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[bookmark: _Toc66794859][bookmark: _Toc201910286][bookmark: _Toc225423269]Purpose
Everyone has the right to provide feedback or complain about our services, policies, actions, or decisions. We value your feedback and it helps us to improve our services.
This policy explains how the Department of Families, Fairness and Housing receives and responds to feedback, complaints, and compliments.
Our feedback process is:
easy to use
clear and fair
respectful of your information
timely
compliant with privacy laws and other legislation
open to all service users, community members and oversight bodies who want to share feedback with us.
[bookmark: _Toc66794860][bookmark: _Toc201910287][bookmark: _Toc225423270]Guiding principles
We will manage your feedback based on these principles:
No wrong door – We want to make it easy for you to share your feedback with us. You can raise your issue with our staff, or you can do it via a phone call, an email, a posted letter or in our online form.
Visibility and accessibility – We want our feedback system to be as easy as possible for anyone in the community to find and use. The client voice is central to everything we do.
Local resolution – We will ask the area you are receiving services from in the department to investigate and respond to you about your matter. We will ask you to give your feedback to the funded organisation that you receive services from. If you are unhappy with the organisation’s response, you can then raise your concerns with us.
Impartiality and fairness – We will manage your feedback in an objective and respectful way.
Responsiveness – We will let you know that we have received your feedback and the time it will take us to provide a response.
Privacy and confidentiality – We will protect your personal information where provided. You can also choose to be anonymous.
Accountability – We will explain our decisions to you and let you know what our review process is.
Continuous improvement – Feedback data will be de-identified and used to learn and act on opportunities to improve our services.
[bookmark: _Toc225423271]Types of feedback
Complaints – You can let us know when you are not happy with how we have provided a service to you. You can also let us know if we have not got back to you about your feedback in the time we told you we would.
Request for contact – You can ask us to contact you to give you information about a service you are receiving or would like to get from the department. You can ask us for more information about our services and policies.
Compliments – You can let us know if you have been happy with the service that a team or staff member has provided you. We will share this with the staff.
Approaches from external oversight bodies – You can reach out to an oversight body. An oversight body is external to the department and has powers to raise complaints with us on your behalf. Victoria has several oversight bodies. Their role is to promote fairness, integrity, respect for human rights and good service delivery in the public sector.
[bookmark: _Toc225423272]What can you give us feedback about?
You can give us feedback, a complaint or compliment about:
Our services, actions, policies, or decisions.
The services, actions, policies, or decisions of a service you are receiving from an organisation we fund. We ask that you raise your issue with the organisation first, so they have a chance to respond.
Issues such as:
Access – if you have been waiting a long time for a service from us
Communication – lack of updates, not involved in decisions about you, rudeness by staff
Delays in response – if our communication to you has not taken place as you expected it should
Safety – if the service provided makes you feel unsafe
Maintenance – when you are not happy with how we have arranged to fix issues on your property
Payments – if you are waiting too long for a payment from us or if you think the payment amount is not correct
Respect, dignity and care – if our actions show a lack of care, compassion, or neglect.
[bookmark: _Toc225423273]When we are not the right place to help you
We may let you know that the issue you are concerned about is outside of our responsibility. In these cases, we will try to let you know who you can go to about your concern.
We cannot help you if your feedback is about another State, Commonwealth, or local government organisation.
[bookmark: _Toc225423274]How to give us feedback, a complaint, or a compliment
You can take the following steps to get your matter resolved:
Step 1 – Discuss your complaint with a staff member, housing officer, your case worker or from the place where you are receiving the service.
Step 2 – Discuss your complaint with a local office senior manager if you have tried to resolve your concerns but are still unhappy with the outcome.
Step 3 – If we cannot resolve your complaint at Step 1 or Step 2, you can choose one of the following ways to make a formal complaint to the department:
Submit your complaint online using the Make a complaint eform https://www.dffh.vic.gov.au/making-complaint 
Telephone the department’s Feedback Service on 1300 884 706
Email the department’s Feedback Service via feedback@dffh.vic.gov.au
Mail Complaints, GPO Box 4057, Melbourne, Victoria 3000.
[bookmark: _Toc225423275]How we handle feedback
We will treat you with respect as we investigate the matter and we ask that you also treat our staff with respect.
You will receive a feedback reference number, unless you do not want to receive this.
We categorise all feedback so you will get a response on time from the correct area of the department.
If you have requested contact, we will aim to contact you within 3 working days.
We will investigate your matter. This usually takes about 10 working days. We will let you know if we need more than 2 weeks.
We may contact you for further details about your matter. If we do, we will contact you by your preferred contact method.
You can escalate your complaint to a ‘tier 2 complaint’ if you do not get a response by the due date or if you feel the department did not address your concerns. Someone more senior from the same area in the department will provide a response.
You can escalate your complaint to a ‘tier 3 complaint’ for impartial review if the department has not resolved your concerns. Someone from another area in the department will provide a response.
You will receive an outcome from us about your matter.
We will let you know your review options. This will include the name and contact details of an external body that you can go to if you are not happy with our response to you.
[bookmark: _Toc225423276]Anonymous complaints
You can make a complaint without disclosing who you are.
You can also provide your name and contact details but ask to have your complaint marked anonymous. We will not pass your information to anyone if you do this.
If you make an anonymous complaint, we will not be able to:
Contact you if we need more information.
Let you know the outcome of your complaint.
Please let us know if disclosing your name or having us pass on your information worries you.
[bookmark: _Toc225423277]Privacy
When you give us feedback, we may need to share your information with other parts of the Department of Families, Fairness and Housing. This may be necessary so that we can resolve your issue. When this happens, we will:
Ask for your consent before sharing your personal information.
Respect your privacy and comply with any relevant laws.
Let you know if not sharing would limit our ability to investigate and respond to your matter.
[bookmark: _Toc225423278]External review options
You can raise your matter with an external body if you are not happy with how we have handled your complaint. This includes if you have not received a response by the due date.
These external bodies are:
Oversight bodies
	Oversight body
	What they do
	Contact details

	Disability Services Commissioner
	The Disability Services Commissioner works with people with a disability, and disability services to resolve complaints.
	Telephone: 1800 677 342
DSC website https://odsc.vic.gov.au/

	NDIS Quality and Safeguards Commission
	The NDIS Quality and Safeguards Commission is an independent Commonwealth agency established to improve the quality and safety of NDIS supports and services.
	Commission website https://www.ndiscommission.gov.au 

	Office of the Victorian Information Commissioner
	The Office of the Victorian Information Commissioner will investigate complaints about a Victorian Government agency or local council’s failure to comply with one or more of the Information Privacy Principles.
	Telephone: 1300 006 842
OVIC website https://ovic.vic.gov.au

	Social Services Regulator (SSR)
	The Social Services Regulator (SSR) is an independent statutory authority that oversees social services in Victoria. The SSR also safeguards the rights of children and young people.
	Email: enquiries@ssr.vic.gov.au
SSR website https://www.vic.gov.au/social-services-regulator

	The Commission for Children and Young People (CCYP)
	The CCYP promotes improvement in policies and practices that affect the safety and wellbeing of Victorian children and young people.
	Telephone: 1300 78 29 78
CCYP website https://ccyp.vic.gov.au

	Victorian Equal Opportunity and Human Rights Commission (VEOHRC)
	The VEOHRC works to protect human rights, promote fair treatment for all Victorians, and advocate for a diverse and inclusive state.
	Telephone: 1300 292 153
VEOHRC website https://www.humanrights.vic.gov.au 

	Victorian Ombudsman
	The Ombudsman can look into complaints about State and local government authorities. The Ombudsman can look into complaints about decisions, actions, or inaction by these bodies.
	Telephone: 1800 806 314
Victorian Ombudsman website https://www.ombudsman.vic.gov.au



Contact us to receive this document in another format. Please email the department’s Feedback Service at feedback@dffh.vic.gov.au.
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