e 

ca
n 

pr
ov

id
e 

fe
ed

ba
ck

 to
 th

e 
se

rv
ice

.
Yo

u 
in

fo
rm

 s
er

vi
ce

 u
se

rs
 o

f a
ny

 c
ha

ng
es

 m
ad

e 
to

 y
ou

r 
se

rv
ic

es
 a

s 
a 

re
su

lt 
of

 th
ei

r f
ee

db
ac

k 
or

 c
om

pl
ai

nt
.

Th
is 

sh
ou

ld
 e

xp
la

in
 th

at
 b

ot
h 

ve
rb

al
 a

nd
 w

rit
te

n 
fe

ed
ba

ck
 is

  
en

co
ur

ag
ed

 a
nd

 th
at

 a
 c

om
pl

ai
nt

 is
 c

on
sid

er
ed

 to
 b

e 
an

y 
ex

pr
es

sio
n 

of
 d

iss
at

isf
ac

tio
n.

 T
hi

s 
in

fo
rm

at
io

n 
is 

av
ai

la
bl

e 
th

ro
ug

ho
ut

 th
e 

or
ga

ni
sa

tio
n 

at
 k

ey
 s

er
vic

e 
ac

ce
ss

 p
oi

nt
s 

an
d 

cir
cu

la
te

d 
re

gu
la

rly
. 

1.
6.

 P
ro

vi
sio

n 
of

 
in

fo
rm

at
io

n 

 

Yo
u 

en
co

ur
ag

e 
se

rv
ic

e 
us

er
s 

to
 c

om
pl

ai
n 

an
d 

yo
u 

ha
ve

 
m

ad
e 

it 
ea

sy
 fo

r t
he

m
 to

 d
o 

so
.

Yo
u 

pr
ov

id
e 

in
fo

rm
at

io
n 

th
at

 is
 c

lea
r a

nd
 e

as
y 

to
 u

nd
er

st
an

d 
on

 w
he

n,
 w

he
re

 a
nd

 h
ow

 to
 m

ak
e 

a 
co

m
pl

ai
nt

. 
Th

e 
in

fo
rm

at
io

n 
sh

ou
ld

 b
e 

m
ad

e 
av

ai
la

bl
e 

in
 a

pp
ro

pr
ia

te
 

fo
rm

at
s 

ha
vi

ng
 a

pp
ro

pr
ia

te
 re

ga
rd

 to
 a

bi
lit

y 
an

d 
cu

ltu
ra

l 
id

en
tit

y.
 T

hi
s 

in
fo

rm
at

io
n 

sh
ou

ld
 e

xp
la

in
:

(a
)	�

rig
ht

s 
an

d 
re

sp
on

sib
ilit

ies
 o

f c
lie

nt
s 

an
d 

st
af

f i
n 

re
la

tio
n 

to
 

co
m

pl
ai

nt
s

(b
)	

w
ho

 to
 d

ire
ct

 c
om

pl
ai

nt
s 

to
(c)

	p
ro

ce
ss

es
 fo

r l
od

gi
ng

 a
nd

 m
an

ag
in

g 
co

m
pl

ai
nt

s
(d

)	�
st

ep
s 

an
d 

tim
ef

ra
m

es
 in

 a
ss

es
sin

g 
an

d 
re

so
lv

in
g 

co
m

-
pl

ai
nt

s 
an

d 
di

sp
ut

es
(e

)	
in

te
rn

al
 a

nd
 e

xt
er

na
l a

ve
nu

es
 fo

r m
ak

in
g 

a 
co

m
pl

ai
nt

(f )
	p

ro
ce

ss
 fo

r r
ev

iew
 o

f d
ec

isi
on

s 
an

d 
m

ec
ha

ni
sm

s 
fo

r a
pp

ea
l

(g
)	

re
co

rd
in

g 
an

d 
re

po
rti

ng
 o

f c
om

pl
ai

nt
s. 

	 Good practice guide and self audit tool	 43



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

1.
 A

cc
es

sib
le

A 
co

m
pl

ai
nt

 h
an

dl
in

g 
sy

ste
m

 sh
ou

ld
 b

e 
op

en
 a

nd
 a

va
ila

bl
e 

to
 a

ll.

1.
7.

 C
om

pl
ai

nt
s 

pr
oc

es
s

Th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s 

is 
ea

sy
, e

ffe
ct

ive
, e

ffi
cie

nt
 a

nd
 fl

ex
ib

le,
 

wi
th

 m
ult

ipl
e 

ac
ce

ss
 a

nd
 re

fe
rra

l p
oin

ts 
th

at
 a

re
 a

cti
ve

ly 
pr

om
ot

ed
.

1.
8.

 S
up

po
rt

 

Yo
u 

su
pp

or
t p

eo
pl

e 
w

ith
 a

 d
isa

bi
lit

y 
to

:
(a

)	
ra

ise
 a

ny
 c

on
ce

rn
s 

th
ey

 h
av

e 
ab

ou
t t

he
 s

er
vi

ce
 p

ro
vi

de
r

(b
)	�

ha
ve

 is
su

es
 re

so
lve

d 
re

ga
rd

in
g 

as
pe

ct
s 

of
 th

e 
se

rv
ice

 w
ith

 
w

hi
ch

 th
ey

 a
re

 d
iss

at
isfi

ed
(c)

	�u
nd

er
st

an
d 

th
e 

Hu
m

an
 R

ig
ht

s 
Ch

ar
te

r a
nd

 h
ow

 (i
f a

t a
ll)

 
it 

m
ay

 a
pp

ly
 in

 th
is 

sit
ua

tio
n

(d
)	�

ac
ce

ss
 a

dv
oc

ac
y 

or
 o

th
er

 in
de

pe
nd

en
t s

up
po

rts
 to

 a
ss

ist
 

w
ith

 m
ak

in
g 

a 
co

m
pl

ai
nt

1.
9.

 T
ra

ns
la

tin
g 

an
d 

in
te

rp
re

tin
g

St
af

f h
av

e 
ac

ce
ss

 to
 tr

an
sla

tio
n 

an
d 

in
te

rp
re

te
r s

er
vi

ce
s 

to
 

su
pp

or
t p

eo
pl

e 
w

ith
 a

 d
isa

bi
lit

y.

1.1
0.

 S
ta

ff 
ed

uc
at

io
n,

 tr
ai

ni
ng

 
an

d 
su

pp
or

t

Al
l s

ta
ff 

kn
ow

 a
nd

 u
nd

er
st

an
d 

yo
ur

 c
om

pl
ai

nt
s 

po
lic

ies
 a

nd
 

pr
oc

ed
ur

es
. I

nf
or

m
at

io
n 

an
d 

on
go

in
g 

tra
in

in
g 

is 
pr

ov
id

ed
 to

 
ne

w
 a

nd
 e

xis
tin

g 
sta

ff,
 to

 e
ns

ur
e 

th
ey

 h
av

e 
th

e 
ne

ce
ss

ar
y 

sk
ills

 
an

d 
kn

ow
led

ge
 to

 b
e 

ab
le 

to
 re

sp
on

d 
po

sit
ive

ly
 a

nd
 e

ffe
ct

ive
ly

 
to

 c
om

pl
ai

nt
s. 

Yo
ur

 tr
ai

ni
ng

 p
ro

gr
am

 fo
r s

ta
ff 

in
clu

de
s: 

(a
)	

ac
tiv

e 
lis

te
ni

ng
 s

ki
lls

(b
)	

cu
st

om
er

 s
er

vi
ce

(c)
	a

ck
no

w
led

gi
ng

 m
ist

ak
es

 a
nd

 p
ro

vi
di

ng
 a

po
lo

gi
es

(d
)	

ha
nd

lin
g 

cr
iti

cis
m

 a
nd

 m
an

ag
in

g 
co

nfl
ict

(e
)	

pr
ob

lem
 s

ol
vi

ng
(f )

	i
nv

es
tig

at
in

g 
co

m
pl

ai
nt

s
(g

)	�
re

sp
on

di
ng

 to
 d

iffi
cu

lt 
be

ha
vi

ou
rs

 in
 o

rd
er

 to
 e

ffe
ct

ive
ly

 
id

en
tif

y 
un

de
rly

in
g 

iss
ue

s 
or

 c
on

ce
rn

s
(h

)	
w

rit
in

g 
in

 p
la

in
 E

ng
lis

h,
 a

nd
(i)

	
st

re
ss

 m
an

ag
em

en
t.

44	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

1.
 A

cc
es

sib
le

A 
co

m
pl

ai
nt

 h
an

dl
in

g 
sy

ste
m

 sh
ou

ld
 b

e 
op

en
 a

nd
 a

va
ila

bl
e 

to
 a

ll.

1.
11

. N
o 

ad
ve

rs
e 

co
ns

eq
ue

nc
es

 fo
r 

co
m

pl
ai

na
nt

s

Se
rv

ice
 u

se
rs

 d
o 

no
t e

xp
er

ien
ce

 re
tri

bu
tio

n 
fo

r c
om

pl
ai

ni
ng

.
Yo

u 
m

ak
e 

it 
cle

ar
 in

 y
ou

r p
ol

icy
, p

ro
ce

du
re

s 
an

d 
cli

en
t 

in
fo

rm
at

io
n 

th
at

 n
ot

 o
nl

y 
ar

e 
co

m
pl

ai
nt

s 
en

co
ur

ag
ed

, b
ut

 a
ny

 
at

te
m

pt
 to

 tr
ea

t a
 s

er
vi

ce
 u

se
r w

ho
 h

as
 c

om
pl

ai
ne

d 
in

 a
n 

ad
ve

rs
e 

w
ay

 w
ill 

no
t b

e 
to

ler
at

ed
. 

1.
12

. C
os

t

 

Th
er

e 
ar

e 
no

 fe
es

 o
r c

ha
rg

es
 in

vo
lve

d 
in

 m
ak

in
g 

a 
co

m
pl

ai
nt

. 

	 Good practice guide and self audit tool	 45



46	 Good practice guide and self audit tool



Person centred

Pe
rs

on
 c

en
tr
ed



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

2.
 P

er
so

n 
Ce

nt
re

d
Th

e 
pr

oc
es

s 
us

ed
 to

 re
sp

on
d 

to
 c

om
pl

ai
nt

s 
en

su
re

s 
th

e 
vo

ice
 

of
 th

e 
pe

rs
on

 w
ith

 a
 d

isa
bi

lit
y 

is 
he

ar
d 

an
d 

th
eir

 p
er

sp
ec

tiv
e 

co
ns

id
er

ed
 in

 h
ow

 th
e 

m
at

te
r i

s 
re

so
lve

d

2.
1.

 B
al

an
ce

 o
f 

im
po

rta
nt

 to
 a

nd
 

im
po

rta
nt

 fo
r

 

Th
e 

as
se

ss
m

en
t a

nd
 in

ve
st

ig
at

io
n 

of
 c

om
pl

ai
nt

s 
se

ek
s 

to
 

id
en

tif
y 

w
ha

t i
s 

im
po

rta
nt

 to
 a

nd
 w

ha
t i

s 
im

po
rta

nt
 fo

r t
he

 
pe

rs
on

 w
ith

 a
 d

isa
bi

lit
y,

 in
 d

et
er

m
in

in
g 

an
 a

pp
ro

pr
ia

te
 

re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
.

(R
ef

er
 to

 C
ha

pt
er

 8
 o

f t
he

 g
ui

de
 fo

r a
n 

ex
pl

an
at

io
n 

of
 th

e 
di

ffe
re

nc
e 

be
tw

ee
n 

im
po

rta
nt

 to
 a

nd
 im

po
rta

nt
 fo

r).

2.
2.

 R
es

pe
ct

Pe
op

le 
ar

e 
tre

at
ed

 re
sp

ec
tfu

lly
, c

ou
rte

ou
sly

 a
nd

 s
en

sit
ive

ly
.

2.
3.

 C
on

fid
en

tia
lit

y 
an

d 
Pr

iva
cy

Th
e 

co
m

pla
ina

nt
’s 

rig
ht

 to
 co

nfi
de

nt
ial

ity
 a

nd
 p

riv
ac

y 
is 

pr
ot

ec
te

d 
th

ro
ug

ho
ut

 th
e 

co
m

pla
int

 h
an

dl
ing

 p
ro

ce
ss

, i
n 

ac
co

rd
an

ce
 w

ith
 

pr
ov

isi
on

s o
f t

he
 In

fo
rm

at
io

n 
Pr

iva
cy

 A
ct

 2
00

0 
an

d 
th

e 
He

al
th

 
Re

co
rd

s 
Ac

t 2
00

1.

Th
is 

m
ea

ns
 th

at
 in

fo
rm

at
io

n 
ga

th
er

ed
 d

ur
in

g 
th

e 
co

m
pl

ai
nt

 
pr

oc
es

s 
is 

pr
ot

ec
te

d 
an

d 
on

ly
 u

se
d 

to
 re

so
lve

 th
e 

co
m

pl
ai

nt
 o

r 
ad

dr
es

s 
br

oa
de

r i
ss

ue
s 

ar
isi

ng
 fr

om
 th

e 
co

m
pl

ai
nt

, a
nd

 in
fo

rm
a-

tio
n 

is 
sh

ar
ed

 w
ith

 s
ta

ff 
on

 a
 n

ee
d 

to
 k

no
w

 b
as

is.
 T

hi
s 

in
clu

de
s 

en
su

rin
g 

th
e 

po
sit

ive
 o

ut
co

m
es

 a
ris

in
g 

fro
m

 c
om

pl
ai

nt
s 

re
ce

ive
d 

an
d 

ot
he

r s
ha

re
d 

le
ar

ni
ng

s 
ar

e 
co

m
m

un
ica

te
d 

in
 a

 w
ay

 th
at

 d
oe

s 
no

t i
de

nt
ify

 th
e 

co
m

pl
ai

na
nt

.

	 Good practice guide and self audit tool	 47



48	 Good practice guide and self audit tool



Responsive

Re
sp

on
si
ve



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

3.
 R

es
po

ns
iv

e 
Co

m
pl

ai
nt

s 
ar

e 
de

al
t w

ith
 in

 a
 ti

m
ely

 m
an

ne
r.

3.
1.

 T
im

eli
ne

ss

 

Co
m

m
un

ica
tio

n 
fro

m
 th

e 
pe

rs
on

 is
 re

sp
on

de
d 

to
 p

ro
m

pt
ly

 in
 

an
 o

pe
n 

w
ay

 w
hi

ch
 is

 re
sp

on
siv

e 
to

 th
eir

 n
ee

ds
.

3.
2.

 O
ut

co
m

e
Yo

u 
se

ek
 in

fo
rm

at
io

n 
fro

m
 th

e 
pe

rs
on

 a
bo

ut
 w

ha
t t

he
y 

w
ou

ld
 

lik
e 

to
 s

ee
 h

ap
pe

n 
or

 h
ow

 th
ey

 s
ee

 th
e 

co
m

pl
ai

nt
 b

ein
g 

re
so

lve
d.

3.
3.

 C
la

rifi
ca

tio
n

W
he

re
ve

r p
os

sib
le,

 th
e 

sta
ff 

m
em

be
r i

nv
es

tig
at

ing
 th

e 
co

m
pla

int
 

cla
rifi

es
 th

e 
iss

ue
s a

nd
 a

lle
ga

tio
ns

 th
ro

ug
h 

m
ee

tin
g 

di
re

ctl
y 

wi
th

 th
e 

pe
rso

n 
m

ak
ing

 th
e 

co
m

pla
int

.

3.
4.

 E
ar

ly
 

re
so

lu
tio

n 
Yo

ur
 g

ui
de

lin
es

 s
ug

ge
st

 e
ar

ly
 re

so
lu

tio
n 

th
ro

ug
h 

in
fo

rm
al

  
di

sc
us

sio
ns

, m
ed

ia
tio

n 
an

d/
or

 p
ro

vi
sio

n 
of

 a
n 

ap
ol

og
y 

w
he

re
 

ap
pr

op
ria

te
 a

s 
an

 in
iti

al
 p

ro
ce

ss
.

3.
5.

 O
ffe

rin
g 

so
m

et
hi

ng
 

W
he

re
 it

 is
 n

ot
 p

os
sib

le 
to

 p
ro

vi
de

 th
e 

co
m

pl
ai

na
nt

 w
ith

 w
ha

t 
th

ey
 w

an
t. 

Yo
u 

ta
ke

 re
as

on
ab

le 
st

ep
s 

to
 o

ffe
r t

he
 p

er
so

n 
so

m
et

hi
ng

. T
hi

s 
of

fe
r s

ho
ul

d 
be

 a
 w

ay
 o

f a
ck

no
w

led
gi

ng
 th

e 
im

pa
ct

 o
f t

he
 p

ro
bl

em
 o

n 
th

e 
co

m
pl

ai
na

nt
.

	 Good practice guide and self audit tool	 49



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

3.
 R

es
po

ns
iv

e
Co

m
pl

ai
nt

s 
ar

e 
de

al
t w

ith
 in

 a
 ti

m
ely

 m
an

ne
r.

3.
6.

1.
 S

ta
ff 

re
sp

on
sib

ilit
y

 

Co
m

pl
ai

nt
 h

an
dl

in
g 

is 
re

co
gn

ise
d 

as
 a

n 
in

te
gr

al
 p

ar
t o

f t
he

 
st

af
f r

ol
e 

an
d 

w
or

kl
oa

d 
an

d 
no

t a
n 

ex
tra

. 
Ea

ch
 le

ve
l i

n 
th

e 
or

ga
ni

sa
tio

n 
sh

ou
ld

 h
av

e 
as

 p
ar

t o
f t

he
ir 

 
re

sp
on

sib
ili

tie
s 

th
e 

pr
ov

isi
on

 o
f s

up
po

rt 
an

d 
on

go
in

g 
ed

uc
at

io
n 

to
 

sta
ff 

on
 h

an
dl

in
g 

co
m

pl
ai

nt
s 

ef
fe

ct
ive

ly
.

3.
6.

2.
 ‘I

t’s
 O

K 
to

 
co

m
pl

ai
n!

’ c
ul

tu
re

Th
e 

or
ga

ni
sa

tio
n 

pr
om

ot
es

 a
 c

ul
tu

re
 o

f r
ec

ep
tiv

en
es

s 
as

 p
ar

t 
of

 g
oo

d 
hu

m
an

 s
er

vi
ce

 p
ra

ct
ice

. C
om

pl
ai

nt
s 

ar
e 

se
en

 a
s 

an
 

im
po

rta
nt

 w
ay

 to
 im

pr
ov

e 
th

e 
qu

al
ity

 o
f t

he
 s

er
vi

ce
.  

St
af

f s
ho

ul
d 

fe
el

 c
om

fo
rta

bl
e 

w
he

n 
th

ey
 n

ee
d 

to
 ra

ise
 c

om
pl

ai
nt

s 
m

ad
e 

by
 s

er
vic

e 
us

er
s 

w
ith

 th
ei

r m
an

ag
er

.

3.
6.

3.
 P

os
iti

ve
 

ap
pr

oa
ch

St
af

f h
av

e 
a 

po
sit

ive
 a

tti
tu

de
 to

wa
rd

s d
ea

lin
g 

wi
th

 co
m

pla
int

s. 

3.
6.

4.
 E

nc
ou

ra
gi

ng
 

fe
ed

ba
ck

St
af

f a
re

 e
nc

ou
ra

ge
d 

to
 m

ak
e 

su
gg

es
tio

ns
 a

nd
 id

en
tif

y 
pr

ob
lem

s 
ev

en
 if

 a
 c

om
pl

ai
nt

 is
 n

ot
 m

ad
e.

 T
he

re
 is

 a
 s

ys
te

m
 in

 
pl

ac
e 

fo
r s

ta
ff 

to
 re

po
rt 

co
nc

er
ns

 a
nd

 o
ffe

r f
ee

db
ac

k.

3.
6.

5.
 A

ss
es

sin
g 

pe
rfo

rm
an

ce
 

In
 s

ta
ff 

pe
rfo

rm
an

ce
 re

vi
ew

s 
th

e 
m

an
ag

er
 d

isc
us

se
s 

co
m

pl
ai

nt
 

ha
nd

lin
g.

50	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

3.
 R

es
po

ns
iv

e
Co

m
pl

ai
nt

s 
ar

e 
de

al
t w

ith
 in

 a
 ti

m
ely

 m
an

ne
r.

3.
6.

6.
 S

ta
ff 

re
co

gn
iti

on

 

Yo
u 

ap
pr

ec
ia

te
 a

nd
 re

co
gn

ise
 th

os
e 

st
af

f w
ho

 a
nt

ici
pa

te
 a

nd
 

re
so

lve
 c

om
pl

ai
nt

s. 

3.
6.

7.
 C

on
tin

ui
ty

Th
er

e 
is 

co
nt

in
ui

ty
 o

f s
ta

ff 
de

al
in

g 
w

ith
 th

e 
co

m
pl

ai
nt

.
On

e 
sta

ff 
m

em
be

r i
s 

re
sp

on
sib

le
 fo

r t
he

 c
on

du
ct

 o
f t

he
 in

ve
sti

ga
-

tio
n 

an
d 

es
ta

bl
ish

in
g 

a 
fra

m
ew

or
k 

fo
r a

ny
 in

ve
sti

ga
tio

n.

	 Good practice guide and self audit tool	 51



52	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
 

Yo
ur

 p
ro

ce
ss

 fo
r r

es
ol

vi
ng

 c
om

pl
ai

nt
s 

is 
cle

ar
ly

 o
ut

lin
ed

 s
o 

th
at

 p
eo

pl
e 

kn
ow

 w
ha

t t
o 

ex
pe

ct
.

4.
1.

 C
lea

r 
tim

eli
ne

s

 

Yo
ur

 c
om

pl
ai

nt
s 

ha
nd

lin
g 

sy
st

em
 is

 e
as

y 
to

 u
se

 a
nd

 a
llo

w
s 

yo
u 

to
 re

co
rd

, t
ra

ck
 a

nd
 re

po
rt 

co
m

pl
ai

nt
s 

to
 e

ns
ur

e 
co

m
pl

i-
an

ce
 w

ith
 s

pe
cifi

ed
 c

om
pl

ai
nt

 h
an

dl
in

g 
tim

eli
ne

s.

4.
1.

1.
 S

ta
ge

s 
of

 
a 

co
m

pl
ai

nt
Fo

r t
ho

se
 c

om
pl

ai
nt

s 
th

at
 c

an
no

t b
e 

de
al

t w
ith

 im
m

ed
ia

te
ly

, 
yo

ur
 o

rg
an

isa
tio

n 
ha

s 
re

as
on

ab
le 

ta
rg

et
 ti

m
eli

ne
s 

fo
r t

he
 

st
ag

es
 o

f t
he

 c
om

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s 

an
d 

m
ak

es
 th

e 
pe

rs
on

 a
w

ar
e 

of
 th

es
e 

st
an

da
rd

s.

4.
1.

2.
 S

ys
te

m
 to

 
en

su
re

 ti
m

ely
 

re
sp

on
se

Yo
u,

 h
av

e 
a 

sy
ste

m
 to

 a
ler

t s
ta

ff 
an

d 
m

an
ag

er
s t

o 
ke

y 
po

int
s i

n 
th

e 
co

m
pla

int
s p

ro
ce

ss
 to

 h
elp

 m
ee

t t
ar

ge
t t

im
eli

ne
s f

or
 co

m
pla

int
s.

4.
1.

3.
 M

ee
tin

g 
tim

eli
ne

s
Yo

ur
 ta

rg
et

 ti
m

eli
ne

s 
ar

e 
m

on
ito

re
d,

 re
po

rte
d 

an
d 

ge
ne

ra
lly

 
m

et
.

4.
2.

 O
ng

oi
ng

 
co

m
m

un
ica

tio
n

Yo
u 

ke
ep

 th
e 

pe
rs

on
 in

fo
rm

ed
 a

t a
ll 

st
ag

es
 o

f t
he

 p
ro

gr
es

s 
of

 
th

eir
 c

om
pl

ai
nt

. 

Th
is 

in
clu

de
s 

m
on

ito
rin

g 
th

e 
pr

og
re

ss
 o

f c
om

pl
ai

nt
s 

an
d 

ad
vis

in
g 

th
e 

pe
rs

on
 o

f e
xt

en
sio

ns
 o

f t
im

es
 a

nd
 re

as
on

s 
fo

r e
xt

en
sio

ns
.

	 Good practice guide and self audit tool	 53



Accountable

A
cc

ou
nt

ab
le



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
3.

 R
em

ed
y 

im
pl

em
en

ta
tio

n
Re

m
ed

ies
 a

re
 im

pl
em

en
te

d 
as

 s
oo

n 
as

 p
os

sib
le 

af
te

r a
 m

at
te

r 
ha

s 
be

en
 re

so
lve

d.

4.
4.

 E
xt

en
de

d 
ap

pl
ica

tio
n

In
 c

as
es

 w
he

re
 a

 re
m

ed
y 

is 
pr

ov
id

ed
 to

 a
 c

om
pl

ai
na

nt
, a

ct
ive

 
st

ep
s 

ar
e 

ta
ke

n 
by

 y
ou

 to
 id

en
tif

y 
ot

he
r p

eo
pl

e 
sim

ila
rly

 
af

fe
ct

ed
 a

nd
 to

 p
ro

vi
de

 th
em

 w
ith

 th
e 

re
m

ed
y,

 e
ve

n 
if 

th
ey

 
ha

ve
 n

ot
 m

ad
e 

a 
co

m
pl

ai
nt

.

4.
4.

1.
 C

on
sis

te
nt

 
ap

pl
ica

tio
n 

of
 

re
m

ed
ies

Th
e 

re
m

ed
ies

 o
ffe

re
d 

to
 p

eo
ple

 w
ith

 si
m

ila
r i

ss
ue

s a
re

 co
ns

ist
en

t. 
 

W
he

re
 fe

w
 c

om
pl

ai
nt

s 
ha

ve
 b

ee
n 

re
ce

ive
d,

 y
ou

 w
ou

ld
 n

ee
d 

to
 b

e 
cle

ar
 in

 y
ou

r a
pp

ro
ac

h 
as

 to
 h

ow
 y

ou
 w

ou
ld

 e
ns

ur
e 

th
at

 th
is 

oc
cu

rs
.

4.
4.

2.
 M

on
ito

rin
g 

ou
tc

om
es

Th
e 

im
pl

em
en

ta
tio

n 
of

 re
m

ed
ies

 is
 m

on
ito

re
d,

 re
po

rte
d 

an
d 

re
vi

ew
ed

 to
 e

ns
ur

e 
 o

ut
co

m
es

 a
re

 a
pp

ro
pr

ia
te

 a
nd

 s
er

vi
ce

  
im

pr
ov

em
en

ts
 a

re
 m

ad
e

4.
5.

 E
xt

er
na

l 
co

m
pl

ai
nt

s 
au

th
or

iti
es

Yo
u 

re
fe

r c
om

pl
ai

na
nt

s 
to

 a
n 

ap
pr

op
ria

te
 e

xt
er

na
l c

om
pl

ai
nt

s 
au

th
or

ity
, s

uc
h 

as
 th

e 
Di

sa
bi

lit
y 

Se
rv

ice
s 

Co
m

m
iss

io
ne

r, 
w

he
n 

co
m

pl
ai

nt
s 

in
vo

lve
 a

 c
on

fli
ct

 o
f i

nt
er

es
t o

r r
em

ai
n 

un
re

so
lve

d,
 

an
d 

yo
u 

in
fo

rm
 c

lie
nt

s 
of

 th
eir

 ri
gh

ts
 o

f e
xt

er
na

l i
nv

es
tig

at
io

n 
an

d 
re

vi
ew

.

54	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
6.

 In
ve

st
ig

at
io

n

 

Th
e 

pe
rs

on
 in

ve
st

ig
at

in
g 

th
e 

co
m

pl
ai

nt
 a

ct
s 

re
as

on
ab

ly
, 

ob
jec

tiv
ely

 a
nd

 in
 g

oo
d 

fa
ith

, w
ith

 e
ac

h 
co

m
pl

ai
nt

 in
ve

st
i-

ga
te

d 
on

 it
s 

ow
n 

m
er

it.

4.
6.

1.
 N

at
ur

al
 

ju
st

ice
Yo

u 
ad

op
t a

n 
ap

pr
oa

ch
 to

 th
e 

ha
nd

lin
g,

 m
an

ag
em

en
t a

nd
 

re
so

lu
tio

n 
of

 c
om

pl
ai

nt
s 

an
d 

gr
iev

an
ce

s 
th

at
 is

 u
nd

er
pi

nn
ed

 
by

 n
at

ur
al

 ju
st

ice
 p

rin
cip

les
. 

Th
is 

m
ea

ns
 m

ak
in

g 
su

re
 th

at
 p

eo
pl

e 
ar

e:
(a

) h
ea

rd
(b

) t
ha

t a
ny

 c
on

fli
ct

 o
f i

nt
er

es
t i

s 
av

oi
de

d.
 

(c
) �p

eo
pl

e 
lik

el
y 

to
 b

e 
ad

ve
rs

el
y 

af
fe

ct
ed

 b
y 

a 
de

cis
io

n 
or

 a
ct

io
n 

ar
e 

gi
ve

n 
re

as
on

ab
le

 o
pp

or
tu

ni
ty

 to
 c

om
m

en
t o

n 
th

e 
 

in
fo

rm
at

io
n 

or
 m

at
er

ia
l.

4.
6.

2.
 C

om
pl

ai
nt

s 
fil

e
Th

e 
pe

rso
n 

inv
es

tig
at

ing
 th

e 
co

m
pla

int
 m

ain
ta

ins
 a

 se
cu

re
, c

en
tra

l 
inv

es
tig

at
ion

 fi
le,

 d
oc

um
en

tin
g 

ea
ch

 st
ep

 o
f t

he
 in

ve
sti

ga
tio

n 
pr

oc
es

s a
nd

 a
ll c

om
m

un
ica

tio
ns

, a
nd

 co
m

ple
te

s a
 re

po
rt 

do
cu

m
en

t-
ing

 th
e 

inv
es

tig
at

ion
 fi

nd
ing

s. 
It 

m
ay

 a
lso

 b
e 

ap
pr

op
ria

te
 to

 p
lac

e 
th

is 
inf

or
m

at
ion

 o
n 

th
e 

cli
en

t fi
le.

 

4.
6.

3.
 M

an
ag

in
g 

co
m

pl
ai

nt
s

As
 p

ar
t o

f a
 q

ua
lit

y 
im

pr
ov

em
en

t p
ro

ce
ss

 y
ou

r g
ui

de
lin

es
 

re
qu

ire
 th

at
 e

ac
h 

co
m

pl
et

ed
 in

ve
st

ig
at

io
n 

is 
re

vi
ew

ed
, 

pr
ef

er
ab

ly
 b

y 
a 

pe
rs

on
 w

ho
 h

as
 n

ot
 b

ee
n 

in
vo

lve
d 

in
 th

e 
co

m
pl

ai
nt

 m
at

te
r, 

to
 id

en
tif

y 
im

pr
ov

em
en

ts
 in

 th
e 

in
ve

st
ig

a-
tio

n 
pr

oc
es

s. 

Th
is 

ev
al

ua
tio

n 
m

ay
 b

e 
in

fo
rm

al
 o

r f
or

m
al

 d
ep

en
di

ng
 o

n 
th

e 
na

tu
re

 a
nd

 c
om

pl
ex

ity
 o

f t
he

 in
ve

sti
ga

tio
n.

	 Good practice guide and self audit tool	 55



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
6.

4.
 R

ig
ht

 o
f 

re
pl

y

 

Yo
u 

al
lo

w
 p

er
so

ns
 o

r w
or

k 
gr

ou
ps

 a
bo

ut
 w

ho
m

 th
e 

co
m

pl
ai

nt
 

is 
m

ad
e 

th
e 

tim
e 

to
 p

ro
pe

rly
 in

ve
st

ig
at

e 
an

d 
re

sp
on

d 
to

 th
e 

co
m

pl
ai

nt
.

4.
7.

 C
on

fli
ct

 o
f 

in
te

re
st

St
af

f a
re

 a
w

ar
e 

of
 th

e 
re

lev
an

t c
od

e 
of

 c
on

du
ct

 re
qu

ire
m

en
ts

 
w

he
re

 a
 c

on
fli

ct
 o

f i
nt

er
es

t m
ay

 h
av

e 
be

en
 id

en
tifi

ed
 o

r i
s 

lik
ely

 to
 b

e 
pe

rc
eiv

ed
 b

y 
th

e 
pe

rs
on

.

4.
8 

De
cis

io
ns

Yo
u 

m
ak

e 
fa

ir,
 o

bje
cti

ve
 a

nd
 co

ns
ist

en
t d

ec
isi

on
s, 

ta
kin

g 
int

o 
ac

co
un

t a
ll r

ele
va

nt
 ci

rcu
m

sta
nc

es
 a

nd
 b

as
ed

 o
n 

re
lev

an
t f

ac
to

rs,
 

av
ail

ab
le 

ev
id

en
ce

 a
nd

 a
ut

ho
rit

at
ive

 cr
ite

ria
. 

4.
8.

1.
 R

ig
ht

 o
f 

re
pl

y
Yo

u 
in

fo
rm

 th
e 

pe
rs

on
 o

r w
or

k 
gr

ou
p 

ab
ou

t w
ho

m
 th

e 
co

m
pl

ai
nt

 is
 m

ad
e,

 o
f y

ou
r d

ec
isi

on
/s

 a
nd

 re
as

on
 fo

r t
he

 
de

cis
io

n/
s 

an
d,

 if
 n

ec
es

sa
ry

, i
nv

ite
 c

om
m

en
t.

4.
9.

Co
nfl

ict
 o

f 
in

te
re

st
Yo

u 
en

su
re

 th
at

 th
e 

pe
rs

on
 re

vi
ew

in
g 

th
e 

ap
pr

oa
ch

 to
 th

e 
 

co
m

pl
ai

nt
 h

as
 n

ot
 h

ad
 s

ig
ni

fic
an

t i
nv

ol
ve

m
en

t i
n 

th
e 

iss
ue

 
un

de
r r

ev
iew

 a
nd

 d
oe

s 
no

t h
av

e 
a 

pe
rs

on
al

 in
te

re
st

 in
 th

e 
ou

tc
om

e.

56	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
10

. T
ra

ns
pa

re
nc

y

 

Yo
u 

op
en

ly
 a

ck
no

w
led

ge
 a

re
as

 fo
r i

m
pr

ov
em

en
t a

nd
 a

po
lo

-
gi

se
, t

he
re

by
 in

cr
ea

sin
g 

co
nfi

de
nc

e 
an

d 
ac

co
un

ta
bi

lit
y.

4.
11

. R
ev

iew
s

Yo
u 

m
ak

e 
su

re
 th

e 
pe

rs
on

 b
rin

gi
ng

 a
 c

om
pl

ai
nt

 is
 in

fo
rm

ed
 o

f 
th

eir
 ri

gh
t t

o 
in

te
rn

al
 re

vi
ew

s 
of

 d
ec

isi
on

s 
an

d 
yo

u 
ad

vi
se

 o
n 

ho
w

 th
ey

 m
ay

 d
o 

th
is.

4.
11

.1
. 

Co
nfi

de
nt

ia
l 

re
vi

ew

Yo
u 

re
vie

w 
th

e 
co

m
pla

int
 co

nfi
de

nt
ial

ly 
if 

re
qu

es
te

d 
by

 th
e 

co
m

pla
ina

nt
 a

nd
 if

 th
is 

is 
ap

pr
op

ria
te

 in
 a

ll c
irc

um
sta

nc
es

.

4.
11

.2
. 

In
de

pe
nd

en
t 

re
vi

ew

Yo
u 

in
fo

rm
 c

om
pl

ai
na

nt
s 

th
at

 th
eir

 c
om

pl
ai

nt
 w

ill 
be

 re
vi

ew
ed

 
by

 a
 p

er
so

n 
w

ho
 h

as
 n

ot
 b

ee
n 

in
vo

lve
d 

in
 th

e 
co

m
pl

ai
nt

 
m

at
te

r, 
w

he
re

 p
os

sib
le.

4.
11

.3
. E

xt
er

na
l 

re
vi

ew
Yo

u 
in

fo
rm

 th
e 

pe
rs

on
 o

f f
ur

th
er

 a
ve

nu
es

 o
f r

ev
iew

 if
 th

ey
 a

re
 

no
t s

at
isfi

ed
 w

ith
 th

e 
ou

tc
om

e 
of

 th
e 

in
te

rn
al

 c
om

pl
ai

nt
 

pr
oc

es
s 

co
nd

uc
te

d 
by

 th
e 

or
ga

ni
sa

tio
n.

	 Good practice guide and self audit tool	 57



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
11

.4
. P

ro
m

ot
io

n 
of

 o
pt

io
ns

Yo
u 

re
gu

la
rly

 p
ub

lis
h 

in
fo

rm
at

io
n 

ab
ou

t a
 c

om
pl

ai
na

nt
’s 

rig
ht

 
to

 s
ee

k 
in

te
rn

al
 re

vi
ew

, e
xt

er
na

l r
ev

iew
 o

r r
ef

er
ra

l t
o 

an
ot

he
r 

bo
dy

.

4.
11

.5
. S

ta
ff 

su
pp

or
t t

o 
ac

ce
ss

 
ex

te
rn

al
 re

vi
ew

Yo
ur

 s
ta

ff 
un

de
rs

ta
nd

 th
e 

al
te

rn
at

ive
 a

ve
nu

es
 fo

r d
ea

lin
g 

w
ith

 
a 

co
m

pl
ai

nt
 a

nd
 a

dv
ise

 p
eo

pl
e 

of
 th

eir
 ri

gh
ts

 to
 ta

ke
 th

eir
 

co
m

pl
ai

nt
 to

 th
e 

Di
sa

bi
lit

y 
Se

rv
ice

s 
Co

m
m

iss
io

ne
r.

4.
12

. C
om

pl
ai

nt
s 

re
gi

st
er

 a
nd

 o
r 

se
rv

ice
 

im
pr

ov
em

en
t

Yo
u 

ha
ve

 a
 s

im
pl

e 
an

d 
ac

ce
ss

ib
le 

sy
st

em
 fo

r r
ec

or
di

ng
, 

tra
ck

in
g,

 m
on

ito
rin

g 
an

d 
re

sp
on

di
ng

 to
 c

om
pl

ai
nt

s, 
w

hi
ch

 a
lso

 
re

co
rd

s 
th

e 
ou

tc
om

es
. T

hi
s 

in
fo

rm
at

io
n 

is 
sy

st
em

at
ica

lly
 u

se
d 

to
 in

fo
rm

 s
er

vi
ce

 im
pr

ov
em

en
ts

.

4.
12

.1
. E

ss
en

tia
l 

in
fo

rm
at

io
n

Yo
u 

id
en

tif
y 

an
d 

re
co

rd
 e

ss
en

tia
l i

nf
or

m
at

io
n 

on
 a

ll 
co

m
pl

ai
nt

s, 
w

he
th

er
 th

ey
 b

e 
ve

rb
al

 o
r i

n 
w

rit
in

g:
(a

)	�
pe

rs
on

’s 
de

ta
ils

 in
clu

di
ng

: n
am

e 
ad

dr
es

s, 
co

nt
ac

t d
et

ai
ls,

 
ag

e,
 g

en
de

r, 
cu

ltu
ra

l i
de

nt
ity

, t
yp

e 
of

 d
isa

bi
lit

y
(b

)	�
iss

ue
 a

nd
 d

es
cr

ip
tio

n 
of

 c
om

pl
ai

nt
 in

clu
di

ng
 d

at
e 

 
co

m
pl

ai
nt

 re
ce

ive
d 

co
m

pl
ex

ity
 o

f c
om

pl
ai

nt
, a

nd
 fa

ct
or

s 
im

po
rta

nt
 to

 a
nd

 fo
r t

he
 s

er
vi

ce
 u

se
r.

(c)
	o

ut
co

m
e 

so
ug

ht
(d

)	
so

ur
ce

 o
f c

om
pl

ai
nt

(e
)	�

ac
tio

n 
ta

ke
n 

an
d 

ou
tc

om
e 

ac
hi

ev
ed

, c
at

eg
or

y 
an

d 
de

sc
rip

tio
n

(f )
	d

at
e 

clo
se

d 
an

d 
tim

e 
ta

ke
n

(g
)	

re
co

m
m

en
da

tio
ns

 fo
r s

er
vi

ce
 im

pr
ov

em
en

t.

58	 Good practice guide and self audit tool



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

4.
 A

cc
ou

nt
ab

le
Yo

ur
 p

ro
ce

ss
 fo

r r
es

ol
vi

ng
 c

om
pl

ai
nt

s 
is 

cle
ar

ly
 o

ut
lin

ed
 s

o 
th

at
 p

eo
pl

e 
kn

ow
 w

ha
t t

o 
ex

pe
ct

.

4.
12

.2
. D

at
a 

an
al

ys
is

Co
m

pl
ai

nt
s 

da
ta

 is
 c

ol
lec

te
d 

in
 s

uf
fic

ien
t d

et
ai

l t
o 

fa
cil

ita
te

 
co

m
pa

ris
on

s 
w

ith
 p

re
vi

ou
s 

pe
rio

ds
 a

nd
 id

en
tif

y 
sy

st
em

-w
id

e 
an

d 
re

cu
rr

in
g 

pa
tte

rn
s 

an
d 

tre
nd

s 
in

 c
om

pl
ai

nt
s.

4.
12

.3
. S

ta
tis

tic
s 

an
d 

sh
ar

ed
 

lea
rn

in
gs

In
fo

rm
at

io
n 

on
 tr

en
ds

 o
r a

gg
re

ga
te

d 
co

m
pl

ai
nt

s 
da

ta
 is

 m
ad

e 
pu

bl
icl

y 
av

ai
la

bl
e.

4.
12

.4
. S

ta
ff 

re
sp

on
sib

ilit
y 

fo
r 

da
ta

 c
ol

lec
tio

n

Yo
u 

ha
ve

 a
 m

em
be

r o
f s

ta
ff 

re
sp

on
sib

le 
fo

r e
ns

ur
in

g 
co

ns
ist

-
en

cy
, t

im
eli

ne
ss

 a
nd

 q
ua

lit
y 

in
 h

ow
 c

om
pl

ai
nt

s 
ar

e 
de

al
t w

ith
 

an
d 

da
ta

 c
ol

lec
te

d.

	 Good practice guide and self audit tool	 59



60	 Good practice guide and self audit tool



Excellence

Ex
ce

lle
nc

e



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

5.
 E

xc
el

le
nc

e 
Th

e 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
sy

st
em

 is
 p

ar
t o

f a
 q

ua
lit

y 
cu

ltu
re

 
w

hi
ch

 s
ee

s 
co

m
pl

ai
nt

s 
as

 a
n 

op
po

rtu
ni

ty
 fo

r i
m

pr
ov

em
en

t.

5.
1.

 R
ep

or
tin

g 
re

su
lts

 

W
he

re
 a

pp
ro

pr
ia

te
 y

ou
 re

po
rt 

th
e 

re
su

lts
 o

f y
ou

r c
om

pl
ai

nt
s 

ha
nd

lin
g 

sy
st

em
 to

 c
om

pl
ai

na
nt

s, 
or

ga
ni

sa
tio

na
l s

ta
ff 

an
d 

ex
ec

ut
ive

 le
ad

er
sh

ip
 g

ro
up

. 
Th

is 
sh

ou
ld

 ra
ise

 a
w

ar
en

es
s 

of
 th

e 
co

m
pl

ai
nt

 h
an

dl
in

g 
pr

oc
es

s 
an

d 
ho

w
 c

om
pl

ai
nt

s 
co

nt
rib

ut
e 

to
 s

er
vic

e 
im

pr
ov

em
en

t.

5.
2.

 C
on

tin
uo

us
 

im
pr

ov
em

en
t

Yo
u 

ge
ne

ra
te

 re
gu

la
r r

ep
or

ts
 a

bo
ut

 th
e 

ef
fe

ct
ive

ne
ss

 o
f t

he
 

co
m

pl
ai

nt
 h

an
dl

in
g 

sy
st

em
 a

ga
in

st
 m

ea
su

ra
bl

e 
ob

jec
tiv

es
 a

nd
 

w
he

re
 a

pp
ro

pr
ia

te
 m

ak
e 

re
co

m
m

en
da

tio
ns

 fo
r i

m
pr

ov
em

en
ts

 
to

 s
er

vi
ce

 d
eli

ve
ry

. T
hi

s 
m

ay
 a

lso
 h

av
e 

im
pl

ica
tio

ns
 fo

r o
th

er
 

ar
ea

s 
su

ch
 a

s 
st

af
f d

ev
elo

pm
en

t.

5.
2.

1.
 

Co
m

pl
ai

nt
s 

da
ta

Ag
gr

eg
at

ed
 co

m
pla

int
s i

nf
or

m
at

ion
 is

 re
gu

lar
ly 

pr
ov

id
ed

 to
 th

os
e 

wh
o 

ca
n 

ta
ke

 o
pe

ra
tio

na
l a

nd
 p

oli
cy

 d
ec

isi
on

s o
n 

im
pr

ov
ing

 
se

rv
ice

. e
.g

. B
oa

rd
s o

f m
an

ag
em

en
t

5.
2.

2.
 R

eg
ul

ar
 

re
vi

ew
s

Yo
u 

co
nd

uc
t r

eg
ul

ar
 re

vi
ew

s 
of

 y
ou

r c
om

pl
ai

nt
s 

ha
nd

lin
g 

sy
st

em
, i

nc
lu

di
ng

 p
ol

icy
, p

ro
ce

du
re

s 
an

d 
gu

id
eli

ne
s, 

to
 

de
te

rm
in

e 
ho

w
 it

 is
 w

or
ki

ng
. 

Th
es

e 
re

vie
w

s 
in

clu
de

 s
ee

ki
ng

 th
e 

vie
w

s 
of

 a
ll 

sta
ke

ho
ld

er
s 

on
 

ho
w

 w
el

l t
he

 s
ys

te
m

 is
 o

pe
ra

tin
g 

an
d 

ho
w

 it
 c

ou
ld

 b
e 

im
pr

ov
ed

. 

5.
2.

3.
 Im

pl
em

en
t- 

at
io

n 
pl

an
Fo

llo
w

in
g 

ea
ch

 re
vi

ew
 a

n 
im

pl
em

en
ta

tio
n 

pl
an

 is
 d

ev
elo

pe
d,

 
id

en
tif

yi
ng

 w
ha

t a
ct

io
ns

 a
re

 to
 b

e 
ta

ke
n,

 b
y 

w
ho

m
 a

nd
 b

y 
w

he
n.

	 Good practice guide and self audit tool	 61



Pe
rs

on
 c

en
tr

ed
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

 s
el

f 
au

di
t 

Pr
in

cip
le

Cr
ite

ria
As

se
ss

m
en

t I
nd

ica
to

r 
1,

 2
, 3

, 4
W

ha
t s

up
po

rts
 y

ou
r 

as
se

ss
m

en
t?

Re
co

m
m

en
de

d 
ac

tio
ns

 
fo

r i
m

pr
ov

em
en

t
Ac

tio
n 

pl
an

 
(W

ho
, w

ha
t &

 w
he

n)

5.
 E

xc
el

le
nc

e
Th

e 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
sy

st
em

 is
 p

ar
t o

f a
 q

ua
lit

y 
cu

ltu
re

 
w

hi
ch

 s
ee

s 
co

m
pl

ai
nt

s 
as

 a
n 

op
po

rtu
ni

ty
 fo

r i
m

pr
ov

em
en

t.

5.
2.

4.
 A

ud
it 

an
d 

qu
al

ity
 c

he
ck

s

 

W
he

re
 p

os
sib

le 
yo

ur
 re

vi
ew

 p
ro

ce
ss

 in
clu

de
s 

an
 a

ud
it 

or
 

sa
m

pl
e 

in
ve

st
ig

at
io

n 
of

 fi
les

 to
 c

on
fir

m
 th

e 
ac

cu
ra

cy
 o

f 
in

fo
rm

at
io

n 
re

co
rd

ed
 o

n 
th

e 
co

m
pl

ai
nt

s 
sy

st
em

.

5.
2.

5.
 

O
rg

an
isa

tio
na

l 
pr

oc
es

s 
im

pr
ov

em
en

ts

Co
m

pl
ai

nt
s 

da
ta

 is
 re

ga
rd

ed
 a

s 
an

 im
po

rta
nt

 s
ou

rc
e 

of
 

in
fo

rm
at

io
n 

on
 s

er
vi

ce
 q

ua
lit

y 
an

d 
in

fo
rm

s 
sy

st
em

ic 
im

pr
ov

e-
m

en
t o

f o
rg

an
isa

tio
na

l p
ol

ici
es

 a
nd

 p
ro

ce
du

re
s.

5.
3.

 S
tra

te
gy

/ 
go

ve
rn

an
ce

Co
m

pl
ai

nt
s 

da
ta

 a
nd

 le
ar

ni
ng

s 
ar

e 
ta

ke
n 

in
to

 a
cc

ou
nt

 in
 

co
rp

or
at

e 
go

ve
rn

an
ce

 a
nd

 s
tra

te
gi

c 
pl

an
ni

ng
 p

ro
ce

ss
es

.

5.
4.

  
O

rg
an

isa
tio

na
l 

cu
ltu

re

Yo
u 

ha
ve

 a
 c

om
pl

ai
nt

s 
fri

en
dl

y 
cu

ltu
re

 w
hi

ch
 is

 g
ro

un
de

d 
in

 a
 

cle
ar

 u
nd

er
st

an
di

ng
 th

at
 th

e 
fu

tu
re

 o
f y

ou
r o

rg
an

isa
tio

n 
de

pe
nd

s 
on

 s
at

isfi
ed

 s
er

vi
ce

 u
se

rs
. 

Th
is 

m
ea

ns
 th

at
 p

eo
pl

e 
fe

el
 c

om
fo

rta
bl

e 
ra

isi
ng

 c
om

pl
ai

nt
s 

as
 

w
el

l a
s 

re
ce

ivi
ng

 th
em

 a
s 

sta
te

d 
in

 y
ou

r P
ol

icy
 S

ta
te

m
en

t.

5.
5.

 F
oll

ow
 u

p 
Yo

u 
fo

llo
w

 u
p 

w
ith

 c
om

pl
ai

na
nt

s 
on

 th
eir

 e
xp

er
ien

ce
 o

f y
ou

r 
co

m
pl

ai
nt

s 
pr

oc
es

s. 

62	 Good practice guide and self audit tool



	 Good practice guide and self audit tool	 63



64	 Good practice guide and self audit tool





Disability
Services
Commissioner




