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CLIENT FEEDBACK AND COMPLAINTS POLICY 

 

Centacare Family Services is committed to ensuring clients are encouraged and supported to provide 

suggestions and feedback related to the service they receive. Clients are encouraged and supported 

to utilise the organisations complaints mechanism, without fear of requital, and have any issues 

resolved in a fair, consistent and timely manner. 

 

 

 

1. Definitions 

1.1 Complaint: A complaint involves an expression of dissatisfaction or a concern about a 

Centacare employee or a volunteer, or contractor, process, or service. It also includes 

concerns about organisational and cultural matters. Complaints are an opportunity to identify 

issues and act to improve the situation or relationship and drive a culture of continuous 

improvement. 

 

1.2 Feedback: Any opinion, comment, suggestion, compliment or expression of interest or 

concern made directly or indirectly about Centacare by a person or organisation where a 

response or resolution is not explicitly or implicitly expected or legally required. 

 

1.3 Complainant: A person, organisation or advocate making a complaint or providing feedback. 

 

1.4 Designated Persons: An impartial person who acts in a timely manner to investigate 

according to the Feedback and Complaints Management Standard Operating Procedure.   

 

1.5 Good Faith: A sincere intention to deal fairly with others without malice or the desire to harm 

others. 

 

1.6 Procedural Fairness: It is a basic right of all individuals to have a legitimate expectation that 

Centacare staff will follow these principles when decisions are made affecting their rights, 

interests or legitimate expectations. 

 

1.7 Resolution: A complaint is resolved when the issue raised has been dealt with in line with 

Centacare’s Management of Complaints Policy. The resolution may or may not be to the 

complainant’s satisfaction. 

 

2. Accessibility  

2.1 All clients will be advised of the grievance procedure upon acceptance to Centacare 

programmes. 

 

2.2 Material provided to clients will be in a user friendly (accessible) format, including publicly 

published on Centacare’s website, and available within waiting areas. 



 

Document Type: Policy Created Date: Feb 1999 Revised Date: June 2025 Page 2 | 3 

Version Number: 02 Next Review Date: 2027 Reviewed by: CEO  

 

 

3. Governing Principles of Complaint Management 

3.1 All parties are responsible for participating in the process in good faith and will be treated 

with respect, impartiality, dignity, privacy and confidentiality. Malicious or vexatious 

comments do not meet the good faith criterion. 

 

3.2 The principles of procedural fairness and timeliness will be applied. 

 

3.3 Investigations will be open and unbiased with all parties receiving a fair hearing. 

 

3.4 The wishes of the complainant will be considered if possible in the investigation. 

 

4. Period of Time 

4.1 Complaints may be received for up to twelve months after the triggering event has occurred.  

 

5. Conflict of Interest 

5.1 If a Conflict of Interest or perceived Conflict of Interest exists, the complaint will be 

investigated accordingly as outlined in the Conflict of Interest Policy, and may use an external 

agency. 

 

6. Legal Matters 

6.1 Any complaint which is about a potentially unlawful matter will be referred to an appropriate 

agency. 

 

7. Coverage 

7.1 This policy applies to all complaints received from clients or members of the public relating 

to Centacare services. 

 

7.2 This policy applies to all employees and volunteers of Centacare. 

 

8. Further Reporting 

8.1 Subject to the outcome of a complaint, Centacare may be required to provide the detail of 

the complaint, investigation, and outcome to our funding partners or regulatory bodies.  

 

9. Complaints Management Procedure 

9.1 The complainant should provide the complaint to the General Manager Administration 

admin@centacaregeraldton.org.au  

9.2 The complainant may contact Centacare through email, by phone, in writing, or in person. 

The Centacare website has the required contact information. 

 

9.3 If the person whose aggrieved is a child or not able to act on their own, then a parent/ carer 

or another person with the legal responsibility for them, may act on their behalf.  

 

9.4 The complainant can expect the complaint to be dealt with in a timely manner through 

having it entered into the Complaints Register and a person designated to deal with the 

complaint assigned.  

 

mailto:admin@centacaregeraldton.org.au
https://centacaregeraldton.org.au/concerns-and-complaints/
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9.5 The designated person will contact the complainant within 48 business hours, Monday – 

Friday, informing them of the process to be followed to investigate the complaint.  

 

9.6 The designated person will implement an investigation into the complaint, IAW Policy 02/08 

Section 5, and maintain contact with the complainant during this period to clarify or gather 

additional information.  

 

9.7 The complainant may contact the designated person, if required, regarding progress of the 

complaint, it’s investigation, and resolution.  

 

9.8 The designated person will inform the complainant the outcome of the investigation and 

processes to be implemented as a result. 

 

10. Process for Appeal 

10.1 If the complainant is not satisfied with the handling, investigation or processes used in 

investigating a complaint, they have the right to follow the appeals process. 

 

10.2 Appeals are to be directed to the CEO of Centacare through the General Manager 

Administration admin@centacaregeraldton.org.au, in writing, and clearly articulating; 

• the name of the designated person who handled the complaint; and 

• the handling, investigation or processes which they are dissatisfied with. 

 

10.3 Once a Complaint or Appeal is concluded, the process is finished and the results of the 

investigation and/or appeal will be implemented. No further appeals will be entered into. 

 

 

11. Related Policies and Procedures 

11.1 Policy 02/06 Disciplinary Proceedings 

11.2 Policy 02/08 Allegations of Misconduct 

11.3 Policy 02/15 Conflict of Interest 

11.4 Policy 03/10 Child Protection 

 

12. Related Forms 

12.1 Complaints, Compliments, and Feedback Form 
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