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Compliments and Complaints 
Policy 

 
 
 
 
 

1. Purpose 
The St Vincent de Paul Society – Northern Territory and SVDP Housing NT LTD ‘NT Society entities’ values 
feedback provided to the Society, to assist in the continuous improvement of its management, and program 
delivery. The Compliments and Complaints Policy outlines how the NT Society entities manage feedback regarding 
the delivery of services, programs, activities and conference work.  

 

2. Scope 

This Policy applies to all NT Society entities services, programs, activities and conference work. This Policy applies 
to all  NT Society entities members, volunteers and staff including Board members, contractors, and third-party 
providers (the Society entities workforce).  

For this Policy, all references related to the ‘NT Society entities’ mean, the St Vincent de Paul Society Northern 
Territory (the Society) and SVDP Housing NT LTD (SVDP Housing).  

The NT Society entities take all complaints seriously, we have a duty of care under our safeguarding provisions and 
have  zero tolerance for abuse or harm towards children or vulnerable adults. The Society entities workforce are 
encouraged to report complaints and incidents involving abuse or harm of children and vulnerable adults.  

Complaints can be made by members of the public or people accessing services including; children (people under 
18 years of age), vulnerable adults (clients/companions over the age of 18), family members of clients or their 
representative, members of the public (for example customers visiting the Society’s retail shops) or another 
organisation.  

The Compliments and Complaints Policy will not address grievances or workplace disagreements between 
the Society entities workforce, refer to the Grievance policy for more information.  

3. Principles  

The NT Society entities believe that compliments and complaints are valuable in understanding the 
expectations of clients/companions, customers, and stakeholders. The NT Society entities is an open and 
accountable organisation committed to providing an accessible compliments and complaints process. The 
NT Society entities promote the rights of clients/ companions, customers, and stakeholders to provide 
positive and negative feedback to the organisation.   

The following principles guide the NT Society entities' Compliments and Complaints management process:  

• Accessibility  

• Person Centred 

• Responsiveness 

• Objectivity and fairness 

• Confidentiality.  

4. Accessibility   

The Society:  

• ensures compliments or complaints can be provided at any service, program or office provided by phone, 
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in person or in writing. The NT Society entities ‘No wrong door’ approach means that wherever a 
compliment or complaint is received the complainant will be connected to someone who can assist  

• assists individuals in submitting a complaint, where required 

• ensures information about the NT Society entities Compliments and Complaints Policy is available to 
children, clients, their families, communities, members, volunteers, staff and other organisations in an 
accessible format and communication style.  

5. Person Centred 

The NT Society entities: 

• takes all complaints seriously and acts promptly  

• is committed to implementing culturally safe complaints management processes 

• applies a survivor-centred, person centred, child centred and trauma-informed approach to the 
management of complaints 

• accepts anonymous complaints under the Compliments and Complaints Policy. The Society will ensure 
no complainant is victimised or discriminated against as a result of making a complaint 

• accepts and manages anonymous complaints involving serious or disclosable matters according to the 
Whistleblower Protection Policy 

• ensures external and mandatory reporting is completed, as required by law, external regulations or 
obligation 

• ensures complaints involving abuse or harm of children or vulnerable adults are managed in line with 
the Northern Territory Safeguarding children and vulnerable adults Policy.  

6. Responsiveness  

The Society uses a 6-stage approach to the management of compliments and complaints:  

1. Receives- the NT Society entities ensure information about how to provide a compliment or make a 
complaint is accessible and accepts complaints at any service, program, activity, conference or office.  

2. Acknowledges and Records- The NT Society entities will acknowledge compliments and complaints within 
three (3) business days and ensure all relevant information in the NT Society entities Compliments and 
Complaints Form and NT Complaints Register.  

The NT Society entities ensure compliments provided to the Society will be passed onto the local service, 
manager or President for record keeping and communication as appropriate.  

3. Assesses and triages- assess the urgency of the complaint and the appropriate role to manage the 
complaint. Urgent or sensitive complaints will be escalated to the manager, supervisor or President and NT 
Complaints Manager (COO). For emergencies, emergency services '000' will be contacted.  

4. Resolves early or investigates- frontline Society entities workforce are encouraged to manage and 
resolve simple complaints (level 1) quickly, where possible. Serious or complex complaints (level 2 or 
level 3) will be escalated to the appropriate NT Executive Team member or the NT Complaints Officer for 
management/ investigation. The NT Society entities will resolve complaints within thirty (30) days of 
submission.  

5. Responds- support the participation of the complainant and responder through the management or 
investigation of the complaint. The NT Society entities will communicate with the complainant including 
the child, their parent/ guardian or vulnerable adults regarding their rights throughout the process, to 
ensure they are kept up to date on the progress of their complaint, including delays or decisions.  

6. Documents and closes- once the outcome of a complaint has been determined, the Society will 
communicate the outcome to those involved, document and close the complaint.   

The NT Society entities will ensure complainants and respondents are aware of their right to appeal the outcome 
of a complaint or report how the NT Society entities has managed the complaint to an external organisation.  
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7. Objectivity and fairness  

The NT Society entities have zero tolerance for discrimination and respect the diversity of people we work with 
and for. The NT Society entities are committed to ensuring all parties have equal opportunity to participate in the 
complaints process, are kept informed and have access to support such as counselling, pastoral care or an 
advocate throughout the process, as appropriate.  

The NT Society entities acknowledge the power imbalance between the NT Society entities, the complainant and 
the respondent and will address each complaint with integrity and in an equitable, objective and unbiased 
manner.   

The NT Society entities will implement strategies to manage conflicts of interest, whether actual or perceived. 
Complaints where a conflict of interest is identified will be escalated to the NT Complaints Manager for 
management. If a complainant requests a review or appeal of the complaint outcome, the review will be conducted 
by a person other than the original decision maker or person who managed the original complaint.   

8. Confidentiality and Record keeping  

Complaint information will be recorded, managed, stored, and destroyed according to National Privacy Principles, 
Privacy Legislation, the Northern Territory Privacy Policy and the NT Records Management Policy.  

Compliments and complaints and related information will be treated as confidential and on a need to know 
basis. The NT Society entities ‘Authorised information sharers’ may receive, share or be required to share 
information with other ‘Authorised information sharers’ about a child to assist with the safety and wellbeing of the 
child or young person. Refer to Part 5.1A of the Northern Territory Care and Protection of Children Act 2007 for 
further details. The Society will share information as required by external authorities or legislation while adhering to 
Australian Privacy Principles and relevant legislation. 

The NT Society entities comply with requirements under the Privacy Act 1988 (Cth), Archives Act 1983 (Cth) to 
protect the personal information it holds. The NT Society entities are required to keep a record for a minimum of 
seven years (7 years) from the date it was last accessed or until the person has reached 25 years of age, 
whichever is longer. 

All complaints involving abuse or harm to children or young people will be retained for a minimum of fifty (50) 
years from the day the complaint was submitted in line with the National Catholic Safeguarding Standards.      

9. Continuous Improvements  

All complaints will be reviewed for breaches of Society policies, processes or Code of conduct for systemic issues 
and to identify opportunities to improve the Society’s systems and processes.  

The NT Society entities will review and report to the Board annually on its complaints practices to ensure 
continuous improvement and the effectiveness of its approach. 

Feedback on the NT Society entities Compliment and Complaints Policy can be provided to a manager, 
supervisor, President or directly to the Northern Territory CEO or Northern Territory Complaints Officer (COO).   
 

 

10. Related Legislation, Standards and Policies 

Privacy Principles 

Aged Care Quality and Safety Standards  

National Principles of Child Safe Organisations  
 

National Catholic Safeguarding Standards  
 
 

 
Authorisation 

Approved by: Northern Territory Council 
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Owner: CEO  

Review 
 

Responsibility: BOM Time of Review: Every 3 Years 
 

Version - Amendments 

Version No Issue / Re-issue Date Nature of Amendment 

V – 001 22 April 2022 Original 

V-002 January 2025 To meet safeguarding standards  

   

   

 

 
 

 

DEFINITIONS   

Within this policy and all related governance documents, the following definitions apply:  

Authority to Act  An authority to act is verbal or written authorisation by an individual for a friend, 
relative, community organisation, or advocate to act on their behalf when 
engaging with the Society.  

Child/children Any person under 18 years of age.   

Client/ companion  A client is a person receiving Society services, whether those services are 
financial or non-financial, and whether those services are delivered in the client's 
home, a formal service setting or elsewhere. Clients also include a potential 
client seeking Society services.  

Compliment  A remark that expresses approval, admiration or respect made about the 
Society’s services, service quality, decisions policies, processes or member, 
volunteer or staff behaviour. Does not require an outcome. 

Complainant  A complainant is any member of the public, not working on behalf of the Society 
in any capacity, making a complaint.  

Complaint  A remark that expresses dissatisfaction made about the Society’s services, 
service quality, decisions policies, processes or member, volunteer or staff 
behaviour, where a response or resolution is explicitly or implicitly expected or 
legally required.   

Disclosable matter  A "disclosable matter" refers to information that a complainant has reasonable 
grounds to suspect indicates misconduct, an improper state of affairs, or a 
breach of laws, which could potentially harm the public, and therefore warrants 
disclosure under whistleblower protection laws; it is information that should be 
reported due to its potential seriousness, even if it might not be a clear legal 
violation.  

Complaints Officer  The person(s) responsible for complaints resolution at the Council Office. (COO)  

Staff An employee is a paid member of staff unless otherwise specified. This includes 
full-time, part-time, fixed-term, or casual staff, contractors and consultants.  
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Investigator  

 
An Investigator is a staff member of the Society who has received formal 
investigation training, or a third party engaged externally by the Society, who is 
tasked with investigating in relation to this policy.  

Member The term member includes Conference, Associate, and Volunteer members as 
per The Rule, 7th Edition 2012, Australia including Board Members.  

Notifiable incident  A ‘notifiable incident’ under the work health and safety legislation relates to 

• the death of a person 

• a serious injury or illness of a person 

• a potentially dangerous incident 

Safeguarding The measures we take to prevent, report and respond to harm or abuse and to 
protect the health, well-being and human rights of anyone that comes into 
contact with the Nt Society entities, whether it is Society people, partners, 
program participants and communities. 

Volunteer 
A volunteer is any person who performs unpaid work for the NT Society entities.  

 

 

 
 

Compliments and Complaints Procedure  

1. The 6 stages in the Society’s complaint management system are outlined below.   

 

 

Complaints received by Northern Territory members, volunteers and staff  
 

Receive 

2. A compliment and complaint can be provided to the Society in a number of ways including: 

• local service, program, activity or conference level: 

▪ in person 

▪ in writing (which includes the Society’s Compliment and Complaints Form at Attachment A) 

▪ by phone 

• Northern Territory Office  

▪ by completing the Compliments and Complaints Form  

By emailing to complaints@svdpnt.org.au 

▪ by phone (08) 8948 8100.   
 

Receive
Acknowledge 

and record
Assess 

and triage

Resolve 
early or 

investigate 
Respond

Document 
and close

mailto:admin@svdpnt.org.au
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3. Where an individual requires assistance to provide a compliment or make a complaint, the NT Society 
entities will assist by: 

• arranging an interpreter through the Translating and Interpreting Service (TIS) on 13 14 50 

• communicating via the National Relay Service 1800 254 649 (relayservice.gov.au) 

•  providing assistance in completing the Society’s Compliments and Complaints Form 
(Attachment A) 

• providing information in a communication style that meets the needs of the complainant 

• providing information or referral to relevant advocacy services. 

• providing other reasonable and appropriate assistance.  

 

Acknowledge and record  

4. If a Northern Territory member, volunteer or staff member receives a complaint they must:  

a. respectfully and calmly acknowledge the complaint within three (3) business days of submission  

• acknowledging the complaint may include; listening without interrupting, empathising with the 
person, and reassuring them that the matter will be sent to the appropriate person to manage 
their complaint  

b. clarify if the complaint is related to Northern Territory programs and initiatives if required 

c. clarify if the matter raised is (if required):  

• Compliment- remark that expresses approval, admiration or respect made about the Society’s 
services, service quality, decisions policies, processes or member, volunteer or staff behaviour. 
Does not require an outcome.  

• Complaint- remark that expresses dissatisfaction made about the Society’s services, service 
quality, decisions policies, processes or member, volunteer or staff behaviour, where a 
response or resolution is explicitly or implicitly expected or legally required.   

5. For matters raised on social media, the NT Marketing and Fundraising Coordinator will provide an initial 
response as appropriate and refer the complaint to either the appropriate manager or the NT 
Complaints Officer. 

6. Compliments provided to the Society will be passed onto the local service, manager or President for 
record keeping and communication as appropriate.  

Authority to act or disclose  

6. If a complaint is submitted or disclosed on behalf of someone else, the member, volunteer or staff 
member receiving the complaint will confirm that the person lodging the complaint has permission to do 
so. Northern Territory members, volunteers and staff may obtain permission in the following ways:   

a. verbally from the complainant, the person impacted or involved in the complaint, this must be 
recorded on the NT Complaints Register  

b. by completing the ‘Authority to Act or Disclose’ form Attachment A  

c. or in a communication style that meets the needs of the person involved in the complaint.   

Anonymous complaints   

7. Northern Territory members, volunteers and staff will accept anonymous complaints under the 
Compliments and Complaints Policy and accept the complainant’s request for anonymity.  

8. Complaints that involve a disclosable matter can also be made anonymously and must be managed 
according to the NT Whistleblower Protection Policy. 

9. Where an anonymous complaint is received the member, volunteer and staff member receiving the 
complaint must inform the complainant there may be limitations to resolving an anonymous complaint.   

Assess and triage  

Assess the risk   
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On receiving a complaint, the Northern Territory members, volunteers and staff must assess the risk of the 
situation:    

1. If it is an emergency:  

a. Call the Police on ‘000’ immediately and 

b. Inform your manager, supervisor or President, and the NT Complaints Officer (COO). The NT 
Complaints Officer (COO) will inform the NT Chief Executive Officer and NT President.  

2. If it is not an emergency: 

a. Report the complaint to the supervisor, manager or Conference President and follow the complaints 
procedure.   

b. If there is a risk of harm to a child or vulnerable adult also report to the NT Safeguarding Officer 
(COO).  

b. If there is a risk of harm to any other person, serious criminal activities or a risk to the security of the 
Society immediately report to Northern Territory Complaints Officer (COO) and Northern Territory 
CEO. 

 

Triage the level of the complaint.  

3. Members, volunteers and staff must then assess and triage the level of the complaint to determine the 
level of the complaint which will determine who should manage the complaint.   

Level 1-  Internal management of simple complaints 

- Resolved by the person who receives the complaint (frontline workers) this could 
be a member, volunteer or staff member if the complaint is related to their area of 
responsibility.  

Level 2-  Internal management of serious or more complex complaints  

- Complaints that are serious or complex must be escalated to a manager, 
supervisor and NT Complaints Officer (COO).   

Level 3-  External review, management or investigation of complex and serious 
complaints. This may include complaint or investigation support from 
Queensland St Vincent de Paul Society or another Society entity, or an external 
organisation, enacted as required.   

 

Early resolution (Level 1 complaints) 

1. The Society entities workforce are encouraged to resolve simple complaints (level 1) within their area of 
responsibility, where possible.  

2. The Society entities workforce must determine inform their manager, supervisor or Conference 
President about the complaint and seek advice on how to respond to the complaint, as required.  

3. A manager, supervisor or Conference President must if the complaint is more serious or complex and 
needs to be managed by themselves or escalated to the NT Executive Team or the NT Complaints 
Officer for investigation.   

4. If a Society entities workforce person is unsure who should manage the complaint or is uncomfortable 

managing the complaint they must escalate the matter to the manager, supervisor or the appropriate NT 

Executive Team member.  

5. Actions to resolve the complaint may include:   

a. addressing the issues raised  

b. offering an apology, this may be verbal or in writing, as appropriate  

c. meeting with the complainant to acknowledge their experience   

d. developing or amending policies and procedures as appropriate   
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e. training or refresher training for Society entities workforce if required or reasonable to do so   

f. addressing breaches of the Code of Conduct taking any disciplinary action required including 
possible termination (i.e. those named in the complaint) in line with Northern Territory Human 
Resources Policies  

g. implementing measures to prevent the issue from recurring.  

Communicate with the complainant or their representative  

1. For simple complaints an initial response may be satisfactory, this can be provided to the complainant in 
person or in writing as required.  

2. The Society entities workforce person managing the complaint will inform the complainant or their 
representative (as appropriate) about:   

i. Northern Territory's complaint process   

ii. timelines for responding    

iii. support available to them through the process including support, counselling, pastoral care or an 
advocate as suitable for the person’s needs or communication style   

iv. a complainant’s right to appeal the outcome of the complaint  

v. a complainant’s right to submit a complaint to an external agency Aged Care Quality and 
Safeguards Commission. A list of external agencies is available in Attachment A: External 
avenues for complaints.      

3. The NT Complaints Officer/ Safeguarding Officer (COO) or Executive Manager Program Services will 
oversee and manage level 2 or level 3 complaints involving children or vulnerable adults. The NT 
Complaints Officer/ Safeguarding Officer (COO) or Executive Manager Program Services will oversee 
communication with children, vulnerable adults, their representative or a child or young person’s parent 
or guardian as appropriate. Criminal matters or allegations against Society members, volunteers and 
staff of abuse or harm to children or vulnerable adults must be escalated to the NT CEO and NT 
Safeguarding Officer (COO).     

4.  

Record keeping and closure   

1. The Society entities workforce will ensure complaints are resolved within thirty (30) days of 
submission.   

2. The Society entities workforce must ensure that any complaint that may not or cannot be resolved in 
thirty (30) days is escalated to the NT Complaints Officer (COO) for management.   

3. The Society entities workforce must ensure all complaints, correspondence and information relevant to 
the complaint is sent to the NT Complaints Officer (COO) for record keeping.    

 

Table 1: Complaint Delegation:   

Level  Complaints related to:   Managed by:    

Level 1 Simple complaints related to Northern Territory services, 
programs, activities, retail stores or conference work 

The person who receives the 
complaint, Society entities workforce 
person  

Level 2 Allegations of current or historic complaints of abuse or harm 
of children and vulnerable adults connected with NT services, 
programs, activities, retail stores or conference work or 
involving Society entities workforce.  

Northern Territory Complaints Officer 
(COO)/ Safeguarding Officer (COO) 

Level 2 Serious or complex complaints regarding Northern Territory 
allegations against Society entities workforce, misconduct 
conduct, if the complainant is unable to be resolved at the 

Northern Territory Complaints 
Officer (COO)  
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first point of contact or the complainant requests a review of 
the outcome.  

Level 2 Criminal activities by Society entities workforce. Northern Territory Complaints Officer 
(COO) 

Northern Territory CEO  

Level 2  Complaints against Northern Territory CEO, Northern 
Territory President or Board Members  

Northern Territory Complaints Officer  

Level 3 Complaints that require external expertise and external 
investigation.  

Northern Territory Complaints Officer  

 

Complaints escalated to the NT Complaints Officer (COO) or NT Executive 
Team member  

 
Early resolution (Level 2 and Level 3 Complaints) 

1. The Executive Team must:   

i. review the complaint information in the Northern Territory Complaints Register including any 
action acknowledgement or resolution already implemented  

ii. seek further clarification about the complaint, key issues raised and the resolution they are 
seeking directly from the complainant, as required 

iii. oversee internal and external investigations.  

Assess the risk and triage  

1. On receiving a complaint, the NT Complaints Officer (COO) or NT Executive Team will ensure the 
complaint is escalated to the appropriate role.   

For complaints involving:  

i. A Society entities workforce person, the NT CEO and the NT President will be informed  

i. NT members, the Northern Territory President and the NT CEO will be informed   

ii. NT CEO, the NT President and Council will be informed  

iii. NT President, the Deputy NT President and the NT CEO will be informed  

iv. Council and Housing Board members, the NT President and the NT CEO will be informed 

v. Criminal matters or allegations against Society intities workforce person of abuse or harm to 
children or vulnerable adults must be escalated to the NT CEO and NT Safeguarding Officer 
(COO).     

2. If the complaint is related to the Northern Territory Complaints Officer (COO), the complaint should be 
sent directly to the Northern Territory CEO who will assume the responsibilities of the Northern Territory 
Complaints Officer (COO).  

3. The NT Complaints Officer (COO) will:  

i. conduct a risk assessment of all escalated complaints 

ii. ensure if the complaint involves abuse or harm towards a child or vulnerable adults a written 
risk assessment is developed and monitored through the investigation process. This may be 
developed by or in consultation with the Northern Territory Safeguarding Officer or other 
resource as appropriate.    

External Reporting  

1. Any complaints involving children or vulnerable adults must be escalated to the Northern Territory 
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Safeguarding Officer (COO) to ensure appropriate reporting and management is completed according 
to the Northern Territory’s Safeguarding children and vulnerable adults Policy.   

2. The NT Executive Team is responsible for ensuring external, mandatory and regulatory obligations are 
fulfilled within their area of responsibility.  

3. The NT Complaints Officer or a member of the NT Executive Team will:   

i. gather the basic facts of the matter to establish it can be verified, e.g. time, place and persons 
involved in the incident prior to external reporting  

ii. ensure external reporting is completed as required by law, contractual or regulatory obligations 
e.g. mandatory reporting   

iii. escalate reports related to allegations of an indictable offence or serious criminal activity to the 
Northern Territory CEO, who is responsible for reporting the concern to the Police.  

4. For Society entities workforce participating in a program or event in another State/ Territory or Country. 
If there is an allegation of abuse or harm or criminal activity the incident must be managed and reported 
according to the local state, territory or country legislation and NT Society entities policies applicable to 
the situation. Complaints, allegations and misconduct of NT Society entities workforce will also be 
addressed according to NT policies and procedures.    

Develop a plan to manage the complaint  

1. For more serious and complex complaints (level 2 or 3) the NT Complaints Officer (COO) or member of 
the NT executive Team will develop a plan that: 

i. applies objectivity and fairness  

ii. complies with directives provided by statutory authorities, law enforcement or regulatory bodies  

iii. adheres to the Compliments and Complaints Policy and procedure and other relevant existing 
policies  

iv. applies a survivor-centred, person-centred, trauma- informed and culturally safe process 

v. determines if there have been any breaches to existing policies e.g. Code of Conduct   

v. considers any perceived or actual conflict of interest including people involved or making decisions 
about the complaint e.g. ensuring people named in the complaint are not involved in managing or 
making decisions about the complaint   

vi. considers the internal or external resource or expertise available or required to resolve the 
complaint e.g. advice from St Vincent de Paul Society HR team, IT Manager, External Investigator, 
Safeguarding or legal advice as required.  

2. The NT Complaints Officer (COO) or member of the NT Executive Team will obtain approval for the 
plan, external investigator or other external support from the Northern Territory CEO.  

3. For complaints involving children and vulnerable adults, the NT Safeguarding Officer/ Complaints 
Officer (COO) or member of the NT Executive Team will:    

i. ensure complaints are managed according to Northern Territory’s Compliments and Complaints 
Policy and procedure and Northern Territory’s Safeguarding of children and vulnerable adults 
Policy  

ii. communicate with children, vulnerable adults their representative or a child or young person's 
parent or guardian as appropriate and keep them informed through the complaints management 
process   

iii. ensure external reporting and mandatory reporting is completed, as required by law  

iv. seek approval from the Northern Territory CEO to engage external expertise such as an external 
organisation with Safeguarding investigation expertise or the support of a state or territory 
Safeguarding Manager  

v. ensure the complaint management process prioritises the needs and well-being of the child and 
vulnerable adult taking a survivor-centred, trauma-informed and person-centred approach  

vi. ensure persons named in the complaint have access to an objective and fair investigation and have 
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opportunities to be heard 

vi. ensure counselling, support, pastoral care or an advocate are made available to the persons 
impacted and involved in the complaint.   

Investigations  

1. An external investigator may be appointed in the following situations:  

i. the complaint involves accusations of misconduct against the Northern Territory President or 
Northern Territory Chief Executive Officer  

ii. the complaint involves accusations of serious criminal activities, indictable offences, significant 
misconduct, reportable conduct, allegations of abuse or harm from Northern Territory members 
volunteers, or staff towards a child or vulnerable adult  

iii. the complaint is complex.    

2. Where a complaint is reported to the Police, the Northern Territory will wait for the outcome of the Police 
investigation before completing any additional internal investigations, as required.   

3. For any investigations, the investigator will:    

a. determine what the facts are, and are not, in dispute between the parties   

b. determine the relevance, reliability and consistency of the information collected  

c. discuss the matter directly with the Society entities workforce person named in the complaint   

d. determine whether the Society entities workforce have followed standard procedures or 
breached policy   

e. determine whether any systemic performance or management issues arise.   

4. If an investigation is required, the NT Complaints Officer (COO) or member of the NT Executive Team 
will ensure the complainant is kept informed about the progress and regularly updated on the status of 
their complaint.  

5. The investigator or NT Complaints Officer (COO) and NT Executive Team, as appropriate, is 
responsible for ensuring that complaints are resolved within 30 days of receiving the complaint.  

6. In exceptional circumstances, additional time may be required to conduct a thorough investigation. If a 
complaint is not resolved within 30 days, the NT Complaints Officer (COO) or NT CEO will approve any 
deadline extensions, contact the complainant and advise them of the expected date of conclusion.  

7. Following the investigation, the external investigator will provide the Northern Territory Complaints 
Officer or member of the NT Executive Team with a report including all findings and recommendations. 
The investigation report is the property of the Society and will not be made available to the complainant 
or the respondent.   

8. The Northern Territory Complaints Officer or member of the NT Executive Team will review and submit 
the investigation report and recommended actions to the Northern Territory CEO, for decision.   

9. Once a decision has been made, the NT Complaints Officer (COO), member of the NT Executive Team 
or Northern Territory CEO, as appropriate will:   

a. face to face communication to the complainant regarding the outcome and or 

b. provide written communication to the complainant regarding the outcome  

 

Confidentiality   

1. All complaints and related information must be stored securely and treated as confidential.   

2. The Society entities workforce may be required to provide details of a complaint and complainant 
(excluding contact details) to the respondent or organisation subject to the complaint to investigate or 
resolve the complaint. This excludes the identity of the complainant, where the complainant has 
requested anonymity.   

3. Society entities workforce will take steps to ensure confidentiality unless disclosure is required by law. 



Compliments and Complaints Policy Page 12 of 18 

   

 

 

Northern Territory members and representatives are required to manage complaints according to this 
procedure, ’s Privacy Policy and relevant legislation.   

Record keeping and closure   

1. The Society entities workforce member managing complaints must ensure:  

i. all information is sent to the NT Complaints Officer (COO) for recording in the Northern Territory 
Complaints Register. All information related to the complaint including but not limited to; the 
completed NT Compliments and Complaint form including details of the complaint, complainant, 
details of actions taken, outcome, reason for closure, photos, investigation reports, file notes, 
emails or CCTV files, status of the complaint must be sent to the NT Complaints Officer. 

iii. persons named in the complaint do not have access to the complaint information or 
investigation.  

   

2. The NT CEO will oversee the management of the NT complaint process.  

3. The NT Society entities complies with requirements under the NT Information Act 2002 (Cth),  Privacy 
Act 1988 (Cth), Archives Act 1983 (Cth) to protect the personal information it holds. The Society is 
required to keep a record for a minimum of seven years (7 years) from the date it was last accessed or 
until the person has reached 25 years of age, whichever is longer.  

4. All complaints, allegations or concerns involving abuse or harm towards children, young people or 
adults at risk must stored securely in line with the National Catholic Safeguarding Standards for a 
minimum of fifty (50) years.  

5. The Society entities workforce must ensure complaints are resolved within 30 days of submission. The 
NT Complaints Officer or NT CEO must approve any extensions to this deadline.  

6. The Northern Territory Complaints Officer, member of the NT Executive Team or NT CEO may close 
the matter and inform the relevant parties if:   

i. if the complainant has not provided requested information which prevents the matter from being 
investigated, or   

ii. the complaint is vexatious or frivolous in nature or   

iii. where there is ongoing unreasonable behaviour towards Northern Territory members and 
representatives. 

7. Complaints information will be managed, stored and destroyed according to the NT Privacy Policy and 
the NT Records Management Policy. 

8. The Northern Territory Complaints Officer must ensure:  

ii. the Northern Territory Complaints Register, and files are kept up to date including but not limited 
to: details of the complaint, complainant, details of actions taken, outcome, reason for closure, 
photos, investigation reports, file notes, emails or CCTV files and status of the complaint.  

ii. the Northern Territory Complaints Register and Complaints folder are stored in a secure location 
on the NT Sharepoint system.  

iv. The Society entities workforce do not have access to complaints information where they are the 
respondent of the complaint.   

 

Complaint appeals   

1. If either party remains dissatisfied with the response or complaint outcome, they can appeal the 
outcome within 30 days of receiving the decision on the following grounds:    

i. the outcome failed to respond to the key issues or take into account material facts or evidence 
provided by the complainant  

ii. the outcome considered irrelevant facts or evidence  

iii. the outcome was unreasonable on other grounds.  
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2. Before an appeal can be considered, a complainant must clearly identify why they believe the original 
decision was wrong or unreasonable and provide any relevant supporting information or evidence.  

3. If a complaint appeal is submitted, the Northern Territory CEO will appoint a person independent of the 
original investigation or decision this may be the Northern Territory CEO, a Council member or an 
external investigator.   

4. The appointed reviewer will consider:   

i. the appeal    

ii. the investigation report and the original decision   

iii. all information related to the complaint before the original decision was made.    

5. The reviewer will determine the outcome of the appeal which may include referral of the complaint for 
further investigation or confirmation of the original decision.   

6. The person reviewing the complaint must advise the complainant of the appeal outcome within 30 days 
of the appeal request. The complainant must be provided with information on further external avenues 
to refer on the complaint included in this document.   

Analysis, evaluation and continuous improvement  

1. Complaints will be reviewed regularly to identify systemic issues and underlying causes in order to 
improve systems, processes and service delivery.  Northern Territory CEO will submit a report to the 
Northern Territory Council annually regarding statistics, any learning, recommended action to improve 
practice including safeguarding practices.  

2. The Society entities workforce are encouraged to provide any feedback about the Northern Territory’s 
complaint management system directly to the Northern Territory CEO or Northern Territory Complaints 
Officer (COO).  

Training for Northern Territory members and representatives  

1. The Society entities workforce will be provided with a copy of the Northern Territory’s Compliments and 
Complaint Policy and procedure as part of their induction. Managers will also ensure members and 
representatives receive an induction including complaints management policy and procedures, a 
briefing on their responsibilities, record management requirements, reporting and privacy obligations 
related to complaints.   
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Complaints Management Flow Chart  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Member, volunteer or staff 
(Level 1) 

Receive a complaint 

 

Acknowledge the complaint 
within 3 days. Ensure all 

information is recorded in the 
NT Compliments and 

Complaints Form and NT 
Complaints Register. 

Escalate and seek advice 
from the complaint to your 

manager, supervisor or 
President 

Yes 

No  

Yes 

Assess and triage – 
Is it a simple complaint 

(level 1) and in your 
area of responsibility? 

 

Resolve- take action to resolve the 
complaint 

Respond- communicate the 
outcome to the complainant and 

responder 

Document and close- ensure all 
information is recorded in the 

Compliments and Complaints Form 
and NT Complaints Register. Send 

all information to the NT 
Complaints Officer for record 

keeping 

Is the complainant satisfied 
with the complaint 

outcome? 

Yes 

No  

Assess and triage – 
Is it a simple 

complaint (level 1) 
and in your area of 

responsibility? 
 

No  

Escalate to NT 
Complaints Officer 

(COO)                     

(Level 2 and Level 3) 

 

 

NT Complaints Officer to 
follow assess and triage 
process, resolve- seek 
approval for complaint 

management plan, conduct 
or oversee investigation and 

response and 
documentation process 

outlined in the procedures.   

 
Internal or external 
investigation to be 

conducted.  
 
 

 

NT CEO to review 
investigation report and 
findings. Determine the 

outcome of the complaint  

 

NT CEO to review 
investigation report and 
findings. Determine the 

outcome of the complaint  

 

Respond- outcome 
communicated and 

managed with complainant 
and responder. 

 

Document and close-  All 
information is recorded in 

the Society’s NT Complaints 
Register and SharePoint 

system. 

 

Right to appeal and 
external complaints- 

complainant provided with 
information about their right 
to appeal within 30 days of 

the outcome decision or 
external avenues to make a 
complaint – if they are not 
satisfied with the outcome.  
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Attachment A: External avenues for complaints   

Aged Care Quality and Safety Commission   

1800 951 822   

https://www.agedcarequality.gov.au/   

info@agedcarequality.gov.au   

Australian Charities and Not-for-profits Commission   

132 262   

https://www.acnc.gov.au- for online complaints form   

Australian Human Rights Commission   

1300 656 419   

https://www.humanrights.gov.au    

infoservice@humanrights.gov.au   

Northern Territory Ombudsman  

https://ombudsman.nt.gov.au/home 

NT- Childrens Commissioner 

1800 259 256 
www.occ.nt.gov.au 

Disability and Aged Care Services 

Northern Territory- Health and Community Services Complaints Commission  

1800 004 474 
www.hcscc.nt.gov.au 

Northern Territory Disability Insurance Agency (Complaints about the NDIS)   

1800 800 110   

https://www.ndis.gov.au  – for online complaints form   

feedback@ndis.gov.au   

NDIS Quality and Safeguards Commission (Complaints about NDIS providers)   

1800 035 544  www.ndiscommission.gov.au- for online complaints 
form contactcentre@ndiscommission.gov.au 

Northern Territory Anti-Discrimination Commission 
1800 813 846 https://adc.nt.gov.au/ for online complaints  
 
NT Independent Commissioner Against Corruption 
1800 250 918 https://icac.nt.gov.au/ for online complaints  
 
NT WorkSafe  
1800 019 115 https://worksafe.nt.gov.au/home for online complaints   

https://www.acnc.gov.au-/
https://www.humanrights.gov.au/
mailto:infoservice@humanrights.gov.au  
https://ombudsman.nt.gov.au/home
https://occ.nt.gov.au/
http://www.hcscc.nt.gov.au/
https://www.ndis.gov.au/
http://www.ndiscommission.gov.au-/
https://adc.nt.gov.au/
https://icac.nt.gov.au/
https://worksafe.nt.gov.au/home
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Attachment B: Authority to Act and Disclose   

  

AUTHORITY TO ACT   

I, _____________________________________ (name of complainant)   

authorise ______________________________ (name of authorised person/s)   

to act on my behalf in relation to the complaint I have made to the St Vincent de Paul Society Northern Territory 
(the Society) .   

I understand that Northern Territory will deal directly with ______________________________________ (name of 
authorised person/s) in relation to this complaint. AND/OR   

AUTHORITY TO DISCLOSE   

I authorise _____________________________ (name of authorised person/s) to:   

☐ Provide information and documents to the Society in connection with the Society assessment, investigation, and 

conciliation of my complaint.   

☐ Receive information and documents from the Society about my complaint including responses provided by the 

respondent/s and correspondence from the Society.    

☐ Discuss my complaint with the Society.   

I understand that I can withdraw my authority to act or disclose at any time by contacting   

the Society.  

I understand that the Society will use and store my personal information under the Privacy   

Act 1988 (Cth).   

Signed: ____________________________   

Name: ____________________________ (name of complainant)   

Date: ____________________________   

  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Compliments and Complaints Policy Page 17 of 18 

   

 

 

 

 

St Vincent de Paul Society Northern Territory  

Compliment and Complaints Form  

 

Complainant details (person involved in the complaint)  

Date of report: ______________________ 

First Name: ______________________ Last Name: ______________________ 

Contact phone number: ______________________  

Email address: ______________________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

Details of the complaint: 

(Provide details of your complaint, what happened, where, when, who was involved and what was the decision that 
made you unhappy?) 

 

 

 

 

 

 

 

 

Who was involved in the complaint: 

Name of organisation: ____________________________________________  

Name or workers (if any involved): ____________________________________________ 

Reporter (if you are making a complaint on behalf of someone else): 

Date of report: ______________________ 

First Name: ______________________ Last Name: ______________________ 

What is your relationship to the person: ______________________ 

Does the person know you are making a complaint on their behalf? ______________________ 

Do you have consent to make a complaint on their behalf? ______________________ 

Contact phone number: ______________________  

Email address: ______________________ 

 

 

Date of the incident or complaint:  
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What outcome are you seeking?: ____________________________________________ 

Please send this form to complaints@svdpnt.org.au or post to 5/48 Cavenagh St, Darwin City NT 0800 

mailto:admin@svdpnt.org.au

