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Centacare Evolve Housing employees are required to respond to feedback, suggestions and complaints
according to the principles and guidelines outlined in this procedure.

We will:
e make sure that people know how to contact us to tell us what they think;
e listen to what they have to say;
e do our best to understand stated concerns or issues;
e investigate any concerns raised in a fair and impartial manner;
e do our best to resolve the issue or fix the problem, although this may not always be possible;
e acknowledge any mistakes or errors we have made;
e provide clear explanation for all our decisions, unless limited by law;
e provide a pathway to appeal any decisions we have made.

The following will guide our response, handling and management of all complaint to Centacare Evolve
Housing:
o All feedback will be received respectfully;
o All feedback will be acknowledged and managed to specific, agreed and published timelines;
e All decisions will be explained clearly.

How people can provide feedback
People can provide feedback in person at reception, by phone, website, mail, email or to Centacare
Evolve Housing employee.

What people can expect from us when lodging a complaint
We will:
e listen to the complaint and attempt to resolve the matter immediately if possible;
e investigate all complaints in a timely manner;
e provide a response to the complainant at the conclusion of our investigation of the complaint.

We expect:
e you talk to our staff respectfully;
e you provide us with as much information about the complaint as possible;
e you let us know of any special needs or if extra help is needed in understanding or accessing our
complaints service.

Timeframes

Timeframes for acknowledging complaints:

Phone - 1 business day

Email or letter - 1 business day

Letter (no phone number provided) - 5 business days

Where possible complaints will be rectified immediately. If not, we discuss a suitable timeframe with you
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depending on the nature of your complaint. However we would expect all complaints to be resolved
within two weeks.

In the unlikely event that we are not in a position to fully resolve your complaint within this timeframe,
we will contact you to discuss this further.

Record Keeping
All feedback is recorded in our tenant management system.

Responses and Remedies
Possible responses and remedies include:
e anexplanation;
e anacknowledgement of each parties perspective and agreement on ways to manage differences;
e anapology or expression of regret;
e an admission of fault;
e achange of decision;
e achange of policy, procedure or practice;
e agreement on what constitutes acceptable behaviour;
e anundertaking that unacceptable behaviour will change.

Appeals

There may be occasions where you wish to appeal the decision that was made in relation to your
complaint. Appeals can be lodged with the General Manager of Centacare Evolve Housing by email or in
writing. In order to be valid, appeals need to be lodged within 2 weeks from the date that the original
decision was communicated to you.

Appeals will be handled internally by our senior management team. A new determination can be made
when it is found that one or more of the following apply:

e the initial decision was based on an error;

e the initial decision was based on incomplete information;

e the initial decision was based on an incorrect interpretation of the information;

e theinitial decision was contrary to higher principles, i.e. human rights, welfare of the child etc.;

e there were highly unusual circumstances;

e that new information is now available that was not available at the time the initial decision was

made;
e thereis provision for discretion, which had not been exercised.

Results of the appeal will be communicated within one week unless otherwise agreed.

External appeals process

If the internal processes have been exhausted and you wish to make a further appeal you can contact the
ombudsman. The ombudsman will review appeals and determine the final outcome.

We can assist with contacting the ombudsman if needed.

References
This procedure aligns with Standard 3.6 of the National Community Housing Standards

CEH 019| Complaints & Appeals Procedure| Issue Date: January 2020 | Revision Date: January 2022
‘Uncontrolled when printed’
Page 2 of 3



l QCENTACARE
e evolve
e e HOUSING

Scope

This policy applies to all staff and clients of the following entities:
e CatholicCare Tasmania Affordable Housing
e Centacare Evolve Housing

Associated Documents:
e Complaints & Appeals Policy

Procedure Review

This procedure and related policy will be reviewed on a 24 month cycle, unless there are legislative,
policy, or other organisational changes that instigate an earlier review. The responsibility for the
development, amendment and review of policies and procedures rests with the subject matter experts,
with the support of the Quality Systems Coordinator.

The most current version of this procedure is available from Domus; changes to the procedure will be
communicated via Domus and staff meetings.

Changes to this procedure will prompt an update to the Centacare Evolve Tenancy Policy page accessed
at www.centacareevolve.com.au to be actioned within one week of any change.
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