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complaints in an expeditious and professional manner.

Purpose / Policy

Good Samaritan Industries is committed to addressing employee

Where an employee feels they are being treated inappropriately, they
are entitled to lodge a complaint free from fear of retribution and the
complaint will be responded to courteously and given priority to resolve.

Standards Std 7 KPI's 7.1, 7.2 and 7.3
Referenced
PROCEDURE
Resp.

Types of Complaints

e Discrimination (EEO) e Privacy

e Harassment (sexual) e Criminal or corrupt behaviour

e Occupational Health and e Employment conditions

Safety

e Waorkplace Bullying

PROCEDURE

Informal Complaints Procedure

Before initiating a formal complaint, all employees of GSI are encouraged in
the first instance to attempt to resolve the complaint directly with the person(s)
concerned using the informal complaints procedure. The process for this is
as follows:

‘ Are you able to approach the individual concerned about the issue? ‘

No Yes
Seek support from a Approach the person concerned. Tell them
Company Rep the behaviour offends and you want it to
stop

‘ Did the behaviour stop?

No Yes

v v

Consider a formal
complaint PROCESS ENDS

v

If you wish to proceed with a formal complaint, use the
procedures in the next table

Should this not resolve the matter, or where an employee prefers to formalise
the complaint, the complaint must be made in writing and the following steps
should be taken.
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Formal Complaint Procedure

For a complaint to be formal it must be in WRITING, describing the offensive behaviour and stating the
outcome the complainant is seeking.

v

The written complaint is forwarded to the HR Manager with a copy to the relevant Divisional Manager.

v

HR logs the complaint in the payroll system and an investigation is carried out by the HR Manager or the
Divisional Manager and one other senior GSI employee appointed by the CEO. The alleged offender is
advised of the allegations and is given an opportunity to respond. Interviews will be conducted with all

parties involved as deemed appropriate. At all times the matter is to remain strictly confidential to the
parties involved.

'

Following the investigation, an assessment report will be written and the relevant Divisional Manager will
meet with the CEO to discuss and agree on a course of action. Where applicable this will be recorded in
the payroll system and appropriate action taken, including disciplinary action if misconduct has occurred.

v

Has the resolution been satisfactory?

v v

No Yes
Make a formal complaint to the Issue resolved satisfactorily
relevant external body

v

Process Ends

External Process
Formal external complaints should be directed to the following agencies:

¢ Discrimination and Harassment, Bullying ........... Equal Opportunity Commission

e Occupational Health & Safety ............ccccevvvvvnnnnn. WorkSafe

e Open Employment — Service Delivery)............... DEEWR/Complaints Resolution
Business Services — Service Delivery) & Referral Service

e Criminal, corrupt behaviour..............cccevvvvvvnnnnnn, WA Police

®  PrIVACY..ooiiiiiiiiiieiieee e DEEWR/FaHCSIA

e Employment Conditions...........ccceeevveeeiviveiiiinnnnnn, Relevant Union(s)

o  DISCrimination .......ccceevveviiiiiiiiiiiiiie e Ethnic Disability Advocacy Centre

For full agency details contact the HR Manager

Authorised: ...,
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complain about:
Purpose / Policy
Contact with staff

Access to services

The standard of service received; and
The information provided

Good Samaritan Industries is committed to addressing client
complaints in an expeditious and professional manner. If clients are
unhappy with GSI's service, they have the right to question or

Standards Referenced : Std 7 KPI's 7.1, 7.2 and 7.3

ASSOCIATED DOCUMENTS

PP:ADM:04 Continuous Improvement |

PROCEDURE
1. | Types of Complaints Resp.
¢ Discrimination e Privacy
e Harassment e Criminal or corrupt behaviour
e Service Standards e Employment conditions
2. | PROCEDURE

Informal Complaints Procedure

Complaints will be dealt with quickly, fairly and politely, GSI will not penalize
anyone for expressing their views.

Before initiating a formal complaint, clients of GSI should attempt to resolve
the complaint directly with the person(s) concerned using the informal
complaints procedure.

Should this not resolve the matter, or where a client feels uncomfortable
about this process they are required to raise the matter with the Options Site
Coordinator. The process for this is as follows:

‘ Are you able to approach the individual concerned about the issue? ‘

No Yes

Seek support from Site Approach the person concerned. Tell them
Coordinator the behaviour offends and you want it to
stop

‘ Did the behaviour stop?

#0 st

Consider a formal PROCESS ENDS
complaint

v

If you wish to proceed with a formal complaint, use the procedures in
the Formal Complaints section over page

If the issue is not resolved the Site Coordinator will inform the client
about the next steps (see Formal Complaints Procedure section
following).
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Formal Complaint Procedure

For a complaint to be formal it must be in WRITING, describing the offensive behaviour and stating the
outcome the complainant is seeking.

v

The written complaint is forwarded to the Site Coordinator with a copy to the Divisional Manager
Employment Services.

The Site Coordinator logs the complaint on the Complaints Register and an investigation is carried out by

the Site Coordinator or the Divisional Manager and one other senior GSI employee appointed by the CEO.

The individual or service being complained about is advised of the allegations and is given an opportunity

to respond. Interviews will be conducted with all parties involved as deemed appropriate. At all times the
matter is to remain strictly confidential to the parties involved.

}

Following the investigation, an assessment report will be written and the relevant Divisional Manager will
meet with the CEO to discuss and agree on a course of action. This will be recorded in the Complaints
Register and appropriate action taken.

'

Has the resolution been satisfactory?

v v

No Yes
Make a formal complaint to the Issue resolved satisfactorily
relevant external body

v

Process Ends

External Process
Formal external complaints should be directed to the following agencies:

e Discrimination and Harassment, Bullying........... Equal Opportunity Commission

e Occupational Health & Safety ............cccccevvvvnnnnn. WorkSafe

¢ Open Employment — Service Delivery)............... DEEWR/Complaints Resolution
Business Services — Service Delivery) & Referral Service

e Criminal, corrupt behaviour..............cccccoeeeeel. WA Police

®  PriVACY...ccoii i DEEWR/FaHCSIA

e Employment Conditions ..........cccccvvveeveeieeennenn, Relevant Union(s)

o  DISCrimination .......ccccovvevviiiiiiiiiiiii e Ethnic Disability Advocacy Centre
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