[image: image1.jpg]



Blind Citizens Australia

BCA’s Complaints Policy 2016

Blind Citizens Australia (BCA) is committed to ensuring any complaints regarding the services we provide are managed in accordance with the requirements of the Disability Act 2006. 

BCA encourages a culture of open communication which is both responsive and accountable in relation to any grievance or complaint.

How to make a complaint:

Any member, client, volunteer, or their advocate, can lodge a complaint about the services provided by BCA. 

Complaints can be made in the following ways:

Phone: 1800 033 660

Email: bca@bca.org.au

Website: www.bca.org.au/feedback 

Post: Blind Citizens Australia

         Level 3, 247 – 251 Flinders Lane

         Melbourne, Vic 3000

If there are complaints of a serious nature, the Chief Executive Officer will ask that the complaint be put in writing. 

Complaints will be recorded in accordance with the requirements for complaints management outlined by The Office of Disability Services Commissioner. 

Member and client privacy will be respected and protected in relation to the recording, management and resolution of the complaint. 

Definition of a complaint:

For the purpose of this policy, a complaint means an expression of dissatisfaction with a situation, individual or services or failure to provide a service. 

A complaint can: 

•relate to a specific occurrence or episode or;

•be an issue that has had an impact on an individual. 

Complaints will be managed in accordance with the following principles:

1.
That mutual respect, responsiveness, accountability and transparency underpin the processes by which BCA seek to resolve any complaints or grievances. 

2.
That BCA members and clients benefit from a service which encourages feedback and the raising of any issues of concern. 

BCA clients will have access to the complaints process in an accessible format from the National Office, or via download from our website www.bca.org.au. Members will be reminded on a cyclical basis, through BCA’s various publications of the existence and purpose of BCA’s Complaints policy and feedback mechanisms. 

Complaints management/resolution:

The Chief Executive Officer will investigate the complaint within 2 working days of having been made aware of it. 

The investigation may include where appropriate; 

• Contact with the person or the representative making the complaint.

• Discussions with BCA’s staff and/or volunteers directly involved in the issue. 

• Discussions with any witnesses or outside parties involved.

• A review of the circumstances leading to any event or situation related to the issue. 

• Discussions with all parties to enable the negotiation of a resolution of the issue and strategies to avoid recurrence. 

• A review of any policy or documents related to the issue. 

• A written report outlining the nature of the complaint, the impact on the member/client, the proposed resolution, and the action taken. 

Where a complaint is believed to be unfounded or showing a misunderstanding, it will still be recorded and the appropriate comments will be written on the report. 

Where a complaint has been lodged in writing, a written report will be sent to the person who has made it. 

Any formal complaint made will be reported to the Board of Management to enable them to monitor the organisations response and to ensure a member/client focused approach. 

Mediation (Victorian residents only):

A complaint to the Disability Services Commissioner can be lodged at any time during this process but more specifically where a person believes that BCA has not properly investigated, or taken action on, a complaint which has been made to BCA in writing. 

Their contact details are;

Phone: 1800 677 342

Email: complaints@odsc.vic.gov.au 
Website: www.odsc.vic.gov.au   
Where appropriate BCA may participate in mediation between members or clients, BCA management (and employees where appropriate) and the Office of the Disability Commissioner in order to come to resolve any ongoing grievance. 

For a list of complaints bodies in your State or Territory, please call the BCA National Office on free call 1800 033 660.
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Blind Citizens Australia ABN 90 006 985 226.  Gifts are Tax Deductible.








4

