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SHARING PLACES INC
                 ….. creating opportunities together for adults with disabilities

	(Policy No: 3.4)

Complaints - Participants

Programs and Participants



Policy:

1.1
“Participant(s)” relates to a participant(s) or may include the participant’s family, guardian or advocates who are advocating on behalf of the participant.  Participants of Sharing Places are encouraged to use their inherent right to lodge complaints about any matter related to their participation within the service.  The complaints process ensures confidentiality for all parties concerned.

1.2
For the purpose of this document a complaint is considered to be something more serious than the day-to-day problems which arise in any organisation and which are normally resolved through informal channels.  The Committee of Management appreciates your assistance in resolving any concern or complaint as they arise, as continued good will and partnership amongst all stakeholders in Sharing Places will ensure a high quality service for the participants.

1.3
Sharing Places’ Complaints Policy is based on the principles of natural justice which include that:

· a person affected by a decision be fully informed of all the facts against them;


· a person affected by a decision is given the opportunity to be heard;


· the decision-maker acts fairly and without bias.

1.4
Any consequential action is to take place as soon as possible.

Procedure:

2.1
The complaint can be lodged in writing to the Executive Director or the President of the Management Committee.  The complaint will be accepted and formally acknowledged in writing by the Executive Director/President within 48 hours.  A Complaints Form will then be completed, with assistance, if required.  This form includes an outline of issues and is signed by the participant and/or their advocate/s.

2.2
In consultation with the person/s lodging the complaint, an assessment will be made as to whether the complaint can be dealt with at the organisational level, or forwarded to the ACT Human Rights Commissioner.  Information on the service offered from the ACT Human Rights Commission will be made available to the person lodging the complaint.
2.3
The person lodging the complaint has the right to approach the ACT Human Rights Commissioner at any stage throughout the process.


2.3.1
If agreement is reached to resolve the complaint at the organisational level, a meeting is arranged to identify the issues and desired outcomes and to develop an action plan that addresses the issue/s raised in the complaint.


2.3.2
If the participant lodging the complaint does not have access to an advocate, Sharing Places will contact an independent advocate from either ADACAS, Advocacy Action or some other independent complaint resolution body.


2.3.3
The outcomes will be recorded in writing and copies given to all parties concerned.  Confidentiality regarding the nature and outcome of the complaint will be on a “needs to know basis” and the complainant will be notified as to who else will be informed.


2.3.4
Participants are assured that the lodging of a complaint(s) by them and/or their advocates will not have any adverse affect on their placement and treatment within Sharing Places.


2.3.5
If the complaint can not be resolved at the organisational level, either party has the option to have the matter referred to and dealt with by the ACT Human Rights Commission – telephone number  02 62052222.
2.3.6
Members of the Management Committee and Employees of Sharing Places are obligated to inform the Executive Director and/or the President, of any complaint(s) raised, when approached directly by a participant, carer and/or advocate.


2.3.7
The Executive Director will maintain records and provide regular reports to the Management Committee on the number, type and outcome of complaints received.  All formal complaints received will be stored in a locked file, marked “confidential”.
2.3.8
Sharing Places will endeavour to resolve the complaint within 14 days.


2.3.9
All officially lodged complaints will be followed up after three months and feedback on the effectiveness of this Procedure is encouraged.

Responsibility:

Executive Director

Service Coordinators
Relevant Forms:

Complaints form
Related Policies:

· Rights and Responsibilities 

· Equity and Diversity 
· Privacy and Confidentiality 

· Disability Discrimination ACT 1992
· Service Provision Charter
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