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FACT SHEET 6 - COMPLAINTS
This fact sheet applies to all FSGA programs. The word ‘client’ applies to all participants in FSGA programs even though the word ‘client’ may not be used to describe participants in some programs e.g. PEARL Program.
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What can I complain about?

You can complain about any aspect of the FSG Australia service or the people providing the service.  If we cannot deal with the complaint, we will give you advice on where to get help.

What do I do if I have a grievance or a complaint?

Act quickly; the longer it takes you to air a grievance or make a complaint the less clear the facts become and the harder it might be for us to find a solution.

Make it clear; set out the order of events including dates, descriptions of the events, phone calls, letters or meetings and let us know what actions you would like us to take.

Complain to FSG Australia in the first instance and give us a chance to fix the problem

FSGA does CARE and will LISTEN and ACT!

Your grievances and complaints will be dealt with in a much more proactive and timely way if:

· you communicate with the appropriate person as soon as you can, rather than let your concerns/feelings build up

· you speak directly to the person with whom you have the concern. If this is not possible, then the very next person in line management.

FSGA may appear to have many layers of management, but in fact we have established very effective, small management teams, supporting an organisation providing service to over 2500 people per month!

· Each direct service program has a designated Program Facilitator/Team Leader.
· If for whatever reason you do not feel you can talk with the Program Facilitator/Team Leader; then take your grievance or complaint to the Program Coordinator.

· If you are not sure, the human resource department can tell you who these people are or, if an emergency after hours, you can contact the FSGA central on-call service. 

· If this does not seem appropriate or effective in the circumstances, you can talk with the Service Manager.
· If this does not seem appropriate or effective in the circumstances, you can talk with the Operations Manager.
Table 1: Contact details in each service delivery area 

	Service Area
	Contact
	Number

	Mental Health envision Gold Coast
	Annmarie Savona
	5564 0850

	Service delivery including Salisbury, Pinelands, TIDES, Holiday homes, MOSAIC Logan, Ipswich and Pearl
	Andrea Morris
	3297 4300

	Children’s Services/ Family Centrals, Northern Services and Child Safety
	Christine Tabone
	5564 0896

	Adult Services
	Kim West
	5537 3475

	My Home My Life
	James Hurtley
	5564 0842

	Human Resources
	Tanya Smyth
	5500 7850


Obviously if your grievance or complaint cannot been resolved through these processes the matter is likely to be of a very serious nature. The appropriate contacts at this point are as follows.
Table 2: Contact details if the contact in Table 1 is unable to resolve grievance or complaint
	Service Area
	Contact
	Number

	General Manager Service Delivery
	Annette Osborne
Jackie Doyle
	5564 0655
3297 4300

	General Manager Corporate Services
	Vanness Sharpin
	5564 0655

	Chief Operations Officer
	Desiree King
	5564 0655

	CEO
	Vicki Batten
	5564 0655


If this is not appropriate or effective you can write to the FSGA Board through the chairperson:

· Chairperson of the Board of Management – John Jones

Please recognise that FSGA has an obligation not only to work with you on this concern but also to consider any:

· clients and/or their families involved 

· other FSGA employees involved

· relevant legislation or government-funding-body protocols.

Sometimes it takes time to include and consult with all of these people.  We ask that you work closely with us and remain willing to work towards positive solutions.

A positive complaint or request for change will succeed if:

· you actually do have something fair and reasonable to complain about; something that should not have occurred and that should and can be improved upon. Are you asking for something the organisation is in a position to change? 

· you present your grievance/complaint in a fair, positive and friendly manner, with due consideration for feelings of others

· you do not personalise the grievance/complaint and remain ‘solutions focused’ as much as possible

· your suggestions to resolve the grievance/complaint are appropriate and realistic.
How will FSG Australia deal with my complaint?

· You have the right to have an advocate present at all stages of the complaint procedure (refer to the Advocacy Fact Sheet). FSG Australia will assist you to access an advocate if you need assistance to do so.

· If you cannot speak or understand English, and/or are hearing impaired or deaf you have a right to have an interpreter present.  FSG Australia will attempt to facilitate access to an appropriate interpreter.

· FSG Australia will not conduct an investigation into a complaint that is likely to be or is being investigated by authorities. 

· Where complaints allege criminal or corrupt actions, FSG Australia will refer matters to police and other relevant authorities.

· Contact will be made with you within 24 hours to acknowledge receipt of your complaint.

· If an investigation is necessary, a letter will be sent to you within 4 working days outlining the name of the investigating staff member and the target date for the completion of the investigation.

· Documentation, including advice about decisions, will be placed on a separate and confidential complaint file and entered into the complaint register; this ensures that a record is kept and that decisions are accountable.  The complaint manager holds the complaint file and register.  Your file will be cross-referenced to the complaint registry.
· Changes will be made as a result of your complaint to improve FSG Australia processes as appropriate.

What do I do if my complaint is not resolved to my satisfaction?
FSG Australia will work with you and your advocate(s) to resolve your complaint. However if you are still not satisfied the following contacts are also available to you. 
This schedule provides a general overview of the key external agencies and organisations to which a complaint may be referred.  This document is a guide only and the appropriateness of a referral to an agency or organisation will need to be assessed on a case-by-case basis and, where appropriate, in consultation with the organisation or agency concerned.

Adult Guardian
The Adult Guardian is an independent statutory officer whose role is, in part, to protect the rights and interests of adults with impaired capacity from neglect, exploitation, and abuse.

The Adult Guardian has the power to accept and investigate complaints, including, but not limited to, complaints regarding attorneys or other persons acting under the Guardianship and Administration Act 2000.

Contact: 1300 653 187

Advocacy services
Gold Coast Advocacy Group Inc:  (07) 5564 0355

Queensland Advocacy Inc: (07) 3236 1122

Queensland Aged and Disability Advocacy Inc (QADA) Freecall: 1800 818 338
QADA is a not-for-profit community-based state-wide advocacy service funded to provide information, education, support and representation to enable people to understand and exercise their rights and their responsibilities. QADA can provide staff or clients of residential care facilities, HACC (a joint Commonwealth and State/Territory program providing funding and assistance to Australians in need) services and the broader community with education and information regarding QADA and advocacy. QADA's services are free and confidential.

If the complaint cannot be resolved at the service or organisation level the client may be directed to the Complaints and Prevention Unit. The free-call number for the complaints Hotline is: 1800 177 120.  When clients call this number, they will be connected to the appropriate area.

Queensland Parents of People with a Disability:
  (07) 3368 3055 Freecall: 1800 805 184

Speaking Up For You: (07) 3832 0718
Tenant Advice and Advocacy Services Queensland contact details and information listed at  http://www.public-housing.qld.gov.au/renting/info/taasq.htm.
Children’s Commissioner
Under the Commission for Children and Young People and Child Guardian Act 2000, the Commission has jurisdiction over government and private services to children and young people who are, or who have been, in the child safety system to ensure their protection.  Complaints may also be able to be made to the Commission about any services provided to children while subject to an order under the Juvenile Justice Act 1992, or receiving a service under section 224A of that Act.

Contact: (07) 3247 5525


Free call: 1800 688 275

Community Visitor
The Community Visitor Program is designed to safeguard the interests of adults with impaired capacity or a mental or intellectual impairment and who live in certain facilities, as defined under the Guardianship and Administration Act 2000. 

Phone 07 3406 7711 or 1300 302 711 Email community.visitorprogram@justice.qld.gov.au
Department of Communities Child Safety Services
Case Worker/Team Leader: (07) 5595 7100

Department of Communities Disability Services

Email complain@disability.qld.gov.au, write to GPO Box 806, Brisbane QLD 4001, or phone (07) 3224 7179.
Department of Communities Housing and Homelessness Services

· Contact your local office to provide feedback or make a complaint.

· If you do not wish to talk about the matter with local office staff or if they are unable to resolve it, you can contact the Housing Appeals and Review Unit or submit an online feedback or complaint form.

Postal address: Housing Appeals and Review Unit, Complaints and Review, Department of Communities Reply Paid 806 Brisbane QLD 4001
Phone: 1300 557 245 

Fax: 07 3225 1912
Email: feedback@communities.qld.gov.au
Department of Health and Ageing (HACC, CACP, EACH, NRCP)

Free-call 1800 550 552
Department of Health and Ageing
All complaints regarding Department of Health and Ageing-funded projects may be addressed to the Senior Project Officer 3360 2890.
Health Rights Commission
The Health Rights Commission Act 1991 provides for complaints to be made to the Health Rights commission regarding “unreasonableness” in the provision of “health services” and other matters. Services provided in association with the use of premises for the care, treatment or accommodation of persons who are aged or have a physical or mental illness are explicitly within the jurisdiction of the Commission.

Contact: (07) 3234 0272


Free call: 1800 077 308

Home and Community Care (HACC)

Principal Review Officer (07) 3405 3898

National Disability Abuse and Neglect Hotline
The National Disability Abuse and Neglect Hotline is an Australia-wide telephone hotline for reporting abuse and neglect of people with a disability using government funded services. Allegations are referred to the appropriate authority for investigation
Telephone the Hotline on 1800 880 052, or for TTY 1800 301 130.

Ombudsman
Under the Parliamentary Commissioner Act 1974, the State Ombudsman investigates and reviews the fairness and legality of administrative actions and decisions taken by an agency (i.e. State Government Departments, local governments and certain public authorities).  The Ombudsman has jurisdiction over an administrative action of a non-government body where the action is taken under functions conferred on or required by an agency.

Any person who is aggrieved by a decision or action of an agency may complain to the Ombudsman.  The Ombudsman will usually contact the agency for an explanation and if necessary will then conduct an investigation.  The Ombudsman will prepare a written report on findings and recommendations and this will be provided to the Director- General and the Minister. 

Contact: (07) 3005 7000


Free call: 1800 068 908

Public Advocate
The role of the Public Advocate is to identify widespread situations of abuse, exploitation or neglect of people with impaired capacity due to shortcomings in the systems or facilities of a service provider. The Public Advocate then reports these findings to State Parliament. This function is also known as systems advocacy.

Phone (07) 3224 7424 Fax (07) 3224 7364.

Public Trustee
The Public Trustee's Disability Support Unit offers specialised assistance to clients and ensures clients have access to advice on a range of disability issues including Government and non-government services, medical equipment, modification of housing and vehicles and accommodation support services. The Disability Support Unit liaises with Government and non-government agencies to ensure access to the latest information and services for all clients of The Public Trustee. Contact: toll free 1300 651 591 or (07) 3213 9334. Further information is also available at clientenq@pt.qld.gov.au.

Queensland Crime and Misconduct Commission
The Complaints Services staff handle complaints of misconduct from members of the public or from official sources. Where possible, they encourage public sector agencies to investigate allegations of misconduct themselves, while they perform a monitoring or collaborative role. 

Switchboard: (07) 3360 6060 

Toll free (outside Brisbane): 1800 061 611 

Fax: (07) 3360 6333 

Email: mailbox@cmc.qld.gov.au
Queensland Police Service
All complaints regarding allegations of criminal activity must be referred to the Queensland Police Service.

Contact: 
Southport 
5571 4222



Mudgeeraba 
5530 6455



Burleigh 
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