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Policy Statement 

Community Legal WA (CLWA) is committed to ensuring that anyone has the right to 
complain about our organisation through a formal process that aims to 
deliver a timely, values-driven resolution in a confidential, safe, and fair way.    

CLWA’s values and behaviours ensure that complainants will be listened to, treated with 
respect, and supported throughout the process. To minimise the adverse effects of the 
complaint handling process, all reasonable steps will be taken to ensure that all parties 
receive a fair and just experience. 

As complaints are a continuous improvement opportunity all complaints will be reviewed 
to improve systems and services and mitigate risks.   

Although CLWA is dedicated to ensuring complaints are managed according to this 
policy, CLWA reserves the right to dismiss complaints if the 
complainant’s behaviour does not adhere to our values and behaviours.  

Purpose  

The purpose of this policy is to create a clear, values-driven complaint handling 
process ensuring CLWA resolves external complaints, upholds its reputation, manages 
risk, and enhances systems and services.   

Scope 

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

Out of scope 

Complaints in relation to the National Accreditation Scheme (NAS) as outlined in the 
NAS Guidelines are not in scope and will be addressed in keeping with the NAS 
complaints process.  
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Complaints that are received about CLWA members are not in scope and the 
complainant will be referred to the relevant member organisation to be dealt with in 
accordance with their own complaints process.  

Complaints from current employees, contractors, volunteers or Board Members and are 
not in scope and will be managed through the Grievance Policy.  

Any disputes between CLWA members are managed in accordance with the Rules.   

Responsibilities 

All employees and Board members are responsible for:   

• being the first recipient of the complaint;  
• recording details accurately using the Complaint Report Form within 24-48 

hours;  
• seeking assistance and escalating the complaint if not initially resolved as per the 

Complaint Report Form;  
• emailing the completed Complaint Report Form to their Manager and CEO.  

The Manager is responsible for:  

• supporting employees with complaint enquiries as they arise; 
• assisting the complaints handling process as directed by the CEO. 

The CEO is responsible for:   

• delegating a complaint manager;  
• taking into account and handling conflicts of interest including escalating 

complaints where necessary;  
• monitoring and evaluating all operational complaints, except those which are 

about the CEO and/or Board;  
• ensuring all complaints are recorded timely, accurately and confidentially in the 

Complaints Register;   
• ensuring the appropriate complaint policy and procedure  is followed including 

any response made and follow-up actions are completed;  
• advising the risk committee about all received complaints and 

continuous Improvement initiatives in response to complaints; and 
• reporting to the Board on trends and numbers of complaints.  

The Risk Committee is responsible for: 

• receiving CEO reports on complaints, ensuring policy and procedure compliance 
including timelines; and  
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• reviewing trends, numbers of complaints and continuous improvement initiatives 
in response to complaints. 

The Board is responsible for: 

• reviewing trends and numbers of complaints.  

The Board Chairperson and/or Deputy Chairperson is responsible for:   

• managing complaints relating specifically to the CEO, other Board Members or 
Board matters;  

• ensuring the appropriate complaint process is followed including any response 
made and follow-up actions are completed; and 

• following the same complaints process as outlined in this policy and related 
procedure.   

Complainant Review 

If the complainant responds with further requests or is not satisfied with the outcome, 
the complaint should be escalated to the CEO or Board Chairperson for additional input.  

The CEO or Board Chairperson will review the complaint and determine an appropriate 
resolution strategy, communicated to the complainant within five business days with an 
offer to discuss their complaint.  

To minimise partiality, this review process may involve other Board members and/or 
nominated CLWA employees should the CEO and/or Board Chairperson require further 
opinion. Additionally, external advice may be adopted.  

Escalation  

CLWA member complaints which are not satisfactorily resolved under this policy, to the 
extent that it becomes a dispute (i.e. has gone through the outlined complaints process 
without resolution), will be handled in accordance with the Resolution of Disputes 
clauses in the CLWA Rules of Association (the Rules).  

If a conflict of interest is identified the CEO may escalate the complaint to an external 
body.  

If the complainant is not satisfied after the additional review by the CEO or Board 
Chairperson, the complainant may take their complaint to an external body. CLWA will 
provide details of the relevant external bodies (where possible).   

Recordkeeping   

All formal complaints will be recorded in the Complaints Register, including:  
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• date complaint received;  
• category of complaint; 
• details of the Complainant; 
• name of people involved;  
• investigation steps; 
• actions taken;  
• resolution date; and  
• details of continuous improvement actions.  

Copies of all correspondence will be kept on file pursuant to ordinary recordkeeping 
policies. The Complaints Register and files will be confidential, and access will be 
restricted to the CEO and the nominated HR representative. The complainant may 
request access to their file. All file notes must be maintained in accordance with CLWA 
privacy policy, and the Australian Privacy Act (1988). 

Continuous Improvement  

The CEO is responsible for 

• analysing resolved complaints; 
• identifying any continuous improvement opportunities; overseeing system and 

process reviews when required; and 
• reviewing the effectiveness of the complaints handling process and implementing 

any improved process changes. 

Definitions 

‘Complaint’ – As per the Commonwealth Ombudsman’s definition as ‘an implied or 
express statement of dissatisfaction where a response is sought, reasonable to expect 
or legally required.’ 

‘Complainant’ – ‘a person formally submits a complaint of dissatisfaction with a request 
for resolution’.  

Review and Amendments  

CLWA reserves the right to vary, replace or terminate this Policy from time to time. This 
Policy will be reviewed every 24 months or as required by changes in legislation or 
organisational needs. Amendments require approval by the Board. 

Related policies, procedures and forms 

• 2024 Rules of Association 
• Board Delegations Policy 
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• Board Charter   
• Governance and Risk Sub-Committee Terms of Reference   
• Conflict of Interest Policy and Register  
• Complaints Register  
• Complaints Form  
• NAS Guidelines 
• National Accreditation Scheme Policy   
• Grievance Policy   
• Code of Conduct   
• Privacy Policy   

 

Relevant Resources 

• Commonwealth Ombudsman - Better Practice Complaint Handling Guide  

 

 

 

https://www.ombudsman.gov.au/__data/assets/pdf_file/0025/288241/Better-Practice-Complaint-Handling-Guide.pdf

