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Complaints management policy  
 

Policy Statement 

COLLAR affirms that all complaints are taken seriously and that the management manages them in a 
timely, transparent and meaningful way  

 

Principles 
 
All complaints are governed by the following principles: 
 

+ Complaints are best handled promptly and as close to the source as possible. 
+ Complaints will be handled objectively and confidentially and complainants will not suffer any 

reprisals from making a complaint. 
+ Complainants will be treated in accordance with the COLLAR’s Code of Conduct. 
+ Complainants will be treated with respect and will be provided with clear explanations of the 

COLLAR’s decisions and actions taken.  
+ Complaints will wherever relevant will contribute to improvement of the Company’s policies, 

procedures and practices, and the results and value of services. 
 
 

Objectives 
 
This policy aims to provide an accessible, responsive and timely complaints management process.  
 
 

Scope  
 
This policy applies to all complaints received by COLLAR’s management. 
 
 

Visibility and access  
 
This policy requires that information about the complaints management system is readily available for 
all COLLAR stakeholders. Complaints may be made face-to-face, by phone, fax, mail, email or online.  
 
 

Responsiveness  
 
Allegations of suspected harm or risk of harm to a client of the company, or possible victims of crime, will 
be actioned immediately by urgent referral or reporting to the relevant authority. 
All complaints regarding COLLAR’s practice or complaints regarding any of the COLLAR staff will be 
acknowledged and responded to as soon as practicable. Complaints will be dealt with in a timely 
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manner and complainants will be kept informed about the progress of their complaint and anticipated 
timeframes. 
 
 

Assessment and action  
 
In the first instance, resolution of complaints will be attempted at the local level – by Management and/ 
or the Director. However, if the complaint is not able to be resolved locally, it may be escalated to the Fair 
Work Commission or other relevant authorities for further assistance. 
 
At the conclusion of a complaint management or decision-making process, an internal review may also 
be requested. The internal review will be conducted by the Office Manager. 
 
All complaints will be recorded in the Complaint Management Log for progress monitoring and future 
reference. 
 
 

Outcome and System improvement  
 
In providing meaningful feedback on the outcome of a complaint, COLLAR will clearly explain the 
outcome, the reasons for the outcome and the factors considered in the decision-making process. An 
important element of the complaint management process is the identification and implementation of 
systemic improvements.  
 
Complainants are welcome to submit feedback on the complaint handling process and their satisfaction 
with the resolution. 
 

 
Monitoring effectiveness and reporting  
 
COLLAR is committed to continually improving its services and will monitor agreed system improvements 
resulting from the review of complaints and feedback. 
 
 

Roles and Responsibilities  
 
The Office Manager is responsible for:  
 

+ implementing the complaints policy and procedure  
+ maintaining a system that deals effectively with complaints  
+ referring matters to an external agency/ authority for action where required 
+ local implementation of the complaints policy and procedure  
+ providing complaints data as requested, to enable identification and analysis of significant 

issues and trends 
+ ensuring ongoing continuous improvement of service delivery through trends and issues 

identified 
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The Managing Director is responsible for:  
 

+ providing specialist complaints management advice and support to the Office Manager 
+ identifying and analysing significant issues and trends from the conduct of complaints and 

internal reviews  
+ driving continuous improvement through the tracking and monitoring of recommendations 

arising through the conduct of complaints and internal reviews 
+ ensuring the complaints process is effectively administered 

 
 
COLLAR are responsible for: 
 

+ responding to external complaints in accordance with the complaints policy and procedure 
+ redirecting the external complaints to the Office Manager where appropriate 
+ lodging their own complaints to the Office Manager when necessary 

 
 

Complaints Process Flow 
 

 
1. Log Complaint 
 

+ Complaint is      
captured by 
an employee 
via numerous 
channels 

+ Details of the 
complaints 
are recorded 
in the Record 
of Complaint/ 
Issue Form 
and the 
Complains 
Log 

+ Complaint is 
classified 

+ Complaint 
status is 
assigned  

 
2. Investigate 

Complaint 
 
+ Review the 

complaint and 
contact details 

+ Liaise with 
parties 
associated as 
necessary 

+ Determine 
further actions 
and level of 
escalation if 
necessary 

 

 
3. Deliver Resolution 
 

+ Monitor resolution 
actions taken to 
address 
complaint status 

+ Prepare response 
communication  

+ Deliver response 
via preferred 
channel 

 
 

 
4. Regulatory 

Reporting 
 

+ Report the 
complaint 
details and 
resolution to 
the 
appropriate 
regulatory 
services 

+ Provide 
additional 
support 
information if 
necessary 

 

 
5. Closeout Complaint  
 

+ Log resolution and 
close complaint 

+ Document the 
outcome 

+ Trigger follow up 
actions and 
communications 

+ Collect and record 
the feedback 
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