
 

ACT Recovery College Business Rule  

Name: Feedback and Complaints  

What it is  This business rule outlines the processes to provide feedback on their 
experiences with the organisation 

Risk Rating Medium 

Review Date October 2020  

Who it applies to This business rule applies to all staff, educators, contractors, students, 
volunteers and visitors of the ACT Recovery College. 

POLICY STATEMENT 

The ACT Recovery College offers all staff, educators, contractors, students, volunteers and 

visitors the opportunity to provide feedback on their experiences with the organisation. The 

ACT Recovery College values this feedback and aims to manage negative feedback or 

complaints in a prompt, fair, transparent and consistent way. The ACT Recovery College is 

committed to using information gained from analysing any feedback and complaints 

received in our quality improvement processes.  

A ’Feedback & Complaints’ form is available on the ACT Recovery College website or by 

contacting the ACT Recovery College office.  Complaints and feedback are also recorded in a 

‘Feedback and Complaints Register’ and reviewed by ACT Recovery College staff as part of 

annual organisational and strategic planning processes.   

PRINCIPLES 

• Complaints will be treated seriously, expeditiously and sensitively having due regard 

to procedural fairness, confidentiality and potential for victimisation.  



 

• Concerns should be raised as early as possible to prioritise a swift resolution and 

ensure safety and wellbeing is maintained in the workplace.   

• Information arising from the handling of any complaints must be treated 

confidentially.  

• If a complaint is raised, all parties related to the complaint are required to 

participate in the complaint resolution process in good faith. 

• The principles of natural justice will be observed throughout investigation of a 

complaint. This means that before a decision is made, all concerned parties have the 

right to be informed about the nature and content of the complaint/complaint, have 

the right to be heard by an unbiased decision-maker and have the right to have a 

witness present. 

PROCEDURES 

The following procedures are to be followed in response to feedback or complaint: 

PROVISION OF FEEDBACK TO THE ACT RECOVERY COLLEGE 

• Members of the public and/or stakeholders who would like to provide feedback or 

make a complaint to the ACT Recovery College are encouraged to contact the ACT 

Recovery College directly, preferably by phone or email.  

• Anonymous feedback can also be left in the ‘Feedback Box’ located in the waiting 

area of the College. 

• The complainant will be encouraged to first discuss and try to resolve the matter 

with the involved party and ACT Recovery College Manager, prior to lodging a formal 

complaint. 

• All complaints and feedback received will be recorded in the feedback and complaint 

register. 

• If the issue cannot be resolved, a formal complaint will need to be lodged to the ACT 

Recovery College.  

• The ACT Recovery College will acknowledge receipt of the formal complaint within 

three working days and provide a written response within ten working days.   



 

ACT RECOVERY COLLEGE COMPLAINTS PROCESS 

Complaint Lodged 

• Formal complaints need to be put in writing and can be received by either post or 

email. Complainants are strongly encouraged to provide a name and contact details. 

• Anonymous complaints will be recorded and considered as part of planning and 

evaluation processes. Without contact details, a complaint cannot be formally 

responded to.  

• All complainants should be given access to the ACT Recovery College’s Feedback and 

Complaints policy. If complainants need assistance to complete the form, they 

should be encouraged to seek help from a third party.   

• The ACT Recovery College will respond to a formal complaint within ten working 

days, although if the complaint is complex and requires significant investigation, ACT 

Recovery College reserve the right to contact the complainant and advise that 

additional time is required.  

• If the matter is about another employee, this person will also be informed, in 

writing, within seven working days of the complaint being lodged. 

The ACT Recovery College Manager should address the complaint with a view to 

resolving it within 30 days. This may take the form of the Manager prescribing 

certain actions to be adopted which address and resolve the issue/s.  

• If the complaint is not resolved within 30 days, a mutually selected external 

mediator will meet with involved parties and investigate and resolve the problem. 

Possible sources of external mediators include peak organisations such as 

Relationships Australia or the Human Rights and Equal Opportunities Commission. 

• Written documents produced as part of the dispute should be held in a confidential 

file by the ACT Recovery College Manager for a period of twelve months and 

destroyed if no further issues arise.  

Informal meeting 

• The ACT Recovery College Manager will arrange an informal meeting with the 

complainant to discuss the complaint and come to a full understanding of it. More 

information may be requested, and the complainant must provide. The complainant 

can have an independent witness/support person attend this meeting. 

  



 

• The ACT Recovery College Manager will provide written acknowledgement of the 

complaint received within ten days of this initial meeting. 

Lodging a formal complaint 

If the complaint cannot be resolved informally, the complainant should lodge a formal 

grievance. This means they must provide written details of their concerns and the grounds 

for the grievance, to the appropriate person according to following tables: 

Complainant  Appropriate person 

Student 
ACT Recovery College Manager, unless the complaint is about the 

Manager, in which case it is lodged to the Executive Officer MHCC 

ACT 

Casual Peer and/or 

Professional  Educator 

ACT Recovery College Manager, unless the complaint is about the 

Manager, in which case it is lodged to the Executive Officer MHCC 

ACT 

MHJHADS Educator (ACT 

Health staff) 

MHJHADS employee’s Supervisor 

 

Complainant  Appropriate process 

Non-MHJHADS educator makes a 
complaint about another non-
MHJHADS educator. 

Recovery College Manager responds according to 
Recovery College policy. 

A student or non-MHJHADS 
Recovery College Educator makes a 
complaint about an MHJHADS 
Recovery College Educator. 

Recovery College Manager responds saying that the 
complaint has been received and forwarded on to the 
Supervisor of the MHJHADS staff member. In addition, 
the Recovery College Manager informs the MHJHADS 
Support Officer. 

MHJHADS Educator makes a 
complaint about another MHJHADS 
Educator. 

Recovery College Manager responds saying that the 
complaint has been received and encourages the 
complainant to inform their MHJHADS Supervisor. In 
addition, the Recovery College Manager informs the 
MHJHADS Support Officer. 

MJHADS Educator makes a 
complaint about Recovery College 
staff. 

Recovery College Manager responds saying that the 
complaint has been received and encourages the 
complainant to inform their MHJHADS Supervisor.  



 

The Recovery College Manager will follow the Recovery 
College complaints process in conjunction with the 
MHJHADS Supervisor. In addition, the Recovery College 
Manager informs the MHJHADS Support Officer. 
If the complaint concerns the Recovery College 
Manager, then the complaint will be lodged with the 
Executive Officer MHCC ACT, and the above steps will 
be taken. 

Investigation 

• On receipt of a formal complaint the ACT Recovery College Manager Executive 

Officer MHCC ACT,  

o will investigate  

o refer to organisational policies and procedures  

o will take all reasonable and cost-effective steps to gather any information that 

relates to the complaint. If other people are involved in the complaint, these 

people will be advised of the complaint and notified that they may need to be 

interviewed.  

Resolving the Complaint 

• The ACT Recovery College will negotiate with the complainant to implement an 

resolution to the issue that is acceptable to both parties 

• How this occurs will depend on the nature of the complaint.  

• The complainant will be encouraged to bring someone with them to this negotiation.  

• The outcomes of a formal grievance process may include (but not be limited to): 

o a verbal or written apology 

o a change in policy or procedure 

o changes in work practices 

o training of staff 

o counselling of staff 

o disciplinary action 

  



 

Report, Record and Take Action  

• The ACT Recovery College will document the resolution, particularly any action 

committed to be undertaken as a result of investigation of the complaint.  

• All feedback, complaints and formal grievance information will be used in 

organisational evaluation and quality improvement practices. 

Lodging an Appeal 

• Complainants [or their advocates] may lodge an appeal if they disagree with a 

decision made by the ACT Recovery College Manager or Executive Officer MHCC ACT.  

• An appeal should be made in writing and submitted to the MHCC ACT Board for 

investigation and response.  

• A timeframe for this response will be dependent on the nature of the complaint and 

will negotiated on an individual basis.   

• If the complainant is not satisfied with the appeal outcome, they will be encouraged 

to take the matter to an external agency such as the ACT Human Right Commission 

for further guidance and support.  

 


