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ARTS ACCESS VICTORIA COMPLAINT POLICY
Arts Access Victoria recognises the right of individuals to make a complaint against the services they receive from Arts Access Victoria and we are committed to the fair and quick resolution of all issues.  

All complaints and disputes will be dealt with fairly, promptly in a professional and confidential manner, without retribution.  

We will respond to all complaints as promptly as practical and without unreasonable delay (in most cases within 10 working days).  

What is a complaint?

A complaint is when you are not happy with something and want to have it fixed.
If you are unhappy you can make a complaint.
A complaint might be about -

· How you are being treated,

· The services you receive,

· Arguments with other people,

· A staff member who supports you 

· Something else?

It is okay to make a complaint.

If you make a complaint, people at Arts Access Victoria will do the best they can to fix the problem.

To make a complaint about a service you receive from Arts Access Victoria, you need to talk to someone.

You can talk to one of these people who will help you fix your problem.

· Arts Development Officer, <INSERT NAME HERE>
· Manager, Arts Program and Development, Fiona Cook

· Executive Director, Veronica Pardo

· Board of Directors, Lesley Hall
If you feel nervous or scared about making a complaint you can ask other people to support you.

The people you can ask for support are:

· A good friend

· A staff member

· Family member

· Client Services Manager

· Client Representative 

· Advocate / Advocacy group

The process for making a complaint is:


1. In the first instance, contact the person who is your point of contact (usually the Project Coordinator).  The staff member will aim to resolve the issue immediately.

2. If the complaint cannot be resolved by the staff member, it will be referred to the staff member’s immediate supervisor (in most cases, the Project Manager).  The manager will aim to resolve the issue.

If the issue still remains unresolved, a formal complaint should be sent to the Executive Director of Arts Access.  The complaint should be made in writing or the method most effective dependant on your communication requirements.  The Executive Director will contact you and every attempt will be made to resolve the issue.


3. If there is no resolution at this stage, you will be invited to a formal mediation attended by Arts Access staff, the Executive Director, a Board representative and an external mediator/facilitator.  

4. If the matter remains unresolved after all internal processes have been exhausted, resolution will be sought through appropriate external channels.

5. At any point in the process, you may choose to include an advocate or other representative.

In the event that the complaint or dispute infers breaking the law the appropriate authorities will be contacted.

This document is available in large print, Braille, CD and Plain English.

COMPLAINT FORM
Write

Your Name:

Today’s Date:

Name of Person who is listening to your complaint:

Tell



Write/draw




Choose

What is your complaint?

Are you unhappy with?





Another Person



Yes

No





The class/activity/program

Yes

No





How you are being treated

Yes

No





The services you get


Yes 

No

You are unhappy with another person

What is the person’s name?

Is the person

Someone who attends the same class/activity/program as you?



Someone you live with?



From your family



A staff member



A friend



Someone Else

PERSONAL NOTES
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