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COMPLAINT/DISPUTE RESOLUTION POLICY
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PART 1 – RESIDENT’S COMPLAINTS
Pursuant to the Retirement Villages Act 1986 and the Retirement Villages (Records and Notices) Regulations 2005, the management of the Village ("Management") is required to establish and maintain a procedure for dealing with complaints made by residents against Management, or by residents against other residents.
1 Complaints against Management
If you have a complaint against Management, you may choose any one of the following:
1.1 use our internal complaint/dispute resolution scheme which is outlined in this document;
1.1 seek assistance from Consumer Affairs Victoria (‘CAV’). Details of CAV are as follows:
Exhibition Street, Melbourne VIC 3001
GPO Box 123, Melbourne VIC 3001
1.2 seek assistance from the Victorian Civil & Administrative Claims Tribunal (‘VCAT’).  Details of VCAT are as follows:
55 King Street, Melbourne, Victoria 3000 
GPO Box 5408 CC, Melbourne Vic 3001
9am to 4:30pm
1.3 use another external service or dispute resolution.
2 Complaints against another resident

2.1 if you have a complaint against or a dispute with another resident, you may choose any one of the following:
2.1.1 you may wish to speak with the other resident and attempt to directly resolve the dispute;
2.1.2 use our internal complaint/dispute resolution scheme which is as outlined in this document;

2.1.3 resolve the matter with the assistance of the residents’ committee of the Village (if there is one);

2.1.4 seek assistance from CAV.   Details of CAV are as follow:

113 Exhibition Street, Melbourne VIC 3001

GPO Box 123, Melbourne VIC 3001
2.2 If you choose to use our internal complaint/dispute resolution scheme, you must note that Management cannot take any action to resolve the dispute if:
2.2.1 all the relevant parties do not consent to Management’s involvement; or
2.2.2 the dispute is already being dealt with by the residents’ committee of the Village (if there is one).
How to make your complaint

You may make your complaint:
2.3 in person by contacting the Manager Administration by telephone on (03) 9871 8700 or by email disputes@harrison.org.au.
2.4 by contacting the Chairperson of the residents’ committee.  The Chairpersons contact details are available from the Housing Administrator, telephone (03)  9871 8700; or

2.5 in writing by completing a complaint/dispute notification form (a copy of which is attached to this document).
3 How will your complaint be handled?
3.1 Upon receipt of your complaint we will:

3.1.1 acknowledge receipt of the complaint in to you; and

3.1.2 record in our complaints register the date of the complaint, your name and address, if the complaint is in relation to another resident, that other resident’s name and address, and details as to the nature of the complaint or dispute.

3.2 If your complaint is against management, we will:

3.2.1 provide you with a written summary of our understanding of your complaint and the outcome you seek within 14 days from the date of receipt of your complaint;
3.2.2 investigate the complaint by interviewing any relevant staff and reviewing any documents you have provided to us; and

3.2.3 within 14 days of receiving your complaint, advise you in person and in writing of the outcome of our investigation, and any action which we propose to take so as to the address the subject of your complaint.
3.3 If your complaint is against another resident at the Village, we will:
3.3.1 provide you with a written summary of our understanding of your dispute with the resident and the outcome you seek within 14 days from the date of receipt of your complaint;
3.3.2 with your consent, advise the other resident of your complaint and request that the resident provide us with the resident’s response to your complaint within 14 days;

3.3.3 if the other resident agrees to provide a response, and once that response has been received by us, we will, again with that resident’s consent, notify you of the resident’s response.  With your consent, we may further investigate the dispute by interviewing staff or other residents;

3.3.4 we may facilitate a meeting between you and the other resident to attempt to resolve the dispute, if you both agree to attend the meeting;

3.3.5 we will advise you in person and in writing of the outcome of our investigation, including the outcome of any meeting between you and the other resident.  If we do not believe that the dispute can be resolved through our assistance we will advise you of this and suggest that you seek external assistance or the assistance of the Village resident committee.

Please note that If your dispute with another resident is already being dealt with by the residents’ committee, Management cannot intervene by dealing with the dispute.
4 Can you be represented by another person?
You may be represented throughout the resolution process by another person.

PART 2 – MANAGEMENT’S OBLIGATIONS

Pursuant to the Retirement Villages Act 1986 and the Retirement Villages (Records and Notices) Regulations 2005, Management is required to record and report on complaints and disputes.

4.1 If your complaint or dispute is resolved within 72 hours (excluding weekends and public holidays), Management is not obliged to keep detailed ongoing records.  However Management must still keep a record of your complaint, the date the complaint was made, the names of the parties to the dispute, the nature of the problem and the outcome or action taken.

4.2 If your complaint or dispute has not been resolved within 72 hours (not including weekends and public holidays), Management must:

4.2.1 create a file (physical or electronic) to record the complaint or dispute;

4.2.2 record the date the file was created, your name, address and contact details (and those of your representative, if any), how your complaint was made, and details of the complaint, including any letters or other documents you have provided to us in relation to your complaint;

4.2.3 keep in the file, a dated copy of our written advice to you summarising our understanding of the matters to be resolved and the steps we intend to take to resolve your complaint or dispute;

4.2.4 keep in the file, notes of every action we take or intend to take in relation to the complaint or dispute;

4.2.5 keep in the file, copies of all letters or other documents we receive or send in relation to the complaint or dispute;

4.2.6 keep in the file, copies of our written advice to you once the complaint or dispute has been resolved (and how it has been resolved), or our advice that the dispute cannot be resolved, (which must include our reasons for this decision and contact details for Consumer Affairs Victoria or other external advisers who may provide you with further assistance). 

4.3 We are required to retain the file for 7 years.
4.4 You may inspect the file by prior arrangements with us unless there are special circumstances which would make this unreasonable.
5 Report
5.1 Management is required to report to the annual meeting of residents on the following matters:
5.1.1 the nature of any dispute or complaint and the action taken to resolve the complaint or dispute;

5.1.2 the number and types of complaints or disputes handled in the year;

5.1.3 action taken to resolve the complaints or disputes and their outcomes;

5.1.4 any changes made or proposed to address any issues identified as requiring a broader response.

5.2 We are required to maintain confidentiality of the parties concerned.  For that reason, the report will be general in nature, will not identify the parties concerned nor will it provide any specifics about the complaint or the outcome achieved.
1
Village Name:
__________________________________________________
2
Your Details


Name:
_____________________________________________________________


Address:
________________________________________________________




_______________________________
Post Code:
____________

Telephone No: ______________________________
Mobile: _________________

Email:
_____________________________________________________________
3
Complaint about management at the Village


Nature of your complaint:

__________________________________________________________________


__________________________________________________________________


__________________________________________________________________


__________________________________________________________________

4
Dispute with another resident

Details of other resident


Name:
_____________________________________________________________


Address:
________________________________________________________




_______________________________
Post Code:
____________


Telephone (if known): _________________________________________________


Nature of the dispute:


__________________________________________________________________


__________________________________________________________________


__________________________________________________________________


__________________________________________________________________


What is the outcome you seek?

__________________________________________________________________


__________________________________________________________________


__________________________________________________________________


__________________________________________________________________

__________________________________________________________________


__________________________________________________________________

You can attach more pages if you need more space to explain what has happened and what outcome you seek.  You can also attach other information that might be relevant to your situation.
Date of this notification:
_____ / _____ / _____
Your signature:
________________________________________________________

Send this form and any attachments to:



The Disputes Officer



UnitingCare Harrison



PO Box 4503, Knox City VIC 3152



Telephone (03) 9871 8700
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Date received by management: _____ / _____ / _____
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