Sunnyfield
R COMPLAINTS & DISPUTES

Each person we support is free to raise and have resolved, any
complaints and disputes he/she may have regarding Sunnyfield or
its services.

Sunnyfield will ensure that the people we support, their families, advocates and carers, as
well as employees can complain if they do not like something about Sunnyfield, without any
fear that this will affect how they are then treated by Sunnyfield. We see complaints as an
opportunity to improve our services.

We will assist the people we support with whatever options and information they require
about making a complaint, including telling them about their rights, people within
Sunnyfield and alternative services in the community that can help. We will provide
different options and ways for people to complain so that they can choose which way makes
them most comfortable.

Sunnyfield treats complaints as confidential and has written procedures to take action
respectfully and fairly in a timeframe that we agree upon with the person who made the
complaint. We will honestly listen to, and act on, what people tell us to better improve our
services.

We make sure that the families, carers and advocates of the people we support have
options for giving feedback and being involved in the complaints process.

We show our commitment to a person’s right to raise complaints and have them resolved
by ensuring that all Sunnyfield employees and volunteers understand, comply with and
apply the intent of this written policy and related procedures. We strive for continuous
improvement and will review this policy regularly in consultation with the people we

support.
People can make a complaint and Sunnyfield will listen, support
and take action.
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Legislative framework for Complaints Resolution at Sunnyfield

Note: This represents the general breakdown of complaints reporting mechanisms at Sunnyfield. There may be some cross-over between
columns: for instance in the case of bullying, which can also constitute corrupt conduct, or an incident etc. however this cross-over is seen as

positive in assuring redundancy in mechanisms that allow issues to be reported and resolved.

CS- CRAMA
Community Services
(Complaints, Reviews and

Monitoring) Act 1993
{Staff, People We Support, Families,
Advocates and Other Stakeholders.)

Any complaint or feedback from the
people we support, family, carer,
advocate, staff or other stakeholder
related to our provision of Services.

Relevant Sunnyfield Procedure:

What's Working and Not Working?
Sunnyfield’s Feedback Procedure

Related Process
Whistle Blowers Stop Line

Incident Management and Reporting

Protected Disclosures Act

{Staff, People We Support, Families,
Advocates and Other Stakeholders.)

Any complaint relating to corrupt
conduct, maladministration or gross
misconduct

Relevant Sunnyfield Procedure

Protected Disclosures

Related Process (staff)
Whistle Blowers Stop Line

Anotherimpartial, external line for
staff to raise complaints and issues in
a confidentail and safe way.

Ombudsman Act

{Staff, People We Support, Families,
Advocates and Other Stakeholders.)

Any allegation about assault or abuse
involving a Child and a Sunnyfield
employee as the alleged perpetrator.

Relevant Sunnyfield Procedure:

How to Protect Children and Young
People at Sunnyfield

Related Procedures

How to respond to alleged assault or
Abuse for Adults

{Response Team)
Restricted and Prohibited Practices

{Restricted Practices Authorisation
Panel)

Work Cover
(Staff)

Any issues to do with Workplace
Health and Safety and Workers'
Compensation
Relevant Sunnyfield Procedures:

Return to Work and Injury
Management Program and
Sunnyfield Health and Safety
Documents

Related Process
Whistle Blowers Stop Line

Incident Management and Reporting

Industrial Relations Law
(Staff)

Any complaints that staff members
have about Sunyfield (such as
conflict with another staff member or
bullying, harrassment or
discrimination)

Relevant Sunnyfield Procedure:

Employee Complaints Procedure

Related Process
Whistle Blowers Stop Line
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