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Description Complaints about SAKGF activities and programs. To be read in 
conjunction with PRO-GOV-002 Complaints Management procedure. 

 

Take time to read, and fully understand the policy and related procedure, then 
complete the quiz contained in the procedure. 
 

1.0 Purpose 
The purpose of this policy is to outline the approach to responding to feedback 
including complaints regarding the activities and programs of the SAKGF. 

 
2.0 Scope 
This policy and related procedure apply to all Board Directors, employees, volunteers 
and contractors of the SAKGF. 

 
3.0 Definitions 
 

Term Definition 

Complaint An expression of dissatisfaction made to or about an 
organisation, related to its products, services, staff or the 
handling of a complaint, where a response or resolution is 
explicitly or implicitly expected or legally required. 

Compliment An expression of praise, encouragement or gratitude about a 
service that is funded, regulated or provided. It may be about an 
individual staff member, a team or a service.      
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4.0 Policy 
SAKGF is committed to listening and responding to feedback about the delivery and 
quality of our programs and activities. This includes receiving compliments and 
complaints from children and young people participating in our programs, our partner 
organisations, parents, families, and the broader community. 

SAKGF is committed to using this feedback to enhance our programs and activities and 
as part of our continuous improvement processes and our commitment to service 
excellence.  

SAKGF is also committed to ensuring a responsive, efficient, effective and fair 
complaint management process to resolve any issues in a timely and satisfactory 
manner. 

Our Complaints Management policy is based on the following principles. 

4.1 Visibility and accessibility 
Our complaints and feedback processes are visible and accessible via our 
website. Complaints may be made through the online contact form, via email, 
phone or mail. 

When complaints are received, information will also be provided about 
alternative complaint mechanisms, such as contacting the relevant funding 
body or government department. 

SAKGF will acknowledge all complaints within 3 to 5 business days. 

4.2 Responsiveness 
In being responsive to complaints, SAKGF will ensure that: 

• the rights of program participants will be supported and those with 
additional needs will be supported in making a complaint. 

• our employees and volunteers are trained in responding to complaints. 

• there is clarity about the process and that anyone making a complaint 
will be listened to respectfully and their complaint will be acknowledged; 
and 

• our employees managing the complaint will monitor timeframes for 
response and resolution and communicate outcomes to all parties 
concerned. 

The principles of natural justice must be applied to the resolution of all 
complaints made against employees (or volunteers). These require that 
employees: 

• have the right to be fully informed of all the details surrounding 
complaint made against them and if any of their rights are affected 
because of the complaint. 

• have the right to be provided with the opportunity to present their case 
and be heard. 
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• to be treated with respect, fairness and equity. 

• are to be given an opportunity to comment on the possible bias of any 
person involved with the process. 

• will not be victimised, harassed or discriminated against if they are the 
subject of a complaint, and are protected within the bounds of 
Commonwealth and state legislation against this treatment. 

All parties involved are subject to always maintaining confidentiality 
throughout the complaint’s resolution process. 

4.3 Assessment 
Our complaints management process will: 

• assess complaints for severity, safety, complexity, impact and the need 
for immediate action. 

• collect adequate and appropriate information. 

• protect the privacy and confidentiality of the information. 

• determine who and at what level the complaint should be dealt with; and 

• enable complaints to be considered independently, fairly and objectively. 

4.4 Feedback 
In responding to and providing feedback to the person/s who make a complaint, 
SAKGF employees managing the complaint will: 

• provide detail about the decisions made including what will be done to 
remedy the issue and who will be responsible for undertaking any 
actions required. 

• provide an apology if SAKGF has failed to meet program obligations and 
ensure this apology is sincere and accepts responsibility for what 
occurred and the impact. 

• ensure the complainant is aware of alternative complaint mechanisms; 
and  

• follow up with the complainant to ensure the outcome has been 
effective. 

4.5 Improvement focussed 
Throughout our complaints management process, SAKGF will focus on ways to 
make improvements to our programs and activities and how we manage and 
respond to complaints. In making these improvements we will take into 
consideration: 

• statutory or regulatory reporting requirements. 

• the training and professional development needs of employees and 
volunteers. 

• the timeliness and effectiveness of our complaint management process; 
and 
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• the nature and profile of complaints to ensure we effectively incorporate 
learning into service and program improvements. 

4.6 Service excellence 
In fulfilling our commitment to program and service excellence, SAKGF will: 

• create a positive and open culture in which complaints are welcomed as 
an opportunity to improve. 

• ensure that no one will be adversely affected because of making a 
complaint.  

• ensure that complaints and the way they are responded to will be 
regularly reviewed and evaluated to ensure our organisation and our 
employees and volunteers can embed learning into program 
improvement. 

• engage our Board Directors, employees and volunteers in training and 
professional development opportunities that are designed to promote 
continuous improvement. 

 
5.0 Roles and Responsibilities 

5.1 Board 
SAKGF Board Directors, individually and collectively will always: 

• provide leadership and support to the organisation to develop and 
maintain a culture that welcomed feedback and promotes continuous 
improvement. 

• support and direct the CEO about the implementation of this policy; and 

• lead any review of this policy and associated procedures with the 
support of the Risk and Governance Committee. 

5.2 CEO and Management 
The CEO and all managers are accountable for implementing this policy across 
the organisation. They must therefore: 

• demonstrate a commitment to open, responsive and effective complaints 
management process.  

• meet any required key performance indicators relating to complaints 
management. 

• provide regular reporting to the Risk and Governance Committee and 
the Board in relation to the management of complaints. 

• ensure the organisation meets all legal and regulatory requirements 
regarding any external reporting of complaints. 

5.3 All staff 
All employees and volunteers are expected to appropriately escalate 
complaints regarding SAKGF programs, activities and operations in accordance 
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with this policy. This includes undertaking regular training as directed by the 
CEO and management.  

 
6.0 Legislative and Regulatory Requirements 

• Charter of Human Rights and Responsibilities Act 2006 (Vic) 
• Child Wellbeing and Safety Act 2005 (Vic) 
• Children, Youth and Families Act 2005 (Vic) 

 
7.0 Related Policies and Procedures 

• Aboriginal and Torres Strait Islander cultural safety framework 
• Bullying, Harassment and Discrimination 
• Child Safety 
• Code of Conduct 
• Complaints Management procedure 
• Cyber Security 
• Diversity, Equity and Inclusion 
• End User 
• Fraud and Corruption Prevention 
• Grievance and Dispute Resolution 
• Incident Management 
• Mental Health and Wellbeing 
• Occupational, Health & Safety 
• Privacy 
• Recruitment and Screening 
• Responding to and Reporting Child Abuse 
• Social Media 
• Whistleblower 

 
8.0 Approval and Review 
This policy will be reviewed every two years and/or following a critical incident or 
serious complaint. 


