HUME

Community Housing Association Company Ltd. Policy: Complaints

Definition
A complaint is “any expression of dissatisfaction, either written or verbal, made
by or on behalf of a service user”.

1.0 Purpose

1.1 To provide customers with the opportunity to exercise their right to complain

1.2 To provide guidelines on how to manage the complaints process and ensure that
the process is clear and easy to follow for customers

1.3 To assist Hume Housing to continuously improve

2.0 Scope

This policy outlines the process for customers of Hume Housing, or any other
party with genuine interest to lodge a complaint about, the services provided or
the quality of service delivery received.

For the purpose of this Policy, a complaint is not related to a decision made by
Hume Housing in relation to a NSW Housing Pathways application or related
process.

If a customer is dissatisfied with a decision Hume Housing has made, in relation to
a Housing Pathways application or related policy, a request for review of decision
can be made in accordance with Hume Housing’s Appeals Policy.

This policy does not cover complaints by customers about other customers or
neighbours. Refer to Policy & Procedure — Anti Social Behaviour.

This policy will be applied if a customer is dissatisfied with the outcome of
an ASB investigation.
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2.1 Strategic Alignment
Goal 1 — Customer Focused, Customer Driven

Goal 5 — Efficient Organisation, Effective Organisation

3.0 References

3.1 Fact Sheet - Complaints about registered community housing providers
Sheet, July 2010, Registrar, Community Housing

3.2 Fact Sheet- Complaints about Social Housing, January 2015, NSW
Ombudsman.

4.0 Policy Statement

4.1 Hume Housing aims to place our customer at the heart of everything we
do and provide them with outstanding homes and equitable services. If a
customer feels that we have failed to provide the necessary service we
welcome their feedback in the form of a complaint. We encourage all
feedback and view it as an opportunity to reflect on and improve our
services.

4 .2 Hume Housing aims to resolve complaints fairly, without fear of recrimination
and within agreed timeframes.

4.3 Other Avenues

A formal complaint to Hume Housing does not deny an applicant/customer their
right to follow another form of action such as:

* Seeking support from their local Member of Parliament

* Contacting their nearest Tenants Advice Service or Community Legal
Centre for advice or assistance
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¢ The NSW Civil and Administrative Tribunal (NCAT) is available for
customers who feel the conditions of their rental agreement have been
or are being breached by Hume Housing.

Customers who are unable to resolve these tenancy matters through this complaints
process, or mediation are able to take the matter to the NCAT.

5.0 Procedure
5.1 Formal or Informal Complaints

Customers of Hume Housing are welcome to provide feedback to any
member of staff and we will endeavour to assist them to resolve the matter.
Written and verbal complaints will be treated in the same manner, but we
encourage customers to complete a complaints form so we can understand
the issue from their perspective and have the written complaint as a
reference point to assist with follow up. A Hume team member can capture
the customers verbal complaint and lodge it on their behalf.

Minor problems can often be resolved satisfactorily through a follow up call,
office interview, a home visit or by providing relevant information on
program guidelines, the use of an interpreter or an alternative team
member who might have experienced similar situations.

If, after discussion with appropriate staff, a customer feels that their
complaint is of a more serious nature, a Hume team member will detail
their complaint on the appropriate form and commence this complaints
process.

If a customer chooses not to complete a complaints form or does not wish a
team member to complete the form on their behalf, a briefing note
capturing the conversation will be completed on the customers file on SDM
so their feedback is not lost.
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5.2 Response Times

* |f a customer lodges a formal complaint with Hume Housing, they
will receive an Acknowledgement letter within 2 working days.

* The complaint will be assigned to a member of staff, who will then
provide a formal response within 15 working days.

* Should a complaint be about a member of staff, it will be assigned to
their Manager to investigate and provide a response.

5.3 Anonymous Complaints

In line with good practice, Hume Housing does accept anonymous
complaints despite it being difficult conduct a full investigation without
knowing the identity of the complainant. The person making the complaint
will be asked how they wish to be advised of the outcome and assured that
the information provided will be handled in confidence.

5.4 External Assistance

Customers are encouraged to involve their own advocate or support person
throughout the complaints process.

Hume Housing initially attempts to resolve complaints through internal
processes, but external processes such as mediation or arbitration may also
be used.

5.5 Confidentiality

No identifying information will be communicated to other customers; people
within Hume Housing who are not directly involved in the complaints
process or people outside Hume advocating on behalf of the customer without
the customer completing a Form: Disclosure Consent.
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5.6 Further Investigation

If the customer is not satisfied with the outcome of the complaint, they have the
right to seek resolution from either the:

a) Registrar of Community Housing at www.rch.nsw.gov.au/
b) NSW Ombudsman at https://www.ombo.nsw.gov.au/complaints

5.7 Anti-Social Behaviour

If it is believed that a customer of Hume or a guest in their home is
displaying anti-social behaviour, it should be reported to a member of
Hume Housing staff. Details will be recorded in a separate register. Please
refer to the Policy: ASB for further information.

5.8 Corruption

If a complaint concerns corrupt conduct, the matter will be referred to
a Senior Manager or the Chief Operating Officer. All such information
will be treated in a confidential manner.

5.9 Learning from Complaints

Customer feedback assists Hume Housing with improving our
operational performance. Whilst our aim is to resolve issues through
first contact resolution, we acknowledge that this may not always be
realistic as certain situations require further research, work or help.

We encourage our customers to engage in open discussions with
us. and assist with improving practice through policy and process
review. Our goal is to be open, transparent and reflective whilst
maintaining individual confidentiality and providing support.
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6.0 Responsibilities

* CEO s responsible for ensuring all staff comply with this
policy.

* Managers are responsible for ensuring that this policy is
implemented.

* Employees and Managers are responsible for adhering to this
policy.

* Customer Services Manager is responsible for the review of
this policy as per Policy and Procedure Schedule.

7.0 Related Documents

Policy and Procedure - Fraud and Corruption Control

Form — Complaint Application

Form — Internal Appeal

Policy and Procedure — ASB

Policy — Appeals

8.0 Related Legislation

e Community Services (Complaints Reviews & Monitoring) Act 1993

e Australian Standard for Customer Satisfaction — Guidelines for Complaints
Handling in Organisations (ASISO 10002-2006)
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8.1 Summary of Changes

Version Nr. Date: Details of Changes
001 17/12/2012 Initial Issue
002 29/09/2017 Scheduled Review:

(1) Definition of Complaint
added

(2) Genuine Interest added
under scope

(3) Related Legislation
section added

(4) Format updated to Hume

format
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