EXTERNAL COMPLAINTS POLICY

Policy number: 2.10 Version: 2024 V1
Owner: CEO Approval date: October 2024
INTRODUCTION

This policy relates to the way in which ASHM deals with complaints by:
e service users about its resources and services
e ASHM members
e other ASHM stakeholders.

This policy provides clear definitions and defines what constitutes a complaint and what does not.
This policy outlines the types of complaints that can be submitted including complaints about ASHM’s
conduct, programs, and/or services.

Where a complaint is made to ASHM concerning an employee or practice of another organisation, that
complaint will be conveyed to the CEO. The CEO will direct management of this complaint, usually by
referral to the entity that is the subject of the complaint.

PURPOSE

The purposes of this policy reflect that ASHM values constructive, critical feedback and/or complaints
regarding our activities, as they help us enhance our service delivery. It also:

e demonstrates that ASHM is capable of handling complaints effectively and transparently and
understands that this is crucial for maintaining accountability and trust with stakeholders.

e provides detail of ASHM'’s structured, systematic process for managing complaints, ensuring
consistency and fairness in addressing issues.

e outlines how complaints can be made, who will manage them, and what steps will be taken,
fostering trust and openness within ASHM and for our stakeholders.

e helps resolve issues effectively and efficiently, aiming to address and rectify concerns of
complainants in a timely manner.

e identifies areas for improvement by gathering feedback and learning from complaints, leading
to better practices and service provision.

e ensures the ASHM meets our legal and regulatory requirements regarding complaint handling,
which can help mitigate risks and avoid legal issues.

e By addressing grievances, this policy can improve client satisfaction and loyalty, demonstrating
a commitment to valuing and acting on feedback.
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SCOPE

All ASHM personnel (including governing body members, staff, volunteers, representatives,
contractors, visitors to projects and partners) are expected to comply with the principles and
reporting requirements specified in this policy.

This policy refers to complaints received from the public, agencies, providers, partners, and
stakeholders in Australia and overseas.

DEFINITIONS

Complaint means an expression of dissatisfaction made to ASHM, related to its resources or services,
or the complaint handling process itself, where a response or resolution is explicitly or implicitly
expected.

It is important to note that a negative comment about any aspect of ASHM services is not considered
a formal complaint unless the individual explicitly states it as such and adheres to the procedures
outlined in this policy. Informal negative comments, such as anonymous remarks on evaluation sheets
during training courses, do not qualify as complaints under this policy.

Complainant means a person, organisation, or its representative, making a complaint.
Enquiry means a request for information or an explanation.

Feedback means opinions, comments, suggestions, and expressions of interest in ASHM'’s resources or
services.

Stakeholder or interested party means a person, group or organisation having an interest in the
performance or success of ASHM.

POLICY

ASHM is committed to efficient and fair resolution of complaints by people about our Organisation at
all levels. ASHM acknowledges clients and stakeholders right to complain and we positively invite
feedback from clients and stakeholders about the resources and services we provide. We do this
through:

Accessibility

ASHM'’s External Complaints Policy is available on ASHM’s website. Additionally, we provide
guidelines about how to provide feedback or make a complaint in plain English including an easy to
complete form for the person wishing to provide feedback or make a complaint.

Complaints can be submitted (e.g., in writing, online, in person) as advised on our website.
Confidentiality

ASHM'’s External Complaints policy provides a safe and discrete point of contact for stakeholders in
Australia and countries where ASHM work is conducted, to raise concerns or complaints about our
Organisation.
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Fairness and Natural Justice

ASHM adheres to the principles of natural justice, ensuring that complaints are managed fairly and
impartially. This includes:

e Ensuring confidentiality and privacy for complainants
e Providing an opportunity for all parties involved to present their case.

Additionally, ASHM ensures that requirements for filing a complaint take into consideration the
needs of the most vulnerable and considers minority and disadvantaged stakeholders.

All complaints will be managed to ensure there is procedural fairness to all parties, there is no
conflict of interest by either party, there is no victimisation or retaliation, and confidentiality is
assured throughout the process.

Responsiveness

ASHM'’s complaints process is responsive. Key steps undertaken in the management of complaints
as they are received, include how a complaint is identified, confirming, and recording details of
complaints received, and expected responsiveness. (See aligned procedures attached).

People-focussed Approach

ASHM commits to providing appropriate assistance and referrals to survivors (e.g. providing
assistance to complainants might include medical, social, legal and financial assistance, or referrals
to such services.)

Non-retaliation assurance

A person who, in good faith, reports misconduct or suspected misconduct will not suffer
retaliation.

Transparency and Communication
ASHM ensure transparency in the complaints process by:

e Clearly communicating the roles and responsibilities of all parties involved in handling
complaints.

e Keeping the complainant informed about the progress and outcome of their complaint.
Child Protection and Prevention of Sexual Exploitation, Abuse and Harassment

All complaints concerning Child Protection and Prevention of Sexual Exploitation, Abuse and
Harassment must be reported immediately to the ASHM CEO and follow reporting guidelines
described in those policies.

It recognises:
¢ Gender equality
e Zero tolerance of inaction on incidents of SEA

e Victim/survivor centred responses.
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Complaints Management and Follow Up

In handling complaints, we will be fair to both the complainant and the service or person against
whom the complaint is made. Complainants will be treated courteously.

ASHM will endeavor to provide appropriate assistance and referrals to complainants/survivors which
may include referrals to medical, social, legal and/or financial assistance and supporting providers as
appropriate.

Training
ASHM commits to:

e providing an induction on complaints handling to all personnel and partners to ensure they
are equipped to understand and implement the policy, including expected standards of
providing ongoing and refresher training as needed for all personnel and partners on a
regular basis

e developing communications materials about complaints handling, expected staff
behaviours, and complaints processes for communities in appropriate language and media.

Monitoring and Review

ASHM has mechanisms for monitoring and reviewing the complaints process to ensure its
effectiveness and to make improvements where necessary (see flowchart in aligned procedure).

Documentation and Record Keeping

ASHM has a documentation and record-keeping system for complaints received, including the actions
taken and outcomes achieved. A documented investigation procedure, which stipulates that an
organisational record must be kept of all misconduct complaints, noting the ability to deidentify
complaints at the request of the complainant or survivor.

Commitment to Improvement

ASHM is committed to using complaints as a tool for continuous improvement, ensuring that lessons
learned from complaints are integrated into our practices and policies.

ASHM is a signatory to the Code of Conduct for Australian aid and development agencies, which is
administered by the Australian Council for International Development (ACFID). ASHM is committed to
full adherence to the ACFID Code of Conduct.

As an ACFID Code of Conduct signatory, ASHM complies with policies that include child protection,
non-development activity and conflict of interest.

RELATED POLICIES

2.09 Child Protection Policy
2.14 Whistleblower Policy
2.18 Prevention of Sexual Exploitation, Abuse and Harassment Policy
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http://www.acfid.asn.au/code-of-conduct/code-of-conduct
https://acfid.asn.au/
https://www.ashm.org.au/about/governance/policies/
https://www.ashm.org.au/about/governance/policies/

4.24 Staff Complaints and Grievance Policy
7.3.3 ACFID Quality Assurance (please refer to page 29 of this document).
https://acfid.asn.au/wp-content/uploads/2024/04/ACFID_QAF_2024 _V4_web_sml.pdf
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Language for more direct alignment with ACFID & DFAT requirements.
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PROCEDURE FOR MANAGING EXTERNAL COMPLAINTS

Procedure number: 2.10 Version: 2024v1
Responsible person: CEO Approval date: Oct 2024
PURPOSE AND SCOPE

This procedure outlines the process for managing external complaints received by ASHM, ensuring
compliance with legislation, the Australian Department of Foreign Affairs (DFAT) standards and
Australian Council for International Development’s (ACFID) Code of Conduct. It applies to all external
complaints received from stakeholders, including beneficiaries, partners, and the public.

OBJECTIVES

e To provide a clear and transparent process for addressing external complaints.
e To ensure complaints are handled fairly, promptly, and effectively.
e To comply with ACFID and DFAT standards for complaint management.

RESPONSIBILITIES

It is the responsibility of:
e the CEO to ensure that complaints are handled in accordance with this policy and procedure.
e all staff to ensure all complaints received are escalated and recorded.

PROCEDURES

Anyone, including participants in ASHM's projects overseas, with a complaint about ASHM resources
or services should make that complaint to the person immediately concerned.

e When dealing with an external complaint all staff are reminded that ASHM welcomes inputs
and feedback from all stakeholders.

e If a party or person external to ASHM wishes to make a complaint against an ASHM staff
member or volunteer, they should be directed to the ASHM Website at
https://ashm.org.au/?s=COMPLAINTS or to send an email (marked confidential) to
CEO@ashm.org.au or via through the following the ‘Contact Us’ link on the ASHM website.
www.ashm.org.au

e If the complaint is about the CEO the Chair of the Board should be contacted directly by email
at president@ashm.org.au

e Where the complainant has complained to the person immediately responsible and is not
satisfied with the outcome, they may take their complaint to a Division Manager. If at that point
they are still not satisfied, they may take their complaint to the CEO and then the Board.
Complaints to the Board must be in writing, addressed to the Chair, placed in a sealed enveloped
marked ‘confidential,” and posted to ASHM.

® Any complainant may approach a Division Manager for assistance in formulating and lodging a
complaint. Managers are expected to provide the appropriate assistance in a helpful and
impartial manner.

ashm.org.au

ASHM Health
Level 3, 160 Clarence Street, Sydney NSW 2000 T +61 02 8204 0700

ABN 48 264 545 457 CFN 17788


mailto:CEO@ashm.org.au
http://www.ashm.org.au/
mailto:president@ashm.org.au

EXTERNAL COMPLAINTS HANDLING FLOWCHART

Complaint Receipt

Acknowledgment

Complaint Assessment

Investigation Process
(in-house)

Investigation Process
(undertaken by an
external consultant)

continued over the page
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Start: Complaint received from stakeholder (e.g.,
community member, partner).

Method: Complaints can be submitted via email, phone,
or in person.

Action: The Complaints Officer acknowledge receipt of
the complaint within two working days.
Communication: The Complaints Officer informs the
complainant about the process and expected timelines.

Initial Review: The Complaints Officer will perform an
initial review to assess the nature and urgency of the
complaint. The Complaints Officer will consult the
CFOO to reach a decision about the categorisation of
the complaint and the speed with which the complaint
will be escalated to the SMT.

Categorisation: Complaints are categorised based on
severity, impact, and required action (e.g., minor,
moderate, severe).

Escalation: All complaints regardless of their nature
(seriousness or involving legal or ethical issues
including reporting to the National Anti Corruption
Commission and/or DFAT) are escalated to the CEO.
The CEO will decide whether the complaint
investigation needs to be undertaken by an external
consultant to avoid actual or perceived conflict of
interest, or if the complaint can be reviewed in-house
by the Complaints Officer.

Investigation: The Complaints Officer undertakes a
thorough and impartial investigation. This includes
gathering relevant information, interviewing involved
parties, and reviewing documents.

Documentation: All steps of the investigation are
documented, including findings and evidence.

Where the CEO has made the decision to engage an
external consultant to undertake an investigation about
the complaint, the Complaints Officer will facilitate this
process.
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Resolution

Decision: Based on the finding of the investigation, the
CEO will determine a resolution. This may involve
corrective actions, policy changes, or other measures to
address the complaint.

Notification: The complainant is informed of the
resolution within twenty business days of the complaint
acknowledgment. If more time is needed, the
complainant is updated on the progress.

Follow up

Monitoring: The implementation of the resolution is
monitored to ensure effectiveness by the Complaints
Officer who presents their report to the CEO for review.
Feedback: Feedback is sought from the complainant to
assess their satisfaction with the resolution process.

Records and Reporting

Record Keeping: All records related to the complaint,
investigation, and resolution are maintained for at least
5 years.

Reporting: Regular reports on complaints and
resolutions are prepared for internal review and to meet
ACFID and DFAT reporting requirements.

Review and
Improvement

Annual Review: The Complaints Management Procedure
is reviewed every 2 years to ensure its effectiveness and
alignment with ACFID and DFAT standards.

Continuous Improvement: Feedback and lessons learned
from complaints are used to improve policies,
procedures, and practices.

Confidentiality and
Protection

Confidentiality: All complaints and investigations are
handled confidentially to protect the privacy of the
complainant and involved parties.

Protection: Measures are in place to protect
complainants from retaliation or adverse consequences.

Contact Information
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Tel: +61 2 8204 0700
Email: CEO@ashm.org.au
Website: https://ashm.org.au/
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ASHM COMPLAINTS HANDLING PRINCIPLES

Complaints will be dealt with promptly.
All complaints will be logged and complainants will be contacted within two working days.

An organisational record will be kept of all misconduct complaints. Complaints on this record
can be de-identified at the request of the complainant or survivor.

Serious complaints should be immediately reported to your supervisor/manager who is to
report the matter to their Division Manager who will report the matter to the CEO immediately.

Where a complaint has been taken to a Division Manager, or the CEO, the relevant person or
persons will determine and implement the appropriate action.

The Senior Management Team (SMT)will consider complaints overall, to identify and rectify
systemic and recurring problems.

WORKING WITH PARTNERS

ASHM'’s partners may play a vital role in ensuring awareness of expected behaviours and
complaints mechanisms, managing the behaviours of their staff, and responding to complaints
or incidents. ASHM’s policy will be extended to our partners as required under the ACFID Code
of Conduct.

Complaints handling will be incorporated into ASHM partnership processes. This could include
reference to consultation with partners to develop shared understandings of expectations,
due diligence, or partner capacity assessment processes (as required under ACFID Code of
Conduct Compliance Indicator 5.1.2), the provision of training for partners, partner
agreements (as required under ACFID Code of Conduct Compliance Indicator 5.2.1) and
ongoing monitoring of their compliance.

ASHM will work with or support our partners to develop their own complaints handling policy
which is aligned with the requirements set out in the ACFID Code of Conduct.

COMPLAINTS TO EXTERNAL ORGANISATIONS

Where someone wants to complain about ASHM to an external organisation, advise them to check
our website prior and to see ASHM's own complaints handling process to ensure that internal
resolution options have been exhausted, as many external bodies require this as a first step.

If the complainant still wants to make a complaint, there are several options depending on the nature
of the complaint:

Australian Human Rights Commission (AHRC): If the complaint involves discrimination or breaches
of human rights, you can contact the AHRC. They investigate and resolve complaints related to
human rights violations across Australia. They can be contacted via their National Information Service
at 1300 656 419 or email infoservice@humanrights.gov.au.
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ACFID Code of Conduct Committee: If the complaint is about a breach of the ACFID Code of Conduct,
they can lodge a complaint with the ACFID Code of Conduct Committee. This is relevant if the issue
pertains to how ASHM adheres to the standards set by ACFID. The Committee handles complaints
independently and confidentially.

Australian Charities and Not-for-profits Commission (ACNC): For issues related to governance,
transparency, or compliance with charity laws, the ACNC can investigate complaints about registered
charities, including ASHM. They ensure that charities comply with their obligations under Australian
law.

Ombudsman Services: Depending on the nature of the complaint, the complainant might also
consider contacting the relevant state or federal ombudsman. For example, if the complaint involves
administrative issues or service delivery, the Ombudsman can provide guidance and investigate
complaints.

It is possible that ASHM could be regarded as a health service provider under NSW law, being a
provider of health education services in New South Wales (Health Care Complaints Act 1993 (NSW),
s4).

Where a health service affects the clinical management or care of an individual client in New South
Wales, a complaint may be made to the NSW Health Care Complaints Commission, (02) 9219 7444.

NSW Department of Fair Trading may also be contacted in the case of a complaint. Complaints can be
registered online at:

Make a complaint | NSW Fair Trading

A complaint may also be made by telephoning the Department on 13 32 20

As ASHM is a signatory to the ACFID Code of Conduct, complainants may also make a complaint
regarding an alleged breach of the ACFID Code to the ACFID Code of Conduct Committee. Refer to
the ACFID website for instructions

COMPLAINTS OUTSIDE OF THIS POLICY

Where a complaint is made to ASHM concerning an employee or practice of another organisation, that
complaint should be conveyed to the CEO. The CEO will direct management of this complaint, usually
by referral to the entity that is the subject of the complaint.
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