COMPLAINT HANDLING PROCEDURE é)]:(é

for staff who receive a complaint or concern Caritas

AUSTRALIA

If you receive a complaint or concern:

The Complaints Focal Point will:

Stopline follows the same process (except for
anonymous complaints where they take extra
steps to protect anonymity).

: . Before an investigation l'
After an investigation l'

e Develop the Terms of Reference
e The Investigator provides report o Appoint Investigation Committee
to Investigation Committee e Appoint Investigator
e The Investigation Committee will e Conduct investigation
determine outcomes
e An action plan is developed
e Investigation Committee hands over
matter to relevant person

The Complaints Focal Point will:

Review the process @

Advise them:
li What lessons have we learned?

» What action was taken Update policies or procedures where
(If this can be shared) necessary
o That the matter is closed Prepare report if required including
 If they are unsatisfied with the outcome, recommendations
how to make an appeal (to CEO) or a
complaint (to ACFID)



