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1. Introduction

Feedback is an essential and necessary activity to assist in the delivery of high standards of products and services to all Victorian Women with Disabilities Network (VWDN) stakeholders.  In some cases, VWDN will implement change as a result of an incident or feedback received from staff, volunteers, members and other stakeholders.

2. Purpose

This policy outlines the processes for receiving, seeking and recording all types of feedback including commentary, constructive criticism, ideas and complaints. 
3. Policy

3.1. VWDN welcomes and accepts feedback on its products and services with a view to improving organisational performance, quality and accessibility of information and other activities and processes to improve efficiencies.  VWDN will deal with complaints fairly and without discrimination. 
3.2. VWDN will proactively assess and minimise risk by creating formal and informal opportunities for ideas to be generated, by:

3.2.1. Encouraging feedback through the Newsletter, website and e-bulletins.
3.2.2. Periodically conducting surveys or questionnaires from our members on relevant topics
3.2.3. Evaluating training programs and services it delivers to other service providers

3.2.4. Surveying VWDN volunteers on relevant topics

3.2.5. Encouraging staff members to share ideas

3.2.6. Regularly communicating any feedback to staff (at staff meetings etc)

4. Procedures
The Executive Officer shall keep records and file feedback received from VWDN stakeholders.
4.1. Positive Feedback

Stakeholders may telephone, email, write or visit to express appreciation of a product or service of VWDN.  This feedback will be communicated to staff, and where appropriate to members in VWDN newsletters.
4.2. Complaints handling
Where negative feedback is received, or suggestions are made for improvement, VWDN staff should be open and encouraging of this feedback.  .
When dealing with complaints, VWDN staff should:

1. Listen carefully and record as much detail on the nature of the complaint as possible.
2. Attempt to resolve the matter informally by providing additional information on VWDN processes and policies.
3. Inform the Executive Officer if you feel the complainant is not satisfied with your response.
4. Advise the complainant that they may lodge a formal complaint to the Executive Officer.  The complainant should outline the nature of the complaint and what remedial action is requested (eg. an apology or modification to policy).
5. Offer appropriate assistance to people who require help in making a complaint.

6. Advise the complainant that the Executive Officer will respond as quickly as possible.
7. Record details of the complaint/feedback in the Injury/Incident Report Form (recording who is involved, what the problem is, what remedial action is requested) and provide to the Executive Officer as soon as possible by phone and or email.  Refer Attachment A – Injury/Incident Report
5. Responsibilities

It is the responsibility of Employees to encourage and report feedback from stakeholders and to advise the Executive Officer of complaints or feedback received.
It is the responsibility of the Executive Officer to:
· Keep accurate and detailed records of formal complaints received

· Investigate complaints

· Provide a written response to formal complaints

· Inform the Board of complaints received as appropriate

· Identify and amend processes or policies to ensure best practice and organisational improvement as required

6. Related Documents

· Attachment A – Injury/Incident Report Form

· Prevention and Settlement of Grievances Policy
· Equal Employment Opportunity Policy

· Access and Equity Policy

7. Dissemination
This policy applies to all staff and volunteers and will be provided as part of standard induction procedures.  The policy will be kept in the Policy and Procedure Manual.

8. Authorisation
Signed by Keran Howe, Executive Officer
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Attachment A – Injury/Incident Report Form

Adapt form based on WHV Incident Report Form
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