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policy
Queensland Meals on Wheels Limited will encourage volunteers to provide both positive and negative feedback on the meal service provided to ensure clients and carers receive the best possible service. Volunteers will be treated with respect for the time that they offer Queensland Meals on Wheels Limited.

rationale

All volunteers will be informed of their rights, including the right to complain, as well as the right to access the services of an Advocate of their choice or one suggested by Queensland Meals on Wheels Limited.
Queensland Meals on Wheels Limited will inform volunteers that they can expect a fair and timely response to the complaint and that the volunteer making a complaint will be treated in a confidential and non-discriminatory way. The Service Manager will provide the appropriate documentation to enable correct procedure to be followed. 

process

Service Manager and Kitchen Supervisors can deal with minor (informal) complaints as follows.

· Minor complaints are issues that are resolved at first point of contact, with all parties in agreement and satisfied with the outcome;
· At the initial volunteer induction by the Service Manager, the prospective volunteers are advised that they should direct any complaints directly to the Service Manager. They will ensure that all complaints, whether informal or not, are dealt with fairly, promptly, confidentially and without retribution. Minor complaints are resolved within 24 hours and major complaints are resolved within 21 days;
· On receipt of the complaint, the Service Manager will document the nature of the complaint into the feedback register. This register is to be kept in secure location; 

· All feedback whether major (formal) or minor (informal) must be dealt with in a fair and positive manner with confidentiality maintained throughout the process and not be discussed with other volunteers.
The State Manager of Queensland Meals on Wheels Limited must deal with (Major) complaints or advise volunteer’s referring the complaint to an outside agency, depending on the nature of the complaint. 

· A (major) complaint is an issue or occurrence that is not resolved at the first point of contact and needs further investigation;
· Where the complaint relates to the organisational policy or procedure, the matter is referred to the Chairperson of Queensland Meals on Wheels Limited;
· The State Manager/Chairperson will acknowledge the complaint in writing within 3 days of receipt of the complaint, investigate and resolve the problem within 21 days if possible;
· When investigating the complaint, the details and action taken by the State Manager/Chairperson will at all times be recorded in the feedback register;
· Feedback is to be given to the volunteer in writing;
· The Board is to be advised at the next monthly meeting of the Service Manager/Chairperson’s assessment evaluation and feedback to the volunteer;
· The Board will aim in a positive way to make any warranted improvement to policy and procedure as part of the decision-making process of the board if necessary;
· Process for ensuring confidentiality and non-discriminatory treatment should be followed.
Major (formal) complaints e.g. relating to the privacy of an individual:

· Secretary of the Board will acknowledge complaint, in writing within 3 days of receipt of complaint;
· The Secretary will notify the volunteer that they may refer this complaint to the Australian Privacy Commissioner’s Office for further investigation;
· On receipt of the complaint the Service Manager will document the nature of the complaint into the feedback register and inform the State Manager of the complaint;
· Complaints should be resolved within a 21-day time frame and volunteer be given written feedback;

· When investigating the complaint, the details and action taken by the State Manager/Chairperson will at all times be recorded in the feedback register; 

· Volunteers may access these feedback register on written request to Queensland Meals on Wheels Limited and view it at a mutually convenient time;
· All complaints whether formal (major) or informal (minor) must be undertaken in a fair and positive manner with confidentiality maintained throughout the process;
· In the event of a complaint between a volunteer and a client, Queensland Meals on Wheels Limited encourages early identification and open discussion of potential difficulties in an endeavour to alleviate major conflicts;
· In the event that a complaint between a volunteer and Queensland Meals on Wheels Limited Staff, volunteers are advised to speak to or write to the Service Manager who will deal with the complaint in the first instance, legal advice may need to be sought. If the complaint involves the Service Manager, it should be referred to the State Manager and if the complaint involves the State Manager, it should be referred to the Chairperson in the first instance;
· If the complaint concerns another Volunteer, the person/s affected by the decision should be fully informed of all facts against him/her;
· The Volunteer affected should have an opportunity to state their case and the decision maker should act fairly and without bias;
· In the event of an unresolved complaint between two parties, information on conflict resolution, mediation, counselling and advocacy services will be provided.


responsibility


Staff and volunteers will refer to this Policy for handling complaints.
All volunteers will be informed of:
· Their right to complain without retribution;
· That their complaint is welcomed as a means to improve the meal service;
· That a representative of the Meal Service will contact them about the complaint;
· That they will receive a response to their complaint within 24 hours (minor complaint);
· That they will receive a response to their complaint in writing, within 3 days (major complaint);
· That if the complaint is not satisfied with the response, that they have access to the Queensland Meals on Wheels Limited External Agencies such as an advocacy service of their choice;
· After finalisation of a complaint, the Service Manager will evaluate current procedures in service delivery if necessary and suggest to the State Manager that they consider modifying any procedures or policies where warranted;
· The feedback register is to be completed by Service Manager/ Kitchen Supervisors immediately a complaint is made, no matter how trivial or informal it may seem;
· With major complaints, the State Manager/Chairperson of Queensland Meals and Wheels Limited will determine if legal advice is to be sought, staff/volunteer counselled, or disciplinary action may be instigated;
· State/Service Manager will review complaints received and reported to the Board on areas of concern at the monthly meetings;
Queensland Meals on Wheels Limited are primarily accountable to the community for any activities undertaken in providing a meal service.
Standard reference

	Australian Aged Care Quality Standard:
	                                               Standard 7 Standard 8 b c


Policies and Procedures can be established or altered only by the Board. The responsibility for the implementation of this policy has been delegated to the State Manager.
Policies and Procedures can be established or altered only by the Board. The responsibility for the implementation of this policy has been delegated to the State Manager.
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