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Background

Our organisation recognises feedback including complaints, compliments and suggestions provide a valuable opportunity to
improve our care and services. As such we welcome all forms of feedback and actively seek it through a range of engagement
opportunities.

Our complaints management approach upholds the Statement of Rights and follows the Commonwealth Ombudsman’s Better
Practice Guide to Complaint Handling and the Aged Care Quality and Safety Commission’s Better Practice Guide to Complaints
Handling In Aged Care Services:

o Culture: Our organisation takes a positive approach to complaints, recognising they are valuable for continuous
improvement in everything we do.

¢ Principles: The complaint handling system is modelled on principles of fairness, accessibility, responsiveness and efficiency
and is integrated into all organisational practices.

o People: All staff at orientation learn how to respond positively to complaints. Key staff are trained, skilled and supported
in complaint management to ensure issues are resolved appropriately.

e Process: Our complaints management process follows the seven stages of complaint handling (prompt acknowledgment,
assessment, planning, investigation, response, review, consideration of systemic issues).

¢ Analysis: Management use information from complaints to identify any trends. They share trends with the Governing Body
and staff; the older person and/or representative/s and action appropriate continuous improvement.

Refer to the RC-Feedback and Complaints Management Process.

Applicability

All Residential Aged Care providers:

all categories of employees

Governing Body

All volunteers and students on placement

Older people and their supporters

Contractors and consultants, whether or not they are employees
All other service providers

Standard 2 expectation statement for older people

The organisation is well run. | can contribute to improvements to care and services. My provider and aged care workers listen and
respond to my feedback and concerns. | receive funded aged care services from aged care workers who are knowledgeable,
competent, capable and caring.

Outcome statement 2.6b: Complaints and feedback management for individuals

The provider must encourage and support individuals and others to make complaints and give feedback about the provider’s
delivery of funded aged care services, without reprisal.

The provider must acknowledge and transparently manage all complaints and feedback and use complaints and feedback to
contribute to the continuous improvement of funded aged care services
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Governing regulations for this policy

[of] [of

[od

[o

Aged Care Act 2024

Outcome 2.2a - Quality, safety and inclusion culture to support aged care worker to deliver quality care
Outcome 2.2b - Quality, safety and inclusion culture to support individuals

|| Outcome 2.3 - Accountability, quality system and policies and procedures

|| Outcome 2.6a - Complaints and feedback management for aged care workers

|@| Outcome 2.6b - Complaints and feedback management for individuals

Privacy Act 1988 (Cth)

Applicable processes for this policy

RC-Feedback and Complaint Management

Documents relevant to this policy

@ Feedback Form

Statement of Rights

Translating and Interpreting Services (TIS National) for Aged Care Services

Managing business unit for this policy

@ Residential Care Services

Policy Commitment

Our organisation will:

o view feedback and complaints as opportunities to improve our systems, better understand our consumers, prioritise safety
and wellbeing, and build trusting relationships with the individuals we support
¢ establish a system to manage formal and informal feedback (suggestions, compliments and complaints), and use this

system to improve how care and services are delivered.
¢ encourage and support older people, visitors, staff, contractors/suppliers, other service providers and community
members to ask questions, make suggestions, share feedback, raise concerns or make complaints as well as access

advocacy and support to do so
e provide a range of opportunities and means for formal and informal feedback, including by:

o

o

consistently informing individuals of their right to provide feedback

seeking feedback during regular monitoring and planning discussions with older people and their supporters, as
well as during staff meetings

monitoring and capturing feedback on social media channels

providing channels for people to provide anonymous feedback (e.g. through the Feedback Form)

coordinating regular staff and older people surveys, including consumer experience surveys as part of the
Mandatory Aged Care Quality Indicator Program

planned engagement activities and establishment of committees (refer to Consumer Engagement Policy)
facilitating engagement in external surveys such Residents’ Experience Surveys
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e provide current information to older people and workers about how to make a complaint or provide feedback (including
externally) that considers cultural, language, physical or other support needs including how to access advocates, language
and other support services:

o using posters and flyers at the aged care homes

o through information on our organisation’s website

o within welcome packs and the service agreement

o on request and during regular care delivery and planning

e provide current information about and support access to alternative and external advocacy and complaint resolution
services, including what to expect when complaints are raised with the Commission or when they are completing the Aged
Care Consumer Feedback Survey

e provide staff (including volunteers and students) with information and training on:

o how to encourage feedback

o how to provide feedback on service quality and improvement opportunities

o what to do when feedback or complaints are received

o how to ensure all older people understand that their right to complain will not in any way adversely affect their
access to care and services (in line with the Statement of Rights)

o determining when feedback (including suggestions) should be managed as a complaint

o supporting individuals with specific needs and diverse backgrounds to provide feedback

o identifying when individuals may need support from advocacy, language and hearing services and how these are
accessed (e.g. through Seniors Rights Services)

o ensure all workers have the skills to appropriately and effectively respond to feedback and that managers have the skills
to investigate and resolve complaints in line with the RC-Feedback and Complaints Management Process

o establish effective feedback and complaints management practices, consistent with the nature and scale of the business
operations that:

o name of the person making the complaint (unless choosing to remain anonymous)

o dates the complaint was received, acknowledged and responded to

o substance of the complaint

o details of the response actions including the person responsible, due date, status and outcomes
o additions to continuous improvements register and plan where applicable

o acknowledges and responds to feedback and complaints in a timely manner, including communicating outcomes to
affected parties

o acknowledges and responds to feedback received through surveys, including analysing trends to inform continuous
improvement initiatives

o are transparent, fair, respectful and based on natural justice

o adopts a positive, blame-free approach that focuses on the process and avoids any negative repercussions for the
person providing the feedback

o partners with the individuals involved to identify solutions and actions for resolution

o ensures appropriate investigation into the cause is undertaken

o allows for the collection of data which can be analysed to identify trends and inform continuous improvement

o identifies improvements for the individual older person and the organisation as a whole

o applies the principles of open disclosure when things go wrong (refer to Aged Care Open Disclosure Framework and
Guidance)

o ensures accurate and current records are maintained including the:

e partner with the person making a complaint throughout the management process including inviting them to participate,
keeping them informed, involving them in identifying the solution or follow-up actions and/or encouraging them to share
ideas about improvement opportunities

o abide by any agreement, timeframes and complete any actions agreed on, within a timely manner to satisfactorily resolve
the complaint

o facilitate any external or independent review of the complaint, including working cooperatively with the Aged Care
Quality and Safety Commission when appropriate
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o keep a central record of all feedback (including suggestions, compliments or complaints) in a secure register that
indicates the type of complaint to help identify trends

e ensure access to feedback is restricted appropriately to ensure confidentiality and privacy is maintained, including
additional restrictions on access to complaints related to staff

o periodically analyse feedback (suggestions, compliments or complaints) data to identify trends and opportunities for
improvement

o regularly report complaints and feedback data and trends to the Governing Body, Quality Care Advisory Body, Consumer
Advisory Body, at staff meetings and to older people and their representatives (such as at resident meetings)

o utilise feedback from older people, workers and others in the design, development, delivery and evaluation of care and
support services and staff training programs

e record opportunities for improvement that arise out of feedback in the organisation’s plan for continuous improvement

o partner with older people, their supporters and workers to design, regularly review and improve the effectiveness of
feedback management processes, including when regulatory or legislative requirements change.

Roles and Responsibilities

Governing body

The Governing Body has ultimate accountability for oversight of the feedback management system under its risk management and
compliance responsibilities including ensuring matters contained in this policy are endorsed and clearly communicated. The
Governing Body ensures systems and processes for effectively gathering and managing feedback are maintained and effective in
driving continuous quality improvement. The Governing Body is responsible for building an open, inclusive and transparent culture
where older people, workers, and visitors are encouraged and supported to provide feedback and responses focus on learning and
identifying opportunities for improvement.

Management

Management is responsible for fostering an environment where feedback and complaints are encouraged, identified, reported,
investigated and outcomes incorporated into continual improvement activities and clearly communicated to relevant persons.
This includes ensuring staff have the required skills to effectively manage feedback and ensuring there are sufficient resources,
supervision, guidance and support to enable effective feedback management.

Management are responsible for monitoring compliance of this policy and related processes and identifying opportunities for
improvement such as by reviewing and auditing feedback records, training records and older people’s documentation. They are
also responsible for reporting feedback matters to the Executive Team/Senior Management and Governing Body and where
required, to external agencies.

Employees, contractors and volunteers

Employees, contractors, and volunteers are responsible for understanding the feedback management process and know how to
encourage, respond appropriately to and report feedback received. They are required to follow all reasonable management
requests and undertake training as directed.

Suggested Evidence

o Feedback forms, surveys etc.

e Consumer engagement plans

o Committee terms or reference

o Feedback and complaints register

¢ Continuous Improvement Plan and outcome records
e Changes resulting from feedback
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References
Name Source
Aged Care Open Disclosure Framework and Guidance Australian Commission on Safety and Quality in Health Care
Better Practice Complaint Handling Guides Commonwealth Ombudsman
Better Practice Guide to Complaint Handling in Aged Care Department of Health
Services
Good Governance Principles and Guidance Australian Institute of Company Directors
MAC Making a Complaint My Aged Care
Provider Resolution Fact Sheet Aged Care Quality and Safety Commission
Residents’ Experience Survey Department of Health and Aged Care
Seniors Rights Services Seniors Rights Services
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