IHCA

supporting excellence

ADVISE | DELIVER | ACCREDIT | CERTIFY

Quality
Standards
Institute

IHCA GROUP COMPLAINTS / FEEDBACK MANAGEMENT PROCESS

Complaint received
(Verbal, email, letter)
Responsibility: AC, Service Mgr

Complaint re IHCA
Certification
service provision
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Complaint about a certified client

OR Matt

er referred by Department
/ Standard Owner

Refer to GMO / CEO.
Will be investigated on a
case-by-case basis

NO

Is the
complaint of a
serious nature?

YES

Advise GMO &/or CEO
Acknowledge complaint
with client and advise
timelines and what they
can expect from
process
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¢ Enter into monday.com.
Assign actions to relevant
person(s).

¢ Investigate issue validity &
action required

¢ Advise client in writing of next
steps
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¢ Close out within a maximum
of 30 days or as agreed with
complainant.

¢ Issues requiring longer time
frames for closure to be
referred to and authorised by
the GMO/CEO.
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e If issue cannot be resolved:

e Advise GMO/ CEO.

e Discuss whether there are
other options

¢ [f not, advise client of their
right to invoke the Appeals
process

Feedback and minor
complaints to be
rectified by the AC/
Service Manager
through discussion and
corrective action
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AC or Service Manager to
follow through to completion
and keep client informed
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Compliments to be advised to
the GMO so that the staff
/contractor involved can be
advised of positive feedback

Correspondence to be stored
separately in client file.
monday.com action only
required to be raised if issue
is caused by process shortfall
May be raised at staff
meetings as “Lessons Learnt”
e May be stored in
Management drive if there is
a need for confidentiality.
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e Trend analysis to be
reviewed at Management
Review meetings.

o If complaint may reflect on
impatrtiality, record on Risk
Register and discuss at
Board meeting.

e Any complaint which may
result in loss of business or
risk to accreditation to be
flagged with Board.

Complaint resolution:

o Always follow up with client in
writing.

o Keep file notes of all
conversations including
proposed resolution options
provided to the client.

o Acknowledge to the client
what you can do to fix the
issue, not what you can’t.

e Ensure that the GMO/CEO is
involved in deciding
resolution options for the
client.

NOTE: Health service
organisations may also access
the complaints processes of
the Australian Commission on
Safety and Quality in Health

Care
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IHCA Certification complaint and matter management principles:

. A complaint is defined as something that is deemed as unsatisfactory or unacceptable in IHCA
Certification’s provision of a service. All complaints are to be taken seriously and investigation of
the causes will determine whether the issue is real / perceived and whether it is a system issue or
not. A complaint which is defined as ‘serious’ poses or outlines a risk to IHCA Certification’s
business or personnel (e.g. WH&S risk, accreditation risk, potential loss of business) and needs
to be prioritised for resolution.

- A'matter’ is an issue referred to IHCA Certification by a Standard Owner or stakeholder which
may relate to service issues or queries regarding provision of services. Not all questions directed
to IHCA Certification by Standard Owners are to be considered matters.

« Submission, investigation and decision on complaints shall not result in any discriminatory action
against the complainant.

« Complaints about certified clients shall be referred to the client as appropriate by the General
Manager Operations or Chief Executive Officer, ALWAYS ensuring that the confidentiality of the
complainant is maintained at all times (unless they have provided their express approval to disclose
their details).

. Investigation of serious complaints shall be conducted by personnel other than those involved in
activities leading to the complaint.

- Where complaints are serious in nature, where possible, all parties should be given an opportunity
to right of reply HOWEVER confidentiality in this process must be maintained.

« Complaints are to be resolved in a timely fashion, acknowledging that some investigations
may take longer than others. The complainant and the General Manager Operations shall be
kept informed of progress at all times.

- This process may also be used to manage compliments, general feedback or improvement
suggestions.

« Contract assessors will not be paid for time required to attend to or assist in resolving complaints
or matters where they are the subject of the complaint.
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