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Legislation

e Privacy Act 1988 (Cth)

e Ombudsman Act 1976

Purpose & Scope:

The purpose of this policy is to establish a clear, accessible, fair and confidential
feedback and complaints management process that supports continuous improvement
in the quality and safety of The Men's Table's programs and services

This policy ensures that:

e Participants, their representatives, volunteers, staff and members of the public
can provide feedback, compliments, concerns or complaints without fear of
disadvantage or reprisal

e Complaints are managed in a timely, respectful and impartial manner

e Wherever appropriate, complaints are resolved at the service level and as close
as possible to the point at which they arise

e Feedback and complaints are used to strengthen organisational governance,
service quality and participant safety.
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Commitment to Feedback and Complaints Management
The Men's Table recognises that feedback and complaints are valuable opportunities to:
e Ensure alignment with the organisation’s vision, mission and values
e Identify, assess and address areas requiring improvement
e Review and enhance the safety and quality of program delivery
e Monitor and improve the performance of team members and volunteers.

The Men's Table promotes a culture in which feedback is welcomed and encouraged. All
members of the program team are expected to understand and be able to explain the
complaints resolution process.

Principles

The Men’s Table is committed to ensuring that its feedback and complaints processes
are:

e Accessible: Clearly communicated, easy to understand and simple to use

e Responsive: Complaints are acknowledged promptly and managed without
unnecessary delay

e Fair and Impartial: Matters are assessed objectively and without bias

e Confidential: Information is handled in accordance with applicable privacy
legislation and shared only on a legitimate need-to-know basis

e Safe: Individuals can provide feedback or make a complaint without fear of
victimisation or negative impact on their access to services.

Participants can expect that complaints will be acknowledged as soon as practicable and
addressed in a timely and respectful manner. The Men's Table will take reasonable
steps to ensure that individuals who provide feedback or make a complaint are not
disadvantaged and are able to continue accessing services.

Definitions:

Complaint - any written or verbal statement outlining a problem or concern involving
the organisation including its staff, the service they provide, or the terms of engagement
or contract with the organisation.

Feedback - information given by a program participant, stakeholder or community
member in relation to the program that may be in the form of a compliment, suggestion
or complaint.
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Compliment - an explicit expression of satisfaction or praise in relation to the program
or a team member working on behalf of the program.

Suggestion - a comment that indicates how the organisation could improve its service
delivery. It may be part of a compliment or complaint but may also be offered as
standalone information.

Complaint resolution - a complaint is resolved when both parties reach an agreement.
The parties will be informed, in writing, of the complaint agreement.

Vexatious grievances - where complainants use the complaint/grievance resolution
process without reasonable cause, the processes as outlined above will still be adhered
to. If complaints are malicious or vexatious and therefore not made in good faith, the
complainant may be referred to undertake counselling and/or other actions if
appropriate.

Corrective action - addressing an ongoing systemic issue to eliminate the root cause of
the problem to prevent recurrence.

Confidentiality - only people directly involved in the complaint as part of the nature of
the complaint or the resolution of it will have access to the information about the
complaint.

Delegations

Roles Responsibilities

Governing body
e.g. Board
*if applicable

e Review and monitor reports on all complaints to ensure
issues impacting service participant satisfaction and service
outcomes are being managed effectively

e Ensure organisational/program reputation is not placed at
risk

e Respond to complaints relating to the CEO and/or Board
members and to high level or escalated complaints from
program participants, program team members or
stakeholders or members of the public, as required.
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Management

Ensure complaints are tabled at the Board meetings, where
relevant

Receive feedback and complaints and ensure the
appropriate person resolves the complaint in a timely
manner and feedback is monitored and reviewed

Ensure all staff are equipped to handle complaints in a
professional manner and adhere to the complaint
management process.

Staff, volunteers,
contractors and

Ensure the complainant(s) have the opportunity to provide
feedback and to treat all complaints seriously and as an

students
opportunity for improvement
e Will assist service users to resolve complaints to the best of
their ability.
Procedures:

Communication of the Feedback and Complaints Process:
The Men’s Table ensures that information about how to provide feedback or make a
complaint is accessible to participants, representatives, volunteers and stakeholders:

e How to provide feedback or make a complaint (verbally, in writing or

electronically)

e How to make an anonymous complaint

e The right to make a complaint without fear of disadvantage, retribution or loss of

service access

e An outline of the complaints handling process, including confidentiality and

expected timeframes

e How to access an interpreter, advocate or support person when making a

complaint

e Contact details for relevant external complaints bodies (see Appendix 1).

Information will be provided in accessible formats where reasonably practicable.
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Receiving Feedback and Complaints:
Responsibility

The Table Program Lead is responsible for overseeing the management of all feedback
and complaints, including receipt, recording, assessment, investigation, resolution,
monitoring and reporting.

All team members, volunteers and Board members may receive feedback or complaints
verbally or in writing.

Initial Handling
Where a complaint is received verbally:
e The matter should be discussed in a private setting where possible

e The recipient must document the complaint wusing the approved
Feedback/Complaint Form

e The form must be forwarded to the Table Program Lead as soon as practicable,
even if the matter appears to have been resolved at the time

Any team member who becomes aware of significant concerns or statements that may
indicate dissatisfaction, risk, or potential harm must notify the Table Program Lead
promptly.

Recording and the Feedback Register:

All feedback and complaints, including those resolved at point of service, must be
recorded in the Feedback Register.

The Register must include:
e Date received
e Unique reference number
e Complainant name and contact details (unless anonymous)
e Nature of the feedback or complaint
e Staff/volunteers involved (if applicable)
e Risk/severity assessment
e Actions taken

e Outcome and date finalised
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Records must be factual, objective and evidence based. Unsubstantiated allegations
must be clearly identified as such.

All records are stored securely in accordance with privacy and record-keeping
obligations.

Assessment and Classification of Complaints
Upon receipt, the Table Program Lead will assess and classify the complaint as:

e Serious: allegations of criminal conduct, reportable conduct, serious misconduct,
safety risks, or matters requiring external reporting

e Major: significant service failure, repeated issues, or matters likely to escalate if
not addressed

e Moderate: service dissatisfaction requiring investigation
e Minor: issues capable of immediate resolution at point of service

Where there is any risk of harm, safeguarding concern, or potential legal breach, the
matter must be escalated immediately to the Core Leadership Team and, where
required, to external authorities.

Responding to Complaints
Timeframes

e Serious complaints: Escalated to the CEO (or Board if required) on the day
received

e Major complaints: Escalated within one working day

e Moderate/Minor complaints: Attempt resolution at point of service where
appropriate. If unresolved, escalate within one working day

All complaints will be acknowledged in writing within five (5) working days.

The Men's Table aims to resolve complaints within 30 calendar days. If this timeframe
cannot be met, the complainant will be advised of the reason and provided with a
revised timeframe.

Open Disclosure

Investigations will be conducted in accordance with principles of procedural fairness
and open disclosure, including:

e Acknowledging the complaint
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e Clarifying the issues and desired outcomes

e Informing the complainant of the investigation process and timeframes
e Providing relevant parties an opportunity to respond

e Maintaining impartiality

e Communicating outcomes and reasons for decisions.

Complainants may nominate a preferred contact person and may be supported by an
advocate or representative at any stage.

Complaints Involving Staff Members:

Complaints involving team members (excluding Co-Founders or Board members) must
be referred to the CEO, who will coordinate the investigation in conjunction with the
relevant supervisor.

The staff member concerned will:
e Beinformed of the complaint where appropriate
e Be given an opportunity to respond
e Be afforded procedural fairness throughout the process.

Disciplinary action, where required, will be taken in accordance with Performance
Counselling and Discipline Policy.

Team members will not be penalised for supporting a participant to make a complaint.
However, substantiated misconduct may result in disciplinary action.

Complaints Involving Co-Founders or Board Members:

Complaints concerning a Co-Founder, Board member or Board subcommittee member
must be referred to the Board Chair.

If the complaint concerns the Board Chair, it must be referred to another independent
Board member.

The Board (or delegated subcommittee) will:
e Conduct or commission an impartial investigation
e Provide the respondent an opportunity to respond
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e Determine appropriate action in accordance with the Constitution, Board policies
and Code of Conduct.

External mediation or independent investigation may be engaged where appropriate.

External Reporting Obligations:

Where a complaint includes allegations of criminal conduct, reportable conduct, serious
misconduct, child protection concerns, or other matters requiring mandatory reporting,
The Men'’s Table will comply with all relevant legislative reporting obligations.

This may include referral to Police, regulators, or other external oversight bodies.

Follow Up and Continuous Improvement:

Where appropriate, The Men’s Table will follow up with the complainant within two (2)
months of resolution to assess satisfaction with the outcome.

Feedback and complaints data will be:
e Analysed for trends and systemic issues
e Reported to leadership and, where appropriate, the Board

e Used to inform governance, risk management, service improvement and
workplace health and safety planning.

Privacy and Confidentiality:

Feedback and complaints may involve sensitive personal information. The Men's Table
will manage all personal information in accordance with applicable Commonwealth and
state/territory privacy legislation, including the Privacy Act 1988 (Cth) and the Australian
Privacy Principles (APPs).

Privacy-related complaints will be managed in accordance with legislative requirements.
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All complaints will be handled confidentially and in accordance with applicable privacy
legislation.
Information will only be disclosed:

e To those directly involved in managing or investigating the complaint

e Where required by law

e With the consent of the complainant.

Where identity disclosure is necessary to ensure procedural fairness, the complainant
will be informed prior to disclosure where practicable.

Training:
All team members, volunteers and Board members will receive training on:
e The feedback and complaints process
e Their roles and responsibilities
e Record-keeping requirements
e Procedural fairness and confidentiality
e Safe and respectful communication with complainants.

Training will be provided at induction and refreshed annually.

Appendix 1: External Complaints Bodies:

Participants and stakeholders may access external complaints bodies at any time,
including where:

e They are not satisfied with the outcome of an internal complaint
e They prefer to raise concerns externally
e The complaint relates to matters requiring independent oversight
The following organisations may be contacted as appropriate.
Charity and Governance Complaints:

The Men's Table is a registered charity, complaints about governance or regulatory
compliance may be directed to:

Australian Charities and Not-for-profits Commission (ACNC)
Website: www.acnc.gov.au

Phone: 132262

Email: advice@acnc.gov.au
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Privacy Complaints:
For concerns relating to personal information handling or breaches of the Australian
Privacy Principles:

Office of the Australian Information Commissioner (OAIC)
Website: www.oaic.gov.au

Phone: 1300 363 992

Email: enquiries@oaic.gov.au

Privacy complaints should generally be made to The Men's Table first. If unresolved,
they may be escalated to the OAIC.

State and Territory Consumer Protection Bodies:

Participants may contact the relevant consumer protection body in their state or
territory:

e NSW - NSW Fair Trading
www.fairtrading.nsw.gov.au

e VIC - Consumer Affairs Victoria
www.consumer.vic.gov.au

e QLD - Office of Fair Trading Queensland
www.qld.gov.au/fairtrading

¢ WA - Consumer Protection WA
WWww.commerce.wa.gov.au

e SA - Consumer and Business Services SA
www.cbs.sa.gov.au

e TAS - Consumer, Building and Occupational Services Tasmania
www.cbos.tas.gov.au

e ACT - Access Canberra
www.accesscanberra.act.gov.au

e NT - Northern Territory Consumer Affairs
https://consumeraffairs.nt.gov.au
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