[image: A close-up of a business card

Description automatically generated with medium confidence]
Feedback & Complaints Policy

	Version
	1.0

	Author:
	Jodie Wainwright, CEO

	Date written:
	31 May 2023

	Approved:
	

	Last updated:
	


Purpose
Milk Crate Theatre values feedback and complaints from all people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged, as well as families, carers, service providers and regulators to ensure people are treated fairly when they participant in our programs and use our services. 
Milk Crate Theatre acknowledges that anyone who engages with Milk Crate Theatre or is affected by its operations has the right to provide feedback or make a complaint. We value feedback and complaints all people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged and prioritises their right to safety and wellbeing. 
Our feedback and Complaints system enables us to: 
· Ensure we appropriately respond to issues raised by people making complaints or providing feedback about the services we provide. 
· Provide information that can be used by us to improve our programs and services wherever possible.
· Ensure we treat people fairly whenever they are engaged with Milk Crate Theatre programs and services.
· Help safeguard people with disability, children and young people and vulnerable community members.
· Support people who wish to provide feedback or make a complaint to access the processes in a suitable way.
This policy provides guidance to our staff and people who wish to make a complaint and/or provide feedback. It supports Milk Crate Theatre to apply the National Standards for Disability Services and the National Child Safe Principles. 

Background
Milk Crate Theatre is the leading arts organisation working the in unique intersection of the arts, homelessness, mental health and disability. 
Our community of Collaborative Artists (participants) are generally living with, have experienced or are at risk of homelessness; living with mental health or disability support needs; have experienced domestic violence or come from First Nations and/or Culturally and Linguistically Diverse Communities.
The complexity of lived experiences in our community can lead to power imbalances and vulnerability and as such it is important that we have strong processes and protocol to guide staff and protect the rights of everyone that we work with.
Our staff are predominantly trained as artists and whilst we have support and training in place (such as Mental Health First Aid) to work with communities they are not professionally to provide social work, counselling or other complex Mental Health Support. We have a social worker on staff who is able to make referrals to external supports where required.
This policy is part of our suite of policies and is specific to feedback and complaints management.
Scope
This procedure applies to all staff receiving or managing complaints and feedback regarding our services and programs. It also provides a framework for seeking and responding to feedback received through stakeholder surveys.
Risk of significant harm to children must be dealt with as a child protection matter. Refer to the Child Protection Procedure for your State and report the concern to your manager.
Policy
Milk Crate Theatre aims to: 
· focus on the needs and rights of the person/parties involved, including children and young people, people living with disability and other vulnerable community members.
· be fair and objective.
· provide support and the necessary tools for the person or group to make a complaint or provide feedback. 
· maintain privacy and confidentiality whilst upholding information sharing requirements, e.g., reporting to Police.
· escalate complaints and feedback based on an assessment of risk.
· seek help of expert advice if needed – do not delay the process.
· ensure staff and volunteers uphold their responsibilities.
· manage the risks posed to children through child protection reports.
· ensure complain investigations consider factors such as trauma, capacity and reasonable adjustments.
· explain the outcomes in a way that the person providing feedback or making a complaint comprehends. 
· Comply with record keeping and reporting practices.
Milk Crate Theatre’s complaint and feedback framework is based on Australian/New Zealand Standards – Guidelines for complaints handling in organisations (AS/NZS 10002:2018). 
Making a complaint or providing feedback to us is free.
Anonymous Feedback or Complaints
We accept anonymous feedback and complaints and will carry out an investigation of any issues raised where there is enough information provided. Where the person providing feedback or complaining provides their personal information but requests to remain anonymous, their information will not be divulged unless it is required to resolve or investigate or where statutory obligations apply.
Principles 
Accountable 
Our processes for responding to feedback and complaints will be clearly outlined to service users by our staff and furthermore will provide support to children and young people, people living with disability and other vulnerable community members throughout the complaints handling process.
Staff will ensure that all children and young people, people living with disability and other vulnerable community members are aware of and understand how to escalate their complaint to the relevant external body.
Accessibility 
We will ensure that information about how and where complaints or feedback may be made is well publicised. We will provide easy to understand and accessible systems to manage complaints and feedback, particularly to those people who may require assistance. All people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged will be supported to access complaint and feedback processes, and we will provide support if required. We will ensure that all people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged and their families, carers, and advocates are encouraged and supported to raise any concerns they have about the service or organisation.
We will maintain a transparent and accessible complaint and feedback handling process.
Confidentially
Milk Crate Theatre will take reasonable measures to protect personal information from loss, unauthorised access, use, disclosure or any other misuse during the complaint-handling process.
Personal information that identifies individuals will only be disclosed or used by Milk Crate Theatre as permitted under the relevant privacy laws, secrecy provisions and any relevant confidentially obligations. Milk Crate Theatre will only permit the disclosure of information about a child or young person in accordance with the Australian Privacy Principles.
Milk Crate Theatre understands that parents or carers of a child who is an alleged victim of abuse or mistreatment have a legitimate interest in being informed about the process or their child’s investigation. Milk Crate Theatre will disclose information to the parents or carers of the child, of the process, finding and actions taken during the investigation process, except in cases where disclosure could:
· Jeopardise the child’s safety,
· Prejudice a criminal child protection reportable conduct or formal investigation process,
· Prejudice a coronial inquest or inquiry,
· Prejudice proceeding in the Children’s Court,
· Breach any legal professional privilege, or
· Expose the identity of a confidential source.
Milk Crate Theatre will consult with police and child protection authorities before disclosing information on child abuse or mistreatment to the wider communities. 
Milk Crate Theatre will consult with the parent or carer before delivering information to a child. 
Excellence 
Feedback and complaints management is a part of our quality culture. We will ensure that feedback data is considered and used in organisation reviews; and review and evaluate the accessibility and effectiveness of the complaints management system and continually make improvements. 
Natural Justice 
All people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged will be given a fair opportunity to provide feedback, respond to issues and express their views. 
Objectivity and fairness 
We will address each piece of feedback or complaint with integrity and in an equitable, objective and unbiased manner. We will ensure that the person handling a complaint is different from any staff member whose conduct or service is being complained about. 
Person Centred 
We will ensure our complaints and feedback processes are flexible and sensitive to any cultural requirements and respond to individual needs. 
We will adopt flexible approaches to service delivery and problem solving to enhance accessibility for people making complaints and/or their representatives. 
We will assess each complaint on its merits and involve people making complaints and/or their representative in the process as far as possible. 
Milk Crate Theatre staff will seek to balance fairness and confidentiality requirements and where possible, safeguard the interests of all parties. 
Respect 
We will ensure all people including children and young people, people living with disability and people who are otherwise marginalised or disadvantaged are treated fairly, with respect, dignity and without judgement or bias. 
Responsiveness 
We will acknowledge receipt of feedback or complaints within five business days and deal with all complaints in a timely manner and aim to provide a response within fifteen business days of the feedback or complaint being received.
Where the complainant is a child/young person we will prioritise the complaint and we will never prioritise an adult’s opinion over that of a child where their opinions differ. 
We will assess and prioritise complaints in accordance with the urgency and/or seriousness of the issues raised. This assessment will consider the risk posed to the client, family, person involved, urgency and the impact it may or has had on the person’s physical or mental health and other factors that may be relevant. 
If a matter concerns an immediate risk to safety or security, the response will be immediate and will be escalated. 
We will inform the complainant as soon as possible of the following: 
· the complaints and feedback process
· the expected timeframes for our actions
· the process of the complaint and reasons for any delay
· their likely involvement in the process and
· the possible or likely outcome of their complaint or feedback.
Further, we will: 
· advise people as soon as possible when we are unable to deal with any part of their complaint or feedback and provide advice about where such feedback and/or complaints may be directed (if known and appropriate).
· advise people as soon as possible when we are unable to meet our time frames for responding to their complaint and the reason for our delay. 
Subject to privacy and confidentiality considerations - communication and information sharing between the parties will also be organised to facilitate a timely response to the complaint. We will assess and prioritise complaints in accordance with the urgency and/or seriousness of the issues raised. If a matter concerns an immediate risk to safety or security, the response will be immediate and will be escalated appropriately. 
Rights 
Everyone has the right to provide feedback, complain and to be heard. 
We are committed to seeking and receiving feedback and complaints about our programs, services, systems, practices, procedures, and complaint handling. 
People making complaints or providing feedback will be: 
· provided with information about our complaint handling process,
· provided with multiple and accessible ways to make complains or provide feedback,
· listened to, treated with respect by staff and actively involved in the complaint process where possible and appropriate,
· provided with reasons for our decision/s and any options for redress or review, and 
· informed that complaints received from foster carers, children and young people may be handled by their caseworker, manager of casework, or whomever is deemed the most appropriate. 
Further: 
· There will be no detriment to people making complaints or providing feedback and ensure that the complainant is not penalised in any way or prevented from use of services. 
· We will take all reasonable steps to ensure that people making complaints are not adversely affected because a complaint has been made by them or on their behalf. 
Note: The Community Services (Complaints, Reviews and Monitoring) Act 1993 (CS CRAMA) stipulates that taking, or threatening to take, detrimental action against anyone who complains or intends to complain (retribution) is a criminal offence.
Responsibilities 
The following table outlines commitments expected from staff and how the commitment will be implemented.
	Who 
	Commitment 
	How 

	CEO
	Promote a culture that values feedback and complaints and their effective resolution 
	· Provide reports to the board on Milk Crate Theatre feedback & complaints handling. 
· Provide adequate support and direction to key staff responsible for handling complaints and feedback. 
· Regularly review reports about complaint and feedback trends and issues arising from complaints and feedback. 
· Encourage all staff to be alert to complaints and feedback and assist those responsible for handling complaints resolve them promptly. 
· Encourage staff to make recommendations for system improvements. 
· Recognise and reward good complaint handling by staff. 
· Support recommendations for product service, staff and complaint handling and feedback improvements arising from the analysis of data. 
· Provide public comment on Milk Crate Theatre feedback and complaints handling if required.


	Impact Manager 
	Oversight of the feedback/complaints management system 

	· Ensure that feedback/complaints are recorded appropriately.
· Provide reports to the team on issues arising from complaint handling and feedback work. 
· Ensure recommendations arising out of complaint and feedback data analysis are canvassed with the appropriate person and implemented where appropriate. 
· Encourage staff managing complaints and feedback to provide suggestions on ways to improve the organisation’s complaint and feedback management system.
· Encourage all staff to be alert to complaints and assist those responsible for handling complaints resolve them promptly. 


	Artistic Program Manager
	Manage the Complaints and Feedback process and register. 

	· Register complaints and feedback. 
· Train and empower staff to resolve complaints promptly and in accordance with Settlement Services International’s policies and procedures. 
· Ensure all complaints are responded to within the required timeframes. 
· Ensure Settlement Services International meets legislative requirements and best practice standards regarding complaint handling. 
· Provide feedback for improvements. 
· Conduct internal reviews. 
· Maintain the Complaints and Feedback register. 
· Provide suggestions to management on ways to improve the organisation’s complaints and feedback management system. 

	All Staff
	Understand and comply with Milk Crate Theatre feedback and complaint handling practices.
	· Treat all people with respect, including people who make complaints. 
· Be aware of Settlement Services International’s complaint and feedback handling policies and procedures. 
· Assist people who wish to make complaints or provide feedback access the Settlement Services International’s complaints and feedback process. 
· Be alert to complaints and assist staff handling complaints resolve matters promptly. 
· Provide feedback to management on issues arising from complaints. 
· Implement changes arising from individual complaints and from the analysis and evaluation of complaint data as directed by management. 
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Appendix A: Definitions
	Allegation 
	A claim that an illegal act has occurred. Allegations are always investigated and sometimes an external authority undertakes the investigation such as the police. 

	Anonymous complaints 
	We accept anonymous complaints and will carry out an investigation of the issues raised where there is enough information provided. 

	Child/Young Person 
	Any person under the age of 18 years 

	Complaint 
	Expression of dissatisfaction made to or about us, our products services, staff or the handling of a complaint where a response or resolution is explicitly or implicitly expected or legally required. 
A complaint is not: 
· Staff grievances (see our grievance resolution policy)
· Public interest disclosures made by our staff (see our internal reporting policy)
· Service Requests (see definition of service request below).
· Requests for information (see our privacy policy and 
· A vexatious issue brought to our attention.

	Complaint management system 
	Policies, procedures, practices, staff, hardware and software used by us in the management of complaints. 

	Concern 
	A notification that a person is worried that something is not working, has gone wrong or is otherwise not as it should be. 

	Conflicts of interests 
	Whether actual or perceived, it will be managed responsibly. In particular, internal reviews of how a complaint was managed will be conducted by a person other than the original decision maker 

	Dispute 
	An unresolved complaint escalated either within or outside of our organisation. 

	Feedback 
	Opinions, comments and expressions of interest or concern, made directly or indirectly to us. 

	Grievance 
	A clear, formal written statement by an individual staff member about another staff member or a work-related problem. 

	Public interest disclosure 
	A report about wrongdoing made by a public official in New South Wales that meets the requirements of the Public Interest Disclosures Act 1994. 

	Service request 
	The definition of a service request will vary; however, it is likely to include: 
· Requests for approval,
· Requests for action,
· Routine inquiring about the organisation’s business,
· Request for they provision of services and assistance,
· reports of failure to comply with laws regulated by the organisation,
· requests for explanation of policies, procedures and decisions. 

	Whistle Blower Disclosure 
	The reporting by an individual who has reasonable grounds to suspect wrongdoing such as corruption, illegal or unethical conduct involving Milk Crate Theatre or Milk Crate Theatre Staff 





Appendix B: Complaint & Feedback Procedure

Milk Crate Theatre values the opinions of our community and actively seek feedback and provide opportunities for all people participating in our program to influence the way we work, the type of opportunities provided and our strategic direction.
We proactively seek feedback through our Visioning Days and post program evaluation forms but also encourage direct feedback or complaints at any time. All feedback and complaints are taken seriously, and this procedure provides information and support around how to provide feedback and information regarding what we do with your feedback once it is received.
Background
There are three different types of feedback you can provide:
1. Compliments
An expression of satisfaction about a program, service, the organisation or a particular staff member.

2. Complaint
An expression of dissatisfaction about a program, service, the organisation or a particular staff member or other program participant, OR
An expression of dissatisfaction with how feedback or a complaint has been handled.

3. General Feedback
Feedback both positive and negative about a program, service, the organisation or a particular staff member that is not necessarily about satisfaction or dissatisfaction but is provides and opinion, ideas or comments to improve service delivery.

Compliment, Complaint and Feedback channels 
Compliment, complaints and feedback may arrive via many channels, including email, face to face, internet, social media, telephone, in writing and surveys.
Receiving Compliments & Feedback
Receive
Compliment/Feedback is received.
If appropriate record the details of the feedback.
Acknowledge
Confirm and thank the person for their feedback.
Refer
Pass the feedback on to your manager.
Email feedback form with details of feedback received.




Complaint Procedure

Level 2
Internal review by a senior person, i.e., Program Manager, CEO
If unable to resolve refer to level 3

Level 3
Complain driven and dealt with by external agency. E.g., Arbitration or Ombudsman’s office
Level 1
Resolution by staff in program – first point of contact.
If unable to resolve refer to level 2














Level 1 – Resolution by front line staff 
Frontline staff often receive compliments, complaints and feedback face to face or over the phone. 
A complaint may be very serious and require immediate escalation or it may be something you can address. How you respond is important in reassuring the person that Milk Crate Theatre takes all feedback and complaints seriously and will address the matters raised.
However, it is equally important that we receive and record compliments and feedback so we are able to learn from all feedback.
1. Receive the feedback/complaint 
Welcome the complaint. Be responsive, helpful and respectful. Listen carefully. Acknowledge the person’s concerns or feedback.
· Provide information about the organisation’s complaint handling policy and procedures.
· Tell the person what you plan to do with the information they have provided.
· If possible – fix the issue/error immediately.
· Record the feedback/complaint:
· Capture all the issues,
· Record the persons contact information,
· Confirm with the person that you have documented their feedback/complaint correctly.
· Provide the person with your name or a contact number if they wish to follow up.
· If the complaint is received via email or in writing, then it does not need to be documented.
· Send a copy to jess@milkcratetheatre.com for the feedback to be logged in the register.

2. Record accurate details 
Respect privacy or anonymity. Record accurate and complete details. Include outcome sought. 
· Accurately record the issues raised preferably using the Complaint and Feedback Form or via email if you’re unable to access the form. 
· Ensure you have the person’s full name and contact number.
· Do not record personal opinion or assumptions.
· Send a copy to jess@milkcratetheatre.com and your manager within 24 hours of receiving the feedback or complaint.

3. Assess the level of risk 
Clarify the issues. Determine the risk and significance. A complaint in relation to the following requires a level 2 response and must be referred to your manager/the CEO immediately. 
· Death or life threatening/serious injury (including risk of injury to self or others).
· Risk of significant harm to a child or young person.
· Media related.
· Financial issues – feedback around use or misuse of funds.
· Abuse
· Conflict of interest
· At the complainant’s request
· Complaints about a manager must be escalated to that person’s immediate manager,
· Escalate complaints with high or extreme risks immediately.
Note: Complaints received by email or letter
· Acknowledge the complaint by email, letter or phone call withing five business days.
· Show empathy, apologise where appropriate. 
· Thank the person for raising their concerns, feedback or complaint. 
· Explain the feedback/complaint process. 
· Manage expectations. Let the person know what you can do and what you cannot do.

4. Resolve within 15 business days 
Immediate frontline resolution. If the complaint is within your skillset, knowledge and delegation authority. 
· Resolve complaints where possible and document the resolution using the complaint form or email. 
· Provide the complainant with the outcome. If this is done via email or letter the Program Manager, Impact Manager or CEO must review the response prior to sending it. 
· You can use Feedback Outcome Letter Template to assist you with your response.
· Email jess@milkcratetheatre.com a copy of the final documents and include the action taken to resolve the issue raised and any supporting documentation such as emails, file notes, etc. 

5. Refer 
For feedback or complaints that are complex or high risk, refer the complaint for a Level 2 review immediately. 
· Refer the complainant and complaint for a Level 2 review if it is serious or complex and provide the complainant with the name and phone number of the person conducting the review,
· Advise the complainant that the Level 2 person will contact them within five business days 
· Provide the Level 2 person with the details of the complaint. Such as: 
· When the feedback/complaint was received
· A copy or notes outlining the feedback/complaint.
· Why the feedback/complaint is being escalated? Ie is it a conflict of interest? Has the person asked for escalation? Is it high risk? Have initial steps to rectify not worked?
· Outline your attempts to resolve the feedback/complaint (if any steps were taken)
· Email a copy of the feedback/complaint form to your manager and include jess@milkcratetheatre.com

Level 2 Complaints – Resolution by senior staff 
Complaints that are complex or require further investigation are Level 2 complaints. 
Senior Managers (e.g., CEO, Program Manager, Impact Manager, Artistic Director, Social Worker, etc.) are usually responsible for Level 2 complaints. They can review decisions made by frontline staff and if after further investigation they can overturn the decision made and provide feedback to frontline staff regarding their decision. 

1. Frontline staff escalate the complaint 
Email details of the complaint to your manager and the CEO. Cc jess@milkcratetheatre.com
In your email please state: 
· When the feedback/complaint was received
· A copy or notes outlining the feedback/complaint.
· Why the feedback/complaint is being escalated? Ie is it a conflict of interest? Has the person asked for escalation? Is it high risk? Have initial steps to rectify not worked?
· Outline your attempts to resolve the feedback/complaint or reassure the complainant (if any steps were taken)

2. Senior staff review the complaint 
· Review the complaint and the issues that have been raised

3. Investigation 
· Investigate each issue raised by reviewing relevant documentation, program reporting, incident reporting etc,.
· Speak to those involved,
· Record & document the investigation,
· Ensure all documentation is based on factual information and not based on personal opinion or assumption,
· Maintain impartiality,
· Negotiate with transparency,
· Consider the views of all parties.

4. Decision Making 
· Review the evidence and determine the best course of action. The evidence must support this decision!
· Document the rationale for the decision.

5. Resolve 
· Contact the complainant and inform them of the outcome,
· Confirm if they are satisfied with the outcome,
· Discuss the reasons for the decision,
· Document the discussion,
· Confirm the outcome in writing (email or letter),
· Notes to be saved in on the participants files on SharePoint. Note – access to be controlled as required.

6. Refer 
· If the Complainant is unhappy with the outcome, speak to the CEO who may then review the resolution. 
· If the Complainant is happy with the outcome, send a formal letter reiterating the proposed resolution.
· Provide the Complainant with Alternative Dispute Resolution options, 
· Maintain a copy of all documentation and save it to SharePoint with restricted access.

Level 3 Complaints – Alternate dispute resolution 
Level 3 complaints are participant driven and dealt with an external dispute resolution organisation. 
For most matters, please refer the person to one of the following: 
NSW Ombudsman 
Phone: 1800-451-524 (free call from landlines) or (02) 9286-1000 
Website: www.ombo.nsw.gov.au
Proactive feedback
Feedback can be received in several ways. Milk Crate Thaetre actively seeks feedback from clients, participants and other service users through our Visioning Days, program surveys and evaluation sessions.
Respondents may lodge a complaint by reporting a negative experience, requesting further action be taken and providing their contact details for follow up through our proactive feedback mechanisms. Alternatively, if the person does not provide their contact details, Milk Crate Theatre may deem that the feedback constitutes a complaint and requires investigation. 
Complaints received through this process are managed as per our complaints process. All matters are referred to the program for review and response.
Anonymous Complainants 
Some complainants choose to remain anonymous. The anonymity of a complaint should not be a basis for deciding that the complaint does not raise a substantive issue. 
Anonymous complaints should be investigated if they are assessed as having some substance, are of reasonable seriousness and there is sufficient information in the complaint to enable an investigation. 
Where a complainant provides their personal information but requests to remain anonymous, their information will not be divulged unless it is required to resolve or investigate the complaint or where statutory obligations apply.
Confidentiality and Privacy 
· For Confidentiality and Privacy reasons, a complaint is only discussed with individuals directly involved in resolving the matter. 
Conflict of Interest 
A conflict of interest occurs when a decision could interfere or could be perceived to interfere with the fairness of handling a complaint. 
Complaints received regarding a manager or senior manager must be escalated to that persons manager or the Board.
Providing Support 
It is important that Milk Crate Theatre offers support to those who may have difficulties in making a complaint or providing feedback about Milk Crate Theatre including those who may have a mental illness, literacy problems, language difficulties or intellectual disabilities.
Staff should: 
· Provide support to complete forms to anyone who needs it.
· Discuss the option to have a support person during meetings which can be a relative, friend or anyone that the complainant chooses,
· Provide the details of who they can contact if they have a hearing or speech impairment.
· Offer to contact support services on their behalf
· Explain the complaint process and what the next steps in the process are.

When handling complaints from vulnerable people it is important that Milk Crate Theatre does not rigidly adhere to policies and procedures that would place the person making the complaint at disadvantage. 

Timeframes 
· All complaints and feedback must be acknowledged within five (5) business days. This can be done in writing or over the phone. 
· Complaints must be resolved within fifteen (15) business days. If the complaint cannot be resolved, within this timeframe, the complainant must be contacted and a new date for resolution must be provided. 
· If the complaint is referred for a review of a decision or if the matter is complex then it must be resolved within 20 business days. If this timeframe cannot be met, the complainant must be contacted and a new date for resolution must be provided. 
Continuous Improvement 
Milk Crate Theatre is committed to using feedback and complaints to improve service delivery. To undertake an effective feedback & complaint analysis, management will review data information periodically and report this information to the Audit & Risk Committee which is a committee of the Board.
This will include: 
· Details of the feedback/complaint
· Categories or common issues raised in complaints
· The steps taken to address complaints.
· Complaint outcomes
· Follow up actions required to resolve the complaint, feedback or issues identified.
· Details of all complaints will be de-identified.



Appendix C: Milk Crate Theatre Feedback & Complaints Form

Milk Crate Theatre – Feedback Form
	Date:
	

	From:
	

	Contact details:
	

	MCT Team Member:
	


 
I would like to:
o Share a compliment          o Provide feedback.           o Make a complaint
What would you like to tell us:
	










What is your expected outcome:
	










Signed:						Date:
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