SSparkways

Complaint Handling Policy - Organisation

| Z PURPOSE

The purpose of the policy is to outline how Sparkways manages complaints that relate to the
organisation. This policy relates to organisational complaints and does not apply to complaints that
are specific to early learning - refer the Early Learning Complaints Handling Policy — for the process
to manage complaints related to service delivery.

At Sparkways we acknowledge everyone’s right to express their opinion about our services. We will
provide our communities and stakeholders with the opportunity to influence the way that
Sparkways works through meaningful engagement, listening, responding to feedback and protecting
confidentiality and privacy.

Complaints provide valuable feedback about the level of community and stakeholder satisfaction
with our services. Along with other forms of feedback, complaints provide an opportunity to
improve the delivery of Sparkways services. Complaints must be handled effectively and promptly
and recorded for coordination, analysis and reporting.

Resolving complaints at the earliest opportunity, in a way that respects and values the person’s
feedback, can be one of the most important factors in ensuring an opportunity to recover a person’s
positive feelings and confidence about Sparkways services. It can also help prevent further
escalation of the complaint.

This policy will:

e protect and promote the rights of stakeholders and the community to provide feedback or
make a complaint;

e ensure that complaints are investigated and responded to in an appropriate, consistent and
effective manner;

e inform stakeholders and the community of the internal and external procedures for
managing feedback and complaints;

e protect and promote the human rights of all people involved in complaints and ensure that
proper consideration of relevant human rights issues occurs throughout the complaint
handling process; and

e commit to effective management of and learning from complaints.

This policy shows how Sparkways will:

e enable complaints to be made;
e respond to complaints received; and
e |earn and improve from complaints.

This Policy helps Sparkways to:

e improve standards of services to stakeholders and the community;
e raise standards of investigation and decision-making through clear processes;
e ensure a fair and equitable approach and improve internal complaint handling; and
e reduce recurring complaints.
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OO POLICY STATEMENT
A e

GUIDING PRINCIPLES

Sparkways is committed to:

Provision of mutual respect, responsiveness, accountability and transparency to underpin
the processes by which Sparkways seek to resolve any complaints/grievances.

Ensuring that the Sparkways stakeholders and community benefit from a service which
encourages feedback and the raising of any issues of concern.

Ensuring that a culture in which ‘it’s ok to complain’ is encouraged.

Ensuring feedback is used to enable Sparkways to develop and improve services

Sparkways will apply the following best practice principles to every complaint.

Accessibility - Sparkways will make it easy for stakeholders and members of the public to
lodge a complaint including people of all genders, ages, abilities, cultural backgrounds,
religions and people who are indigenous and/or LGBTIQA+. Sparkways employees will
actively assist everyone to navigate the complaint process.

Commitment - Sparkways will take all complaints seriously. Sparkways is committed to
resolving complaints and view them as a valuable source of feedback that will help
Sparkways to improve services.

Accountability - When a complaint is lodged, Sparkways will advise the complainant who will
be taking ownership for investigating the complaint.

Consistency - Sparkways will ensure that all complaints are investigated, followed up and
responded to. Sparkways will follow through on any agreed actions and provide explanations
and reasons for decisions.

Objective and fair - Sparkways value stakeholders and community members. Complaints will
be handled with professionalism, empathy and impartiality.

Transparency — Sparkways clearly sets out how to complain, where to complain and how the
complaint will be handled. The steps taken to respond to a complaint are recorded and will
stand up to scrutiny.

Privacy - Sparkways is committed to fulfilling its obligations under the Information Privacy
Act 2000, the Privacy Act 1988 and related information privacy principles. Sparkways will
provide clear information about the handling of personal information. Complaint data is de-
identified if reported more widely. Complainants are entitled to access information
necessary to resolve their complaint but are not entitled to information that breaches the
privacy obligations Sparkways owes to any other person.

Continuous improvement - Acting on, learning from and using complaint data helps
Sparkways identify problems and improve services.

SCOPE

This policy applies to all staff, Directors, contractors, volunteers, students and other authorised
personnel required to perform functions on behalf of Sparkways or on Sparkways premises.
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This Policy relates to all complaints made by stakeholders or members of the public in relation to
Sparkways services and operations other than those subject to a separate policy (refer Early
Learning - Compliments and Complaints Policy_December 2025) statutory or other legislative appeal
processes.

- RESPONSIBILITIES
2lo

All staff, Directors, contractors, volunteers, students and other authorised personnel are responsible
for being aware of and complying with this policy.

All staff, Directors, contractors, volunteers, students and other authorised personnel must handle
personal information in accordance with the Information Privacy Act 2000, the Privacy Act 1988, the
principles of this policy and other relevant Sparkways policy and procedures.

POLICY and PROCEDURE

Al

1. How to Make a Complaint or Provide Feedback

1.1 Complaints and feedback can be made via:

Telephone 1300677 275

Online https://sparkways.org.au/about/contact
Email compliance@sparkways.org.au

Post 45 Yazaki Way, Carrum Downs, VIC 3201

1.2 Sparkways will accept complaints and feedback by telephone, email, letter or via our
website.

1.3 Sparkways will provide support to stakeholders and members of the public to make
complaints if required.

1.4 Sparkways will accept complaints from authorised representatives of stakeholders or
members of the public.

1.5 Sparkways will accept and act on anonymous complaints (if enough information is
provided to do so).
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1.6 Sparkways will ensure that all stakeholders and members of the public, irrespective of
age, ability, Indigenous, or cultural backgrounds and faiths, and/or sexual/gender identity
can make complaints, in a way that is inclusive, safe and supported.

1.7 Sparkways can offer free access to a translator and/or interpreter service if required.

Information that will Help Resolve a Complaint

2.1 When lodging a complaint, Sparkways will ask for the following information from the
complainant:

e Name and contact details. Complaints can be made anonymously however this
will limit Sparkways ability to respond and may limit Sparkways ability to act.

e The action, decision, service, or policy the complaint is relating to and the reason
for the complaint.

e If the complaint relates to a health or safety issue and/or someone is at risk of
harm or injury.

e Relevant details, such as dates, times, location or reference numbers and
documents that support the complaint.

e The outcome that is being sought.

e  Whether there are any communication needs and/or preferences of the
complainant.

Complaint Management Process

3.1 Sparkways will always try to resolve a complaint at the time of first contact. If a
decision is made not to act on a complaint, we will explain why, and, where possible,
inform the complainant about other options.

3.2 In line with best practice, Sparkways has adopted a 4-tiered approach to managing
complaints. This approach provides a pathway for a complaint with each tier
representing an escalation point.

Tier 1: First-contact complaint resolution

The aim of Tier 1 is to resolve most complaints at initial contact.

These complaints are resolved by identifying quick and mutually acceptable solutions. It is
important to understand the complaint and any specific needs of the complainant, then
identify the ability and approach to find a workable solution. If a solution cannot be
immediately found, then the Sparkways employee or will explain what will happen next and
why.

First contact resolution may include:
(a) raising a request for action;
(b) providing advice or information to the beneficiary or member of the public; and/or
(c) providing advice on why Sparkways may not be able to act on the complaint (.e.g. the
complaint needs to be referred to another agency or it may be a police matter).

It may not be possible to resolve a complaint when first contact is made. If this is the case, the
complaint may require further investigation or it may need to follow an external process.
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If Sparkways cannot immediately resolve the complaint, it will be referred to the relevant
Sparkways employee or Board member to investigate. Sparkways will provide details to the
complainant of who to contact about the investigation if it does progress to investigation.

Tier 2: Investigation

If a complaint needs further consideration, it moves to Tier 2.

An investigation is usually carried out Executive Director Compliance, Governance and Risk
(EDCGR). Under Tier 2, additional information is gathered, and an evidence-based decision is
made. The EDCGR will communicate with the complainant throughout the investigation and
provide a written outcome that explains Sparkways decision.

Sparkways will aim to complete investigations within 10 working days and will let the
complainant know if more time is required. Sparkways will update the complainant on
progress until the investigation is completed. Sparkways will inform the complainant of the
outcome of their complaint and explain the reasons why.

As part of the investigation, Sparkways will:
(a) assess the information in the complaint against relevant policies, procedures and
legislation (if applicable);
(b) refer to Sparkways documents and records;
(c) speak with or meet affected parties to consider possible solutions; and
(d) advise the complainant verbally or in writing of the outcome and Sparkways reasons
for reaching that outcome.

The EDCGR will also determine whether the complaint should be deemed vexatious. That is, if
a complainant is continually (on more than five occasions) raising a matter which:

e has previously been dealt with and appropriately closed out under this policy;

e is not something within Sparkways control to address; or

e s fictious in nature;
the EDCGR will close the matter and no further investigation will be undertaken.

Tier 3: Internal Review

If the complainant believes that the EDCGR has made the wrong decision in a complaint
investigation, an internal review can be requested. This review moves the complaint to Tier 3
and will be referred to the Sparkways Chief Executive Officer (CEO).

The CEO will review the request and seek further information if required. Post the CEO review,
the complaint will be referred to the Board for review. The process undertaken to address the
complaint will investigated by the Board and, if the Board is satisfied all necessary steps have
been undertaken to resolve the complaint, the Board will then be refer the complaint to an
external organisation for an independent review and resolution.

The CEO will inform the complainant of the review outcome and explain Sparkways reasons
within 20 working days of receiving the internal review request. The CEO will let the
complainant know if more time is required.

Requests for an internal review are to be sent via email to ceo@sparkways.org.au
When requesting an internal review the complainant will be asked to:
(a) advise why they believe the initial decision is incorrect; and
(b) supply any additional information or evidence (including images) that they believe will
be important to the review.
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Tier 4: External Review

If the complainant remains dissatisfied with a decision made or processes followed, Sparkways
will provide the complainant with information on how to seek an external review.

Tier 4 complaints may be escalated to an oversight body such as the Australian Charities and
Not For Profit Commission (ACNC), Consumer Affairs Victoria (Department of Justice —
Patriotic Funds), the Victorian Ombudsman, a tribunal (.e.g. VCAT) or court. Sparkways will
contribute to Tier 4 complaints by participating in, and cooperating with, the external review
process.

33 In conjunction with the 4-tier approach to managing complaints, Sparkways will
process complaints as detailed in the table below.

How Sparkways Learns from Complaints

4.1 Complaints from Sparkways stakeholders or the public provide Sparkways with
valuable feedback about service delivery, operations and performance.

4.2 Sparkways analyses complaints received to understand trends and potential issues
that deserve further attention. Sparkways uses this information to identify solutions
about how services can be improved.

4.3 Sparkways is open and transparent about the complaints received and what has been
done to resolve them.
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Receive
When received, a complaint must be assessed to determine its urgency and importance
TIME: Same working day

¥

Record
Once the complaint has been assessed, details of the complaint must be securely recorded in
SharePoint
TIME: Within one working day of receiving the complaint

¥

{unless the complainant cannot be contacted or is anonymous)
TIME: Within three working days of receiving the complaint

¥

Resolve
The time taken to resolve the complaint will depend on the nature and the complexity of the complaint
TIME:
Tier 1: Within 10 working days of receiving the complaint
Tier 2: Within 10 working days of receiving the complaint
Tier 3: Within 20 working days of receiving the complaint

¥

Communicate Resolution
When the investigation is complete, the outcome is communicated to the complainant including
advice on further courses of internal or external action available
TIME: Within three working days of finalising the response

Acknowledge
Where possible, all complaints should be acknowledged on the same day as receipt of the complaint

5. Privacy

5.1

5.2

53
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Sparkways keeps all personal information secure. Sparkways will only use personal
information to respond to the complainant and to analyse the information that has
been provided for the purpose of improving services that relate to the complaint.
Where we publish complaint data, personal information is removed.

The Privacy Act 1988 (Cth) and the Privacy and Data Protection Act 2014 (Vic) outline
Sparkways obligations in relation to how we collect, store, use and access the
information we hold about stakeholders and the public. All information collected is
held securely and used solely by Sparkways for a specific and/or related purpose.
Sparkways may disclose the information collected to other organisations if required or
as permitted by legislation.

When a complaint is made to Sparkways, we ask the complainant to provide and will
record:

(a) name and contact details;

(b) whether any communication or assistance needs are required; and

(c) what the complaint relates to.
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6. Consequences of a Breach of this policy

6.1 Sparkways emphasises the need to comply with the requirements of this policy.
Breaches of this policy and its procedures may result in suspension of access to
Sparkways information resources.

6.2 Any staff member found to be in breach of the requirements of this policy may be subject
to disciplinary action, up to and including termination of employment.

6.3 Similarly, a volunteer or student found to be in breach of the requirements of this policy
may be subject to disciplinary action in accordance with Sparkways Code of Conduct.

m BACKGROUND AND LEGISLATION

BACKGROUND

Organisations need a complaints handling policy to build trust, improve services, reduce risk, and
ensure accountability by providing a fair, consistent process for addressing issues, turning feedback
into actionable insights for better performance, and preventing small problems from escalating to
costly external disputes or reputational damage.

A complaints handling policy helps meet standards, understand customer needs, and demonstrates
commitment to quality and transparency.

LEGISLATION AND STANDARDS

Relevant legislation and standards include but are not limited to:

e Information Privacy Act 2000 (Vic)

e Privacy Act 1988 (Cth)

Privacy and Data Protection Act 2014 (Vic)

Protected Disclosure Act 2006 (Vic)

Equal Opportunity Act 2010 (Vic)

Charter of Human Rights and Responsibilities Act 2006 (Vic)

e Victorian Government ‘Good Practice Guide to Managing Complaints Involving Human
Rights’

e Australian Government - National Office of Child Safety

The most current amendments to listed legislation can be found at:

Victorian Legislation — Victorian Law Today: www.legislation.vic.gov.au
Commonwealth Legislation — Federal Register of Legislation: www.legislation.gov.au
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g DEFINITIONS

For the purpose of this policy, a complaint means an expression of unhappiness or dissatisfaction
with a situation or any services or failure to provide services.

A complaint can:

e relate to a specific occurrence or episode; or
e be anissue that has had an impact on an individual or a group.

SOURCES AND RELATED POLICIES

SOURCE

Moores Legal

RELATED POLICES

(a) Early Learning - Compliments and Complaints Policy

(b) Corporate Confidentiality Policy

(c) Early Learning - Child Safe Environment and Wellbeing Policy
(d) Whistleblower Policy

(e) Corporate Privacy Policy

(f) Early Learning — Privacy and Confidentiality Policy

‘:O EVALUATION

In order to assess whether the values and purposes of the policy have been achieved, Sparkways
will:

e Seek feedback from people affected by the policy regarding its effectiveness.

e Monitor the implementation, compliance, complaints and incidents in relation to this policy.
e Keep the policy up to date with current legislation, research, policy and best practice.

e Revise the policy and procedures as part of the service’s policy review cycle, or as required.
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[@ AUTHORISATION

This policy was endorsed by Sparkways on 03/02/2026

REVIEW DUE: February 2028
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