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Reinforce Complaints Policy

What is this policy about?
The purpose of this policy is to explain how to handle a grievance and make a complaint at Reinforce.
A grievance is when you are not happy about something.
A complaint is when you tell someone you are not happy about something and why you are not happy.

Who is this policy for?
This policy is for anyone who interacts with Reinforce, including all Reinforce members, Management Committee members, paid staff, volunteers, self-advocates and members of the public. 

Grievances and Complaints:
You have a legal right to have a grievance and make a complaint. 
Here are some examples of complaints:
· Someone from Reinforce was rude to me.
· The people at Reinforce did not listen to me.
· A worker from Reinforce did not do the things they said they would do.

Reinforce encourages you to make a complaint if you have a grievance or problem with Reinforce. 
It is OK to make a complaint!
By making a complaint you are helping yourself and you are also helping Reinforce to be better for everyone.
Reinforce will take grievances and complaints seriously.

Some complaints can be very serious. Examples of very serious complaints are assault, theft, sexual harassment and sexual assault.
If your complaint is a very serious one, you can choose to go to the Police for help. Reinforce may be able to support you with this.

Making a Complaint:
If you are not happy about a person or something that has happened at Reinforce, you should first talk to the person who has upset you to see if you can work it out for yourselves.
If you can’t solve the problem or don’t feel comfortable doing talking to them, you should follow the Reinforce Complaints Procedure. A complaints procedure is the steps you take to have a complaint or problem sorted out. You can find a copy of the procedure at the end of this policy.

Anyone can make a complaint using the complaints procedure, even if you are not a member of Reinforce.
You can use the complaints procedure to make a complaint against: 
· The Management Committee or one of its members.
· A paid worker or volunteer.
· A member of Reinforce.
· Someone else using Reinforce.

Your Rights to Information and Help:
· You have a right to talk about things you are not happy with and to make a complaint about the things making you unhappy.
· You have a right to make a complaint without fear of being picked on.
· You have a right to be respected and to be listened to when you are talking about your own opinions or feelings.
· You have a right to a copy of Reinforce’s Constitution.
· You have a right to a copy of this Complaints Procedure.
· You have a right to get help from people, including the people who work at Reinforce.
· You have a right to get help from other groups outside Reinforce.
· You have a right to an advocate/support person of your own choice at all times.

Other groups who can help you with complaints:

Complaints Resolution and Referral Service:
Phone number – 1800 880052

Office of Public Advocate & Community Visitor Program:
Phone number: 9603 9500

Equal Opportunity Commission (Human Rights Advice)
Phone number: 9281 7100

Citizen Advocacy:
Phone Number: 9859 9421

Victoria Legal Aid:
Phone Number: 9269 0234

Disability Discrimination Legal Service:
Phone Number: 9654 8644





Governance:
The Management Committee is responsible for making sure everyone at Reinforce understands how to make a complaint and that all complaints are taken seriously.  

Policy Review:
This policy will be reviewed every two years, or earlier if required.
The next date for review is May 2028.
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How to Make a Complaint at Reinforce

	1.
	You can make your complaint to anyone at Reinforce. This could be: 
· A Committee member.
· The whole Committee.
· A member of staff.
You can also talk to someone from outside Reinforce and get them to help you make a complaint.

	2.
	Tell the person what you are unhappy about and why you are unhappy.

	3.
	You will be asked to fill in a Complaints Form. 
This form will help Reinforce to make sure that something is done about your problem. 

	4.
	Your complaint will be kept confidential. This means that only the people involved in your complaint will know about it. 
You will be told who these people are.
No one else will know that you have made a complaint.

The department that funds Reinforce might ask to see a record of your complaint to check Reinforce is doing our job properly. We will remove all of your identifying information before they see it.

	5.
	Reinforce will take your complaint seriously.
Within 5 working days you will get a letter or email from Reinforce to plan a meeting with you.

	6.
	At this meeting we will talk about how to sort out your complaint and how long this might take.
This will let you know when things are supposed to happen.
You are very welcome to bring a friend or an advocate to this meeting to support you.

	7.
	A second meeting may be planned if needed.
If your complaint is about another person, you may be asked to talk about your problem with this person.
You or the other person do not have to do this if you do not want to.

	8.
	Reinforce will update you as they work to solve your complaint.




Reinforce Complaints Form
Please return this form to info@reinforce.org.au 

Name of the person making a complaint:
	



Email address:
	



Phone Number:
	



If you are making a complaint on behalf of someone else:
Does the person know you are complaining on their behalf?
Yes / No
Please add their name and contact details below:
	



If you want to use an advocate or support person to help you complain please add their name and contact details below:
	





Please explain what your complaint is:
	






What would you like to see happen to resolve your complaint?
	






Your complaint will be kept confidential. This means that only the people involved in your complaint will know about it. No one else will know that you have made a complaint.

The department that funds Reinforce might ask to see a record of your complaint to check Reinforce is doing our job properly. We will remove all of your identifying information before they see it.

Reinforce will contact you within 5 working days of receiving your complaint to organise a meeting with you to discuss how we will sort out your complaint.

I confirm that:
· I have seen Reinforce’s Complaints Policy and Complaints Procedure.
· I understand I can be sent a copy of the Complaints Policy and Complains Procedure free of charge by Reinforce.
· I agree with the information shared on this form.

Signature:

Date:
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