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Complaints Policy and Procedure
18.1 Policy

Speaking Up For You Inc. (SUFY) is committed to providing a complaint process that is clear, fair,
accessible, and respectful of the dignity, rights, and experiences of all people who interact with or
receive advocacy from the organisation.

SUFY recognises that individuals have the right to raise concerns or make a complaint about the
advocacy they receive, or about the conduct of the organisation, without fear of disadvantage, reprisal,
or loss of advocacy. SUFY values feedback and complaints as an important way to listen, learn, and
improve the quality, safety, and integrity of its advocacy.

SUFY is committed to responding to complaints in a timely, impartial, and person-centred manner.
Complaints will be taken seriously, treated respectfully, and managed in a way that prioritises the safety,
wellbeing, and rights of people with disability.

This policy gives effect to, and is consistent with:

e the Disability Services Act 2006 (Qld);

e the Disability Services and Inclusion Act 2023 (Cth), where SUFY delivers services under a
Commonwealth arrangement made under that Act or is required by a funding agreement to
comply with it; and

e applicable Commonwealth and Queensland funding agreement requirements, including those
relating to disability advocacy.

This policy should be read alongside SUFY's Code of Conduct and any relevant incident management,
safeguarding, and human resources procedures. Where a complaint raises concerns about serious
misconduct, risk of harm, or a potential breach of SUFY's Code of Conduct or the Disability Services and
Inclusion Code of Conduct (where applicable), SUFY will assess the matter promptly and manage it
through the appropriate processes. This may include managing matters through parallel pathways
where necessary.

18.2 Types of Complaints
SUFY understands that people choose to make complaints for many different reasons, and that
concerns may arise in a wide range of situations. Complaints may be made about advocacy,
organisational practices, or the conduct of individuals associated with SUFY.
Complaints may include, but are not limited to:

Complaints about advocacy
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e dissatisfaction with advocacy or outcomes;

e concerns about the accuracy, adequacy, or timeliness of information or assistance;

e communication difficulties or breakdowns;

e cultural safety concerns;

e stress, fatigue, or workload impacts;

e incidents of conflict;

e inappropriate, unethical, or unprofessional conduct by staff or volunteers;

e suspected or alleged breaches of SUFY’'s Code of Conduct (including the Disability Services and
Inclusion Code of Conduct, where applicable);

e failure to respect individual choice, control, dignity, or autonomy;

e abuse, neglect, exploitation, harassment, or discrimination;

e breaches of confidentiality or privacy; and

e inaccessible advocacy, facilities, or equipment.

Governance and organisational complaints

e financial mismanagement;

e fraud or corrupt conduct; and

o failure to comply with organisational policies, governance requirements, or legislative
obligations.

Complaints of a potentially criminal nature

Where a complaint indicates possible criminal conduct, including abuse, assault, or fraud, SUFY will act
promptly, comply with any mandatory reporting obligations, notify relevant authorities where required,
and ensure the individual who raised the concern is supported throughout the process.

18.3 Methods of Complaint

Individuals may make a complaint to SUFY in a way that is most comfortable and accessible for them.
Complaints may be made through any of the following methods:

e verbally, including face-to-face or by telephone; or
e inwriting, including by letter, email, drawing, or other accessible formats.

SUFY will take reasonable steps to ensure that the complaints process is accessible and inclusive. This
may include:

e supporting communication needs;
e providing information in alternative formats; and
e allowing the involvement of a trusted support person or advocate.
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Individuals are encouraged, but not required, to submit serious complaints in writing. SUFY recognises
that some people may prefer to raise concerns verbally or in other formats, and these complaints will be
accepted and managed in the same respectful and serious manner.

18.4 Anonymous Complaints

SUFY recognises that some individuals may feel more comfortable raising concerns anonymously.
Individuals may choose to make a complaint without providing their name or contact details.

Anonymous complaints will be taken seriously and considered to the extent possible. SUFY will assess
the information provided and determine what action can reasonably be taken in the circumstances.

SUFY will advise individuals, where possible, that choosing to remain anonymous may limit the
organisation’s ability to fully investigate the matter or provide feedback about the outcome. However,
anonymity will not prevent SUFY from taking appropriate action where concerns relate to safety, rights,
or serious conduct.

18.5 Responding to Complaints

SUFY aims to respond to complaints promptly and to resolve them at the earliest appropriate
opportunity, using a fair, respectful, and person-centred approach.

All complaints will be:

e taken seriously and treated with respect;

e managed impartially and without bias;

e handled confidentially, so far as practicable;

¢ responded to without unreasonable delay; and
e recorded in the Complaints Register.

SUFY recognises that complaints provide valuable information about advocacy quality and
organisational practices. Complaint information will be reviewed to identify systemic issues, trends, and
opportunities for advocacy improvement, consistent with SUFY’s obligations under applicable
legislation and funding arrangements.

18.5.1 Complaints involving Code of Conduct breaches and notifiable
matters

Where a complaint indicates a potential breach of SUFY’s Code of Conduct (including the Disability
Services and Inclusion Code of Conduct, where applicable), or involves serious misconduct or risk - such
as abuse, neglect, exploitation, harassment, discrimination, fraud, or corruption - SUFY will act promptly
to assess the matter and determine what additional steps are required.
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Investigation and parallel processes

Depending on the nature of the complaint, SUFY may manage the matter through one or more of the
following processes at the same time:

e complaints handling, to respond to the person who raised the concern and address issues;

e incident management and safeguarding actions, to reduce immediate risk and prevent further
harm; and/or

e human resources or disciplinary processes, where staff, volunteers, students, or committee
members are involved.

Immediate safety and support

Where there is an immediate risk to a person’s safety or wellbeing, SUFY will prioritise safety planning.
This may include taking urgent steps to prevent further harm, supporting the person to access
appropriate assistance, and escalating the matter to emergency services where necessary.

External notifications and escalation (when required)

In some circumstances, SUFY is required to notify or refer matters to external authorities or oversight
bodies. This may include:

e Police, where a complaint indicates possible criminal conduct such as assault, abuse, sexual
offending, threats, theft, or fraud;

e child safety or child protection authorities, where a complaint involves a child or young person
and reporting obligations apply;

e the Reportable Conduct Scheme, where applicable; and/or

e funding bodies or oversight agencies), where required under legislation or funding agreements,
including notifications that are required within 24 hours.

Procedural fairness and confidentiality

SUFY will handle complaints involving Code of Conduct concerns and serious matters confidentially, so
far as practicable. Procedural fairness will be applied to any person who is the subject of allegations,
while ensuring that the safety, rights, and wellbeing of people with disability, including children and
young people, remain the highest priority.
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18.6 Verbal Complaints
When receiving a verbal complaint, staff and volunteers should:

listen respectfully and without judgement;

clarify their understanding of the concern;

ask how the individual would like the matter addressed; and
attempt to resolve the issue at the time where appropriate.

Hwpn =

If the complaint cannot be resolved immediately, staff must:

e refer the complaint to the Manager;

o if the Manager is unavailable, refer the matter to the Senior Advocate;

e if the complaint involves the Manager, refer it directly to the Chairperson of the Management
Committee;

e arrange a meeting at a mutually convenient time if requested;

e ensure the individual is supported to access their support network or an advocate;

e advise the individual of their right to make a written complaint; and

e ensure the complaint is recorded in the Complaints Register.

18.7 Written Complaints

Serious complaints, including allegations of abuse, fraud, harassment, corruption, or other serious
misconduct, must be referred to the Manager for investigation as soon as practicable. Complaints may
be made verbally, in writing, or in another accessible format.

Where required, SUFY will assist the person to document their complaint in writing and will confirm the
details with them to ensure accuracy and understanding. If a complaint involves the Manager, or if the
individual does not feel comfortable raising the matter with the Manager, the complaint must be
referred to the Chairperson of the Management Committee.

Upon receiving a written complaint, SUFY will:

e acknowledge receipt within five (5) working days; and
e aim to provide a response within ten (10) working days, unless the complexity of the matter
requires more time.

The response may include:

e confirmation that the complaint has been received;
e asummary of the complaint as understood by SUFY;
e actions taken or proposed;

e expected timeframes for resolution;
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e the outcome of the complaint and any options for review or appeal; and
e the name and contact details of the responsible person.

18.8 Complaints received via online platforms and social media platforms

SUFY recognises that complaints or feedback may be raised through public online platforms,
including Google Reviews, social media, and other third-party websites.

Where an online comment or review relates to SUFY's advocacy, organisational practices, or
conduct, SUFY will assess whether it constitutes a complaint under this policy. Where appropriate
and practicable, the matter will be recorded in the Complaints Register and managed in accordance
with this policy.

SUFY may provide a brief public response acknowledging the feedback and, where appropriate,
inviting the individual to contact SUFY directly to discuss the matter further. Public responses will be
respectful, non-defensive, and will not disclose personal, confidential, or sensitive information.

Anonymous online complaints will be considered to the extent possible. SUFY acknowledges that
limited information may restrict its ability to investigate or respond fully, however this will not
prevent action being taken where concerns relate to safety, rights, or serious conduct.

SUFY reserves the right not to engage publicly with online content that is abusive, discriminatory,
defamatory, or poses a risk to the safety or wellbeing of staff or others, and may report or manage
such content in accordance with platform guidelines and safeguarding obligations.

18.9 Appeals, Escalation and External Review

SUFY recognises that individuals may not always feel comfortable raising concerns internally or may be
dissatisfied with how a complaint has been handled. Complaints may be escalated either internally or
externally, and individuals are not required to exhaust internal processes before accessing external
avenues.

Internal escalation
Complaints may be escalated internally through the following pathways:

¢ Manager;
e Senior Advocate; or
e SUFY Management Committee through the Chairperson

Internal escalation processes will:

e promote fairness and procedural independence, so far as practicable;
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e manage actual or perceived conflicts of interest; and
e ensure that individuals are not disadvantaged, discouraged, or subject to reprisal for raising
concerns.

External escalation

Where a complaint cannot be resolved internally, or where an individual does not feel safe or
comfortable using SUFY’s internal processes, concerns may be raised with external bodies. These may
include:

e the Complaints Resolution and Referral Service (CRRS) for Australian Government—funded
disability advocacy services

o the Department of Social Services — Feedback and Complaints Team

e the Department of Families, Seniors, Disability Services and Child Safety; and/or

e other relevant Commonwealth or Queensland funding or oversight bodies.

Staff and volunteer escalation

Staff and volunteers may raise concerns about SUFY's compliance with relevant legislation or funding
agreements either internally or externally. SUFY supports staff and volunteers who raise concerns in
good faith and will not tolerate reprisal or victimisation.

18.10 Record-keeping

All complaints, decisions relating to investigation, internal escalation and external notifications will be
clearly documented in the SUFY complaints register. The complaints register is reviewed by the
Speaking Up For You Inc. Management Committee monthly during the monthly management
Committee Meeting.

SUFY responsibilities
Where complaints are escalated internally or externally, SUFY will:

e cooperate fully with reviews, investigations, or audits;

e provide accurate and timely information as required;

e maintain appropriate records and documentation;

e take reasonable steps to address identified issues, including systemic improvements; and
e engage respectfully with the individual who raised the concern.
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