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Policy Statement

Community Legal WA (CLWA) is committed to ensuring that any person using our services, any
member, or any stakeholder has the right to lodge a complaint and to have their concerns addressed
in ways that ensure accountability, transparency, access and equity, confidentiality and fairness.

We will receive complaints through a formalised process, which includes considerations of
accessibility, timeliness, and conflict management, and ensures that complaints are responded to
efficiently and effectively.

Complaints will be recorded in a systematic way so that information may be used to improve systems
and services and manage risks.

Challenging behaviour by people making complaints (the Complainant) can negatively impact
CLWA'’s ability to respond and will be managed internally to ensure progress is maintained and that
staff are supported.

Scope

This policy applies to complaints made about any activities or services undertaken or provided by CLWA,
our staff, contractors and volunteers. It also applies to any activities or services undertaken or
provided by CLWA Board members acting in their CLWA role/capacity only.

Complaints in relation to the National Accreditation Scheme (NAS) will only be addressed in keeping
with the NAS Complaints Policy detailed in the NAS Guidelines.

This policy does not apply to complaints from clients or the general public about members. Such
complaints will be referred to the relevant member to be dealt with in accordance with its complaints

policy.

CLWA will not receive complaints from current staff, contractors, volunteers or Board Members.
These should instead be made via the grievance process, outlined in the Grievance Policy and
Procedures.

A member complaint about CLWA which is not satisfactorily resolved under this Policy, to the extent that
it becomes a dispute (i.e., has gone through the Early Resolution, Formal Complaint and Escalation
processes and becomes a dispute that the parties are not able to resolve between themselves), will be
handled in accordance with the Resolution of Disputes clauses in the CLWA Rules of Association. Verbal
or written complaints from members must be responded to with due concern, process and priority to
minimise escalation to dispute level wherever possible and to maintain consumer satisfaction and positive
working relationships.

Any disputes between members of CLWA are dealt with in accordance with the Rules.
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Responsibilities and delegations

This policy applies to CLWA Staff, volunteers, contractors and Board Members
Specific responsibilities Corporate Services Coordinator, CEO, Chair, Deputy Chair, Board
members

Responsibilities

The CEO is responsible for monitoring and evaluating all complaints, except those which are about
the CEO, and for ensuring the appropriate processes are followed, responses made and that follow-
up actions are concluded.

Any complaints about the CEO will be referred to the Chair who will follow the same procedures as
outlined below.

PROCEDURES
Facilitating Complaints

CLWA will make readily available easy to understand information about its complaints process. Complaint
handling is free of charge.

Complainants will be listened to, treated with respect, and supported throughout the process. CLWA will
take all reasonable steps to ensure that complainants are not adversely affected.

Staff, volunteers, contractors and Board members will receive induction and training in responding to
complaints.

Complaints can be verbal or in writing and must be recorded confidentially in the Complaints Register,
maintained by the CEO and Corporate Services Coordinator.

Receiving Complaints

Early resolution

Where possible, CLWA aims to resolve verbal complaints immediately at the frontline, offering an
explanation or apology as appropriate. CLWA will encourage a complainant to first contact and discuss
their issues with the relevant staff member, contractor or Board member.

e Staff members should seek assistance and intervention from their line manager where
necessary in seeking a satisfactory resolution.

e Volunteers and contractors must seek assistance from their line manager prior to
responding to the complaint and to support a satisfactory resolution.

e Board members must seek involvement from the Chair, or if the Chair, the Deputy Chair
prior to responding to the complaint and to support a satisfactory resolution.

Lodging Complaints

Where a staff member, volunteer, contractor or Board member of CLWA becomes aware that a
person wishes to make a complaint, they should provide them with a copy of the CLWA Complaints
Form.

1) Formal complaints

Where the Complainant wishes to make a formal complaint, but not use the Complaints Form, they
may request a meeting with the CEO, who will complete the form with them in person (where
possible).

Complaints may also be lodged via email, letter or web contact form.
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Social media comments moderation will be handled by the Strategic Communications Coordinator
in accordance with social media policy and contemporary practice.

Similarly, Complainants who raise a complaint in person will be directed to complete the Complaints
Form.

Where complaints are received via survey and the person has provided their contact details, the
manager responsible for that area of business will contact to person to resolve the matter in keeping
with the early intervention part of this policy and/or provide information about the complaints
process.

Complainants may obtain assistance from a third-party support person for both writing and any
discussions/meetings with CLWA. Identification of this third party is the responsibility of the
Complainant and must not be a CLWA staff, volunteer, contractor or Board member. The Complaints
Form will encourage complainants to identify if any particular accommodations should be made by
CLWA to assist with any accessibility issues while discussing and resolving their complaint. These
accommodations will be considered (including interpreting costs) and, if possible and appropriate,
be implemented by the CEO to assist with any accessibility issues.

Once received at CLWA the complaint will be sent to the CEO.

For complaints about the CEO, Chair or Deputy Chair or other Board members, see Escalation of
Complaints.

Responding to Complaints

2)  Processing the complaint (CEQ):

e register the complaint in the Complaints Register

e open a separate file for the complaint (this will be held confidentially in the CLWA
SharePoint site, accessible only to senior management)

e inform the Complainant that their complaint has been received, the contact person
and their details, clarify any questions and provide them with information about the
process and timeframe.

Where possible, complaints should be processed within two business days of being lodged (i.e. the date
of the complaint).

3) Investigating the complaint (CEQ):

e examine the complaint

e provide any individual who is the subject of adverse comment in the Complaint or
supporting material, with a copy of the material containing the adverse comment and
provide that individual with an opportunity to comment

e raise any further queries with the Complainant
e investigate the complaint and consider how to respond

e inform the Complainant by letter within fourteen days of the complaint being lodged
of what is being done to investigate and resolve it, and the expected timeframe for
resolution.

As far as possible, complaints will be investigated and resolved within twenty-eight days of being
lodged. If this timeframe cannot be met, the Complainant will be informed of the reasons why and
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of the alternative timeframe for resolution. They will be advised of any further delays.

4)  Resolving the complaint (CEO):

e make a decision

e informthe Complainant, and any individual who is the subject of the complaint, in writing
(or the most appropriate medium) of the outcome within twenty-eight days:

o upheld (and if so, what will be done to resolve it);
o resolved (and how this has been achieved); or
o if no further action can be taken, the reasons for this.
e inform the Complainant of any options for further action if required.

5) Review options

If the Complainant is not satisfied with the investigation and proposed resolution of their complaint,
or the handling of their complaint, they can seek a further review of the matter through the following
escalation process. The review is conducted by a person other than the original decision maker.

Escalation of complaints

If a complaint is received about the CEOQ, Deputy Chair or another Board member it will be dealt with by
the Chair in the same manner as the above procedure Responding to Complaints.

If a complaint is received about the Chair that shall be dealt with by the Deputy Chair in the same manner
as the above procedure Responding to Complaints.

Reviewing the complaint outcome

Where the Complainant is not satisfied with the response to their complaint, the Complainant or
their advocate may raise the issue with the following person:

e For areview of a complaint handled by the CEO — the Chair

The CEO will provide background information and contact details of the Complainant with the
necessary details to the Chair within two business days of receiving the request for review.

The Chair and one other Board member will follow the same steps outlined in the Responding to
Complaints section, and will:

e contact the Complainant within five business days to discuss their comment or complaint;
and

e investigate the matter within twenty-eight days of the referral from the CEO.

The Complainant will be advised in writing of the outcome of the investigation within twenty-eight days
of the CEO escalating the review of the complaint to the Chair.

e Forareview of a complaint handled by the Chair or Deputy Chair — the entire Board excluding
the Chair or Deputy Chair.

The Chair or Deputy Chair will provide background information and contact details of the Complainant
with the necessary details to the entire Board within two business days of receiving the request for review.

Two nominated Board members will follow the same steps outlined in the Responding to Complaints
section and will:

e contact the Complainant within five business days to discuss their comment or complaint; and
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e investigate the matter within twenty-eight days; and

e present the issue to the Governance Sub-Committee at either a regular Governance Sub-
Committee meeting or call a meeting if the issue is time sensitive; and

e provide a synopsis to the Board

The Complainant will be advised in writing of the outcome of the investigation within twenty-eight days
of the Chair or Deputy Chair escalating the review of the complaint to the Board.

If deemed required by the two nominated Board members, outside advice can be sought.

External options

Complainants who remain unhappy with CLWA’s complaint handing or the review outcome may be able
to take their complaint to an external body. CLWA will provide details of relevant external bodies where
possible.

e For matters concerning privacy or data breach, complainants may be directed to the Office of the
Information Commissioner

e For matters concerning discrimination, complainants may be directed to the Equal Opportunities
Commission WA

e For matters concerning health and safety, complainants may be directed to Worksafe WA
Accreditation
Where the complaint is in relation to the NAS:

e CLWA will address the complaint in keeping with the NAS Complaints Policy detailed in the
NAS Guidelines.

e CLWA may seek advice from the NAS Coordinator to investigate and resolve the complaint.

e |f deemed required by the Board, outside advice can be sought, for example from another
community legal centre peak body or a pro bono firm, noting that the confidentiality
constraints of this policy and the NAS Guidelines must apply.

e The decision regarding a complaint is final and there is no escalation process.
Recordkeeping
All formal complaints will be recorded in the Complaints Register, including:

e Details of the Complainant, the nature of the complaint and accommodations requested
e Date lodged (i.e., the date of the complaint)

e Date processed (i.e., entered into the Complaints Register)

e Action taken

e Date of resolution and reason for decision

e Indication of Complainant being notified of outcome and date

e Complainant response and any further action

Details of any review

Copies of all correspondence will be kept on file pursuant to ordinary recordkeeping policies.

The Complaints Register and files will be confidential, and access is restricted to the CEO and the
Corporate Services Coordinator. The complainant may request access to their file.
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Reporting to the Board

The CEO will report on any significant complaints, or complaints trends to the Governance and Risk Sub-
Committee at each meeting.

The Board will receive reports on trends and numbers of upheld complaints on a six-monthly basis.
Nothing in this policy stops the CEO from raising issues earlier than this with the Board Chair and vice
versa as required.

Continuous Improvement

The CEO and Corporate Servies Coordinator are responsible for analysing complaints received and
identifying any underlying issues, root causes or learning opportunities. They will oversee system and
process review and refinement where needed.

The CEO is responsible for reviewing the effectiveness of the complaints handling process and obtaining
Complainants input where possible.

Review and Amendments

This Policy will be reviewed by the Governance Sub-committee, every 24 months or as required by
changes in legislation or organisational needs. Proposed changes or new versions will be tabled at the
board for review and approval.

Related Policies, Procedures and Forms

e 2024 Rules of Association

e Board Delegations Policy

e Board Charter (to be developed)

e Governance and Risk Sub-Committee Terms of Reference
e Conflict of Interest Policy and Register

e Complaints Register

e Complaints Form

Related Legislations and Standards

e NACLC Accreditation Scheme
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