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Acronyms

The below table sets out the significant acronyms used in this report. 

Acronym Meaning

ABS Australian Bureau of Statistics

ADE Australian Disability Enterprise

ADR Alternative Dispute Resolution

AHPRA The Australian Health Practitioner Regulation Agency

CALD Culturally and Linguistically Diverse

CAT Convention Against Torture and Other Cruel, Inhuman or Degrading Treatment  
or Punishment

CEDAW Convention on the Elimination of All Forms of Discrimination against Women

CMC Crime and Misconduct Commission

CPED International Convention for the Protection of All Persons from Enforced Disappearance

CRC Convention on the Rights of the Child

CRPD Convention on the Rights of Persons with Disabilities

DDP Disability Determination Process

FACS Family and Community Services

ECtHR European Court of Human Rights

EDAC Ethnic Disability Advocacy Centre

EU European Union

ICCPR International Covenant on Civil and Political Rights

ICERD International Convention on the Elimination of All Forms of Racial Discrimination

ICESCR International Covenant on Economic, Social and Cultural Rights

ICMW Convention on the Protection of the Rights of All Migrant Workers and Members of Their 
Families

ISO International Organization for Standardization

LAC Local Area Coordinator

LGBTIQA+ Lesbian, Gay, Bisexual, Transgender, Intersex, Queer/Questioning, Asexual

NDIS National Disability Insurance Scheme

NPM National Preventative Mechanism

OAG OPCAT Advisory Group

OOHC Out of Home Care System

OPCAT Optional Protocol on the Convention Against Torture and other Cruel, Inhuman  
or Degrading Treatment or Punishment

SPT Subcommittee on Prevention of Torture and Other Cruel, Inhuman or Degrading  
Treatment or Punishment of the Committee against Torture

UK United Kingdom

UN United Nations
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Introduction

This report understands a complaint mechanism as a procedure within an organisation, institution 
or governing authority which allows individuals to report negative experiences and problematic 
conduct and policy; seek individual rectification; and, where appropriate, trigger system change. 
Additionally, in this report, the term ‘complaint mechanism’ can refer to the diverse range of public 
bodies and agencies that are made responsible for handling complaints, which includes various 
commissions, ombuds, government departments and bespoke complaint or oversight agencies .

Some people with disability utilise complaint mechanisms to report violence, abuse, neglect 
and exploitation . As shall be discussed, the use of complaint mechanisms to report such 
experiences creates a number of unique challenges, including whether existing complaint 
mechanisms are fit for purpose, whether complaint mechanisms are able to guarantee equality 
before the law and equal rights to justice for people with disability, how complaint mechanisms 
relate to other reporting pathways, in particular police and courts, and whether complaint 
mechanisms are able to protect individuals from violence and create system change to prevent 
violence . Raising these concerns does not mean that complaint mechanisms may not be 
appropriate or desired pathways for people with disability who want to report and seek justice 
for violence, abuse, neglect and exploitation . Indeed, a complaint mechanism may be able 
to offer forms of just process and justice in outcome that are not available through police and 
courts . However, much care is required in the design of complaint mechanisms as reporting 
pathways for violence, abuse, neglect and exploitation to ensure that they are effective in  
terms of process and outcome, including in achieving a broader goal of violence prevention .

This report provides guidance to the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability (the Disability Royal Commission) on the design of 
accessible and inclusive complaint mechanisms which function as a reporting pathway for 
violence, abuse, neglect and exploitation . Our report puts forward an ideal approach to creating 
accessible and inclusive responses to complaints of violence, abuse, neglect and exploitation  
of people with disability . The report utilises contemporary understandings of human rights, 
violence prevention, procedural justice and justice in outcome to identify the principles that 
should inform the design of complaint mechanisms to optimise their function as reporting 
pathways for violence, abuse, neglect and exploitation . The report centres lived experiences of 
people with disability, providing extensive accounts of people navigating complaint mechanisms 
in relation to violence, abuse, neglect and exploitation . The report further provides a mapping of 
the Australian complaint mechanism landscape, through a survey of website information, and 
where appropriate, policy or legislation, identifying some common features and limitations of 
existing complaint mechanism approaches, particularly in relation to the reporting of violence, 
abuse, neglect and exploitation . 

Our conclusions in brief (explored in detail in Chapter 8) can be summarised as follows:

a) The Structural Drivers of Violence and Complaint Mechanisms. Much of the violence, 
abuse, neglect and exploitation experienced by people with disability is driven by structural 
factors, including as a result of segregation and institutionalisation . For a range of reasons, 
complaint mechanisms, even when designed in accordance with ‘best practice,’ can be poorly 
equipped to deliver either individual rectification or the large-scale transformational change 
required to address and prevent violence, abuse, neglect and exploitation . 
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b) Complaint Mechanisms, Equality before the Law, and Legally Authorised Violence . 
Many complaint mechanisms are not necessarily equipped to provide justice in relation to 
violence, abuse, neglect and exploitation . This is because many complaint mechanisms are 
non-independent and combine regulatory oversight with complaint resolution processes . They 
are thus potentially established with a policy goal to regulate services and maintain codes of 
conduct, and not necessarily designed to respond to violence, abuse, neglect and exploitation 
from a victim-centred and justice-focused perspective . Further, if there is a social or institutional 
expectation that some people with disability should use complaint mechanisms, rather than 
police or courts, to report violence, abuse, neglect and / or exploitation, then this potentially 
undermines equality before the law since this means some people with disability do not have 
access to the forms of justice that are available to the rest of the community . This problem is 
further complicated by the existence of legally authorised forms of violence, such as restrictive 
practices . However, despite these concerns, it is acknowledged that many people with disability 
utilise complaint mechanisms to report violence, abuse, neglect and exploitation, and that 
in some cases these pathways may be preferred over the criminal justice system due to the 
different forms of just process and justice in outcome that they may offer. 

c) Improving Process and Outcome. Based upon this report’s survey of website information, 
and where appropriate, policy or legislation, there are many improvements that can be made to 
many existing complaint mechanisms at the level of stated process and outcome to enhance 
their ability to respond to violence, abuse, neglect and exploitation . Improvements can be made 
through access to and consistency of information; dedicated reporting pathways for violence, 
abuse, neglect and exploitation; application of accessibility standards and the availability of 
supported decision making; increased clarity on how complaint mechanisms interact with  
and complement police and courts; and increased clarity on outcomes available as a result  
of a complaint, including for system transformation . 

d) An Independent Complaint Mechanism for Violence, Abuse, Neglect and Exploitation. 
While improvements to existing mechanisms are possible, there remains a need for an 
independent complaint mechanism to respond to violence, abuse, neglect and exploitation, 
with strong perceived independence, neutrality, transparency, trustworthiness, effectiveness 
and capacity to support and recognise the voice of complainants . At present, this independent, 
dedicated, pathway for reporting violence, abuse, neglect and exploitation experienced  
by people with disability does not appear available within the existing terrain of relevant 
Australian complaint mechanisms . 

e) A National Redress Scheme. Much violence, abuse, neglect and exploitation is historical 
in nature, including violence, abuse, neglect and exploitation that is supported by legally and 
socially authorised forms of segregation, institutionalisation and society wide discrimination . 
There is a pressing need for governments and society to acknowledge the role of historical 
injustices committed against people with disability in creating the conditions for current mass 
scale violence . In this context, a National Redress Scheme would serve an important role  
as both a form of transitional and transformative justice, and as an additional pathway for 
reporting violence, abuse, neglect and exploitation that is historical in nature . 
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f) Improved Processes for Police and Courts. While out of scope for this report, 
improvements in responses of police and courts to violence, abuse, neglect and exploitation 
experienced by people with disability would work in a complementary way with improvements  
to complaint mechanism pathways, and ensure equality before the law and equal rights to 
justice for people with disability . 

Methodology
The findings of this report are based on a research project. Guiding the project’s approach to 
exploration, consideration, and conceptualisation are a number of principles that ‘go back to 
basics’, including: (1) centring lived experiences of people with disability and the perspectives  
and expertise of Disabled Peoples Organisations , (2) taking into account violence prevention  
as a priority strategy for system design and for the resourcing of complaints mechanisms,  
(3) operationalising human rights principles of freedom from violence, equality before the law, 
procedural justice and justice in outcome, and (4) recognising the importance of diversity and 
intersectionality to responding to violence, abuse, neglect and exploitation of people with disability .

The research comprised the following: 

• A survey of the scholarly literature, justice and human rights norms, complaint standards to 
understand how a complaint mechanism might be structured, and to appreciate the design 
principles that might follow from human rights, violence prevention, procedural justice and 
justice in outcome approaches . 

• A mapping of the Australian complaint mechanism landscape, with a focus on relevant 
complaint mechanisms at Federal, State and Territory levels across disability-specific  
areas, as well as health and social services, education and criminal justice . The 
methodological approach involved a survey of website information, and where  
appropriate, policy or legislation, to understand publicly stated processes on how the 
complaint process functioned and the information available to potential complainants . 

• An examination of scholarly literature, reports and submissions to capture the lived 
experiences of people with disability navigating complaint mechanisms, with a focus 
on experiences of complaint processes, outcomes and where complaints are not made 
in relation to violence, abuse, neglect and exploitation . In regards to this third research 
approach, a broad survey of the literature was conducted by searching library databases 
for key terms including ‘people with disability’, ‘complaint’, ‘experiences’ and ‘perspectives’, 
along with terms relevant to the domains of interest identified in the mapping, such as  
‘health settings’ or ‘prisons’. The scholarly literature, reports and submissions retrieved  
were then purposively sampled .1 Due to the scope of the project, the literature assembled 
does not represent a complete or exhaustive picture of complaint experiences, however  
for each domain of focus - education, criminal justice system, disability services, and health 
settings – literature was assessed until a saturation of data was reached, that is, until few 
new themes emerged . 
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While the focus was on Australian complaint mechanisms and the lived experience of people 
with disability in Australia, international literature was also included to shed light on complaint 
experiences more broadly, especially in contexts of jurisdictional similarity such as Canada and 
the United Kingdom (UK) . Complaint mechanisms such as the European Court of Human Rights 
have also been included as these are relevant to the human rights concerns laid out in this report . 

The project adopted a disability human rights methodology, aligning with the centrality of human 
rights to the Disability Royal Commission’s work. This methodology includes elements that 
are both participatory – that is, including Disabled People’s Organisations in elements of the 
scoping, monitoring and finalisation of the project – as well as emancipatory – that is, seeking 
explicitly to arrive at conclusions that will realise the rights of people with disability .2 The project 
included an Expert Reference Group comprising key national experts on complaint mechanisms, 
human rights and the experiences of people with disability . The Expert Reference Group served 
a function in ensuring that the disability community ‘have ownership and guidance of research 
in all phases of the research process.’3 The Expert Reference Group also played a vital role 
in ensuring the project was informed by lived experiences of people with disability in a context 
where the timeline for the project deliverables did not provide scope for empirical research .

Limitations

Due to time constraints, this report does not provide a new empirical study of the experiences 
of people with disability using complaint mechanisms to report violence abuse, neglect and 
exploitation . While there are a range of scholarly literature, reports and submissions that 
describe the experiences of people with disability navigating complaint mechanisms, in  
general there is a need for more empirical research to understand experiences reporting 
violence, abuse, neglect and exploitation, particularly in relation to First Nations people with 
disability, people from culturally and linguistically diverse backgrounds with disability and 
LGBTIQA+ people with disability . 

While this study incorporates a survey of website information, and where appropriate, policy 
or legislation, to understand how a range of complaint mechanisms operate, it does not offer 
an analysis of the performance of Australian complaint mechanisms in complaint resolution . 
Further, while some complaint bodies manage mandatory reportable conduct schemes 
(discussed briefly in Chapter 1), and these are interconnected with the functions of some 
complaint mechanisms, these schemes have not been examined as part of this report . This 
means that in practice complaint mechanisms may utilise a range of reporting pathways and 
procedures additional to those available in a mechanism itself, or provide outcomes that 
have engaged such additional pathways and procedures that are differentiated and improve 
on publicly stated complaint processes . As described above, further empirical study of the 
experiences of people with disability reporting violence, abuse, neglect and exploitation would 
reveal much needed information on the performance of this wider range of existing mechanisms 
in relation to procedure and outcome . 
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The report does not explicitly focus on reporting of violence, abuse, neglect and exploitation to 
the police, and the processing of these reports by courts, nor does it extend to civil litigation in 
relation to violence, abuse, neglect and exploitation . However, as noted below and through the 
report, the performance of the police and courts are of high relevance for consideration of how 
complaint mechanisms which respond to violence, abuse, neglect and exploitation function . As 
such, while the report does not study police and court processes in detail, nor comprehensively 
reflect on the experiences of people with disability navigating them, the current operation and 
future reform of police and courts nevertheless are of relevance to the findings of this research. 

The project acknowledges that while many people with disability make complaints, other  
third parties, such as parents, family members, community visitors, advocates and staff utilise 
complaint mechanisms as well . Chapters 5, 6 and 7 include the accounts of some of these  
third parties in making complaints . However, across the report we have attempted to prioritise 
the voices and experiences of people with disability, in line with the first ‘back to basics’ principle 
outlined above – to centre the lived experiences of people with disability .

Structure

The report is structured as follows . Chapter 1 provides an overview of complaint, complaint 
mechanisms, current complaint standards, the relationship of complaint mechanisms to  
police and courts, and a summary of the approach to complaint mechanisms taken by a  
highly relevant recent inquiry: the Royal Commission into Institutional Responses to Child 
Sexual Abuse . Chapter 2 examines contemporary human rights norms and law, and their 
implications for complaint mechanisms, and discusses our understandings of violence 
prevention . Chapter 3 provides an outline of procedural justice principles and justice in  
outcome in order to understand what principles should underpin process and redress when 
designing complaint mechanisms . Chapter 4 describes the results of our mapping of the 
Australian complaint mechanism landscape, and the capacity of existing mechanisms to  
act as viable reporting pathways for violence, abuse, neglect and exploitation . The next  
three chapters provide a summary of the lived experience data gained through a survey  
of scholarly literature, reports and submissions . Chapter 5 outlines experiences of some  
people with disability who do not complain, or who are prevented from complaining about 
violence, abuse, neglect and exploitation . Chapter 6 describes experiences of complaint 
processes. Chapter 7 explores some people with disability’s experiences of the outcome  
of a complaint about violence, abuse, neglect and exploitation . Chapter 8 provides a  
summary or our observations and conclusions . We have included the comprehensive Australian 
Complaint Mechanism Landscape Table we developed as part of our project at Appendix A . 
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Chapter 1: What is a Complaint Mechanism?

This Chapter explores the meaning of ‘complaint mechanism’. This is important in order to 
have a clear sense of the scope, purpose, possibilities and limitations of such a mechanism, 
specifically in responding to violence, abuse, neglect, and exploitation of people with disability. 
We begin by offering a basic definition and consider the principles that guide the operation of 
complaint mechanisms internationally and within Australia . We then turn to identify a series of 
tensions and complexities about the role and use of complaint mechanisms in the context of 
violence, abuse, neglect and exploitation experienced by people with disability . These tensions 
and complexities provide some contours to our analysis in subsequent chapters . 

In this Chapter, we also explore the term ‘complaint’, noting the tension between the centrality 
of this term in recognising a complainant’s pain and grief, and its pejorative connotations 
which may undermine the complainant’s full recognition as a legitimate victim-survivor who 
should be heard . This tension is explored by Sara Ahmed in her recent book Complaint!,4 
and we turn to this book in order to draw out some critical threads around the relationships 
between complaint, power, and institutions, which provide a useful context to reflect on the 
individual and structural dynamics of complaint mechanisms in the context of violence, abuse, 
neglect and exploitation of people with disability . This context is followed by a discussion on 
the relationships between complaint mechanisms and criminal and civil justice systems . In 
contrasting complaint mechanisms to two other pathways often associated with responding to 
violence, abuse, neglect, and exploitation, we seek to raise questions around the relationship 
between complaint mechanisms and justice . Last, we turn to consider some of the lessons on 
complaint mechanisms offered by the Royal Commission into Institutional Responses to Child 
Sexual Abuse . These lessons signal the challenges of complaint mechanisms when responding 
to violence, particularly in institutional contexts . 

1.1 What is a complaint mechanism?

In this report, we understand a complaint ‘mechanism’ as a procedure within an organisation, 
institution or governing authority which allows individuals to report negative or problematic 
experiences, conduct or policy; seek individual rectification; and, where appropriate, trigger 
system change . In using the term ‘complaint mechanism’ here, we are referring to the diverse 
range of public bodies and agencies that are made responsible for handling complaints; this 
includes various commissions, ombuds, government departments and bespoke complaint or 
oversight agencies . It is important to note that there is great diversity in the size, institutional 
standing, independence and resources of differing complaint mechanisms. For example, most 
service organisations have a feedback and complaint process which can be understood as a 
‘complaint mechanism’; however, this differs substantially from the complaint approach and 
process utilised by a body that is granted statutory independence, such as an Ombudsman . 

Further, how we understand the structure of complaint mechanisms can vary . ‘Complaint 
mechanism’ can be understood by reference to a typical set of guiding principles and the 
process of reporting, investigation, and response . In this section, we examine standards 
for complaint mechanisms (also sometimes referred to as ‘grievance mechanisms’) at an 
international and domestic level .
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1.1.1 International guidance on complaint mechanisms

There are international standards that apply to the design of complaint mechanisms . Key 
international examples are the International Organization for Standardization (ISO) standard for 
complaints mechanisms (e .g . 10002:2018), the UN Guiding Principles on Business and Human 
Rights, the Guidance Note: Supplemental Guidance Grievance Redress Mechanisms – United 
Nations Development Programme (the ‘UN Guidance Note’), and the European Standards on 
Legal Remedies, Complaints and Mechanisms and Effective Investigations at Borders. 

The UN Guiding Principles on Business and Human Rights are a non-binding agreement 
produced by the Human Rights Council to provide guidance for states and organisations  
on how business can comply with human rights . Article 22 sets the expectation that when 
human rights have been breached, they should be remedied through legitimate processes .5 
Principle 31 provides the criteria for these grievance mechanisms, which are:

a . Legitimate: ‘enabling trust from the stakeholder groups for whose use they are intended,  
and being accountable for the fair conduct of grievance processes.’

b . Accessible: ‘being known to all stakeholder groups for whose use they are intended, and 
providing adequate assistance for those who may face particular barriers to access.’

c . Predictable: ‘providing a clear and known procedure with an indicative time frame for  
each stage, and clarity on the types of process and outcome available and means of 
monitoring implementation.’

d . Equitable: ‘seeking to ensure that aggrieved parties have reasonable access to sources 
of information, advice and expertise necessary to engage in a grievance process on fair, 
informed and respectful terms.’

e . Transparent: ‘keeping parties to a grievance informed about its progress, and providing 
sufficient information about the mechanism’s performance to build confidence in its 
effectiveness and meet any public interest at stake.’

f . Rights-compatible: ‘ensuring that outcomes and remedies accord with internationally 
recognised human rights.’

g . Source of continuous learning: ‘drawing on relevant measures to identify lessons for 
improving the mechanism and preventing future grievances and harms.’

h . Based on engagement and dialogue: ‘consulting the stakeholder groups for whose use  
they are intended on their design and performance, and focusing on dialogue as the  
means to address and resolve grievances.’6

The UN Guidance Note was produced as a guide to aid organisations involved in development 
projects . It includes an evaluation tool to assess the adequacy of their grievance mechanisms . 
This guide adopts the above UN Guiding Principles on Business and Human Rights .7 The UN 
Guidance Note suggests there is a typical model of how grievance mechanisms usually look, 
such that a grievance mechanism should: 
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1 . Receive and register the grievance

2 . Acknowledge receipt, assess through agreed process, assign to the person/department  
who is responsible for formulating a response  

3 . Propose response

4 . Agreement on response

a . If yes – implement

b . If no – review response and determine whether it needs  
to be referred to another party or closed .8

The European Standards on Legal Remedies, Complaints and Mechanisms and Effective 
Investigations at Borders set out human rights standards stemming from the European Court  
of Human Rights (ECtHR) and EU law in relation to effective remedies for human rights 
violations at borders . Key expectations of complaint mechanisms incorporating these  
human rights standards include:

• The complaint mechanism authority does not need to be a judicial body but should  
adhere to similar standards including independence, procedural safeguards, and the  
power to deliver an enforceable decision

• The complaint mechanism authority should be independent and distinct from law 
enforcement agencies 

• The complaint mechanism provides procedural safeguards to the complainant 

• The complaint mechanism is capable of providing a legally binding enforceable decision

• The complaint mechanism should treat complaints thoroughly and expeditiously 

• The complaint mechanism provides an appropriate remedy/sanction

• The complaint mechanism provides reasons in relation to the outcome decided

• There are no excessively restrictive barriers to lodging a complaint and the system is 
genuinely accessible

• Direct and confidential access to the mechanism should be ensured including protection 
from intimidation or reprisals9

1.1.2 Australian guidance on complaint mechanisms

Standards Australia (the domestic standardisation organisation which works in partnership with 
ISO) has produced an Australian interpretation of the ISO standard on complaint mechanisms 
(AS/NZS 10002:2014) .10 This interpretation was produced in 2014 and relates to an earlier 
version of the ISO standard, published in 2004 (ISO 10002:2004) . Note the 2004 ISO Standard 
has since been updated and replaced multiple times; Standards Australia is currently conducting 
a review of the Standard .11 
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The Standards Australia document provides a general outline for a three-step grievance 
mechanism . The three steps are:  

• Step 1: frontline early resolution

• Step 2: official internal complaint resolution

• Step 3: external complaint resolution

These steps are then framed by the following set of guiding principles articulated in the 
Standards Australia document:

• Enabling complaints

 ◦ People focus

 ▪ Proactively seeks complaints and feedback

 ▪ Treats complainant with respect

 ▪ Complainant is actively involved in the process

 ◦ Ensuring no detriment to complainant

 ◦ Visibility and transparency

 ▪ Information about how to make a complaint is well publicised

 ◦ Accessibility

 ▪ Should be designed to be accessible for all

 ▪ Support should be provided when necessary

 ▪ Enable representation of the complainant

 ◦ No charges/free

• Managing complaints 

 ◦ Responsiveness

 ▪ Prompt acknowledgement 

 ▪ Efficient systems, set timeframes.

 ▪ Actively managing the complaint through the process

 ◦ Objectivity and fairness

 ▪ Objective and unbiased management of the complaint

 ▪ Manage conflicting interests appropriately
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 ◦ Equity

 ▪ All complaints are addressed in a predictable and equitable manner in accordance 
with the process

 ◦ Privacy and disclosure

 ▪ Prioritise privacy

 ◦ Communication

• Managing the parties 

 ◦ Conduct of parties
 ▪ Policy should set expectations

 ◦ Work health and safety

 ▪ Grievance process adequately considers work health and safety

 ◦ Complaints involving multiple parties

 ▪ Grievance mechanism should respond to multiple parties

 ◦ Empowerment of staff
 ▪ Staff are appropriately empowered to implement the complaints management 

system if required

• Accountability, learning and prevention 

 ◦ Accountability
 ▪ Policy makes clear which members of staff are ultimately responsible for the 

different parts of the grievance mechanism 

 ◦ Continuous improvement

 ◦ Prevention of ongoing disputes 

As we shall see in Chapter 3, these principles correspond to at least some core requirements  
of procedural justice, including respectful treatment and transparency of processes . 

The Australian Human Rights Commission has also created a guide for organisations 
addressing employee complaints about discrimination and harassment .12 The Australian 
Human Rights Commission’s guide is not based upon either the ISO or the UN Guiding 
Principles on Business and Human Rights . Rather, the Australian Human Rights Commission 
provides a set of guiding principles for internal complaints mechanisms, which stipulate that 
complaints processes should be:

• Fair 
 ◦ Fairness to both the complainant and the subject of the complaint
 ◦ A chance for the complainant and subject of the complaint to present their version  

of events and to respond to decisions
 ◦ Decision maker is impartial



14 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

• Confidential

 ◦ Information about the complaint only provided to those who need to know about it

• Transparent

 ◦ The process and possible outcomes of the complaint should be clearly explained  
and the individual updated regularly

 ◦ Reasons for decision are provided

• Accessible
 ◦ Easy to access for all 

 ◦ Easy to understand 

• Efficient

 ◦ No undue delay

Internal complaints mechanisms should also include: 

• Protection from victimisation
• Protection from vexatious complaints

The Australian Human Rights Commission guidance also outlines a process consisting of  
four stages: “Initial contact point”; “Early resolution”; “Formal resolution” and “Outcome from  
the process .”

Relevant to rights based approaches to complaints handling is the 2019 National Office for 
Child Safety Complaint Handling Guide: Upholding the Rights of Children and Young People .13 
This guide embeds both the recommendations from the Royal Commission into Institutional 
Responses to Child Sexual Abuse and the United Nations Convention on the Rights of the Child 
(CRC) . The Guide emphasises the voice of the child or young person, recommending that: 

Children’s and young people’s participation needs to be meaningful, not merely 
tokenistic . Children and young people can provide a unique perspective on how they 
think an organisation is functioning . They can also often identify problems before adults 
think of them— complaints processes are no different. Organisations need to involve 
children and young people in responses to individual complaints and in the overall 
design of a complaints system . This will facilitate ongoing service improvement and 
provide a safer environment .14

The guide embeds this approach by including a step in recommended complaint processes  
that plans for the involvement of the child / young person in the complaint process .15 As we  
shall explore in Chapter 3, recognition of the voice of the complainant is essential to satisfy  
just processes . 
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1.1.3 Summary

Across the international and Australian guidance detailed above, there are some common 
features articulated for complaint mechanisms . Complaint mechanisms are commonly expected 
to be: accessible, equitable, transparent, fair, consistent, safe and respectful . Interestingly, the 
focus in these guidance documents is predominantly on complaint access and process, rather 
than the outcomes of complaints . Note also, and relevant to this report, the standards above  
do not specify any special processes for dealing with violence, abuse, neglect and exploitation . 

1.2 What is complaint?

‘Complaint’ has multiple meanings in the Oxford English Dictionary, including:

1 . ‘The action of complaining; the utterance of grief, lamentation, grieving’. 

2 . ‘An expression of grief, a lamentation, a plaint.’

3 . ‘Outcry against or because of injury; representation of wrong suffered; utterance of grievance.’

4 . ‘An utterance or statement of grievance or injustice suffered.’

What is common across these varied meanings of the word ‘complaint’ is the emphasis on 
communicating an experience of being wronged or injured that has caused pain, distress or 
sorrow. These definitions of complaint centre the individual who has been wronged or injured, 
placing their affective experience at the core of the meaning of ‘complaint’. By definition, 
complaint thus implies a relationship of power: an individual who has been wronged pleads 
recognition from others in relationship to this injustice. The etymology of ‘complaint’ is from 
the Latin ‘complangĕre’. The second part of this word - ‘plangĕre’ - means ‘to lament, bewail, 
originally to strike, beat, beat the breast or head in sign of grief’. 

Both the primary meaning of ‘complaint’ and its etymology suggest that an inherent feature of a 
‘complaint’ mechanism should be that it provides an opportunity to communicate experiences of 
being wronged or injured . There should also be due recognition of the associated pain, distress, 
and sorrow for these experiences. As such, this meaning and etymology underscore the significant 
experiences that complaint mechanisms are tasked with responding to, both as vehicles for 
communicating injustice, and as mechanisms for providing recognition to the complainant . 

The meaning of the noun ‘complaint’ can be contrasted with one of the more pejorative 
meanings of the verb ‘complain’. While ‘complain’ can mean ‘to give expression to sorrow or 
suffering’ (reflecting the meaning of complaint discussed above), complain also has meaning as 
an intransitive verb (i .e ., verbs with no direct object): ‘To give expression to feelings of ill-usage, 
dissatisfaction, or discontent; to murmur, grumble’. This latter meaning of the verb ‘complain’ 
characterises the person who complains in a pejorative way: they are difficult, get upset 
over trivial and petty matters, are aimless in their expressions, and irritating to listen to . This 
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particular meaning of complain signals the risk that in the context of complaint mechanisms, 
those who complain might be ascribed negative cultural meanings that undermine the legitimacy 
of their complaint .

In her book, Complaint!, Sara Ahmed picks up on the pejorative meaning of ‘complaint’,  
in exploring the experiences of complainants in a particular institutional context (universities) .16 
Ahmed observes that ‘complaints are not heard’ and ‘we are not heard when we are heard as 
complaining’17: ‘To be heard as complaining is not to be heard . To hear someone as complaining 
is an effective way of dismissing someone. You do not have to listen to the content of what she 
is saying if she is just complaining or always complaining.’18 

Ahmed offers three sets of insights that are particularly relevant to this report. First, Ahmed 
identifies a number of impacts of complaints on those who complain. Individuals who complain 
become viewed negatively. They can be understood as engaging in ‘tiresome’ behaviour that  
is a waste of the complainants and others’ time and energy.19  People who complain ‘become  
a container of negative affect, a leaky container, speaking out as spilling over.’20 The 
complainant becomes positioned as a problem and this positioning is hard to shake . As Ahmed 
puts it, ‘making a complaint can change your sense of self, what you can do, who you can be.’  
One person Ahmed spoke to ‘likened becoming a complainer to being ‘the problem child’’: 

‘In getting to that point, the complainer, you never shed it, it is like the problem child: 
having done it, you cannot go back.’ A complaint becomes part of you, part of who  
you become, that problem child, you can’t shed it; you can’t shed her, having done  
it, made it, that complaint, ‘you cannot go back.’’21 

Complaining is a form of labour for those who complain . As Ahmed explains: ‘making a 
complaint is never completed by a single action: it often requires you do more and more work . 
It is exhausting, especially given that what you complain about is already exhausting.’22 These 
insights from Ahmed are central to directing the focus in our report to the negative impacts of 
complaint processes on those who complain . As we shall describe in Chapters 5, 6 and 7 of 
our report, some people with disability and their families and advocates have experiences of 
multiple complaints and ongoing pursuit of complaints that are never resolved . 

The second insight by Ahmed of relevance to this report relates to power . Ahmed argues that 
complaints are intimately connected to institutions and power . Power is integral to complaint: 

Power is not simply what complaints are about; power shapes what happens when you 
complain . … The issue is not just that complaints procedures can be used by those with 
more power, but that complaints are more likely to be received well when they are made 
by those with more power .23 

In an institutional context, the journey of complaints tells a lot about the institution itself: ‘The 
path of a complaint, where a complaint goes, how far it goes, teaches us something about how 
institutions work’.24 In particular, institutions function to resist complaints: ‘Complaint: a path 
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of more resistance. The institution becomes what you come up against.’25 These insights are 
particularly relevant to complaint mechanisms in the broader institutional contexts in which 
violence, abuse, neglect and exploitation is often perpetrated against people with disability .  
As shall be discussed in Chapter 3 of our report, the perceived fairness of complaint processes 
impacts the way individuals understand the legitimacy of authorities; where institutions fail to 
treat individuals with respect and instead act with administrative impunity to violence, this will  
in turn undermine their perceived legitimacy . 

The third insight of relevance by Ahmed relates to methodological approaches to exploring 
complaint . Ahmed argues that an exploration of complaint requires careful listening to those 
who have been denied the opportunity to be heard through complaint: ‘To hear with a feminist 
ear is to hear who is not heard, how we are not heard . … The question of complaint is intimately 
bound up with the question of hearing, of how we express ourselves given what or who is 
passed over.’26 Moreover, ‘hearing complaints can also be how you learn how complaints are 
not heard’.27 Indeed, Ahmed proposes that this focus on the experiences of those who complain 
gives insights far beyond the complaint in itself, and into more fundamental issues about 
institutions and power: ‘if you ask those who complain about their experiences of complaint,  
you will learn so much about institutions and about power’.28 These observations on the 
importance of ‘hearing’ complaint, correlate with work underway by Australian scholars  
on the politics of listening in the context of disability rights .29

These methodological observations align with the approach we take in this report of 
understanding the current limitations and future possibilities of complaint mechanisms .  
We do this by reference to those with lived experiences of these complaint mechanisms, 
including those who were prevented from complaining at all . It is through this focus on  
the experiences of those who complain in Chapters 5, 6 and 7 of this report that we have 
gathered an evidence base for an approach to complaint mechanisms which is grounded in 
justice, deinstitutionalisation/desegregation and violence prevention . This grounding occurs  
in recognition of the role of some complaint mechanisms and processes in sustaining violence 
and dehumanisation and the ongoing legitimacy of institutionalisation and segregation of 
people with disability .

1.3 Understanding violence, abuse, neglect and exploitation

The Disability Royal Commission has adopted some consistent definitions for understanding 
violence, abuse, neglect and exploitation in relation to people with disability . Violence and abuse 
are defined together as follows: 

Violence and abuse cover a range of behaviours towards people with a disability . These 
could include assault, sexual assault, constraints, restrictive practices (physical and 
chemical), forced treatments, forced interventions, humiliation and harassment, financial 
and economic abuse and significant violations of privacy and dignity on a systemic or 
individual basis .30
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Neglect is defined by the Disability Royal Commission as follows: 

Neglect includes physical or emotional neglect, passive neglect or wilful deprivation . 
Neglect can be a single significant incident or a systemic issue that involves depriving  
a person with disability of the basic necessities of life such as food, drink, shelter, 
access, mobility, clothing, education, medical care and treatment .31

Finally, exploitation is understood in the following way: 

Exploitation is when a person takes advantage of someone else . This could include 
improper use of another person or the improper use of or withholding of another  
person’s assets, labour, employment or resources including taking physical, sexual, 
financial or economic advantage.32

The above definitions provided by the Disability Royal Commission approximate the working 
understandings that will inform this report . However, it is worth pausing to consider some of  
the complexities that relate to how we define violence, abuse, neglect and exploitation. 

The acts, behaviours and actors commonly labelled and considered ‘violent’ demonstrate 
that what is defined as ‘violence’ is political and shaped by power dynamics. By framing 
certain actions as violent (typically those deemed physical, criminal, explosive), and others as 
routine, ‘mundane’, or lawful, the terms of what is considered a cause of concern as a form of 
injustice on the one hand, or as acceptable and even beneficial on the other, are shaped by 
dynamics of power, and defined in a political sense. For example, NSW law allows for the use 
of corporal punishment against children in private settings where this is considered a form of 
‘lawful correction’ under section 61AA of the NSW Crimes Act 1900 . Though there is growing 
opposition to the use of corporal punishment against children, this example highlights the way 
in which social and legal support for this practice as bound up with adult-child power dynamics 
and the self-evident authority and benevolence of parents can blur our understanding of what 
comprises violence and what does not. Choices to define certain actions and actants as violent 
mirror social power dynamics, with dominant groups often delineating ‘what counts’ as violence 
against minority groups, including women, the LGBTIQA+ community, First Nations people, 
refugees and asylum seekers, culturally and linguistically diverse communities, and people with 
disability . In the context of people with disability, ‘ways of naming and categorizing violence are 
part of ableist systems and ideologies that endanger disabled people in a myriad of ways.’33 

Common understandings and definitions of violence typically focus on forms of harm 
perpetrated by individuals, against individuals .34 As a society, we also tend to understand 
violence primarily in terms of physical harm .35 Overall, there is a tendency to focus on 
interpersonal and individual forms of violence, rather than institutional or structural forms 
of violence .36 A focus on individuals as perpetrators of violence leaves the many systems, 
institutions and structures that enact violence unquestioned and unproblematized . For example, 
a singular focus on individuals who perpetrate violence in closed settings will fail to address 
the way in which segregation and institutionalised settings create the environments which 
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reproduce violence . Recent research in disability studies has highlighted that violence against 
people with disability is complex and multifaceted, and is not only enacted between individuals, 
but ‘ingrained in the relationships, institutions and cultural acts of our time.’37 While violence 
against people with disability is perpetrated by individual actors and often involves physical acts, 
it is also enacted by institutions such as hospitals, the justice system, and disability services .38 
Further, while violence against people with disability is broadly thought to be prevented by law, 
some of this violence is instead regulated and indeed often permitted by law, seen in forms 
of ‘disability-specific lawful violence’ including restrictive practices, the forced sterilisation of 
women and girls with disability, and involuntary detention in mental health facilities .39 The legal 
authorisation of violence assists to normalise and obscure the way violence operates . 

That violence is both individual and structural deserves some further explication . Direct or 
individual violence is overt, is committed by individual person(s), and resembles commonly 
accepted definitions of violence as interpersonal and physical. Structural violence on the other 
hand ‘is silent, it does not show – it is essentially static, it is the tranquil waters.’40 It is the unseen 
nature of structural violence which leads to systemic rather than overt forms of discrimination; 
it is ‘built into the structure and shows up as unequal power and consequently as unequal life 
chances.’41 Structural violence has no clear, discernible perpetrator, it resembles ‘the normal state 
of things’, is seen as natural, and, even when recognised as violence, is often framed as inevitable 
and necessary .42 In the context of violence against people with disability, Perry gives the following 
example to illuminate the dynamics between structural and direct violence: 

Christopher… has applied for many jobs, and, despite his qualifications in  
computer-related studies and obvious skills, he has been rejected . He has been  
placed in sheltered accommodation in a deprived area of Hastings in a house,  
where the majority of his neighbours are much older people . The structures that  
keep him ‘in his place’, limiting his chances to achieve his potential, are the still  
waters in which he is a victim of regular direct violence .43

Individual and structural violence are intertwined and enmeshed . In the above example, 
opportunities for direct violence depend on the presence of structural violence in the first 
instance . The closed, segregated nature of disability accommodation is the structural  
violence that enables direct, interpersonal violence to occur unchecked . 

Goodley and Runswick-Cole highlight that violence against people with disability, whether 
occurring in institutions such as schools, or in more private settings such as the home,  
‘says more about the dominant culture of disablism . . . than it does of the acts of a few  
seemingly irrational, mad, bad or mean violent individuals’.44 That is, violence against people 
with disability is deeply embedded in our culture . It is not aberrant, random, or disconnected 
from dominant violent ideologies, but can instead be understood as the logical extension of 
the normalised values celebrated by cultures of ableism and disablism . These values include 
that having disability is akin to having a tragic and deficient life; and that disability should be 
eliminated or cured, rather than understood as part of human diversity .45  
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In this context we note the complexity around the use of the word ‘abuse’ (a term often associated 
with children) in relation to violence against people with disability . The use of this term particularly 
in relation to adults with disability, can itself imply that those who are ‘abused’ lack legal capacity. 
Incapacity positions people with disability as less than full humans and legal subjects, and also 
affirms forms of lawful violence that occur through substituted decision making.46

‘Exploitation’ can face similar definitional problems to ‘violence.’ Certainly there is much 
evidence of people with disability experiencing forms of exploitation, including from family, 
neighbours, and ‘friends’.47 There is also research which highlights that women with disability 
may in particular be exposed to forms of exploitation from intimate partners .48 In these contexts, 
exploitation by friends, family members, neighbours and carers can be financial, sexual, can 
involve forced servitude, and forced criminality (e .g . coercing people with disability to be 
involved in criminal activity). However, exploitation is itself difficult to define, in part because 
there are many examples of relationships which have social and legal authorisation which  
might be understood as exploitative . For example, within market economies, wages are, to 
an extent, at least in Marxist understandings, exploitative by definition.49 In a related sense, 
globally, low wage labour regimes can appear indistinguishable from debt bondage and  
forced labour, even if the former appears to be based upon consent .50

These issues in wage labour are relevant when considering some forms of economic 
exploitation experienced by people with disability, including through legally authorised 
differential wage schemes. Australian disability enterprises (ADEs) are segregated work settings 
in which people with disability are employed to perform manual labour in the areas of assembly, 
packaging and production, among others .51 The legislation overseeing ADEs permits people 
with disability to be paid at a significantly lesser rate for the same work performed by people 
without disability, with people with disability sometimes receiving as little as a few dollars 
per hour .52 ADEs and other domains in which people with disability are lawfully exploited by 
government and business highlight a need to conceptualise exploitation broadly, to include  
both systemic, structural harms as well as those which occur on a more individual, local level . 

The above discussion highlights what will be a continuing theme in this report: namely the 
complexity of how a complaint mechanism should respond where forms of violence, abuse, 
neglect and exploitation are socially or legally sanctioned and embedded within institutions .  
For example, it is widely acknowledged that people with disability are not provided the 
resources, recognition and rights to enable equal participation and inclusion in society:  
‘people with disabilities may be present in the community but most do not enjoy full participation 
in it.’53 This means that in our society people with disability are systematically denied the right 
to flourish on an equal basis with others. At what point does this denial of rights constitute 
structural and institutional neglect, and how does it shape everyday experiences, such as the 
ability of people with disability to choose where and whom they live with, the ability to determine 
food choices, opportunities to move and use one’s body, and the ability to shape friendships 
and intimate relationships? And how might people with disability complain about this neglect? 
Are existing complaint mechanisms equipped to respond to these issues? These are of course 
difficult questions, but they have bearing on how we understand complaint mechanisms as a 
pathway for reporting violence, abuse, neglect and exploitation . 



21What is a Complaint Mechanism?

1.4 How are complaint mechanisms related to civil and 
criminal justice processes through courts and tribunals? 
A framework for complaint mechanisms for violence, abuse, neglect and exploitation of people 
with disability must advance rather than undermine rights to equality and access to justice . 
These human rights to equality and justice – which shall be described in more detail in Chapter 
2 - will be undermined if people with disability are not given the same access to the police and 
courts as people without disability, including if courts and justice systems are not transformed 
to make them more inclusive and accessible . Further, rights to equal treatment and access to 
justice will be undermined if a complaint mechanism is designed with the intent that it be the 
primary or exclusive forum for responding to violence, abuse, neglect and exploitation of people 
with disability (including if such design becomes a justification for not transforming courts and 
justice systems). Indeed, this idea of people with disability being subject to ‘second-class justice’ 
has been more thoroughly explored in the context of people with disability as alleged offenders, 
where it is recognised that subjecting them to special hearings after a finding of unfitness, or to 
mental health courts on the basis of the special procedures and disposal options suited to their 
disability, is discriminatory .54 The solution is to correct the mainstream justice system rather than 
introduce separate and inferior processes .55 Indeed some scholars have argued that producing 
separate and inferior processes amounts to segregation of people with disability within the 
justice system .56 As we shall argue in this report, this is a tension in relation to the design of 
complaint mechanisms as reporting pathways for violence, abuse, neglect and exploitation . 

In this section we provide a snapshot of the processes utilised by the police and the courts  
in response to reporting of criminal cases of violence, abuse, neglect and exploitation . The aim  
of the section is to understand how the processes of the police and the courts differ from those 
of a complaint mechanism . Further, the section critically highlights the potential for reform within 
these areas . 

1.4.1 The Police and Their Investigation Process

Many people can report violence, abuse, neglect and/or exploitation to police, including the 
victim-survivor and witnesses . This section provides an outline of the processes utilised by 
the police when violence, abuse, neglect and / or exploitation is reported, moving through the 
different stages of complaint, investigation, charges and victim-survivor protection. It is important 
to note that these processes vary by jurisdiction, and that stages such as investigation, bail, and 
prosecution are complex and rely on different legislation in each Australian state. The summary 
below is intended to provide an overview of some of these processes, and does give an account 
of the intricacies of the criminal justice process in each Australian jurisdiction . 

When a victim-survivor or witness seeks to report violence, abuse, neglect and/or exploitation 
to police, they first need to make a statement. To do this, the victim-survivor or witness will be 
taken to a private interview room at the police station, where they will be asked for details of 
what has happened . This process can feel challenging and intrusive for many victim-survivors, 
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with police enabled to ask questions of a very personal nature; in this sense, unequal power 
relations shape the interview .57 The police interview may be accompanied by other forms of 
expert verification: the police can also request that the victim-survivor see a doctor to obtain 
further evidence about any injuries that have been sustained, with the victim-survivor needing  
to sign a release for these medical documents to be used in evidence .58 

It is usually at this stage in the process that a decision will be made about investigation .  
This decision is typically based on the nature and circumstances of the offence that has taken 
place, police evaluation of the chances of solving the crime, consideration of the needs of the 
victim-survivor, as well as consideration of the perceived needs of the broader community .59 If 
the decision is made to undertake an investigation, uniformed police officers will attend the crime 
scene, and are expected to keep the victim-survivor informed of the progress of the investigation .

If charges are laid, the victim-survivor will be informed . The victim-survivor will also be informed 
should police determine not to lay charges . 60 In each Australian jurisdiction, victim-survivors 
have the right to be informed about the progress of their case, including ‘information about the 
charges laid, scheduled hearings and outcomes, including decisions made about acceptance 
of guilty pleas’.61 The rights and the reporting obligations of the police are laid out in various 
victims’ rights legislation including the Victims of Crime Act 1994 (ACT) ss 4(b), 4(d); Victims 
of Crime Act 2001 (SA) ss 8(1)(a), (e); Victims’ Charter Act 2006 (Vic) ss 9(a), (c) and Victims’ 
Rights and Support Act 2013 (NSW) ss 6 .5, 6 .6 .62 While these rights are laid out in legislation, 
studies have shown that victims are not always informed about their case and the related 
criminal justice processes .63  

Much like the decision to undertake an investigation, the decision to lay charges is typically 
based on the strength of the evidence collected, as well as considerations of community 
safety .64 When a person is charged by police they are taken to a police station or a watch 
house, where they are placed under arrest . At this point, depending on the type and perceived 
seriousness of the matter, either the Director of Public Prosecutions or the police may decide 
not to proceed with taking the case to court . Such a decision may be made if the Director of 
Public Prosecutions or the police believe there is not enough evidence to support a criminal 
conviction,65 or if the complainant does not wish to proceed with the case, or if there is new 
information that has been obtained that undermines the original charges . Victim-survivors are 
expected to be informed of any decisions made by the prosecution to modify the charges that 
have been laid, or of decisions by the Director of Public Prosecutions or police to not proceed 
with charges (see the above discussion) . 

If the decision is made to pursue a criminal conviction, bail authorities, including police, 
magistrates, judges, or the bail justice then decide whether it is appropriate to grant the 
defendant bail or to keep them in custody until their first court date.66 The bail authority that 
makes this decision will vary across different jurisdictions and at different points of the justice 
process. This decision may be of significant concern to victim-survivors and witnesses, and 
in the state of Victoria, the Victorian Police Witness Security Unit is able to take any action 
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they deem necessary and reasonable to protect the welfare and safety of witnesses and 
their families . This may include temporary or permanent relocation .67 In the ACT, police 
can seek restrictions on the accused’s bail conditions, apply for a protection order in some 
circumstances, and undertake certain protective actions .68 

The above police processes differ from complaint mechanisms in fundamental ways. The 
police are an independent authority with substantial powers to investigate, charge and detail 
individuals . The formal interview, and any medical reports produce formal documents that can 
be tabled in court processes . The police have responsibility for conducting investigations and 
gathering evidence, and have powers to interview others as part of their evidence seeking .  
The police have powers to arrest alleged suspects, and with this the ability to remove 
perpetrators from the community . The police also have the power to protect victim-survivors  
and witnesses, and thus some capacity to prevent retaliation . 

The above processes apply theoretically to the routine conduct of police processes when  
a report is made by a victim-survivor . However, these processes do not necessarily occur  
in ideal ways, especially for some population groups . As was recently demonstrated in the  
report for the Disability Royal Commission by Leanne Dowse et al, police have a poor  
record with people with disability . Indeed, that report concluded that: 

police responses to people with disability are, on the whole, inadequate, are frequently 
damaging to the well-being of people with disability and can significantly negatively 
impact on their rights to justice . There is unequivocal alignment in the evidence 
emerging from the literature, the review of current police policy and practice and the 
views of Australia’s leading advocates that while some individual police demonstrate 
good practices and approaches, on a systemic basis police do not respond effectively  
to promote safety and protect people with disability who are victim-survivors, witnesses 
and alleged offenders.69 

Certainly, Chapters 5, 6 and 7 of this report suggest that some people with disability have 
poor experiences with the police when they report violence, abuse neglect and exploitation . 
As Dowse et al argue, and we argue in Chapter 8 of this report, there is significant scope 
to improve police responsiveness, which in turn would reduce the need to utilise complaint 
mechanisms as a reporting pathway for violence, abuse, neglect and exploitation . 

1.4.2 The role and importance of courts

Complaint mechanisms are not the primary forum conventionally associated with realising 
justice in relation to experiences of violence, abuse, neglect and exploitation in the general 
population . Instead, courts are understood as the forum for individuals to access redress  
when they experience such serious wrongs . 

There are important characteristics of courts and their processes that can be contrasted against 
the functioning of complaint mechanisms . Courts form part of the judiciary . The judiciary is one 
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of three arms of government set out in the Australian Constitution (judiciary, executive and 
legislative).70 The judiciary administers justice according to law, and its separation from  
the executive and legislative arms of government facilitates the independence of judicial decision-
making which is central to upholding the rule of law . In contrast, complaint mechanisms are 
non-judicial; many such mechanisms sit in the executive arm of government as part of a range 
of processes for government accountability and dispute resolution along with other non-judicial 
mechanisms such as administrative tribunals, Ombuds, and alternative dispute resolution (ADR) . 
The executive arm of government is responsible for administration and operationalisation of laws 
made by the legislative arm of government . The judiciary is independent - judges take an oath  
and declare conflicts of interests.71 In contrast, complaint mechanisms might not be independent  
if they are internal to specific systems or services or operated by the same body tasked 
with funding and accreditation of services . Courts are concerned with resolving disputes by 
determining the rights and obligations between the parties and deciding on redress by reference 
to these rights and obligations and related legal accountability . In contrast, complaint mechanisms 
are focused on facts rather than law, are not necessarily separated legally, organisationally and 
operationally from other policy goals such as regulating or funding services, and operate in  
a context where, at a governance level, services are not principally accountable to individuals  
but instead to regulators and members/shareholders .

Courts are seen as an essential forum for dispute resolution in society, not least of all because 
of their independence from the executive, their application of legal doctrine in decision-making, 
the public transparency of their hearings and decisions through the principle of open justice, 
and their carefully regulated processes . As well as serving individual justice, courts can have 
a unique role in facilitating structural legal change . First, courts situate a complaint in a context 
of public justice. By reason of the principle of ‘open justice’, court proceedings and decisions 
are available to the public (either directly through attending court or accessing the published 
decision, or through media reporting) .72 Justice is delivered publicly and openly in a court so that 
the judiciary is accountable and the public have confidence in the justice system.73 Moreover, the 
public can know what is argued and the evidence on which the courts proceed . Court judgments 
can enable public knowledge of injustices, notably those involving the government, corporations, 
or charities that might otherwise be concealed (particularly in a context where corporations and 
charities are not principally accountable to the individuals to whom they provide services, and 
can access public relations and marketing support to conceal or minimise information about 
injustices) . As has been explored in the context of litigation by First Nations people in the context 
of the Stolen Generations, the resolution of a dispute in the absence of a court judgment means 
loss of a public record of the events, and this record is important in providing for a public account 
of broader issues relating to the treatment of marginalised populations .74

Secondly, through its judgments, courts render an interpretation of law that contributes to the 
development of legal doctrine .75 As such, court judgments can have the potential for structural 
reform because decisions in court judgments, through the structure of precedent, can impact 
on resolution of later matters or at least communicate to and educate the public on appropriate 
conduct . In contrast, decisions reached by complaint mechanisms and other mechanisms in the 
executive arm of government are not usually binding and cannot clarify or develop law .76
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1.4.3 The need to transform (rather than abandon) courts

While courts are conventionally understood as the pinnacle forum for individualised justice 
in Australia, they are not without their limitations . First, there are technical and doctrinal 
barriers, such as evidential rules that can make it difficult to establish causes of action or can 
re-traumatise victim-survivors who must recount their experiences within court or to ‘expert’ 
witnesses, as has been observed in the context of sexual assault criminal proceedings and 
institutional child sexual abuse civil litigation .77 There are rules that can deny legal standing  
to some individuals with cognitive or psychosocial disability on the basis of mental incapacity,78 
and rules that grant immunity to certain perpetrators acting in official capacities (e.g., individuals 
acting in good faith under NSW mental health legislation or guardianship legislation are not 
personally liable) .79

Second, there are financial limitations. One of these is the expense of litigation, including  
the cost of lawyers and court fees .80 Indeed, one of the recommendations of the Royal 
Commission into Institutional Responses to Child Sexual Abuse was to fund legal support, 
including representation in civil proceedings .81 Another limitation is the risk of adverse costs 
orders, as has been observed in the context of Stolen Generations litigation .82 

Third, participation in court proceedings can have serious emotional impacts . Having to  
re-tell one’s story to psychiatric experts and within court, and be cross-examined on this,  
can be re-traumatising and distressing . Court proceedings are known to be slow (despite 
reforms directed towards greater efficiency). At the same time, many civil matters are  
resolved through settlement rather than delivery of a final court judgment, and these  
settlements can prevent victim-survivors speaking publicly about the injustice and the  
settlement outcome and settlements can be difficult to enforce.83

A fourth set of limitations are cultural . Anti-oppression activists and critical legal theorists argue 
that structural dynamics of oppression shape judicial decision-making in ways that can reinforce 
social hierarchies .84 This has been extensively explored in relation to people with disability in  
the context of sterilisation85 and in sentencing for homicide of people with disabilities .86 People 
with disability experience challenges accessing the criminal justice system due to a range of 
factors such as reliance on the perpetrator for ongoing support, not being believed by family 
members, support workers, and police, being denied access to information about their rights 
and justice pathways, doubts over their legal capacity, and not necessarily being aware that 
they are experiencing abuse or crime .87 Public Prosecutions across the country often decide  
not to prosecute sexual crimes because there are rarely witnesses besides the victim-survivor .88  
First Nations people with disability can be subject to cultural and political barriers that 
undermine their self-determination, insofar as the justice system is founded on the denial 
of pre-existing sovereignty, reflects western models of justice and modes of communication 
and narrative and is structured by a settler colonial dynamic that implicitly makes racist and 
dehumanising assumptions about First Nations people .89 
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Finally, the court system can be limited in its capacity to respond to violence, abuse, neglect and 
exploitation of people with disability which is lawful, structural or historical . In relation to lawful 
violence, the delivery of justice through the interpretation and application of law is limited by law . 
Indeed, this is reflected in the Latin maxim Ubi jus, ibi remedium – meaning ‘where there is a 
right, there is a remedy’. On the one hand, this means that where law provides a right, there is 
a corresponding remedy for its breach . On the other hand, this means where there is no right, 
there will be no possibility in law for a remedy . Where violence, abuse, neglect and exploitation 
is permitted by law (such as non-consensual mental health treatment under mental health 
legislation, use of restrictive practices under guardianship and NDIS legislative frameworks,  
and payment of wages as little as 12 .5% of the national minimum wage in ADEs), there will  
be no remedy available through the courts . Further, the legal authorisation of violence, abuse, 
neglect and exploitation can prevent people with disability accessing other forms of redress, such 
as victim-survivor’s financial assistance schemes. Victims’ assistance schemes are available in 
some jurisdictions to provide redress in the form of financial assistance and psychosocial support 
for victim-survivors of violence . However, these require individuals to have been victim-survivor 
of an act of violence, and this is typically defined as being that which constitutes violence under 
criminal law (see, e.g., definition of ‘act of violence’ in Victims Rights and Support Act 2013 (NSW) 
which means ‘an act or series of related acts, whether committed by one or more persons’ that, 
inter alia, ‘has apparently occurred in the course of the commission of an offence’). People with 
disability who experience legally authorised violence will not have access to this option .

Further, and related, legal approaches have their limitations in addressing historical injustice .  
In relation to historical violence, abuse, neglect and exploitation, Mayo Moran observes that: 

Repairing the problems of the past, in short, was not considered the job of law .  
This was not left to chance . It was doctrinally ensured through a network of rules  
and principles that confined the operation of law in a distinctive way: the all-important 
realm of private law responsibility only applied to recent discrete wrongs, thus ensuring 
that, by and large, the law left the past and its vast problems alone .90 

Some of the reasons for this are technical and doctrinal – the reduced availability of witnesses 
and documentation to support claims and meet high standards of proof in civil and criminal 
matters, the narrow scope of doctrines relating to institutional and vicarious liability, statutory 
or other immunities, and limitation periods that are directed towards ensuring fairness between 
the parties and broader economic and legal certainty to individuals who might potentially 
be subjected to litigation .91 There are also deeper reasons, related to law’s role in historical 
injustice . Mayo Moran notes the:

uncomfortable fact that all too often what we now consider invidious actually took  
a specifically legal form. The slave codes that detailed the workings of chattel slavery,  
the eugenics laws that authorized the state to sterilize people in the absence of consent, 
the legal regimes that mandated the involuntary taking of children from their parents 
– these are but a few examples of how the law itself was often a vitally important 
instrument in the great wrongs of history.’92 
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Further, in relation to violence, abuse, neglect and exploitation that is structural in nature, 
typically, causes of action require specific perpetrators, acts and causal relationships.  
Socio-legal scholars critique the limits of civil law in addressing structural harms that do not 
fit neatly into causes of action and models of legal responsibility, and that present evidentiary 
and procedural challenges, particularly where these harms occur over a longer timeframe, are 
perpetrated by multiple individuals, arise from the physical environment and models of care or 
regulatory, funding and legal frameworks, or have more complex systemic causal relations .93 
Reflecting on the tort class action related to Huronia Regional Center, a disability residential 
institution in Ontario, Canada, Rossiter and Rinaldi note that:

However, legal victory has not meant justice – or rather, to equate legal victory with 
justice in this circumstance may mean that the conditions for institutional violence are 
not adequately challenged . Rather, given the limits of what tort law can accomplish, this 
legal victory has involved the hierarchicalization and monetization of trauma, a weighing 
of the worth of trauma. Lost in the quantification of harm are the institutional dynamics 
and conditions that caused such harm, which cannot be quantified or even reasonably 
captured in the framework of legal storytelling . In leaving absent these conditions, the 
settlement problematically leaves open the possibility for institutionalization to reoccur .94

Relevant to this report, this highlights the complementary roles that other justice processes  
– transitional and transformative – might play in relation to the courts; indeed, as we shall  
argue in Chapter 8, there is scope to imagine complaint mechanisms as reporting pathways  
for violence, abuse, neglect and exploitation being part of the work of social transformation  
to prevent violence against people with disability . 

Above we have highlighted a number of barriers associated with the courts and the law  
in relation to justice . However, rather than the above described limitations signalling the 
redundancy of the courts and the law, these limitations indicate the need for transformation to 
ensure their role in justice is fully realised . There are certainly signs that reforms are underway . 
As more people with disability are working in the court system, physical access is improving 
such as accessible witness boxes and accessible bathrooms .95 Further, in South Australia people 
with complex communication needs are now able to have a communication partner with them 
in court and with police as a result of the Vulnerable Witnesses (Amendment) Act 2015 (SA) . 
People with intellectual disability must be questioned using language that is appropriate to their 
cognitive abilities and understanding .96 Victoria introduced a similar program in 2018 called the 
Intermediary Pilot Program, which gives ‘vulnerable’ complainants and witnesses, including 
children and adults with intellectual disability who are involved in sexual offence and homicide 
proceedings, access to an intermediary .97 Intermediaries assess the communication needs of  
the vulnerable complainant or witness and potentially provide the court and police with strategies 
to help facilitate effective communication.98 NSW has a similar program, however this is only 
available to children, not adults with disability .99 Sections 13, 14 and 31 of the Evidence Act 1995 
(Cth) specifically allow for witnesses with communication disability to give evidence via ways that 
accommodate their disability, for example via a communication device . However, even with these 
reforms, there may be discrimination, and in order to avoid this, the judiciary needs to engage in 
professional development .100 
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We also stress that there is scope to ensure that complaint mechanisms work in complementary 
ways with police and courts . Complaint mechanisms can have a role in supporting individuals 
achieving justice through the courts in relation to violence, abuse, neglect and exploitation .  
A complaint mechanism that has no formal legal or operational relationship to criminal justice 
and court processes and does not support individuals to report to police or seek legal advice 
in relation to civil action might result in contamination or depletion of the quality of evidence 
that could be used in court (noting the higher evidentiary requirements in court, as opposed 
to complaint mechanisms) . At the same time, there are examples of oversight and monitoring 
bodies that can facilitate court action . The NSW Ageing and Disability Commission was 
established in July 2019 to investigate allegations that did not reach a criminal threshold 
and to coordinate a multiagency response to the issues .101 Under the Ageing and Disability 
Commissioner Act 2019, the Commissioner may share information with any relevant agency 
in order to assist that agency to make a decision or an assessment in relation to the safety, 
welfare or wellbeing of an adult with disability or older adult or to take action in respect to the 
safety, welfare or wellbeing of an adult with disability or older adult . Similarly, the NSW Ageing 
and Disability Commission can make an application to a court or tribunal . 

The courts are conventionally understood as the pinnacle of justice, yet this status is premised 
on some assumptions about courts which ignore the structural oppression which shapes how 
they operate, and legal, financial and cultural barriers to accessing them. Courts and justice 
systems need further exploration by the Disability Royal Commission in order to ensure the 
justice they promise to all is available to people with disability on an equal basis to others,  
and that complaint mechanisms do not supplant the role of courts .

1.5 What are the lessons from the Royal Commission 
into Institutional Responses to Child Sexual Abuse on 
complaint mechanisms?  

As we have flagged in this report, the use of complaint mechanisms to report violence, abuse, 
neglect and exploitation poses a complex set of problems, including whether they are fit for 
purpose in responding to violence . However, this report is not alone in navigating this issue . 
The 2017 Final Report of The Royal Commission into Institutional Responses to Child Sexual 
Abuse contained a substantial discussion of complaint and monitoring processes in Volume 
7 (‘Improving Institutional Responding and Reporting’). While the Royal Commission had a 
different focus from the Royal Commission into Violence, Abuse, Neglect and Exploitation of 
People with Disability, there are overlaps in the focus on violence and dedicated discussion 
of the experiences of children with disability . Relevant to this report, the Royal Commission 
into Institutional Responses to Child Sexual Abuse examined the requirements for complaint 
mechanisms that provide a pathway for reporting violence . This section provides an overview 
of some of these observations and findings made by the Royal Commission into Institutional 
Responses to Child Sexual Abuse .
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1.5.1 Definition of Complaint

The Royal Commission into Institutional Responses to Child Sexual Abuse’s focus on 
complaints mechanisms examined their efficacy for reporting violence against children.  
The Royal Commission into Institutional Responses to Child Sexual Abuse provided the 
following definition of a complaint: 

A ‘complaint’ includes any allegations, suspicions, concerns or reports of a breach of the 
institution’s code of conduct. It also includes disclosures made to an institution that may 
be about or relate to child sexual abuse in an institutional context . A complaint may be 
made about an adult allegedly perpetrating child sexual abuse or about a child exhibiting 
harmful sexual behaviours . It can be received in writing, verbally, or be the result of other 
observations, including behavioural indicators . We recognise the term complaint is used 
differently by some institutions. For example, instead of complaint, institutions have 
encouraged people to ‘speak up’ about their concerns, referred to both ‘complaints  
or concerns’, or used the term ‘allegation.’102

There are two important features of the above definition.  First, in defining a complaint 
mechanism, the Royal Commission into Institutional Responses to Child Sexual Abuse 
differentiated between the institutional role of complaints in raising concerns about an 
institution’s own practices and ‘code of conduct’, and the function of a complaint mechanism 
in reporting violence . It is recognised that an institution will maintain mechanisms that allow 
those who engage with it to raise concerns and grievances which in the first instance relate 
to the conduct of the institution: for example, where staff and practices fail to correspond with 
organisational policies and procedures . But the Royal Commission into Institutional Responses 
to Child Sexual Abuse also recognised that a complaint mechanism may be a pathway for 
reporting instances of violence and abuse, and that as a result these mechanisms may also  
be used as a procedure for alerting the institution to unlawful activity . 

However, these observations by the Royal Commission into Institutional Responses to Child 
Sexual Abuse do not mean that existing complaint mechanisms are equipped for responding  
to child abuse . Indeed, the Royal Commission into Institutional Responses to Child Sexual 
Abuse makes note of the fact that many complaint mechanisms are not fit for purpose in 
reporting violence against children: 

Federal, state and territory ombudsmen publish guidelines, manuals and fact sheets  
that outline the principles of good complaint handling and investigation frameworks .  
The principles reflect those of the Australian Standard, and are general complaint 
handling and investigation frameworks that do not have child sexual abuse as a  
main focus . Most principles are aimed at responding to complaints made by adults . 
Although ombudsmen deal primarily with complaints against government agencies,  
their guidelines are useful for non-government institutions, including those providing 
services to children .103
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This quote highlights the distinction drawn between a complaint mechanism intended to  
respond to breaches of an organisation’s code of conduct, and one that is designed as  
a reporting mechanism for violence, abuse, neglect and exploitation: there is no reason  
to assume that a complaint mechanism has the ability to serve both purposes . 

Second, the other important feature of the definition of ‘complaint’ provided by the Royal 
Commission into Institutional Responses to Child Sexual Abuse is that it offers a wide ranging 
and elastic understanding of the form a ‘complaint’ can take, which ranges from a formal written 
report to the implied duty to report behaviours that may indicate child abuse . In the Final Report, 
the Royal Commission provides further clarification of these pathways: 

• listening to and taking seriously any child or adult survivor who indicates possible child 
sexual abuse 

• listening to and taking seriously a peer of the victim who indicates possible child sexual 
abuse of the victim 

• noticing any behaviour by staff members, volunteers, visitors or carers that constitutes 
grooming, child sexual abuse or a possible breach of an institution’s code of conduct 

• noticing changes in a child’s behaviour and/or 

• receiving a written complaint from the victim or another party .104

It is instructive that a formal written complaint was regarded by the Royal Commission  
into Institutional Responses to Child Sexual Abuse as being only one (and the last listed)  
of many pathways by which a complaint might be registered . Importantly, many of the above 
pathways require the development of a strong internalised ‘culture’ around recognising potential 
complaints and facilitating pathways .105 

1.5.2 Total Institutions
The Royal Commission into Institutional Responses to Child Sexual Abuse drew heavily  
on research which highlighted the impact of institutions upon internal cultures, leaning on  
the perspective of sociologist Erving Goffman on so-called ‘total Institutions.’106 A total institution 
is described as ‘a place of residence and work where a large number of like-situated individuals, 
cut off from the wider society for an appreciable period of time, together lead an enclosed, 
formally administered round of life.’107  How a ‘total institution’ is defined is open to debate. 
However, it is instructive that the Royal Commission into Institutional Responses to Child  
Sexual Abuse provided the following expansive understanding: 

Examples of total institutions identified in the research literature, some of which are 
institution types we heard about during the course of the Royal Commission, include 
boarding schools, immigration detention centres, military academies, youth detention 
facilities and children’s residential institutions. However, the degree to which institutions 
display the characteristics of a total institution can vary . Commissioned research 
suggests that these institutions tend to conduct their operations in secret .  
The consequence of total institution cultures is that they can impede detection  
of and undermine appropriate responses to child sexual abuse when it occurs .108
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The impact of an institutional environment upon the internal culture of complaint making  
was regarded by the Royal Commission into Institutional Responses to Child Sexual Abuse  
as significant. This included internalised cultures of inaction, which prevented complaints 
leading to remedy or change .109 Cultures of inaction are in part reproduced by leadership  
and organisational imperatives to avoid the ‘bad press’ associated with serious complaints: 

it is likely that leaders are immersed in cultures that prioritise protecting the 
organisation’s public image and reducing its exposure to legal challenges, even at 
the expense of protecting the interests of workers, clients and other organisational 
stakeholders . Thus, while it may seem reprehensible, it should come as no surprise  
that organisational leaders tend to manage the response to disclosures of child sexual 
abuse in such a way as to minimise scandal and adverse legal consequences, even 
though this often results in poor responses to the abuse .110 

Internalised cultures which prevent complaint making also potentially create the circumstances 
of retribution for those individuals who do complain . Indeed, the Royal Commission into 
Institutional Responses to Child Sexual Abuse noted that this was a problem faced by people 
with disability, for whom the potential need to withdraw from a service after making a complaint 
(in order to avoid retribution) was a reason that many people with disability did not complain  
in the first place.111

1.5.3 Obligatory Reporting 

The Royal Commission into Institutional Responses to Child Sexual Abuse did not limit their 
analysis to formal complaint mechanisms . The Royal Commission into Institutional Responses 
to Child Sexual Abuse noted that the complaints mechanism regime is supplemented by 
obligatory reporting requirements where a ‘person … is required by either state or territory 
legislation to report known and suspected cases of child abuse and neglect to a nominated 
government department or agency (typically the child protection authority).’112 Obligatory 
reporting regimes may also extend to reportable conduct schemes which obligate organisations 
to report to an oversight body .113 In some cases these are supplemented by legal duties where 
individuals must report violence, with some jurisdictions applying criminal penalties for failure  
to report .114 Finally, obligatory reporting regimes might work alongside ‘whistle-blower’ legislation 
that protects individuals who make complaints from retribution .115 

While obligatory reporting schemes and whistle-blower legislation are beyond the brief of 
this report, they are potentially important complementary features of a complaint mechanism 
landscape in response to violence, abuse, neglect and exploitation . As such obligatory reporting 
schemes and whistle-blower legislation are worthy of careful investigation . 
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1.5.4 Redress Schemes

The other avenue for complaints noted by the Royal Commission into Institutional Responses 
to Child Sexual Abuse were redress schemes . A redress scheme acknowledges a history of 
institutional violence and the likelihood that many individuals may have experienced violence 
within these historical contexts . The redress scheme provides a way for individuals to report  
a prior incidence of violence and receive a response, including a potential redress payment .  
It is important to note that a redress scheme is not the same as a complaint mechanism, 
something the Royal Commission into Institutional Responses to Child Sexual Abuse made 
clear in its Final Report: 

While processes for complaint handling and for providing redress may have similarities, 
they have different purposes. The purpose of a complaint handling process is to 
investigate a complaint to determine whether an incident has occurred, in order to  
make decisions about what protective and/or disciplinary measures need to be put in 
place, and what the institution can do to better prevent similar incidents from occurring  
in the future . The purpose of a redress process is to determine whether a person is 
eligible to receive redress for the abuse they experienced, including measures such  
as a direct personal response (that is, an apology) from the institution, access to 
therapeutic counselling and psychological care, and monetary payments .116 

However, and relevant to historical allegations of child sexual abuse, a redress scheme is one 
pathway by which violence can be reported, potentially leading to a formal complaint against the 
institution .117 As such, redress schemes were effectively understood by the Royal Commission 
into Institutional Responses to Child Sexual Abuse as part of the complaints landscape .118 

Redress schemes have a number of features that differ from both traditional complaint 
mechanisms and the criminal justice system . This includes the capacity to receive claims 
that are historical in nature, and the capacity for complaints to receive recognition and 
redress payments without either formal substantiation of allegation or without trial through the 
adversarial system (a redress scheme potentially grants redress on the basis of ‘reasonable 
likelihood’ and does not necessarily seek to make a finding on whether a potential perpetrator 
was responsible for abuse) .119 

1.5.5 Historical Abuse

A strong feature of the discussion of complaints mechanisms by the Royal Commission 
into Institutional Responses to Child Sexual Abuse was the capacity to respond to historical 
allegations of abuse . The Royal Commission into Institutional Responses to Child Sexual  
Abuse defined historical abuse as follows:

Historical abuse relates to child sexual abuse that is not current or recent – that is, 
where a person who was sexually abused as a child is now an adult . In our case  
studies and private sessions, many survivors told us about incidents of sexual  
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abuse that occurred many years ago . We refer to these individuals as adult survivors .  
A complaint of historical abuse may be made to an institution by an adult survivor or  
a third party, such as a family member .120

This focus on historical abuse relates to the typically long periods of time that victim-survivors 
may take before disclosing abuse .121 Volume 4 of the Royal Commission into Institutional 
Responses to Child Sexual Abuse’s Final Report revealed that victim-survivors will typically  
take many years before they disclose historical abuse: 

Many victims do not disclose child sexual abuse until many years after the abuse 
occurred, often when they are well into adulthood . Survivors who spoke with us during  
a private session took, on average, 23 .9 years to tell someone about the abuse and  
men often took longer to disclose than women (the average for females was 20 .6 years 
and for males was 25 .6 years) . Some victims never disclose .122

The Royal Commission into Institutional Responses to Child Sexual Abuse noted that there 
were multiple barriers to disclosure including feelings of shame, actions and threats from 
perpetrators and institutional cultures, and noted that ‘whether, when, how and to whom a victim 
discloses is influenced by their age and developmental stage, disability, gender and cultural or 
linguistic background.’123 Further, children with disability may experience additional barriers to 
disclosure, including a lack of communication support, non-verbal or behavioural indicators of 
abuse not being recognised by adults, fear of losing crucial support services, and social myths 
of children with disability as unable to reliably recount their experiences .124 

The reality of the length of time involved in reporting some violence, abuse, neglect and 
exploitation has implications for the design of complaint mechanisms, which must be able 
to respond meaningfully to historical examples of violence . As the Royal Commission into 
Institutional Responses to Child Sexual Abuse discussed, historical allegations of child abuse 
have continuing relevance, as perpetrators may still be alive and employed within institutional 
contexts, and the complaint itself is of relevance for the institution in its design of complaint 
mechanisms and safeguards .125 Indeed the Royal Commission into Institutional Responses to 
Child Sexual Abuse observed that some adults who experienced abuse within an institution may 
still be interacting with this institution, a scenario relevant to at least some adults with disability:

Complaints of historical abuse may involve circumstances where the complainant is 
still receiving services from the institution where they were sexually abused as a child . 
The risk of the complainant facing repercussions for this type of complaint is higher 
than for other historical abuse complaints . Additional safeguards are needed to protect 
the complainant when responding to this type of complaint . For example, an adult with 
disability may still be within, or receiving services from, the same institution and may 
require an independent support person throughout the complaint handling process .126

To an extent, these realities highlight why redress schemes (discussed above) are important 
features in a complaint landscape . This is because redress schemes create the opportunity 
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for justice without necessarily identifying the complainant . The emphasis on anonymity also 
reinforces the importance for complaint mechanisms in enabling anonymous complaints .127 

Due to the largescale nature of disability institutionalisation in the past, and the pervasiveness  
of violence within these settings, it is highly likely that there are numerous potential complainants 
who could come forward to report historical violence . In the 19th and 20th centuries it was common 
for children with disability to be removed from their families and placed in large institutions . People 
with disability in these settings were subject to inadequate nutrition, healthcare, education and 
sexual and physical violence .128 The isolated nature of these institutions meant that there was little 
opportunity for reprieve from violence, and that these incidences were rarely reported within the 
broader community at the time they occurred . 

1.5.6 Unsubstantiated Complaints

The Royal Commission into Institutional Responses to Child Sexual Abuse discussed the 
problems around substantiation of allegations of child abuse, and their implication for the 
design of complaint mechanisms .129 The Royal Commission into Institutional Responses to 
Child Sexual Abuse noted that there were genuine reasons why complaints could not be 
substantiated, including that ‘child sexual abuse is generally committed by the perpetrator 
when they are alone with the victim.’130 However, for the complaint mechanism, the ability to 
substantiate a claim of violence should not be connected to whether or not the claim is granted 
legitimacy: that ‘a complaint remains unsubstantiated does not mean that the alleged abuse did 
not occur.’131 Recognition that the victim-survivor may have experienced violence means that 
complaint mechanisms continue to have a duty to support complainants, even if complaints 
have not been substantiated: 

a significant proportion of child sexual abuse complaints remain unsubstantiated 
because evidence is absent, the complaint cannot be proved, or the complainant 
withdraws the complaint . A complaint being unsubstantiated for these reasons does 
not mean that the abuse did not occur . Accordingly, good practice is that institutions 
should offer complainants and other affected parties advocacy, support and therapeutic 
treatment even where the complaint cannot be substantiated .132

To an extent, these complexities reveal the different considerations that should be taken 
into account in the design of complaint mechanisms that respond to institutional and historic 
violence, where non substantiation may be a realistic outcome . 

1.5.7 Recommendations made by the Royal Commission into 
Institutional Responses to Child Sexual Abuse

The Royal Commission into Institutional Responses to Child Sexual Abuse made a number 
of recommendations that are useful for the design of a complaint mechanism that is intended 
as a reporting pathway for violence, abuse, neglect and exploitation . One of the key 
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recommendations related to accessibility, and ensuring transparency of complaint mechanisms 
from the service upwards: 

Mechanisms to make a complaint can be internal and/or external to the institution . 
Institutions are to provide information about a range of complaint options, and ensure 
that all mechanisms are independent and accountable. An institution’s complaint 
handling policy should specify how a complaint can be made within the institution . 
All employees should know, or be provided with, the name and contact details of the 
institution’s complaints officer, and should understand that they must refer a complaint as 
a matter of urgency. Staff should also know where they can confidently and confidentially 
lodge a complaint or note a concern about a fellow staff member. Children, parents 
and guardians should also know how to contact the complaints officer. There should be 
avenues for making a complaint within an organisation that are secure and anonymous . 
For example, during our consultations at youth detention facilities, we heard that children 
can place a written complaint of any type into secure boxes that are prominent in the 
residential areas . Children were aware of this mechanism and many told us they used  
it . A complaint handling policy should also explain all complaint pathways external to  
the institution, including to an independent body such as an ombudsman, which can  
be accessed when an institution responds inadequately . The policy should explain how 
any available technology, such as a helpline or website, will be used to meet any special 
needs that complainants might have .133

The Royal Commission into Institutional Responses to Child Sexual Abuse also paid attention 
to providing support for people with disability to access complaint mechanisms . The Royal 
Commission into Institutional Responses to Child Sexual Abuse stressed the need to have 
supports available for people with disability, access to translating, and the capability to receive 
complaints in a variety of formats, including through non-verbal means .134 

As described above, while the Royal Commission into Institutional Responses to Child Sexual 
Abuse saw a place for service-level complaint mechanisms, it also stressed the need for an 
independent authority to have oversight and capacity to investigate complaints because of the 
risk of conflict of interest: 

History has shown that there are problems in leaving internal investigations to the 
employing agency. They suffer from conflicting staff loyalties, they discourage internal 
informants, they run into problems of institutional bias and self-protection, and they 
are not perceived as open, transparent or impartial . For this reason, the Commission 
considers it desirable in any new system to make provision for independent investigation 
of this kind of allegation .135

The Royal Commission into Institutional Responses to Child Sexual Abuse emphasised that it 
was not only independence that was important, but also the capacity to make binding decisions, 
including against agencies: 

the capacity of oversight bodies to issue binding orders in some circumstances would 
enable them to enforce the scheme where an agency refuses to improve its complaint 
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handling practices or otherwise comply with recommendations . More broadly,  
the capacity for binding orders may also serve as a useful motivation for agency 
compliance, as well as being a deterrent to bad practice .136 

1.5.8 Implications for Complaints Mechanisms Responding  
to Violence against People with Disability

The investigation of complaint mechanisms by the Royal Commission into Institutional 
Responses to Child Sexual Abuse has a number of implications for the design of complaint 
mechanisms responding to violence, abuse, neglect and exploitation experienced by people 
with disability . This includes: 

• A complaint mechanism is often intended to address breaches of an organisation’s  
code of conduct . In many cases complaint mechanisms are not equipped to respond  
to violence, abuse, neglect and exploitation, indeed their design is potentially at odds  
with the requirements of a reporting pathway on violence . 

• Institutional environments will actively work against and prevent complaint making due 
to the internal cultures of these organisations . In some respects, the high stakes nature 
of complaints relating to violence, abuse, neglect and exploitation will create additional 
incentives for these institutions to prevent and stifle complaint making. This certainly  
has implications for the use of internal organisational complaint mechanisms .

• Complaint mechanisms should be understood in tandem with other tools for responding  
to violence, including obligatory reporting and whistle-blower pathways, as well as  
redress schemes . 
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• The nature of complaints relating to violence, abuse, neglect and exploitation, and their 
interaction with histories of institutionalisation, suggests that many complaints made by 
people with disability will be historical in nature . This, and the barriers faced by people  
with disability, and in particular children with disability, to disclosing violence, suggests  
that time limits relating to complaints regarding violence, abuse, neglect and exploitation  
are inappropriate . 

• Given the constraints on the ability of victim-survivors of violence, abuse, neglect and 
exploitation to substantiate their claims, there is strong reason to design complaint 
mechanisms in ways which recognise that those who make claims that cannot be 
substantiated are likely to still be victim-survivors of violence, and are owed just outcomes . 

• The observations above on the need for alternative complaint pathways, historical 
experiences of violence, and the likely prevalence of cases of violence that cannot be 
substantiated, suggests that a redress scheme is one potential important complaint pathway 
for people with disability who have experienced violence, abuse, neglect and exploitation . 

• Independent authorities are best placed to investigate violence, abuse, neglect and 
exploitation; service level compliant mechanisms lack perceived independence . 

• Independent complaint mechanisms must have binding powers to compel agencies  
to make change . This is an important pathway for systemic reform . 

1.6 Summary

This Chapter began by introducing a technical definition of ‘complaint mechanism’ and provided 
some examples of international and Australian good practice in complaint mechanisms . 
The Chapter then turned to identify a series of tensions and complexities in using complaint 
mechanisms as a pathway to justice specifically in response to violence, abuse, neglect, 
and exploitation . We have observed the tension between an understanding of complaint as 
a communication of the experience of injustice on the one hand, and on the other hand the 
positioning of complainants as a problem and the act of complaining as trivial and annoying, 
which undermines the injuries and the voice of the person complaining . We have explored  
some of the complexities in how we understand violence, abuse, neglect and exploitation,  
and the overlap with institutional practice and authorisation by law . We also observed the  
risks of using complaint mechanisms in institutional contexts. We noted the difficulties and 
limitations of using complaint mechanisms, rather than civil and criminal justice systems .  
These observations suggest that irrespective of international and Australian guidance aspiring 
to fairness, accessibility, safety and equity in resolving complaints, there are deeper questions 
requiring exploration . For example, what is the capacity for complaint mechanisms to deliver 
just processes and just outcomes, and to ultimately disrupt the structural dynamics that 
sustain violence, abuse, neglect, and exploitation against people with disability? Who has the 
power to complain, and what do complaint processes do to complainants? How do complaint 
mechanisms work as a reporting pathway to violence? And, most importantly, how do people 
with disability experience complaint mechanisms? We now turn to explore these considerations . 
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Chapter 2: Human Rights and  
Violence Prevention
There are a number of principles and norms that might be utilised to shape the design of 
complaint mechanisms in relation to violence, abuse, neglect and exploitation . Concepts of 
procedural justice and justice in outcome are important, and will be examined in Chapter 3 .  
In this Chapter, we focus on human rights norms and law, as well as on violence prevention . 
Both areas are interconnected, at least in so far that contemporary human rights principles 
which apply to people with disability have a strong emphasis on violence prevention . As shall  
be discussed in the Chapter, this means not only individual protection from interpersonal 
violence, but also the challenge of dealing with protection from institutional and legally 
authorised forms of violence . 

2.1 Human rights

The United Nations Convention on the Rights of Persons with Disabilities (CRPD) and 
other international human rights instruments have implications for the design of a complaint 
mechanism . These instruments help shape a complaint mechanism at two levels: the 
overarching framing of the goals, scope and approach of a complaint mechanism, and  
the process and outcomes of a complaint mechanism .

In this section we identify aspects of the CRPD and other relevant international human rights 
instruments that are particularly relevant to framing the goals, scope and approach of a 
complaint mechanism. Identification of these aspects helps to ensure a complaint mechanism 
is not designed in isolation from broader human rights aspirations, and is understood in the 
context of a wider range of interconnected strategies and systems for addressing violence, 
abuse, neglect and exploitation . Addressing this wider range of strategies and systems is 
particularly important considering the focus in the Terms of Reference of the Royal Commission 
into Violence, Abuse, Neglect, and Exploitation of People with Disability on a broad spectrum 
of dimensions relevant to addressing violence, abuse, neglect, and exploitation (prevention, 
protection, reporting, investigation, and responses), and when considering the Disability 
Royal Commission’s broader aim of ‘promoting] a more inclusive society that supports the 
independence of people with disability and their right to live free from violence, abuse,  
neglect and exploitation’.137 

2.1.1 Equality and non-discrimination

The right to equality and non-discrimination is threaded throughout the CRPD . It is a substantive 
right in Article 5 . Article 5(1) of the CRPD, which provides that ‘all persons are equal before 
and under the law and are entitled without any discrimination to the equal protection and equal 
benefit of the law’. Article 5(2) of the CRPD calls on States Parties to ‘prohibit all discrimination 
on the basis of disability and guarantee to persons with disabilities equal and effective legal 
protection against discrimination on all grounds’. ‘Discrimination on the basis of disability’ is 
defined as: ‘any distinction, exclusion or restriction on the basis of disability which has the 
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purpose or effect of impairing or nullifying the recognition, enjoyment or exercise, on an equal 
basis with others, of all human rights and fundamental freedoms in the political, economic, 
social, cultural, civil or any other field.’138 ‘Discrimination on all grounds’ is explained as:

… all possible grounds of discrimination and their intersections must be taken into 
account . Possible grounds include but are not limited to: disability; health status; 
genetic or other predisposition towards illness; race; colour; descent; sex; pregnancy 
and maternity/paternity; civil; family or carer status; gender expression; sex; language; 
religion; political or other opinion; national, ethnic, indigenous or social origin; migrant, 
refugee or asylum status; belonging to a national minority; economic or property status; 
birth; and age, or a combination of any of those grounds or characteristics associated 
with any of those grounds .139

The above grounds for discrimination overlap with the non-discrimination provisions in other 
core treaties, as well as the rights implied by Articles 1 and 2 of the Universal Declaration of 
Human Rights . Article 26 of the International Covenant on Civil and Political Rights provides 
that: ‘All persons are equal before the law and are entitled without any discrimination to 
the equal protection of the law . In this respect, the law shall prohibit any discrimination and 
guarantee to all persons equal and effective protection against discrimination on any ground.’ 
The right to equality and non-discrimination is also recognised in other international human 
rights instruments in relation to other marginalised groups such as women,140 children,141  
and racial minorities .142

Equality and non-discrimination are included in the CRPD’s general principles: ‘non-discrimination’, 
‘full and effective participation and inclusion in society’, ‘equality of opportunity’, and ‘equality 
between men and women’. Article 6 of the CRPD relates to equality and non-discrimination for 
women and girls with disability: ‘States Parties recognize that women and girls with disabilities 
are subject to multiple discrimination, and in this regard shall take measures to ensure the full 
and equal enjoyment by them of all human rights and fundamental freedoms.’ Article 8 of the 
CRPD concerns awareness raising, in part towards achieving equality of people with disability . 
Article 8.1 provides that ‘States Parties undertake to adopt immediate, effective and appropriate 
measures’ to ‘foster respect for the rights and dignity of persons with disabilities’, ‘combat 
stereotypes, prejudices and harmful practices relating to persons with disabilities’, and  
‘promote awareness of the capabilities and contributions of persons with disabilities.’ Equality 
and non-discrimination are threaded through other substantive rights in the CRPD .143 The 
United Nations Committee on the Rights of Persons with Disabilities refers to the CRPD’s 
approach to equality and non-discrimination as an ‘inclusive equality’ approach. This approach 
moves beyond formal legal equality to include fair redistributive, recognition, participative and 
accommodating dimensions .144 The history of disability discrimination and inequality both in 
Australia and internationally has been outlined in the Royal Commission into Violence, Abuse, 
Neglect and Exploitation of People with Disability Research Report Convention on the Rights  
of Persons with Disabilities: Shining a light on Social Transformation .145
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It follows from the right to equality and non-discrimination that a complaint mechanism should 
be designed in a way that ensures people with disability are not disadvantaged in their access, 
outcomes and experiences within the complaint mechanism itself, as compared to people 
without disability . Note that Article 5(3) requires States Parties to ‘take all appropriate steps  
to ensure that reasonable accommodation is provided’. 

Mechanisms should be attentive to discrimination on the basis of disability, and discrimination 
which is on other grounds or is intersectional. Additionally, the complaint mechanism’s 
processes and outcomes should be directed towards responding to violence, abuse, neglect, 
and exploitation in ways that will contribute to realising equality and non-discrimination for 
people with disability in the broader sense of equality as having redistributive, recognition, 
participative and accommodating dimensions . In part, this move towards realising equality 
and non-discrimination might be facilitated through designing a complaint mechanism with 
processes and outcomes that can recognise and address inequality experienced by people 
with disability on an individual level, where inequality is the driver for or consequence of an 
individual’s specific experiences of violence, abuse, neglect and exploitation. Additionally,  
at a structural level, realising equality through a complaint mechanism could involve designing 
into such a mechanism ways to address material, legal and cultural dynamics of inequality  
and discrimination that drive or are a consequence of violence, abuse, neglect, and exploitation 
more broadly (e .g ., the option of group complaints, a formal connection between individual 
complaints and structural reform, outcomes that are focused on addressing ableism) . 

Further, meeting obligations in relation to equality and non-discrimination also means  
that the availability of a complaint mechanism to respond to violence, abuse, neglect,  
and exploitation should not itself give rise to inequality in how governments, service  
providers and the community respond to violence, abuse, neglect, and exploitation  
specifically in relation to people with disability. An example of such potential inequality  
includes if the complaint mechanism becomes a basis by which other pathways to justice 
for people without disability are effectively blocked for people with disability. Indeed, General 
Comment No . 6 on equality and non-discrimination states that ‘State Parties must eliminate 
barriers to gaining access to equal protections of the law and the benefits of equal access  
to the law and justice to assert rights.’146 

The significance of awareness raising (Article 8 CRPD) to the realisation of disability rights is 
also relevant to the design of complaint mechanisms insofar as a complaint mechanism should 
be supported by training, education and resources directed towards people with disability about 
disability rights, what constitutes violence, abuse, neglect, and exploitation, and pathways to justice 
(including in relation to a complaint mechanism) . This training, education and resources should be 
made freely and widely available in closed and institutional settings and in society more broadly . 
Those working in and managing services and systems in which violence, abuse, neglect, and 
exploitation commonly occurs should also receive education on disability rights, what constitutes 
violence, abuse, neglect, and exploitation, and pathways to justice (including in relation to a 
complaint mechanism). Where developed by specific services or systems, such training, education 
and resources should be victim-survivor-centred and not be situated in a risk management or 
profit/reputation centred paradigm that is focused on the interests of services and systems.
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The general principles of the CRPD found in Article 3 refer to ‘respect for inherent dignity’ and 
‘respect for difference and acceptance of persons with disabilities as part of human diversity  
and humanity’. These principles support the framing of a complaint mechanism that will treat 
people with disability with respect and not result in their dehumanisation or degradation . 

2.1.2 Equal recognition before the law and access to justice

Article 13 of the CRPD provides for equal access to justice for people with disability . Article 13 .1 
provides that States Parties ‘shall ensure effective access to justice for persons with disabilities 
on an equal basis with others, including through the provision of procedural and age-appropriate 
accommodations, in order to facilitate their effective role as direct and indirect participants, 
including as witnesses, in all legal proceedings, including at investigative and other preliminary 
stages’. In emphasising equality specifically within ‘legal proceedings’ (a term which typically 
refers to judicial process) and noting that a complaint mechanism is an administrative and 
legislative mechanism, these CRPD articles signal that a complaint mechanism should be but 
one pathway to addressing violence, abuse, neglect, and exploitation for people with disability, 
and should not be intended as replacing or shoring up deficiencies in the justice system. 

The International Principles and Guidelines on Access to Justice for Persons with Disabilities 
provide guidance on Article 13 . The principles are:

• Principle 1: All persons with disabilities have legal capacity and, therefore, no one shall be 
denied access to justice on the basis of disability . 

• Principle 2: Facilities and services must be universally accessible to ensure equal access  
to justice without discrimination of persons with disabilities . 

• Principle 3: Persons with disabilities, including children with disabilities, have the right to 
appropriate procedural accommodations .

• Principle 4: Persons with disabilities have the right to access legal notices and information  
in a timely and accessible manner on an equal basis with others . 

• Principle 5: Persons with disabilities are entitled to all substantive and procedural safeguards 
recognized in international law on an equal basis with others, and States must provide the 
necessary accommodations to guarantee due process .

• Principle 6: Persons with disabilities have the right to free or affordable legal assistance.

• Principle 7: Persons with disabilities have the right to participate in the administration  
of justice on an equal basis with others .

• Principle 8: Persons with disabilities have the rights to report complaints and initiate 
legal proceedings concerning human rights violations and crimes, have their complaints 
investigated and be afforded effective remedies.

• Principle 9: Effective and robust monitoring mechanisms play a critical role in supporting 
access to justice for persons with disabilities . 
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• Principle 10: All those working in the justice system must be provided with awareness-raising 
and training programmes addressing the rights of persons with disabilities, in particular in 
the context of access to justice .147

Principle 8 on complaints is particularly relevant for present purposes . The guidelines on 
Principle 8 provide in part:

8.1 States must have accessible, easy-to-use, transparent and effective mechanisms 
for individuals to report complaints about human rights violations and crimes . Complaint 
adjudicators and tribunals must provide remedies that are individually tailored and may 
include redress and reparation .

8 .2 Accordingly, States shall: 

Complaint mechanisms 

(a) Establish complaint mechanisms – for instance, national human rights 
institutions, tribunals and administrative bodies – with the power to hear 
complaints, including complaints about disability-based discrimination, from 
persons with disabilities and others and to order remedies; 

(b) Ensure that persons with disabilities may file criminal complaints on an equal 
basis with others; 

(c) Ensure that civil and criminal complaint mechanisms are accessible, using,  
for example, hotlines and e-service complaint methods; 

(d) Provide voluntary alternative dispute resolution mechanisms, such as 
conciliation, mediation, arbitration and restorative justice;

(e) Ensure that complaint mechanisms and investigations are gender sensitive 
to guarantee that victims of gender-based violence are able and willing to come 
forward safely; 

(f) Ensure that special protection units (e .g . those dealing with gender-based 
violence, hate crime, children and trafficking in persons) are accessible to 
persons with disabilities and responsive to their needs; 

(g) Ensure that mechanisms, when appropriate and desired, provide for 
anonymity and confidentiality; 

Responding to grave, systematic, group or large-scale violations 

(h) Ensure that complaint systems and the justice system are capable of 
detecting and responding to grave, systematic, group and large-scale violations 
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of human rights through, for instance, class actions, actiones populares,  
public inquiries and prosecutions, following a complaint or on the initiative  
of the system itself;

Investigations 

(i) Ensure that all investigators, including law enforcement officials, are 
knowledgeable about the rights of persons with disabilities and are alert, 
throughout the course of investigations, to the potential need for procedural 
accommodations when investigations involve persons with disabilities;

(j) Ensure that, when appropriate, an intermediary or facilitator or other  
appropriate third party is enlisted to assist in the investigation process; 

(k) Ensure that, when working with victims with disabilities, law enforcement 
officials assess the risk of the former being subjected to further offences, and 
whether any voluntary protective measures (such as a safe haven) are needed148 

In his research report to the Disability Royal Commission, Ron McCallum outlines Australia’s 
obligations under Article 13 of the CRPD .149 These include assisting people with disability to 
exercise their full legal capacity, access to court rooms and information, access to court room 
procedure, including reasonable adjustments, jury composition and training for police, prison 
officers, lawyers and court staff.150 Training for those involved in the administration of justice  
was also supported by Special Rapporteur, Catalina Devandas-Aguilar and by the CRPD 
General Comment on Equality and Non-Discrimination .151 

2.1.3 Multi-faceted approach to violence, abuse, neglect, and 
exploitation

As we shall discuss below in Section 2 .3, violence prevention is an important principle in 
the design goals of a complaint mechanism intended to respond to violence, abuse, neglect 
and exploitation. The CRPD contains strong provisions around violence, which reflect the 
importance of this issue within the schema of contemporary disability rights . 

The CRPD approaches violence in a holistic way, encompassing a wide range of interventions 
and a broad range of actions including response, as well as prevention and protection . Article 16 
of the CRPD concerns freedom from exploitation, violence, and abuse . Article 16 of the CRPD 
requires States Parties to ‘take all appropriate legislative, administrative, social, educational 
and other measures to protect persons with disabilities, both within and outside the home, from 
all forms of exploitation, violence and abuse, including their gender-based aspects’, ‘prevent all 
forms of exploitation, violence and abuse’, ‘promote the physical, cognitive and psychological 
recovery, rehabilitation and social reintegration of persons with disabilities who become victims 
of any form of exploitation, violence or abuse’, and ‘put in place effective legislation and 
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policies, including women- and child-focused legislation and policies, to ensure that instances 
of exploitation, violence and abuse against persons with disabilities are identified, investigated 
and, where appropriate, prosecuted.’ 

Violence is broadly understood in the context of the CRPD . The United Nations Committee on 
the Rights of Persons with Disabilities, writing in the context of women and girls with disability, 
has defined violence as being ‘interpersonal’ and ‘institutional and/or structural violence.’ The 
latter is defined as ‘any form of structural inequality or institutional discrimination that keeps 
a woman in a subordinate position, whether physically or ideologically, compared with other 
people in her family, household or community’.152 Note this broad understanding of violence  
is in line with the consideration of violence we outlined for this report in Chapter 1 . 

This broader approach to violence is supported by other articles of the CRPD which provide for 
rights to protection from non-consensual and coercive interventions on an equal basis to people 
without disability . Article 17 provides for ‘a right to respect for his or her physical and mental 
integrity on an equal basis with others’. Article 14 of the CRPD provides for the right to liberty 
and security of the person (and similarly Article 9 of the International Covenant on Civil and 
Political Rights (ICCPR) provides that ‘Everyone has the right to liberty and security of person’). 
Article 17 of the CRPD requires that States Parties ensure that people with disabilities, on an 
equal basis with others ‘[e]njoy the right to liberty and security of person’ and ‘[a]re not deprived 
of their liberty unlawfully or arbitrarily, and that any deprivation of liberty is in conformity with 
the law, and that the existence of a disability shall in no case justify a deprivation of liberty’. 
Deprivation of liberty occurs when individuals ‘are confined to a restricted space or placed in an 
institution or setting, not free to leave, and without free and informed consent’.153 Deprivation of 
liberty is unlawful where there is no legal order in place permitting an individual’s confinement 
and it is arbitrary if confinement occurs on the basis of disability (even if pursuant to law).154 

The Special Rapporteur on the Rights of Persons with Disabilities has stated that ‘detention of 
persons with disabilities based on ‘danger to self or others’, ‘need of care’ or ‘medical necessity’ 
is unlawful and arbitrary’.155 The impact of these articles is that illegality under domestic law is 
not the defining feature of violence against people with disability and that violence also extends 
to non-consensual and coercive interventions that can be lawfully authorised on the basis of 
disability. This definition of violence supports the design of a complaint mechanism that not 
only responds to violence in its conventional sense of interpersonal unlawful violence, but can 
also respond to violence that is structural and/or is legal . Note that in her report, the Special 
Rapporteur found that people with psychosocial disability were more likely to be victim-survivors 
of violence .156 

In a similar vein, Article 27 of the CRPD provides for rights related to employment including 
being protected from exploitation in the course of employment and work . Article 27 .1 provides 
that: ‘States parties recognize the right of persons with disabilities to work, on an equal basis 
with others; this includes the right to the opportunity to gain a living by work freely chosen 
or accepted in a labour market and work environment that is open, inclusive and accessible 
to persons with disabilities’. In specific relation to exploitation, violence, and abuse, States 
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parties are required to ensure the right to safe working conditions including ‘protection from 
harassment’ (Article 27.1(b)) and to ‘ensure that persons with disabilities are not held in slavery 
or in servitude, and are protected, on an equal basis with others, from forced or compulsory 
labour’ (Article 27(2)). Article 8 of the ICCPR also provides that no one shall be held in slavery 
or servitude, nor required to perform forced or compulsory labour . Article 27 indicates that a 
complaint mechanism should take a broad approach to ‘exploitation’ as including that which 
occurs in the context of disability employment where people with disability experience legally 
authorised discrimination in terms of their work conditions and rate of pay, irrespective of the 
current legality of this employment . The fact that Australia permits segregated workplaces in 
the form of ADEs for less than the minimum wage is at odds with Article 27 . Further, in open 
employment, the Wage Subsidy Scheme, where wages are calculated based on the employee’s 
productivity, as a percentage of the minimum wage, also contravenes Article 27 .157

Obligations to freedom from neglect are also inherent to the CRPD, with strong obligations for 
governments and societies to support environments that allow full flourishing and health for 
people with disability. Article 10 provides for the right to life: ‘States Parties reaffirm that every 
human being has the inherent right to life and shall take all necessary measures to ensure 
its effective enjoyment by persons with disabilities on an equal basis with others’. Article 25 
provides for the right to health: ‘States Parties recognize that persons with disabilities have the 
right to the enjoyment of the highest attainable standard of health without discrimination on the 
basis of disability.’ These articles indicate that a complaint mechanism should have within its 
scope forms of neglect that are associated with the discriminatory failure to provide the means 
for health or life . Note that in 2019 the United Nations Committee on the Rights of Persons 
with Disabilities were concerned about Australia’s performance in relation to Article 25 in the 
following aspect, noting ‘significantly poorer health and access to information, and to adequate, 
affordable, and accessible health services and equipment for persons with disabilities…’158  

The CRPD imposes strong obligations to protect people with disability from violence . Article 
16.1 refers to ‘protecting’ people with disability from exploitation, violence, and abuse. Protection 
from violence is also included in other international instruments . For example, Article 19 of the 
Convention of the Rights of the Child (CRC) obliges States Parties to: 

take all appropriate legislative, administrative, social and educational measures to 
protect the child from all forms of physical or mental violence, injury or abuse, neglect  
or negligent treatment, maltreatment or exploitation, including sexual abuse, while in the 
care of parent(s), legal guardian(s) or any other person who has the care of the child .159

This obligation corresponds with Article 22 of UN Declaration on the Rights of Indigenous 
Peoples which states that ‘States shall take measures, in conjunction with indigenous peoples, 
to ensure that indigenous women and children enjoy the full protection and guarantees against 
all forms of violence and discrimination.’160 

Importantly, the ‘protection’ against violence contained within CRPD and other instruments 
must operate in ways that maintain the rights of the complainant, and, in certainly, in the case 
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of CRPD, do not invite paternalism . The UN Special Rapporteur on the Rights of Persons with 
Disabilities has noted in the context of armed conflict, ‘“protection” in the [CRPD] is part of a 
broader agenda of personhood, inclusion and participation: a vision of active human agency’.161 
That is, protection must not slip into paternalism, as he noted:

Protection, as such, has not gone away . It is embraced by the Convention (see art . 
16, on freedom from exploitation, violence and abuse) . However, it is now shorn of 
its paternalistic roots . In a way, it is acknowledged in the Convention that there is no 
such thing as an inherently vulnerable person, but only persons with disabilities placed 
in vulnerable situations . The need to deal with this imposed vulnerability is therefore 
highlighted .  . . . An end to impunity is also demanded in article 16 . Accordingly, the  
historic invisibility of persons with disabilities in law enforcement is acknowledged  
and its reversal sought .

The Convention therefore does not eliminate the need for protection, but places it on 
fundamentally different predicates. This has clear implications for laws and policies along 
the peace continuum that seem to overemphasize the medical condition of disability and 
downplay the moral agency of persons with disabilities, as well as the broader skein of 
rights into which protection should be understood .162

The UN Special Rapporteur’s observations suggest that the role of a complaint mechanism in 
protecting people with disability from violence, abuse, neglect, and exploitation must be directed 
towards supporting their inclusion, personhood, participation and agency, and not involve 
actions which are themselves dehumanising, segregating, exclusionary, non-consensual, 
coercive, discriminatory, or which otherwise undermine the autonomy and humanity of people 
with disability .

Article 16.2 CRPD relates to ‘prevention’ of exploitation, violence, and abuse, and supporting 
victim-survivors of exploitation, violence, and abuse ‘including through the provision of 
information and education on how to avoid, recognize and report instances of exploitation, 
violence and abuse’. Also in support of prevention of exploitation, violence, and abuse, Article 
16 .3 provides that ‘States Parties shall ensure that all facilities and programmes designed to 
serve persons with disabilities are effectively monitored by independent authorities’. Thus, 
a complaint mechanism should not only be reactive and retrospective in contributing to 
responding to violence once it is perpetrated (we discuss this aspect of Article 16 in Section 
2 .3 below), but also be designed in a way that is preventive and prospective in contributing 
to stopping perpetration of further violence . This future-orientation of a complaint mechanism 
confirms the point made earlier in section 2.1.1 in relation to equality and non-discrimination 
about the importance of a complaint mechanism being designed to include structural 
outcomes that are directed towards changing laws and systems . Note that in 2019 the United 
Nations Committee on the Rights of Persons with Disabilities in its concluding observations 
recommended Australia ‘establish a national oversight, complaints and redress mechanism 
for all people with disability who have experienced violence, abuse, neglect and exploitation 
in all settings.’163 It also recommended ensuring ‘gender and age sensitive services to address 
gender based violence.’164
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The CRPD also provides for freedom from torture . Article 15 .1 provides that: ‘No one shall 
be subjected to torture or to cruel, inhuman or degrading treatment or punishment’. Pursuant 
to Article 15.2, ‘States Parties shall take all effective legislative, administrative, judicial or 
other measures to prevent persons with disabilities, on an equal basis with others, from 
being subjected to torture or cruel, inhuman or degrading treatment or punishment’. Torture 
is prohibited under international law, and as articulated in the ICCPR, no State can derogate 
from this absolute prohibition . The right to freedom from torture is recognised in a number of 
international human rights treaties . For example, Article 17 of the ICCPR provides in part that: 
‘No one shall be subjected to torture or to cruel, inhuman or degrading treatment or punishment’. 
Pursuant to Article 37 of the United Nations Convention on the Rights of the Child (CRC), States 
Parties must ensure that: ‘No child shall be subjected to torture or other cruel, inhuman or 
degrading treatment or punishment’. The United Nations Committee on the Rights of Persons 
with Disabilities have previously found that there were violations against Articles 14 and 15 
of the CRPD .165 McCallum cites the decisions of the United Nations Committee on the Rights 
of Persons with Disabilities in Noble v Australia, Leo v Australia, and Doolan v Australia as 
instances where Australia has been found to have breached Article 15 .166 

Torture prevention is most comprehensively addressed in the Convention Against Torture and 
Other Cruel, Inhuman or Degrading Treatment or Punishment (CAT) . Article 2 .1 of CAT requires 
States Parties to ‘take effective legislative, administrative, judicial or other measures to prevent 
acts of torture in any territory under its jurisdiction’. Importantly, pursuant to Article 2 of CAT, 
torture cannot be justified on the basis of a ‘public emergency’ or ‘an order from a superior 
officer or a public authority’. ‘Torture’ is defined in Article 1 of CAT as an:

act by which severe pain or suffering, whether physical or mental, is intentionally inflicted 
on a person for such purposes as obtaining from him or a third person information or a 
confession, punishing him for an act he or a third person has committed or is suspected 
of having committed, or intimidating or coercing him or a third person, or for any reason 
based on discrimination of any kind, when such pain or suffering is inflicted by or at the 
instigation of or with the consent or acquiescence of a public official or other person 
acting in an official capacity.167

States Parties are required pursuant to Article 4 of CAT to criminalise torture and pursuant 
to Article 6 to take into custody perpetrators of torture . Article 10 of CAT provides that States 
Parties should educate and inform ‘persons who may be involved in the custody, interrogation 
or treatment of any individual subjected to any form of arrest, detention or imprisonment’ about 
the prohibition against torture and acts of cruel, inhuman or degrading treatment or punishment 
which do not amount to torture ‘when such acts are committed by or at the instigation of or with 
the consent or acquiescence of a public official or other person acting in an official capacity’. 

These articles suggest that torture should be within the scope of violence that a complaint 
mechanism is directed towards preventing . Further, the authorised nature of torture which 
is inherent to its definition underscores the importance of structural outcomes as part of the 
preventive function of a complaint mechanism . Note that CAT creates an obligation to ensure 
individuals can access reporting and justice pathways; Article 13 stipulates that States Parties 
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must ‘ensure that any individual who alleges he has been subjected to torture in any territory 
under its jurisdiction has the right to complain to, and to have his case promptly and impartially 
examined by, its competent authorities.’ 

The Optional Protocol on the Convention Against Torture and other Cruel, Inhuman or Degrading 
Treatment or Punishment (OPCAT) provides for a ‘system of regular visits … to places where 
people are deprived of their liberty, in order to prevent torture and other cruel, inhuman or 
degrading treatment or punishment’ (Article 1). In part, Article 1 involves each State Party setting 
up a national preventive mechanism (NPM) to visit places of detention. ‘Place of detention’ is 
defined in Article 4.1 of OPCAT as ‘any place under its jurisdiction and control where persons  
are or may be deprived of their liberty, either by virtue of an order given by a public authority  
or at its instigation or with its consent or acquiescence’. ‘Deprivation of liberty’ is defined in  
Article 2 .1 of OPCAT as ‘any form of detention or imprisonment or the placement of a person  
in a public or private custodial setting which that person is not permitted to leave at will by order 
of any judicial, administrative or other authority’. The NPM and its staff will be independent, as 
per Article 18 . The NPM will at a minimum have the power, pursuant to Article 19, to ‘regularly 
examine the treatment of the persons deprived of their liberty in places of detention … with a 
view to strengthening, if necessary, their protection against torture and other cruel, inhuman or 
degrading treatment or punishment’, ‘make recommendations to the relevant authorities with the 
aim of improving the treatment and the conditions of the persons deprived of their liberty and 
to prevent torture and other cruel, inhuman or degrading treatment or punishment’, and ‘submit 
proposals and observations concerning existing or draft legislation’. To support their role, Article 
20 provides that NPMs must be granted access to facilities and information and the opportunity 
to have private interviews with persons who are detained and witnesses . 

OPCAT’s approach to prevention of torture highlights the importance of independence in a 
complaint mechanism, and the possibility of an investigative and onsite role of a complaint 
mechanism in order to counter the concealed and authorised nature of violence perpetrated 
in institutional and closed settings . We shall discuss OPCAT and the role of the NPM in the 
complaints landscape in Chapter 4 . 

2.1.4 Independent living and community inclusion

Article 19 of the CRPD provides the right to live independently and fully participate in the 
community. ‘Independent living’ means that ‘individuals with disabilities are provided with all 
necessary means to enable them to exercise choice and control over their lives and make all 
decisions concerning their lives’.168 The United Nations Committee on the Rights of Persons  
with Disabilities has explained: 

Neither large-scale institutions with more than a hundred residents nor smaller 
group homes with five to eight individuals, nor even individual homes can be called 
independent living arrangements if they have other defining elements of institutions 
or institutionalisation. Although institutionalised settings can differ in size, name and 
set-up, there are certain defining elements, such as obligatory sharing of assistants 
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with others and no or limited influence over whom one has to accept assistance from; 
isolation and segregation from independent life within the community; lack of control 
over day-to-day decisions; lack of choice over whom to live with; rigidity of routine 
irrespective of personal will and preferences; identical activities in the same place for a 
group of persons under a certain authority; a paternalistic approach in service provision; 
supervision of living arrangements; and usually also a disproportion in the number of 
persons with disabilities living in the same environment . Institutional settings may  
offer persons with disabilities a certain degree of choice and control; however, these 
choices are limited to specific areas of life and do not change the segregating character 
of institutions .169

Being ‘included in the community’ has been explained as having access to support in order to 
‘be fully included and participate in all spheres of social life’.170 Note that Article 19 reworks the 
fundamental civil right to freedom from arbitrary detention, including within its articulation strong 
positive obligations for governments and societies to create the social and economic conditions 
where people with disability can enjoy independence on an equal basis with others . 

The United Nations Committee on the Rights of Persons with Disabilities identifies a clear link 
between institutional settings per se and violence:

The cost of social exclusion is high as it perpetuates dependency and thus interference 
with individual freedoms . Social exclusion also engenders stigma, segregation and 
discrimination, which can lead to violence, exploitation and abuse in addition to negative 
stereotypes that feed into a cycle of marginalization of persons with disabilities .171

In its Thematic Study on the right of persons with disabilities to live independently and be 
included in the community, the United Nations High Commissioner of Human Rights similarly 
explains how institutionalisation per se creates the conditions for violence to flourish:

Cutting a person off from family, friends, education and employment through 
institutionalization results in social exclusion, creates barriers to inclusion in the 
community and reduces or denies the capacity of persons with disabilities to choose 
and plan their lives . That inhibits their autonomy by fostering dependency, preventing 
persons with disabilities from reaching their full potential in terms of independence and 
social participation . In addition, it has been widely documented that institutionalization 
may render persons vulnerable to violence and abuse, with women with disabilities 
particularly exposed to such risk . The risk of abuse is further exacerbated by the 
absence of public scrutiny, a lack of access to remedies, a fear of reporting violations, 
and disability-related communication barriers . Instances of abuse are in direct 
contradiction to the State’s obligation to protect persons with disabilities from all forms  
of exploitation, violence and abuse, including their gender-based aspects (art . 16) .172 

Notably, McCallum observes Article 19 encompasses both civil and political rights and economic 
and cultural rights .173 Therefore, this would encompass access to the justice system . Indeed, the 



51Human Rights and Violence Prevention

United Nations Committee on the Rights of Persons with Disabilities’s General Comment  
on Article 19 notes of the relationship between Articles 19 and 13:

Access to justice as enshrined in article 13 is fundamental to ensure full enjoyment 
of the right to live independently in the community . States parties must ensure that all 
persons with disabilities have legal capacity and standing in courts . States parties must 
furthermore ensure that all decisions concerning living independently in the community 
can be appealed . Support to enable living independently in the community shall be 
enforceable as a right and an entitlement. To ensure equal and effective access to 
justice, substantial rights to legal aid, support and procedural and age-appropriate 
accommodations are essential .174

The United Nations Human Rights Council, focusing on the circumstances of women and 
girls with disability, has recently noted that ‘forced institutionalization is a form of violence that 
deprives women and girls of liberty on the basis of disability and that in such situations they  
face an increased risk of further violations and abuses, including physical, psychological and 
sexual and gender-based violence’.175 It also recognised that deinstitutionalisation is central  
to violence prevention:

a proactive multisectoral approach, working with all relevant stakeholders, including 
organizations of and led by persons with disabilities, is required to prevent, respond 
to and eliminate violence against women and girls with disabilities, including lifelong 
education, training and media campaigns that promote respect, dignity, accountability, 
equality, non-discrimination, inclusion and accessibility, as well as full and effective 
participation in political and public life and economic empowerment, social protection 
measures aimed at reducing poverty and financial dependence on other persons and 
measures aimed at deinstitutionalization and promotion of independent living .176

In recognising the discriminatory nature of institutionalisation, the United Nations Committee 
on the Rights of Persons with Disabilities has emphasised: ‘Institutionalization is discriminatory 
as it demonstrates a failure to create support and services in the community for persons with 
disabilities, who are forced to relinquish their participation in community life to receive treatment’.177 

The United Nations Committee on the Rights of Persons with Disabilities has stated 
that States Parties to the CRPD ‘must adopt a strategy and a concrete plan of action for 
deinstitutionalization . It should include the duty to implement structural reforms, to improve 
accessibility for persons with disabilities within the community and to raise awareness among 
all persons in society about inclusion of persons with disabilities within the community.’ 
Moreover, deinstitutionalisation ‘requires a systemic transformation, which includes the closure 
of institutions and the elimination of institutionalizing regulations as part of a comprehensive 
strategy, along with the establishment of a range of individualized support services’.178 

Article 19 has three key implications . First, institutionalisation should itself come within the 
scope of what a complaint mechanism should be able to respond to . Second, a complaint 
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mechanism should be able to take structural/collective complaints in order to respond to the 
structural nature of institutionalisation and segregation . Third, a complaint mechanism must be 
capable of supporting deinstitutionalisation and desegregation, and must form part of a broader 
policy agenda for violence prevention through deinstitutionalisation and desegregation .

2.2 Human rights and complaints process

In this section we discuss the CRPD and other relevant international human rights instruments 
as they pertain to the design of complaints process and outcomes .

2.2.1 Access to a victim-survivor focused complaint mechanism

Human rights to equal justice inform the design of complaint mechanisms, and are of high 
importance in relation to violence, abuse, neglect and exploitation . 

CRPD provides substantial guidance in this regard . Article 13 of the CRPD provides for equal 
access to justice for people with disability . Article 16 .5 of the CRPD concerns justice responses, 
providing that ‘States Parties shall put in place effective legislation and policies … to ensure 
that instances of exploitation, violence and abuse against persons with disabilities are identified, 
investigated and, where appropriate, prosecuted’. Article 16.4 of the CRPD focuses on victim 
support and provides that States Parties shall ‘take all appropriate measures to promote the 
physical, cognitive and psychological recovery, rehabilitation and social reintegration of persons 
with disabilities who become victims of any form of exploitation, violence or abuse’. 

Of relevance, CAT also provides for access to processes in relation to torture and acts of cruel, 
inhuman or degrading treatment or punishment which do not amount to torture ‘when such acts 
are committed by or at the instigation of or with the consent or acquiescence of a public official or 
other person acting in an official capacity’. Article 12 of CAT provides that: ‘Each State Party shall 
ensure that its competent authorities proceed to a prompt and impartial investigation, wherever 
there is reasonable ground to believe that an act of torture has been committed in any territory 
under its jurisdiction.’ Article 13 of CAT provides a right to complain in response to torture: 

Each State Party shall ensure that any individual who alleges he has been subjected 
to torture in any territory under its jurisdiction has the right to complain to, and to have 
his case promptly and impartially examined by, its competent authorities . Steps shall be 
taken to ensure that the complainant and witnesses are protected against all ill-treatment 
or intimidation as a consequence of his complaint or any evidence given . 

These articles support the availability of a complaint mechanism for people with disability that 
is focused on responding to violence, abuse, neglect, and exploitation from the perspective 
of those who have experienced it . These articles make clear that the primary concern in a 
complaint mechanism should be the victim-survivor, both in terms of their safety within the 
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justice process itself, and in prioritising their psychosocial and physical needs stemming from 
their experiences . This is in contrast to a complaint mechanism that is focused on the interests 
of services or systems in which violence, abuse, neglect, and exploitation is perpetrated . 

2.2.2 Accessible and inclusive complaint mechanisms

Accessibility and inclusion are of importance for ensuring equality before the law . 

Article 12 of the CRPD provides for the right to equal recognition before the law . It provides that 
States Parties: ‘reaffirm that persons with disabilities have the right to recognition everywhere as 
persons before the law’; ‘shall recognize that persons with disabilities enjoy legal capacity on an 
equal basis with others in all aspects of life’; ‘shall take appropriate measures to provide access 
by persons with disabilities to the support they may require in exercising their legal capacity’; and 
‘shall ensure that all measures that relate to the exercise of legal capacity provide for appropriate 
and effective safeguards to prevent abuse in accordance with international human rights law.’ Note 
that these provisions echo and reinforce the rights outlined in Article 16 of the ICCPR provides 
that: ‘Everyone shall have the right to recognition everywhere as a person before the law’. 

Underpinning Article 12 is the notion of ‘universal legal capacity’, whereby all persons 
(regardless of disability or decision-making skills) inherently possess legal capacity .179 As 
explained by the United Nations Committee on the Rights of Persons with Disabilities, ‘Article 
12 does not permit such discriminatory denial of legal capacity, but, rather, requires that support 
be provided in the exercise of legal capacity.’180 Any support that is provided ‘in the exercise 
of legal capacity must respect the rights, will and preferences of persons with disabilities and 
should never amount to substitute decision-making’.181 The right to equality before the law 
is a ‘threshold right’ because having one’s decisions legally recognised is necessary for the 
enjoyment of other rights, such as the right to equality and non-discrimination .182 

Legal capacity and equality before the law are essential in order to exercise all other human 
rights .183 This is an important area for continuing reform, including in Australia . In this context, 
we can note that Australia entered an ‘interpretive declaration’ when it acceded to the Treaty 
in 2008, to the effect that it declared ‘its understanding that the Convention allows for fully 
supported or substituted decision-making arrangements.’ However, in 2013, the United 
Nations Committee on the Rights of Persons with Disabilities recommended that Australia 
take immediate steps to replace substitute decision making with supported decision making .184 
The United Nations Committee on the Rights of Persons with Disabilities reaffirmed this in its 
Concluding observations on the combined second and third periodic reports of Australia in 
2019, expressing concern over ‘the lack of progress made to abolish the guardianship system 
and substituted decision-making regime’.185 The strong language of the Committee reflects the 
centrality of Article 12 to achieving justice for people with disability in an number of areas of 
social, political, economic and cultural life . 

Relevant to this report, Article 12 suggests that a complaint mechanism must apply to all people 
with disability and that perceived ‘mental incapacity’ should not be a basis on which to deny 
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access to the mechanism . Indeed, Article 12 suggests that the mechanism itself should provide 
support for individuals to access and participate in the complaint process . There is a general 
recognition that legal capacity is linked to access to justice, among other rights . Therefore, 
without equal recognition before the law, access to justice will be significantly compromised.186

Article 9 of the CRPD relates to accessibility . Article 9 .1 provides that ‘States Parties shall take 
appropriate measures to ensure to persons with disabilities access, on an equal basis with 
others, to the physical environment, to transportation, to information and communications, 
including information and communications technologies and systems, and to other facilities 
and services open or provided to the public’.187 Accessibility relates to the built environment 
(‘buildings, roads, transportation and other indoor and outdoor facilities’) and to services 
(‘information, communications and other services, including electronic services and emergency 
services’). Therefore, the information about making complaints, and the process through which 
a complaint is lodged and the process for its resolution (including any online or physical space 
in which complaint resolution takes place) must be accessible to people with disability . This is 
supported by General Comment No. 9 on Accessibility, which states effective access to justice 
cannot be achieved ‘if the buildings where law-enforcement agencies and the judiciary are 
located are not physically accessible, or if the services, information and communication they 
provide are not accessible to persons with disabilities.’188

Obligations around accessibility extend to recognising overlapping and intersectional forms 
of discrimination . As mentioned earlier, Article 6 .1 of the CRPD provides that: ‘States Parties 
recognize that women and girls with disability are subject to multiple discrimination, and in this 
regard shall take measures to ensure the full and equal enjoyment by them of all human rights 
and fundamental freedoms.’ The United Nations Committee on the Rights of Persons with 
Disabilities explains that women with disability face barriers in accessing justice in relation  
to violence:

due to harmful stereotypes, discrimination and lack of procedural and reasonable 
accommodations, which can lead to their credibility being doubted and their accusations 
being dismissed .  Procedures or enforcement attitudes may intimidate victims or 
discourage them from pursuing justice . These can include: complicated or degrading 
reporting procedures; referral of victims to social services rather than legal remedies; 
dismissive attitudes by police or other enforcement agencies . This can lead to impunity 
and invisibility of the issue, resulting in violence lasting for extended periods of time . 
Women with disabilities may also fear reporting violence, exploitation or abuse because 
they are concerned they may lose their support requirements from caregivers . 189

Thus, a complaint mechanism must not only be available, but also be accessible and inclusive 
in relation to experiences of disability and experiences of intersectional disadvantage . These 
accessibility provisions have broad implications for the design of a complaint mechanism and 
modify how procedural justice is understood . We discuss justice in process and the implications 
it holds for the design of a complaint mechanism in Chapter 3 . 
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Complaint mechanisms enable forms of communication and expression that allow for 
participation in social and political institutions . Article 21 of the CRPD relates to freedom of 
expression . Article 21 provides that ‘States Parties shall take all appropriate measures to ensure 
that persons with disabilities can exercise the right to freedom of expression and opinion, 
including the freedom to seek, receive and impart information and ideas on an equal basis with 
others and through all forms of communication of their choice’. These measures can include 
‘providing information intended for the general public to persons with disabilities in accessible 
formats and technologies appropriate to different kinds of disabilities in a timely manner and 
without additional cost’ and ‘accepting and facilitating the use of … accessible means, modes 
and formats of communication of their choice by persons with disabilities in official interactions’ 
(Article 21(a), (b)) . In 2019, the United Nations Committee on the Rights of Persons with 
Disabilities suggested Australia investigate adopting communication and information accessibility 
standards .190 Article 22 provides for the right to privacy . Article 22 .1 provides that: ‘No person 
with disabilities, regardless of place of residence or living arrangements, shall be subjected to 
arbitrary or unlawful interference with his or her privacy, family, home or correspondence or 
other types of communication or to unlawful attacks on his or her honour and reputation’. These 
articles indicate that a complaint process must ensure the safety of those who access it – their 
information should not be shared and they should be supported to articulate their complaints 
and not be subject to reprisal or disadvantage . Article 8 of the CRPD on awareness raising is 
also relevant to ensure people with disability are educated on their rights to complain and their 
rights within complaint processes . Article 8 is also relevant to countering widely held views about 
the futility and risk of complaining in order to develop rights-centric confidence in complaint and 
justice systems .

In this context, it is worth noting that other human instruments create obligations to ensure 
reporting pathways, including through complaint mechanisms, which enable the perspectives of 
individuals, including people with disability, to be heard . For example, relevant to children with 
disability, Article 12 CRC provides that ‘the child shall in particular be provided the opportunity 
to be heard in any judicial and administrative proceedings affecting the child, either directly, or 
through a representative or an appropriate body, in a manner consistent with the procedural 
rules of national law’.191 This provision overlaps with a similar obligation in CRPD that ‘States 
Parties shall ensure that children with disabilities have the right to express their views freely  
on all matters affecting them, their views being given due weight in accordance with their age 
and maturity, on an equal basis with other children, and to be provided with disability and  
age-appropriate assistance to realize that right’.192 

2.2.3 Just outcomes, including redress

In Chapter 3 we will explore just outcomes, and different ideas around recognition, rectification 
and distribution that might shape justice claims . Human rights approaches also stress the 
importance of forms of just outcome as a result of a complaint, including access to redress . 
Drawing on the earlier discussion of Article 5 on non-discrimination and equality, Article 16 
on prevention of violence, and Article 19 on independent living and community inclusion, a 
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complaint mechanism should provide the opportunity for outcomes that address individual 
drivers and consequences of violence related to inequality and discrimination, institutionalisation 
and segregation, and also address structural goals of equality, violence prevention, and 
independent living and community inclusion . A complaint mechanism that is primarily directed 
towards (in its policy or operation) improvement of services and systems that are themselves 
unequal and discriminatory, institutionalising, or segregating will undermine such structural 
goals, and will perversely sustain the very structural conditions in which violence, abuse, 
neglect, and exploitation flourishes.

Redress is relevant to the human rights framework for complaints . Numerous international 
human rights instruments provide a right to a remedy from the government for victims of 
violations of domestic or international human rights law . Article 8 of the Universal Declaration 
of Human Rights provides: ‘Everyone has the right to an effective remedy by the competent 
national tribunals for acts violating the fundamental rights granted him by the constitution or by 
law.’ However, this access to remedies is articulated elsewhere as not contingent on breaches 
of domestic criminal or civil law and instead on violations of human rights . Article 2 .3 of the 
ICCPR provides for a right to remedy:

Each State Party to the present Covenant undertakes: 

(a) To ensure that any person whose rights or freedoms as herein recognized are 
violated shall have an effective remedy, notwithstanding that the violation has been 
committed by persons acting in an official capacity; 

(b) To ensure that any person claiming such a remedy shall have his right thereto 
determined by competent judicial, administrative or legislative authorities, or by any 
other competent authority provided for by the legal system of the State, and to develop 
the possibilities of judicial remedy; 

(c) To ensure that the competent authorities shall enforce such remedies when granted . 

Article 14 .1 of CAT provides for a right to a remedy for torture:

Each State Party shall ensure in its legal system that the victim of an act of torture 
obtains redress and has an enforceable right to fair and adequate compensation, 
including the means for as full rehabilitation as possible . In the event of the death of the 
victim as a result of an act of torture, his dependants shall be entitled to compensation .

The Committee Against Torture has explained that conduct that amounts to torture or ill-treatment 
gives rise to a duty to provide remedy and reparation .193 The right to redress includes restitution, 
compensation, rehabilitation, satisfaction, guarantees of non-repetition and the right to truth .194

Guidance on Principle 8 of the International Principles and Guidelines on Access to Justice for 
Persons with Disabilities, states on remedies:
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(l) Ensure, in the criminal context, that those who abuse or otherwise mistreat  
persons with disabilities are prosecuted and, when appropriate, convicted or subject  
to other effective sanctions; 

(m) Ensure that effective remedies are in place for human rights violations, including 
the right to be free from disability-based discrimination and the rights to restitution, 
compensation, rehabilitation, satisfaction and guarantees of non-repetition . Such 
remedies should, among other things: 

(i) Be enforceable, individualized and tailored to meet the needs of claimants;

(ii) Ensure that victims are protected from repeat violations of their human rights; 

(iii) Be proportional to the gravity of the violations and the circumstances of  
each case;

(iv) Be provided on the basis that an individual’s free and informed consent  
is required for any rehabilitative measures;

(v) Address the systemic nature of human rights violations .195

While the CRPD does not provide for a specific, standalone right to redress, its emphasis 
in articles 15 and 16 on prevention of violence and torture prevention arguably extends to 
redressing violence and torture, particularly where this redress is directed towards addressing 
individual or structural drivers . Further, it is noted that: 

States must guarantee that all persons with disabilities who have experienced any  
form of arbitrary deprivation of liberty and/or exploitation, violence or abuse in the 
context of such practices have access to adequate redress and reparations, including 
restitution, compensation, satisfaction and guarantees of non-repetition, as appropriate . 
When detention is found to be arbitrary, restitution necessarily implies the restoration  
of liberty .196

Further, the United Nations Committee on the Rights of Persons with Disabilities provides that, 
in implementing Article 5, States Parties are required to: ‘[e]stablish accessible and effective 
redress mechanisms and ensure access to justice, on an equal basis with others, for victims 
of discrimination based on disability.’197 Moreover, the United Nations Committee on the Rights 
of Persons with Disabilities in their general comments on the CRPD has identified access to 
remedies as central to the realisation of right to independent living and community inclusion in 
Article 19, stating that: ‘Disability-, gender-and age-sensitive monitoring, legal remedies and 
relief must be available for all persons with disabilities who use services prescribed in article 19 
and who may face abuse, violence and exploitation’.198 Further, in the context of violations of 
the right to liberty, the United Nations Committee on the Rights of Persons with Disabilities has 
provided: ‘Persons with disabilities arbitrarily or unlawfully deprived of their liberty are entitled 
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to have access to justice to review the lawfulness of their detention, and to obtain appropriate 
redress and reparation.’199 Article 27 .1(b) of the CRPD provides for redress in the context 
of employment, requiring States Parties to take steps to ‘protect the rights of persons with 
disabilities, on an equal basis with others, to just and favourable conditions of work, including 
equal opportunities and equal remuneration for work of equal value, safe and healthy working 
conditions, including protection from harassment, and the redress of grievances’.200 

In relation to the technical details of the method and form of redress, international human 
rights documents provide guidance on the breadth of these beyond court-based remedies . For 
example, the Principles for the Protection and Promotion of Human Rights Through Action to 
Combat Impunity by the UN Commission on Human Rights specifically provide that ‘reparation 
should not only be secured through litigation and adjudication but first and foremost through the 
design and implementation of reparation programmes’.201 The Basic Principles and Guidelines 
on the Right to a Remedy and Reparation for Victims of Gross Violations of International Human 
Rights Law and Serious Violations of International Humanitarian Law (also known as the ‘van 
Boven Principles’) elaborate on the processes through which to realise human rights norms 
on redress. The van Boven Principles apply specifically to ‘gross violation of human rights’. 
While this term is not defined in the Principles, Theo van Boven et al have explained elsewhere 
that this term will ‘include the types of violations that affect in qualitative and quantitative 
terms the core rights of human beings, notably the right to life and the right to physical and 
moral integrity of the human person’ and specifically extend to ‘torture or cruel, inhuman or 
degrading treatment or punishment;… arbitrary and prolonged detention; … and systematic 
discrimination’.202 Moreover, the concept of ‘victim’ is broadly defined in the van Boven 
Principles so as to account for individuals and communities:

• a person is a victim if he/she suffered physical or mental harm or economic loss as well 
as impairment of fundamental rights, regardless of whether a perpetrator is identified or 
whether he/she has a particular relationship with the perpetrator;

• there are different types of harm or loss which can be inflicted through acts or omissions;

• there can be both direct victims as well as indirect victims such as immediate family 
members or dependents of the direct victim;

• persons can suffer harm individually or collectively.203

Pursuant to the van Boven Principles, reparations can take a variety of forms: restitution to 
restore the victim-survivor to the original situation before the violation (including restoration 
of liberty and return to one’s place of residence), compensation (including for physical and 
emotional injury, and moral damage), rehabilitation, satisfaction (which ‘includes a broad  
range of measures, from those aiming at cessation of violations to truth seeking, the search  
for the disappeared, the recovery and the reburial of remains, public apologies, judicial  
and administrative sanctions, commemoration, human rights training’) and guarantees of  
non-repetition (which ‘comprise broad structural measures of a policy nature’).204 Note that  
many of these forms of reparations will be discussed in Chapter 3 when we examine  
principles of justice in outcome . 
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The van Boven Principles are significant in numerous respects: the broad approach to who 
constitutes a ‘victim’, that access to remedies is not dependent on violations of domestic law, 
a broad range of remedies, and remedies that operate at the individual and structural level . 
In relation to the notion of a complaint mechanism directed towards violence prevention, 
reparations in the form of ‘guarantees of non-repetition’ are particularly significant.

2.3 Violence Prevention

Philosophies and approaches to violence prevention are of relevance to complaint mechanism 
design . A complaint relating to violence should ideally trigger inquiry into the causes of violence . 
In the case of violence against people with disability, most circumstances of violence represent 
failures to prevent that violence, and warrant investigation into the underlying causes . As such, 
violence prevention must broadly be a design object of a complaint mechanism established to 
respond to violence, abuse, neglect and exploitation against people with disability . As discussed 
above, a focus on violence prevention in complaint mechanisms is in keeping with obligations 
under international human rights law . 

Violence prevention strategies are often informed by public health approaches to prevention 
which assume as a system logic that prevention of harm is always preferred to having to 
respond to harm after it has occurred . 205 Indeed, in so far as violence and its harms are a public 
health issue, violence prevention itself broadly interconnects with society-wide approaches to 
health and preventative health programs .206 

There is a growing body of research in criminology, public policy and social work that looks 
at violence and crime prevention strategies . In many cases this work examines the way 
social structure interacts with incidences of violence; for example the relationship between 
socio-economic, gender and location factors and violence, arguing that violence prevention 
strategies must attend to inequality and social stratification in order to address incidents of 
violence .207 There is also now a growing body of scholarly work that looks at violence prevention 
approaches relating to violence against people with disability, though it is notable that there are 
only limited studies, and few with strong evaluation of results .208

Notably, violence prevention approaches typically emphasise the environmental or structural 
elements that lead to violence . This emphasis is of course highly relevant for violence 
prevention approaches relating to the experiences of people with disability; as indicated in 
Chapter 1 and above, much violence experienced by people with disability is interconnected 
with forms of institutionalisation and segregation . In this context, violence prevention literature 
typically refers to ‘ecological approaches’ modelled on the work of Urie Bronfenbrenner.209 
Bronfenbrenner’s conceptualisation, which was initially applied to problems of human 
development, has been adapted by violence prevention scholars as a way to describe the 
interaction of the individual with a wider environment, which involves interpersonal families and 
relationships, institutions and social structures, often depicted as a ‘Russian doll’ or onion model 
of concentric circles enveloping and extending out from the individual . Such ecological models 
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have been adapted to violence prevention models relating to people with disability; an example 
is included at Figure 1, which has been sourced from Araten-Bergman & Bigby .210 It is important 
to note that such models of ecologies may not be comprehensive: for example, factors such 
as age and gender also impact on violence against people with disability, but may be difficult 
to thoroughly conceptualise in these approaches . However, the importance of these ecological 
approaches is that they have shifted the focus of violence prevention away from the immediate 
site of intersubjective violence (perpetrator / victim) towards a broader understanding of the 
environmental conditions which generate violence . 

However, despite the promise of the above models, violence prevention approaches relating 
to people with disability face a number of conceptual issues . Firstly, criminological violence 
prevention strategies typically examine how to pursue interventions to reduce or eliminate 
inter-subjective forms of violence that are considered illegal .211 Such strategies are of relevance 
to some forms of intersubjective violence experienced by people with disability .212 However, 
they do not account for the many forms of violence experienced by people with disability in 
institutional and other settings that are authorised by law and normalised as routine conduct . 
Araten-Bergman and Bigby note that this is an issue with current research on violence 
prevention against people with intellectual disability .213 For example under the National Disability 
Insurance Scheme (Restrictive Practices and Behaviour Support) Rules 2018 some forms of 
violence and coercion – mechanical restraint, chemical restraint and seclusion – are regulated 
and granted legitimacy by Australian law and policy . The extent of the use of these practices 
is significant; recent reporting by the NDIS Quality and Safeguards Commission suggests that 
over a million uses of ‘unauthorised’ restrictive practices were reported in 2020-2021, while 
reporting of use of ‘authorised’ restraint is absent.214 These forms of violence are provided 
institutional support and are not subject to routine sanction from the criminal justice system .  
As such, violence prevention efforts must work against law and institutions which validate these 
violent practices . Thus, in so far as these practices of violence experienced by people with 
disability are authorised by law, they do not neatly conform to criminological classification as 
non-State versus State violence; indeed as discussed below, they are probably more effectively 
understood as examples of illegitimate State-sanctioned violence . 

Secondly, and related to the above, where violence prevention strategies relating to people 
without disability can often work in unity with the State (human service departments, police and 
regulatory bodies) towards shared objectives (e .g . reducing violent crimes), violence against 
people with disability demands, in some circumstances, prevention strategies that erode and 
challenge regimes of State or institutionally enforced power . Of course, there are many forms  
of violence prevention that can work in relative affinity with law enforcement agencies; for 
example, attempts to reduce some forms of interpersonal violence against people with 
disability .215 However, violence prevention strategies must deal in a straightforward way with  
the reality that much violence experienced by people with disability is either directly endorsed  
by the State or carried out by the State . 

Thirdly, the contexts within which violence against people with disability occurs are differentiated 
from many circumstances that apply to people without disability; for example, the experiences 
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of violence of people with disability within disability care settings or women and girls with 
disability’s experiences of non-consensual sterilisation and menstrual suppression. This  
means that while some violence prevention strategies that apply in broader contexts might  
be usefully applied to disability contexts, in many circumstances a tailored approach is  
required that recognises the unique situation faced by many people with disability . For example, 
violence prevention strategies will need to work in tandem with moves to desegregate and  
end institutionalisation of people with disability and to reform or repeal laws that apply only  
to people with disability .216 As discussed in Chapter 1, recognition of the relationship between 
institutionalisation, violence and cultures which work against complaint making was a focus 
of the Royal Commission into Institutional Responses to Child Sexual Abuse .217 Further, as 
indicated above, the United Nations Committee on the Rights of Persons with Disabilities have 
noted a strong correlation between institutionalisation and violence experienced by people with 
disability .218 This has deep implications for the design of complaint mechanisms relating  
to violence against people with disability, as the effectiveness of any complaint mechanism will 
be significantly limited if it has no capacity to address institutionally legitimated forms of violence 
against people with disability . 

Figure 1: Ecological model relating to violence against people with disability. Source 
Araten-Bergman & Bigby 2020. 

The above concerns about the applicability of violence prevention models to violence against 
people with disability suggest a need to use alternative framings . One such framing might 
involve models of violence prevention that are specific to legitimated institutions: namely, torture 
prevention . The advantage of torture prevention approaches is that they deal with practices that 
achieve local or even national legitimation, including through law, even though they are at odds 
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with international human rights obligations . They also typically involve practices, personnel and 
institutions that have no necessary correspondence with worlds outside of the site of torture; a 
function of the typically closed institutions and secrecy that accompanies these practices .219 This 
culture of secrecy will go hand in hand with a ‘constructed reality’ within these institutions where 
routine violence is normalised .220 Framing some forms of violence against people with disability 
as torture is certainly not without precedent and reflects emerging international human rights 
norms .221 There is also now a growing body of scholarship related to the implementation of the 
OPCAT which understands many institutions as places where people with disability are not at 
liberty to leave and may be subject to torture and/or cruel, inhuman and degrading treatment 
and punishment .222  

Danielle Celermajer’s study of torture prevention applies the ‘ecological approach’ to violence 
prevention described above to develop a framework for understanding causality and agency 
within the context of torture, and provides useful guidance for how a reporting mechanism 
might work .223 Celermajer notes that certain aspects of criminological approaches to violence 
prevention are important, such as noticing the way environmental factors, such as inadequate 
lighting and surveillance, create ‘opportunities for crime.’224 Clearly such elements are important 
when examining violence against people with disability: for example, adequate training, 
monitoring and engagement with support staff may minimise opportunities for economic 
exploitation . However, as Celermajer notes, this sort of framing is less useful for circumstances 
of institutionally endorsed torture, where there are strong internal cultures, norms and 
languages which validate the continued use of these practices . It is also less useful where 
practices of torture are granted legal legitimacy, and where these practices cannot be isolated 
to a few aberrant individuals who have failed to follow rules, and must instead be assumed to 
be routine practice within an institutional setting . Celermajer summarises that there are three 
factors which frame torture as a practice: 

First, a certain state of affairs exists or is posited that authorizes the practice. An example 
would be the contention that there is a threat to the security of the state of such gravity 
as to justify torture . Second, a group of people and set of procedures are developed that 
routinize the practice, such that the actions come to be seen as a normal part of one’s 
job . Third, a class of people are dehumanized such that it becomes ‘unnecessary for 
actors to view their relationship to the victim in moral terms’ and their treatment no  
longer shows up under the same moral categories as might otherwise apply .225 

The above factors usefully frame the different areas of focus relevant for tackling institutionally 
legitimated forms of violence against people with disability . Firstly, this violence cannot be 
prevented as long as it is legitimated by law or social practice . Secondly, in so far as practices 
associated with institutionally legitimated forms of violence against people with disability have 
been routinised within certain disability relevant contexts, such as disability care institutions, 
then a focus of violence prevention must entail altering the circumstances, practices, and 
training associated with these contexts . Finally, as Celermajer observes, torture is only possible 
in such contexts where the subject of violence has been dehumanized .226 Broadly, eliminating 
torture demands ‘humanisation’ of the victim-survivors of torture; in the context of disability, 
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this means engaging in the work of rights realisation which aims to change social attitudes 
that have systematically devalued people with disability . Note the strong intersections here 
with the problem of ‘testimonial injustice’ which will be discussed in Chapter 3; namely when 
‘prejudice causes a hearer to give a deflated level of credibility to a speaker’s word.’227 Arguably 
‘humanisation’ of people with disability is required to both eliminate torture and ensure that 
victim-survivors of violence are given credibility when they report their experiences . 

2.4 Conclusion

In this Chapter we have reviewed relevant human rights principles and examined violence 
prevention approaches . These discussions highlight several implications for the design of 
complaint mechanisms in relation to the violence, abuse, neglect and exploitation of people  
with disability: 

• Non-discrimination, equality before the law, and equal rights to justice all have strong 
implications for the design of complaint mechanisms . For example, a complaint mechanism 
will need to preserve rather than undermine the rights of people with disability to report 
violence, seek protection and receive justice . Further, people with disability have a right 
to be supported to exercise their legal capacity, including their ability to access reporting 
pathways for violence, abuse, neglect and exploitation . 

• There are strong obligations within the CRPD and other relevant treaties including CAT which 
mandate protection of people with disability . These obligations have bearing on a complaint 
mechanism that is designed to respond to violence, abuse, neglect and exploitation . 

• People with disability have rights to access a victim-survivor focused mechanism that can 
respond to claims about violence, abuse, neglect and exploitation; further, people with 
disability have rights to access redress on an equal basis with others . 

• There are accessibility requirements imposed by international human rights obligations, 
which shape how a complaint mechanism would be designed . These obligations include 
design of the mechanism to ensure that access is available for a variety of people, including 
through provision of translations and interpreting services . 

• A complaint mechanism should have violence prevention as one of its aims . While a 
complaint mechanism should have the capacity to address individual perpetrators of 
violence, it should also be able to respond to the broader environmental and systemic 
drivers of violence against disability . 

• A complaint mechanism must be of adequate independence and power to challenge legally 
authorised forms of violent practice . The Optional Protocol to the Convention against Torture 
and other Cruel, Inhuman or Degrading Treatment or Punishment is perhaps one of the few 
examples of such a mechanism within Australian jurisdictions . 
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• A complaint mechanism and its viability as a tool for preventing violence is interconnected 
with the broader requirement to address the social and cultural drivers of dehumanisation  
of people with disability . In this respect, elimination of violence against people with disability 
is interconnected with obligations under Article 8 CRPD (‘Awareness Raising’). 
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Chapter 3: Justice in Process  
and Justice in Outcome
In Chapter 2 we examined principles that emerge from human rights law and norms as well 
as literature on violence prevention to consider their implications for the design of complaint 
mechanisms that act as reporting pathways for violence, abuse, neglect and exploitation for 
people with disability . In this Chapter, we continue our examination of conceptual issues that 
inform complaint mechanism design, focusing here on justice in process and justice in outcome . 
As discussed below, an individual’s experience of complaint procedure can shape their sense 
of whether justice has been achieved, regardless of the outcome of a justice process . Here, 
elements such as perceived neutrality, transparency, trustworthiness and voice are important 
in the design of complaints processes and have bearing on a process intended for reporting 
violence, abuse, neglect and exploitation . The outcomes produced by complaint mechanisms 
are also important, and in this Chapter we examine just outcomes, considering where justice 
seeks rectification, distribution and recognition. Finally, we examine legal redress, transitional 
justice and the task of system transformation . 

3.1 Justice in Process

For the purposes of this report, we understand justice in process as the way in which 
positive experiences of procedures can contribute to a sense that justice has been achieved . 
Contemporary debate on procedural justice owes its origins to conceptual work from the  
1970s, often attributed to Thibaut and Walker’s pioneering research.228  Much debate has 
occurred since the 1970s on justice in relation to distributional outcomes, such as in John 
Rawls’ influential account, which we will discuss in Section 3.2 below.229 Thibaut and Walker,  
on the other hand, were instead interested in the procedures that led to the outcome, and in the 
individual and social psychology associated with just processes . The overall finding of much of 
the research relating to procedural justice indicates, perhaps counter-intuitively, that individuals 
place great value on just processes, so much so that experiencing positive procedural justice 
can be more important than receiving a favorable outcome . These studies suggest a delineation 
between experiences of justice associated with navigating and prosecuting a complaint, and 
justice associated with the eventual outcome: 

Generally speaking, people feel a process is more ‘just’ when their voice is heard before 
decisions are made (voice), decision makers treat everyone equally (consistency), 
outcomes are proportionate (ethical), and there is a process of appeal or challenge if 
they don’t agree with an outcome (review). Distributive Justice, on the other hand, refers 
to the outcome itself . For example, it may refer to whether a person agrees with a guilty 
finding in court, a decision by the police to issue a ticket, or a warden to deny a request 
to transfer prisons .230

Procedural justice approaches highlight the subjective experience of those who seek justice, 
pointing out that being treated fairly in the process of seeking justice may be more meaningful 
than the substantive outcome: 
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procedural justice judgments play the major role in shaping people’s reactions to their 
personal experiences … In addition, people who were asked to talk about personal 
experiences of injustice were found to talk primarily about procedural issues, in  
particular about being treated with a lack of respect when dealing with others .231

The importance of the process of seeking justice to individuals participating in justice 
procedures holds significant implications for the design of a complaint mechanism relating 
to violence, abuse, neglect and exploitation experienced by people with disability . While just 
outcomes are important – as shall be discussed in Chapter 7, some people with disability 
experience no outcome or adverse consequences when they complain – fair procedures are 
also important, and were raised as a concern by some people with disability who complain 
about violence (see Chapter 6) . Thus, the design of complaint mechanisms must ensure  
both just outcomes and just processes . 

Since Thibaut and Walker’s original work, there has been an explosion of literature in 
psychology, law and criminology related to procedural justice, with a significant proportion 
of this work generated and influenced by US legal and psychology scholar Tom R. Tyler and 
his colleagues .232 The literature has evolved in focus in a number of ways . Early procedural 
justice research treated procedures as simply the process by which a just outcome was agreed 
at . Thus, for example, enabling voice for a complainant was seen by earlier conceptions of 
procedural justice in instrumental terms as merely providing a way for the complainant to 
influence the outcome of the complaint in their favour. However, as Tyler and Blader point out, 
more recent research has highlighted that enabling a complainant to share their perspectives  
as part of the complaint process allows for a positive experience of value sharing and 
recognition, even if this has no bearing on the final outcome.233 A procedure that is perceived  
to be just and fair, and provides an opportunity for voice, enables humanisation and inclusion  
of the complainant, regardless of whether the complaint achieves a desired outcome . 

Here the perceived justice of a process reveals the social or ‘group dynamics’ associated with 
a procedure, in allowing the person who complains to experience affiliation (or alienation) with 
a valued social group . As Lind and Tyler observe, attention to group dynamics of procedures 
provides a very different perspective on why individuals seek justice. Where we might assume 
that individuals complain as a result of self-interest, Lind and Tyler stress that this view needs  
to be moderated to take into account group dynamics, including that individuals may be willing 
to ‘forego pure self-interest in the interest of long-term gain through social intercourse’.234 In 
other words, individuals place value on outcomes that relate to achieving justice for a collective 
or community . Further, it might be argued that in so far as just procedures are representative  
of shared values within a community – fairness, human rights, respectful treatment and so on  
– that the motivation for participation in a procedure is not necessarily about personal outcome, 
but is informed by a demand for social inclusion in those values: 
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The socialisation perspective raised by the group value model suggests that at least 
some procedural preferences can be viewed as socialized attitudes . Like other such 
attitudes, for example, liberalism, racism, or authoritarianism, procedural preferences 
might be acquired during the childhood socialization process and come to acquire 
their own affective base. To state the point differently, because they are learned early 
and are linked to well-respected groups, some procedures are not only preferred but 
are liked for their own sake . They become general predispositions toward or against 
particular ways of solving problems that are only loosely linked to particular instances  
of those procedures .235

To provide an example to illustrate Lind and Tyler’s point, an early childhood experience in a 
school environment where a complaint taken by a parent or child that is successfully resolved, 
will likely create future expectations that complaints are a useful way to rectify injustice and 
cement trust in institutions that they can take on complaints in respectful and meaningful ways . 
As we shall see in Chapter 5, for some people with disability, early experiences of the failure 
of complaint mechanisms informs future willingness to make use of these to report violence, 
abuse, neglect and exploitation . 

The implications of the social dynamics of procedural justice for thinking about complaint 
mechanisms relating to violence against people with disability are potentially significant. 
If complaint mechanisms devalue and dehumanise complainants, then it is clear that 
opportunities available for using the mechanism as a means to feel included in a community are 
limited. Those who do complain will only do so because they are willing to weather a difficult, 
and potentially re-traumatising, procedure in order to attain a favourable outcome . On the other 
hand, a well-designed mechanism can function as a means for inclusion and humanisation, and 
thus as an opportunity for complainants to receive social validation, perhaps even in ways that 
are at odds with prevailing social norms which otherwise stigmatise people with disability . In this 
respect these perspectives on procedural justice highlight the importance of social recognition 
as a form of justice that is differentiated from but interacts with justice in distribution.236 

In this context, the ability of a just procedure to include individuals who use them within a 
community of shared values leads to some important implications for the design of procedures . 
One is that even if the justice procedure does not eventuate in an agreeable outcome, the 
procedure is still an opportunity for an institutional authority to validate the person who makes 
use of the procedure: ‘if an authority listens to people’s arguments, we might hypothesize that 
people think that the authority is conferring interpersonal respect on that person.’237 Further, 
there is an opportunity for ‘identity security’ in that for the person who complains, use of the 
procedure can be ‘a source of self-affirmation-gaining confidence in their own identity through 
their association with the group.’238 

To an extent these perspectives resonate with conceptions of ‘therapeutic jurisprudence’ which 
argue that law can shape individual wellbeing and that law’s processes and outcomes can be 
shaped to enhance wellbeing, including where individuals receive a negative outcome .239 For 
example; Snedker examines Mental Health Courts, observing that their use of non-adversarial, 
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problem solving methods of inquiry produces different and perhaps preferable procedures; 
‘rehabilitative or restitutive ends shape exchanges and responses (especially to violations or 
issue of non-compliance) as opposed to purely punitive ones.’240 Recent scholarship has also 
highlighted a role for ‘therapeutic jurisprudence’ approaches in improving interactions between 
people with disability and the criminal justice system .241 These perspectives highlight that 
procedures are potentially important in facilitating experiences of justice and wellbeing; though, 
it is important to note that there have been critiques of therapeutic jurisprudence approaches .242 

These perspectives on the capacity for procedures to humanise, include and promote wellbeing 
highlight the risks and opportunities relevant to the design of a complaint mechanism . For 
groups that are socially stigmatized, the procedure can end up confirming negative stereotypes 
which alienate individuals from shared social values rather than provide a means for affiliation. 
For example, Dorfman studied experiences of people with disability in the United States who 
applied through a Disability Determination Process (DDP) to gain eligibility for entitlements . 
One study noted that in order to gain access to entitlements, rather than present themselves as 
empowered and capable, participants needed instead to ‘prove the exact opposite—that [they 
are] unable, weak, and in need of major assistance. Because getting into this mind-set is so hard 
to do, the approach recommended by interviewees is to answer the questions presented in the 
DDP as if it were the claimant’s worst day.’243 Clearly, any mechanism that requires a claimant 
to rehearse a deficit narrative (i.e. ‘the claimant’s worse day’) or play into negative stereotypes, 
will be experienced as dehumanising by the complainant and undermine the security of their 
own identity. Campbell’s observations on torts law and disability highlight that to an extent 
such negative stereotypes and deficit discourses are central to the way in which law and social 
policy can only imagine disability as ‘intolerable and inherently negative.’244 However, it should 
be stressed that a complaint mechanism can be designed in the opposite way to reinforce and 
enhance a valorised identity for the claimant: ‘to the degree that people feel that the group  
makes decisions via fair procedures, they are more likely to feel that their identity can be safely 
and securely merged with that of the group.’245

3.1.1 Features of Just Procedures

There are a number of features of just procedures that are routinely emphasised in the scholarly 
literature: namely ‘Trustworthiness,’ ‘Respectful Treatment,’ ‘Neutrality,’ and ‘Voice.’246 Each 
of these elements have implications for the design of a complaint mechanism that is able to 
respond to violence, abuse, neglect and exploitation experienced by people with disability . 

3.1.1.1 Trustworthiness

To an extent, trustworthiness might be measured by the perceived legitimacy or authority 
associated with a procedure; for example, the credentials of a complaint mechanism in relation 
to its legal or social legitimation as a means to resolve a complaint . In this context it is important 
to note that legitimacy of a procedure is interconnected with its perceived fairness;247 hence a 
complainant is likely to receive signals that a complaint mechanism lacks legitimacy where fair 
processes appear to be lacking . 
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The costs of loss of legitimacy associated with a procedure are potentially significant where  
the associated authority has a significant institutional role within a society. For example, 
research on procedural justice relating to police complaints highlights that failures to satisfy  
just procedures ultimately undermine the legitimacy of the police themselves, and thus 
undermine their ability to perform their function: 

police legitimacy is diminished when complaints systems cannot be relied on . This 
is not simply a theoretical problem existing at the level of political philosophy; it has 
practical implications for the ability of police to do their job and carry out their sworn 
duties . When the legitimacy of police is questioned, members of the public are less 
willing to assist them (e .g . by ‘reporting incidents, undertaking crime prevention 
activities, and generally being helpful in the community’), and less willing to cooperate 
with them, thereby making crimes more difficult to solve and increasing the likelihood 
that force will be needed to resolve situations .248

The centrality of perceived legitimacy to justice processes has implications for complaints 
relating to violence, abuse, neglect and exploitation of people with disability . If a process 
for addressing violence, including the process of seeking help from authorities such as 
police, ‘cannot be relied upon’, this in turn invalidates the legitimacy of these authorities 
to perform their role . Relevant to some living situations for people with disability – such 
as within congregate supported accommodation or within prisons – these failures of 
legitimation may play out in different ways because of the reality of closely confined forms 
of living .249 One implication is that a failure in procedural justice will highlight to everyone in 
that accommodation facility that the complaint mechanism itself lacks legitimacy and is not 
trustworthy: ‘this allows the process of losing legitimacy to play out with impressive fluidity, 
more so than might be seen in the general community where gestures by a regime are more 
likely to be private matters; to be kept from the opportunity to impact collective impressions.’250 
As we shall explore in Chapter 5, belief that a complaint mechanism is untrustworthy and will 
lead to no outcome is one reason that some people with disability do not complain in relation  
to violence, abuse, neglect and exploitation . 

Another aspect of trustworthiness relates to the faith that the authorities administering a 
procedural justice mechanism ‘are motivated to be sincerely helpful and caring’ and ‘give 
priority to the best interests of the community, and are honest and open.’251 This places 
a significant pressure on complaint mechanisms to build trust with a community in order 
for potential complainants to feel confident that they can trust the procedure. A complaint 
mechanism which is perceived to act against the interests of complainants will have minimal 
appeal as an avenue for justice . Here, the ability of a complaint mechanism to protect 
individuals from retribution as a result of making a complaint is paramount . In Ellem and 
Richard’s study of ‘young people with cognitive disability’ (YPWCD) and police, they find  
that complaints to police are undermined by the reality that safety from retribution cannot  
be guaranteed: 
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Service providers also indicated that complaint processes against the police were usually 
not effective for YPWCD. Three participants from youth services and community legal 
services stated that YPWCD did not follow through with complaints even with support . 
This was seen as largely due to fear of consequences, such as further attention by the 
police, and YPWCD’s inability to prove poor practice when there were no witnesses 
present . A youth lawyer spoke of potential retribution for making a complaint: ‘You 
honestly have to say to a young person you can’t guarantee that that won’t happen’252

As we shall discuss in Chapter 5, fear of retribution is one reason some people with disability  
do not complain . Indeed, as indicated in Chapters 6 and 7, these fears are realistic at least in  
so far that some people with disability have experienced retribution after a complaint . The recent 
amendments to the Royal Commissions Act 1902 which provide for additional protections for 
people with disability and those speaking on their behalf, highlight that even public procedures 
with high levels of transparency and apparent trustworthiness – i .e ., Royal Commissions – are 
not immune from barriers which prevent individuals from reporting violence, abuse, neglect and 
exploitation due to fear of retribution . 

This fear of retribution is connected with the problem of how stigmatised minorities and groups 
which have experienced structural discrimination might ‘trust’ a complaint mechanism. Certainly, 
literature on procedural justice relating to police complaints highlights that trust is a significant 
problem for some minorities who have experienced discriminatory forms of policing; one study 
highlighted that perceived ability to complain is ‘influenced by one’s social position more broadly 
(e .g . mental health, socioeconomic status, race or ethnicity) . Community members repeatedly 
expressed a significant degree of frustration with what is depicted as a “rigid”, “unfair”, and 
“opaque” system where complainants are treated unequally.’253 These findings expose at least 
one issue with many procedural justice approaches: namely they assume the potential neutrality 
of procedures and tend to ignore deep seated, structural and historical forms of injustice .  
Long argues: 

the procedural justice thesis fails to explicitly name racism or racialized processes  
of criminalization as mediating citizen/police encounters . There is an implicit acceptance 
that policing operates on the principle of consent and that it is both possible and 
desirable for all citizens to consent to being policed in order to secure legitimacy 
… Within a racially predicated society, Black bodies are constructed as the undesirable 
Other in relation to crime prevention and control . Racialized police practices, which 
respond to criminalizing narratives of the Black suspect, serve to uphold the racially 
predicated system of White supremacy…254

The failure of procedural justice to provide a framework through which justice processes can 
acknowledge and address structural oppression certainly has implications for the design of a 
complaint mechanism intended to deal with violence, abuse, neglect and exploitation of people 
with disability . People with disability face entrenched discrimination within institutions and law 
which means that mechanisms cannot claim to be neutral in operation . Further, as indicated by 
the above quote, the experiences of some people with disability will be shaped by other  
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spheres of oppression such as racism and colonialism which may have implications for their  
interaction with procedures . Given these realities, there is every reason for complainants with  
disability to believe that authorities administering complaints cannot be trusted to do so in a  
non-discriminatory way . 

Research on complaints has shown that there is a so called ‘Matthew Effect,’ where those 
who are already advantaged are likely to disproportionately use and benefit from complaints 
mechanisms, while these same complaint mechanisms are not available or be effective for 
those who most need them .255 Of relevance, at least in the United Kingdom, it has been shown 
that ‘people who tend not to complain about public services are more likely to be young, male, 
black and minority ethnic, have disabilities and be unemployed.’256

3.1.1.2 Respectful Treatment

A procedure is considered just where it offers an opportunity for respectful treatment. As 
discussed above, to the extent that procedural justice provides a pathway for social validation, 
respectful treatment – the protection of rights, recognition of dignity, inclusion of perspectives 
and so on – is a core aspect of a just procedure . In considering how this might relate to people 
with disability who make complaints in relation to violence, abuse, neglect and exploitation, 
there are numerous implications . 

First, the way the complaint mechanism treats the complainant, including forms of politeness, 
courtesy and warmth extended to those who complain, and avoiding behaviours that indicate 
disrespect,257 will be of importance in building a sense of perceived respectful treatment . There 
are examples in the literature of disrespectful treatment of people with disability which highlight 
the way in which an authorised procedure may end up being experienced as dehumanising . 
For example, Ellem and Richards’ interviews with young people with cognitive disability on their 
experiences of policing highlight that while police can use their discretionary powers to reinforce 
experiences of respect, there were many examples which ‘included accounts of unnecessary 
physical force, use of threats and verbal put-downs’.258 Ellem and Richards also record 
instances where police were purported to be ‘trying to provoke young people into a reaction 
… including [through] the use of racial slurs.’259

Second, the question of respectful treatment interacts with ways in which authorities might be 
granted legal sanction to treat people with disability in a fashion that undermines concepts of 
respectful treatment and inherent dignity, and are at odds with the requirement to recognise 
equality before the law . For example, use of forced restriction, treatment and seclusion, 
incarceration of people who have been determined unfit to plead, and/or systematic economic 
exploitation of people with disability within some employment services are all examples of 
disrespectful treatment where the equal right to dignity is undermined by legally authorised 
forms of exclusion, discrimination and violence . 260 261 262 Importantly, denial of people with 
disability’s equal standing before the law through use of substitute decision making reinforces 
system failures to afford respectful treatment, as by definition adults with disability who are not 
recognised as legal persons are not provided levels of dignity that are equivalent to others .263 
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At least one important problem here is that denial of legal personhood immediately undermines 
the legal ‘credibility’ and capacity of the person making a complaint; for example, it has been 
observed that women with intellectual disability who report violence to the police are questioned 
in relation to their reliability .264 As shall be discussed in Chapter 6, this aligns with experiences of 
some people with disability who are not believed when they report violence, abuse, neglect or 
exploitation to police and other authorities . It is in the context of the relationship between respectful 
treatment and legal capacity that recognition of legal personhood, and support to realise equality 
under the law (including through supported decision making) is a starting point for conceptualising 
respectful treatment in relation to people with disability who use complaint mechanisms . 

Third, discriminatory attitudes towards people with disability that shape society in general will 
in turn shape procedures that normalise non-respectful treatment . For example, the routine 
questioning that people with disability are subject to about self-disclosed disability status, often 
reinforced by a demand for independent expert verification, is a reminder of a generalised 
pattern of stigma that assumes, at least within administrative systems, that people with disability 
are untrustworthy and unreliable in understanding their own experience .265 Reversing these 
assumed cultural norms through the design of the complaint mechanism will go some way 
towards counteracting the systemic effect of these prevailing discriminatory attitudes on the 
outcomes of complaints . 

3.1.1.3 Neutrality

Within the context of procedural justice, neutrality is evidenced by ‘absence of bias by principled 
conduct and decisions, consistency, even-handedness, and transparency.’266 To an extent 
‘neutrality’ interacts with the elements of trustworthiness and respectful treatment described 
above: absence of bias will help establish trust in those who manage the procedure; while 
respectful treatment will in part involve treating individuals in unbiased ways . 

An issue of key relevance here is the question of whether a complaint mechanism is perceived 
by the complainant as having independence from the object of complaint . Scholarly discussion 
of a range of different contexts, including policing and prisons, highlights that this is a key barrier 
to perceptions of procedural fairness . For example, in the context of policing, Schulenberg et al 
argue that because police wield coercive power, it is appropriate there are higher levels of public 
scrutiny;267 however, they also point out that a failure of perceived independence compromises 
the legitimacy of police complaint systems: 

The data suggest citizens perceive a fair complaints system to be independent from 
the police . Upon closer examination, the concept of independence is associated with 
a strong belief that the decision making and investigation process lacks transparency, 
is weighted in favour of the police and is unable to adequately hold officers and itself 
accountable to public scrutiny due to the prevalence of complaints being investigated by 
the police .268 
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Similarly, in the context of research of prisoner grievance systems, it has been observed that 
‘gestures by the regime, such as communicating indifference to inmate problems via denial 
of timely, transparent, appealable, ethical grievance system, had broad impact,’ including in a 
relationship between prison violence and poor complaint systems .269 Relevant here too is the 
question of who is perceived to fund a complaint body: for example there is a risk of perceived 
non-neutrality if a prison inspector is funded by a Department that is responsible for corrections .270 
This caution about perceived independence might extend to the names given to bodies that 
are empowered to receive complaints . For example, in the case of the Scottish Public Service 
Ombudsman (SPSO), ‘the similarity of the office’s acronym to that of the Scottish Prison Service 
(SPS) was considered unhelpful and has subsequently led to a name change.’271 

One view of a complaint mechanism (and the institution that administers it) is that its function 
is to be an unwavering impartial arbiter between the person who complains and the institution 
or individual that has caused a grievance . However, work on procedural justice approaches 
relating to Ombuds reveals a fascinating scholarship which points to a function for complaints 
mechanisms as operating in more positive ways to defend the rights of individuals . For example, 
Langen et al observe: 

The ombudsman is clearly intended to be a countervailing power to the authorities . 
Opinions differ as to whether the ombudsman should be squarely on the side of the 
citizens, or a neutral third party, mediating between the authorities and citizens . In 
France for example, a recent name change of the ombudsman institute illustrates this: 
For many years the institute was called the ‘Médiateur de la République’, but in 2011 its 
name was changed to ‘Défenseur des droits’. In the Netherlands, the mission statement 
of the ombudsman for many years was ‘protecting the citizen against improper conduct 
of the authorities.’272 

These perspectives coalesce with other studies which have indicated the possibilities for 
developing ‘People’s Ombudsmans’: namely, ombuds that are strongly participatory, and also 
feature active outreach and activities ‘to ensure that disadvantaged and marginalised individuals 
and communities are encouraged to see themselves as part of the ombud’s natural constituency 
and not as outsiders.’273

The example of People’s Ombudsmans offers a variation on the question of neutrality in 
pointing out there is the possibility of structuring a just procedure as defender and protector of 
rights, potentially in a way to overtly correct a situation of structural injustice . Here literature on 
ombuds highlights that while a complaint mechanism is clearly a substitute for a more costly 
court mechanism, it also has potential to offer forms of justice, including in procedure, that are 
not available through the criminal justice system: 

Ombudsman institutions can have advantages over courts and administrative tribunals, 
including being free . Ombudsmen often deal with economic, social/cultural and third-
generation human rights that are often not legally binding in domestic law . They operate 
according to a broader concept of ‘justice’ that is not limited to legality.274 
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These features of ombuds highlight there is potential in imagining a complaint system that is 
overtly structured to address injustice in society, including through the procedures utilised which 
validate and empower individuals in ways that are otherwise not available or accessible in that 
society . Here the complaint mechanism is structured to correct an imbalance and appears, 
more overtly, on the side of achieving justice for the complainant . As we shall argue in Chapter 
8, there is scope to imagine a complaint mechanism that enables reporting of violence, abuse, 
neglect and exploitation towards people with disability as a ‘defender of rights’. This would assist 
to create a strong sense of trustworthiness in the mechanism, and to recognise longstanding 
historical injustice as the context for the mechanism’s existence. 

3.1.1.4 Voice

Perhaps the most discussed elements of procedural justice are those that allow for voice 
and participation . As Tyler summarises, ‘people feel more fairly treated if they are allowed to 
participate in the resolution of their problems or conflicts by presenting their suggestions about 
what should be done.’275 In this respect, voice and participation strongly correlates with some of 
the elements above, including respectful treatment, since having an opportunity to be heard as 
part of a procedure ‘conveys that one has some social standing in the community and shows 
that the authorities value community members and their opinion.’276 As is typical in much of the 
literature on procedural justice, there is evidence to suggest that people value the opportunity 
to express their voice, even if in the end the procedure does not lead to an outcome that is 
favourable . For example, in the context of complaints against police, De Angelis observes: 

Individuals who were able to explain their complaint to the officer’s supervisor were 
much more likely to be satisfied than individuals who had their complaints either 
dismissed or fully investigated. More strikingly, levels of satisfaction were no different 
between individuals who had their complaint dismissed after a brief investigation and 
complainants who had their complaint fully investigated .277

Here, as Tyler observes, having voice does not necessarily mean that individuals expect to 
control the outcome: ‘people are primarily interested in sharing the discussion over the issues 
involved in their problem or conflict, not in controlling decisions about how to handle it.’278 At 
least one reason for this is that allowing individuals voice is, in the context of a group model  
of procedural justice, a pathway towards social inclusion of the complainant: 

Procedures that allow voice are seen as fair because they provide opportunities for 
participation in group process and because the opportunity to exercise voice constitutes 
a visible marker of group membership… the voice effect does not require that voice 
be effective in producing favorable outcomes but does require that the decision maker 
appear to be giving due consideration to the expressed values and arguments . If it is 
group participation and status affirmation that are important, these are obtained as soon 
as it is obvious that one’s views are expressed and considered; there is no need for  
a positive outcome to confirm these values.279 
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In this respect, as discussed above, there are substantial opportunities within the design  
of a complaint mechanism to offer complainants forms of social inclusion and respect,  
simply by supporting individuals to express themselves and be recognised . 

While the above discussion is useful, it should be acknowledged that voice is a multifaceted issue 
for people with disability . For many people with disability the ability to be heard is interconnected 
with the means of support available to allow this voice to be heard . As discussed above, legal and 
social norms which remove legal capacity from people with disability, and forms of substituted 
decision making, prevent people with disability from expressing voice . In a practical sense, 
accessibility of procedures in the broadest way, including ability to engage with the complaint 
procedure in a multitude of forms, and availability of support to allow people to realise legal 
capacity, will be vital to the success of enabling expression of voice . 

The ability of people with disability to be heard is also potentially compromised by society 
wide discrimination which invalidates voices of people with disability . The philosopher Miranda 
Fricker explores the forms of ‘epistemic injustice’ that shape what we know and how we see 
the world .280 In this context Fricker described ‘testimonial injustice’ as when ‘prejudice causes 
a hearer to give a deflated level of credibility to a speaker’s word.’281 Testimonial injustice is a 
useful way to describe routine forms of treatment of people with disability as lacking credibility 
and perhaps even viewed as being deceptive when they complain . Scully provides the following 
everyday example of testimonial injustice and its relation to people with disability: 

people with hearing impairment who use a hearing aid can, in principle, make use of 
induction loops in public buildings such as theatres or cinemas . This technology couples 
sound from a microphone directly to the aid, cutting out background noise and improving 
the clarity of what the deaf person hears . Even when installed, however, induction loops 
are often poorly maintained and so stop working properly . Deaf people often have the 
experience of complaining about a nonfunctioning induction loop, only to be told that the 
loop is definitely installed, is definitely switched on, is definitely working (so the fault must 
lie in the person’s own hearing aid: have you checked that it’s switched on?), etc. There 
is overt skepticism that someone who may have been using induction loops for decades 
knows what they are talking about; there may even be suspicion that the complaint is 
being made for other reasons, perhaps with the aim of getting compensatory tickets  
from a cinema .282

Obviously, implications of testimonial injustice are significant for people with disability who 
complain about experiences of violence, abuse, neglect and exclusion, and contribute to a 
perception that complaints around violence will not be heard . One example of this, which  
we will see in Chapters 5 and 6, is that some people with disability report that they have 
experiences of not being believed, or have a fear of disbelief, in relation to complaints  
about violence, abuse, neglect and / or exploitation . 

Fricker also describes an additional form of epistemic injustice, namely ‘hermeneutical injustice’ 
which occurs ‘when a gap in collective interpretive resources puts someone at an unfair 



76 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

disadvantage when it comes to making sense of their social experiences.’283 A facet  
of the widespread discrimination people with disability face is the reality that the social world 
is constructed in ways that reflect a prevailing ‘ableism’ and a set of world views that are at 
odds with the experiences of people with disability . One aspect of this, which is relevant to just 
procedures, is the way in which procedures are constructed to validate and reinforce ableist 
perspectives of people with disability; for example, forcing individuals to conform to medicalised 
or deficit narratives in order to attain support or air a grievance, or by excluding legally or socially 
authorised forms of violence from the remit of a complaint mechanism .284

3.1.2 Procedural Justice without Just Outcome? 

The above discussion of trustworthiness, respectful treatment, neutrality and voice suggests 
that these procedural justice principles are highly important for design of a complaint 
mechanism that is relevant to people with disability who experience violence, abuse, neglect 
and exploitation . However, one caveat is required . While the tendency of at least some 
of the procedural justice literature would suggest that outcomes are of less importance to 
complainants than whether just procedures have been utilised to arrive at a decision, it is not 
clear that this finding is necessarily generalisable to all people, including people with disability. 
Despite expansive literature on procedural justice in a variety of settings, there are only a small 
handful of studies which have surveyed experiences of people with disability themselves with 
respect to procedural justice . 

To an extent, it is reasonable to assume that complaint mechanisms relating to violence, abuse, 
neglect and exploitation experienced by people with disability have been deficient with respect 
to both the justice of procedure and their ability to achieve just outcomes . Indeed, as indicated 
by Chapters 6 and 7 of this report, some people with disability experience a combined failure 
of justice in process and justice in outcome . Given this, there is no reason to assume that it 
is possible to reform procedures without dealing with outcomes . Perhaps relevant to this, is a 
recent study of prisoners which demonstrates, against the findings of much procedural justice 
literature, that ‘not only are actual grievance outcomes more important to these prisoners’ 
satisfaction than their perceptions of a fair process are, but in many cases the former drives 
the latter.’285 The authors of that study observe that this may in part be due to the ‘high stakes’ 
nature of prisoner complaints – for example an outcome which might lead to potential early 
release – which places increased emphasis on outcomes rather than procedure .286 Arguably this 
is of relevance to some circumstances that face people with disability who make a complaint in 
relation to violence, abuse, neglect or exploitation; for the complainant, this is not a small scale 
grievance, but a serious complaint which places increased emphasis on outcome . 

3.2 Justice in Outcome

In the previous section we examined just procedures, and the way in which positive experiences 
of process can contribute to a sense that justice has been achieved . However, as discussed, 
outcomes for complaint processes remain important; indeed, as we shall discuss in Chapter 7 
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of this report, there is evidence to suggest that some people with disability who report violence, 
abuse, neglect and exploitation experience a combined failure of both fair processes and just 
outcomes . In this respect, understanding what a just outcome is following a complaint about 
violence, abuse, neglect and exploitation is important . This section examines some principles 
for understanding the sort of outcomes that a complaint mechanism might produce to create 
individual and system wide justice . 

3.2.1 Distributive, Rectificatory and Recognition Justice
‘Justice’ is a broad and contentious term, linked to a variety of different theories that might 
contribute to an understanding of justice in outcome, whether this applies to an individual or 
to a society in general (i.e. ‘social justice’). The ancient philosopher Aristotle offered at least 
two prominent understandings of justice: namely a form of justice that is ‘distributive’ in nature, 
and an alternative form of justice that is ‘mathematical’ or arithmetic in nature.287 The former 
distributive conception of justice is interested in how goods, resources and status is distributed 
in a society, and the role of equality in creating fairness .288 On the other hand, rectificatory 
justice is concerned with how to reconcile a harm after an unjust injury has been caused; as 
Aristotle argues, a judge is often called upon in these cases to assess a harm and find a way  
to provide equality after a party has been aggrieved .289 

These two ideas of justice – distributive and rectificatory – remain relevant today, and are 
interconnected. To an extent just rectification is the most straightforward to apply to the design 
of complaint mechanisms because of its focus on responding fairly to demonstrated harm . In 
this view, where unfair harm is demonstrated, the complaint mechanism should seek to rectify 
harm caused, for example by providing financial compensation for the ‘detriment sustained 
directly or indirectly as a result of the original problem.’290 As shall be discussed below, there are 
several ways to imagine redress that might rectify individual injustices. However, rectification of 
harms is also related to questions of distributive justice . Discrimination, stigma and oppression 
can shape who is seen as being owed justice and can also shape what forms rectification 
can take . As discussed above, people with disability arguably experience forms of ‘testimonial 
injustice’ where ‘prejudice causes a hearer to give a deflated level of credibility to a speaker’s 
word.’291 As shall be discussed in Chapters 5, 6 and 7, the experiences of people with disability 
reflect this testimonial injustice: some people with disability do not complain about violence 
because they fear they will not be believed, and certainly, there are accounts of people with 
disability who complain who are not believed. Testimonial injustice is in part a ‘distributional’ 
problem, relating to the way status is distributed in societies . From this standpoint, unless we 
address the political, legal and economic inequalities which devalue and dehumanise people 
with disability, then it is difficult to tackle hurdles faced by people with disability when they 
complain about violence . Similarly, as discussed in Chapter 1, much violence experienced 
by people with disability is directly related to institutionalisation and segregated living 
environments; dealing with the causes of violence in this case has to engage with questions  
of distributive justice, and the allocation of resources to ensure that people with disability do  
not have to live in these environments . 
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Distributive justice might be shaped by different principles, and justice theory reflects 
longstanding debates about these principles . The principles which shape distributive theories  
of justice could include: 

• Equality in status and treatment. This is something which, to an extent, underpins 
international human rights norms, such as Article 1 of the Universal Declaration of 
Human Rights (‘All human beings are born free and equal in dignity and rights . They are 
endowed with reason and conscience and should act towards one another in a spirit of 
brotherhood’).292 As discussed in Chapter 2, the Convention on the Rights of Persons 
with Disabilities stipulates that people with disability must be treated with equality and not 
discriminated against, and enjoy equality before the law (Articles 5, 12 and 13) . Conceptions 
of equal status or dignity are important in the design of complaint mechanisms in recognising 
equal legal rights to complain, and the need for respectful treatment . 

• Utility and Common Interest. Utilitarian principles emphasise the ‘good’ associated with 
maximising utility or benefit for individuals, and suggest that maximising benefit in the 
collective interest is a way to decide on a just distribution of resources .293 While decisions 
on what is in the common or collective interest are notoriously difficult to assess, individual 
and collective utility are potentially important considerations in the design of complaint 
processes . On an individual basis, a decision whether to complain might be shaped by the 
potential individual costs to complainants; here the ‘benefits’ have to outweigh the ‘costs’ 
in order for people to feel it is in their interests to complain .294 On a society wide basis, 
one way to assess effectiveness of a complaint process is whether it works in the common 
interest; that is, beyond resolving individual grievances, does the mechanism also achieve 
broader goals, such as reform of faulty systems, or humanisation of individuals who have 
been marginalised . 

• The Difference Principle. John Rawls’ influential account of justice described an alternative 
approach to achieving fair distribution in the form of the ‘difference principle.’295 This 
view suggests that while equality in relation to rights should be a foundation for a just 
society, inequality in wealth and status may be acceptable if these inequalities are based 
on accepted principles . For example, positions of authority may be agreed to if they are 
awarded on the basis of merit or expertise; or inequalities in income and wealth may be 
considered fair where these inequalities prove advantageous to the least advantaged . 
Accounts such as that of Rawls provide a rationale for unequal outcomes: for example  
a complaint mechanism might provide different levels of monetary payment as  
compensation on the basis of need, which work to the benefit of the least advantaged. 

• Flourishing and Capabilities. Capabilities theorists such as Amartya Sen and Martha 
Nussbaum are interested less in the distribution of goods and resources, and more 
interested in how these goods and resources impact individuals .296 Here, a just outcome 
is referenced against how goods and resources assist individuals to live a ‘good life’; 
Nussbaum insists that people with disability ‘deserve all the prerequisites of a good 
human life.’297 For the design of a complaint mechanism, a capabilities approach would 
be interested in both preferences of the complainant in terms of outcome, but also about 
creating outcomes which maximise the flourishing of individuals: for example by not merely 
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providing monetary compensation but also resources and support that might enable  
an individual to participate, and by introducing changes to material conditions that  
would otherwise reproduce violence and deprivation . 

• Non ‘Ideal’ and Critical Approaches. Many of the above theories of just distribution are 
‘ideal’ in nature: they rely upon the construction of abstract principles and application of 
these principles to non-ideal situations . There is a long tradition of justice thinking which is 
less interested in ideal theory and more focused on how unfair distribution of resources is a 
product of the way in which structures of society produce these inequalities; this is perhaps 
most clearly evident in Marxist approaches to justice .298 To an extent these perspectives 
have had a shaping effect on early social model disability theorists such as Mike Oliver, who 
saw the social production of disability as interlinked with the social and economic structures 
of our society .299 Critical perspectives have also been important in shaping feminist and 
critical race studies approaches: for example Charles Mills’ rejection of the ideal justice theory 
in favour of an approach that treats the facts of history, including colonialism and racism, as 
the starting point for justice claims .300 For a complaint mechanism, critical approaches to 
justice would have implications for design of outcomes which focus on changing conditions 
which generate the complaint: for example ending segregation and institutionalisation as a 
solution to continual complaints about violence, abuse, neglect and exploitation . It can also 
mean taking into account the bigger picture; for example, the way in which settler colonialism 
shapes our institutions and the violence experienced by First Nations people with disability .301 

The above approaches might be considered as ‘distributive’ in so far as they are not directly 
shaped by the demand to rectify a harm, and a more interested in the just distribution of 
resources, opportunities and status in a society . 

However, rectification of harms remains an important aspect of just outcomes, and as shall 
be explored below, certainly shapes many legal remedies. Just rectification also interacts with 
many of the structural issues described above, and can itself provide a powerful way to frame 
and focus justice claims . For example, feminist philosopher Iris Marion Young argues that we 
need to move beyond distributive theories of justice and focus instead on rectifying injustice; 
the latter understood as the experience of oppression and domination .302 Young’s definitions of 
oppression and domination are highly applicable to the circumstances that people with disability 
find themselves within. Oppression for Young is defined as ‘systematic institutional processes 
which prevent some people from learning and using satisfying and expansive skills in socially 
recognized settings, or institutionalized social processes which inhibit people’s ability to play and 
communicate with others or to express their feelings and perspective on social life in contexts 
where others can listen.’303 Young understands domination as comprising ‘institutional conditions 
which inhibit or prevent people from participating in determining their actions or the conditions 
of their actions.’304 In this context, rectification of harm after a complaint relating to violence, 
abuse, neglect and exploitation would not simply respond to a demonstrated ‘loss’ or ‘damage’ 
but would require rectification of the systemic injustice that produces this harm; for many people 
with disability, this would necessitate radical changes to living contexts and support systems 
which at present contribute to and reproduce violence . 
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Rectification is also an important factor in dealing with historical claims of injustice. For 
example, if current inequality and disadvantage can be traced to unfair historical conditions 
and processes, then there is a case for present day rectification to deal with an historical 
injustice .305 For example, in an Australian context, the systematic withholding of the wages  
of First Nations workers in the twentieth century has led to calls for reparations schemes to 
return wages to workers and their descendants .306 As shall be discussed in this report, many 
people with disability have experiences of violence, abuse, neglect and exploitation over their 
lives which have never been brought to justice; rectification of historical injustice through a 
variety of forms – truth telling, apologies and monetary compensation – would be appropriate 
to consider in these circumstances . 

A final element to consider in relation to justice in outcome relates to ‘recognition’. Distributive 
models of justice often focus on the allocation of resources – wealth, income, compensation, 
property – as a way to achieve justice . However, as discussed above in relation to procedural 
justice, many individuals demand forms of respectful treatment which suggest that justice 
in process is tied to the experience of being socially included and validated . Recognition 
approaches to justice highlight ways in which justice claims are tied to ‘social patterns of 
representation, interpretation, and communication.’307 Recognition as a justice goal is important 
to consider given the dehumanisation and stigma many people with disability experience . Some 
forms of justice in outcome after a complaint relating to violence – such as a formal apology  
– conform to the demand for recognition: both in recognising that the violence which occurred  
was wrong, and in recognising the survivor as having had their inherent dignity violated . 

3.2.2 Redress Options 
Criminal law, civil law, and administrative authorities all provide forms of redress in relation to 
harm experienced . In many ways these forms of justice are shaped by some of the narratives 
described above, either seeking to rectify a harm by providing compensatory benefit, or 
seeking forms of distributive justice which modify institutions and practices, or by providing 
forms of recognition of harm which enable symbolic justice . The discussion below describes  
a range of forms of redress that might be applied to a complaint about violence, abuse,  
neglect and exploitation . 

3.2.2.5 Criminal Sanctions
Where individuals are found culpable for a criminal act, a variety of sanctions might be 
applied including a fine, a good behaviour bond, home detention and imprisonment.308 Broadly 
speaking, these criminal sanctions serve multiple purposes, including: as a form of retribution 
for the criminal act and the harm caused; as a form of incapacitation to prevent the offender 
potentially harming the victim survivor again or harming others; as a deterrent to prevent the 
convicted person from committing the criminal act again; as a form of denunciation to signal 
to the offender and others that the law should not be broken; and as a form of rehabilitation 
which aims to work on the offender to prevent re-offending.309 Criminal sanctions can work with 
other forms of victim protection such as sentencing and parole conditions which stipulate that 
an offender must not be allowed near a victim-survivor, or that the offender must avoid certain 
areas the victim-survivor frequents .310 
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Application of criminal sanctions upon perpetrators is a common outcome of a court response to 
a substantiated allegation of violence, abuse, neglect and exploitation . To the extent that people 
with disability are guaranteed equality before the law, then criminal sanctions should be equally 
applied to perpetrators of violence against people with disability, and must be considered as one 
example of a ‘just outcome.’ However, as discussed in Chapter 1, courts may not be equipped 
to provide this justice to many people with disability, including because of poor accessibility and 
lack of supports . Indeed, an observation of the 2015 Senate Inquiry into Violence, Abuse and 
Neglect against People with Disability in Institutional and Residential Settings was that  
‘the currently available supports for vulnerable witnesses are under-utilised and that people  
with disability are discouraged from reporting crimes, or subjected to discriminatory tests 
to prove their legal capacity.’311 Courts also can fail to provide justice for some people with 
disability, where stereotypes around disability intersect with race, gender or sexuality .312  
Further, the prison and criminal justice system more broadly can be critiqued for sustaining  
the structural oppression of many marginalised groups, including people with disability who  
are overrepresented within prisons, and who, along with the majority of the prison population, 
have also experienced victimisation .313

3.2.2.6 Civil Remedies

Complainants may also pursue civil remedies to address their grievances . Civil procedures  
may be more appealing to victim-survivors than going through the criminal justice system,  
as the civil system requires a lower burden of proof, is often a less traumatising experience for  
victim-survivors, and can deliver outcomes that protect victim-survivors from further violence .314 

Protection Orders, also known as apprehended violence orders, intervention orders or 
restraining orders are the most used form of civil legal redress in response to domestic 
violence in Australia .315 This may be because protection orders are often the most accessible 
and immediate form of relief and protection from violence .316 Protection orders impose certain 
conditions on perpetrators which typically restrict their movement and access to the victim-
survivor .317 These may include orders to maintain a certain distance from a victim-survivor’s 
home, to avoid shopping, recreation or religious centres the victim-survivor might attend, and 
may include restricted access to children and other family members .318 Protection orders are 
issued under civil proceedings, however they are enforced by police, and if a perpetrator 
breaches the conditions of a protection order, criminal sanctions can be applied .319 

However, apprehended violence orders may have certain limitations when applied to people 
with disability . Certain relationships may not be covered by protection orders, for example 
relationships with paid carers or staff within disability institutions, and certain settings might be 
excluded, such as prisons. Further, certain forms of violence, such as neglect, financial abuse, 
or forms of disability-specific violence such as withholding medication or restricting access to 
aids such as wheelchairs might not be covered by these orders .320 For people with disability 
who rely on a carer for their everyday needs, a protection order against this carer may cause 
other forms of harm unless other supports are provided at the same time . Evidence surrounding 
the efficacy of protection orders also shows that while orders may result in a de-escalation of 
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physical harm, other forms of violence, such as stalking, verbal abuse, harassment, threats  
and intimidation may continue or increase after protective orders are put in place .321 However, 
victim-survivors generally feel safer after a protection order is enacted, even if this does not 
result in a complete halting of the abuse they experience .322 

Damages are another outcome potentially afforded to complainants after experiencing 
violence, and reflect the principles of rectificatory justice outlined above. Damages typically 
amount to financial compensation, and in the context of discrimination, are ‘designed to place 
applicants in the position in which they would have been if there had not been an act of unlawful 
discrimination committed against them’.323 Damages may be paid to compensate for loss of 
income or earning capacity, for services that need to be accessed in the aftermath of harm 
(such as medical and psychology fees) and for emotional damage and distress .324 Damages 
compensate for both present and anticipated losses .325 Most types of damage respond to an 
injury the victim-survivor has incurred, however some forms aim to punish the respondent of  
the complaint, called exemplary or punitive damages .326 

Damages can be the outcome of ‘tort’ claims. Torts are civil ‘wrongs’ which, while sometimes 
constituting criminal acts, are dealt with by civil law . The aims of torts are ‘to provide remedies 
for the damages incurred and deter others from committing similar ‘harms’’.327 Torts can include 
battery, assault, trespass, intimidation, negligence, intentional or reckless infliction of emotional 
distress, false imprisonment, and wrongful death, and can be committed by individuals, 
corporations and government departments and agencies .328 Torts cases can also be brought 
against third parties ‘for playing a causative or collusive role in the abuse either through their 
acts or their omissions’.329 

Awards of damages have limitations in the context of disability . Damages claims must 
demonstrate that individuals have been wronged, which may require complainants to play 
into negative ‘deficit’ stereotypes in order to prove harm.330 Further, damages typically restore 
people to their previous position; low income people can only claim damages to restore them to 
their previous situation, which does not address the structural injustices that initially led to their 
poverty .331 Damages claims also potentially rely on medicalised and normalising judgements 
about loss associated with disability: for example there are many torts cases seeking 
compensatory damages in relation to injury that leads to impairment, or ‘wrongful life claims’  
for people who are born with impairment that is perceived to have been due to the actions of  
‘a doctor or another party who owes or owed a duty of care to that person.’332 Adjustments made 
for life expectancy also impact the damages people with disability can receive,333 and there can 
be arbitrary differences applied in damages received between ‘mental’ and ‘physical’ injury.334

3.2.2.7 Other Remedies

There are a range of other forms of redress complainants may seek as an outcome . It is 
notable for example that, at least in the context of administrative health care complaints, there 
is evidence that many complainants seek non-monetary remedies .335 Some of these forms of 
redress include: 
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• An order to not repeat the unlawful act. In some cases an administrative authority or 
organisation can be compelled to not repeat or continue an act . This course of action  
can be effective for changing conduct that ‘without any specific mechanism to make it  
stop, will continue.’336

• A communication. In some cases an order can be made to provide an apology or explanation . 
This outcome might be an admission of wrong by a perpetrator or institution, and is sometimes 
the main source of remedy that complainants desire; in one study on healthcare complaints, 
‘over half (57%) of complainants sought communication in the form of information about what 
had happened in the care breakdown, an expression of responsibility, or an apology’.337  
A communication can also take the form of a learning, where an organisation takes steps  
to change policies and publicly states how it will do better in future .338 

• Promotions or transfers. In cases of employment discrimination, an organisation can be 
compelled to ensure ‘that the person be employed, transferred or promoted to the position 
which they were denied due to the unlawful discrimination.’339 

3.2.3 Transitional and Transformative Justice

Relevant to justice in outcome, and inter-related with the discussion above around distributive 
justice and structural change, is the concept of ‘transitional justice’. The term is often deployed 
to think about forms of intermediary justice which follow historical periods when societies 
liberalise, or when rule of law prevails after a period of conflict or civil breakdown; for example 
the ‘Valech Report’ which followed the atrocities of the Augusto Pinochet regime in Chile, the 
South African Truth and Reconciliation Commission which marked the end of the apartheid  
era, or the International Criminal Tribunal for Rwanda which was established after the Rwandan 
genocide in 1994 .340 However, transitional justice can also be understood to follow ‘paradigm 
shifts in conceptions of justice’ or as changing normative orders.341 Thus, a process of 
transitional justice could be applied to a situation where changing norms of justice frame  
routine practices of the past as historical wrongs; for example the landmark 1997 Bringing 
Them Home Report is often understood as a historical moment which marked a public 
acknowledgement of past wrongs .342 

In 2010 the United Nations Secretary General released a guidance note on transitional justice, 
which articulated five main elements.343 Each has implications for how justice in outcome might 
be conceptualised: 

• Prosecution initiatives – This aims to ensure accountability that those involved in crimes 
‘are tried in accordance with international standards of fair trial and, where appropriate, 
punished.’344 Criminal sanction offers one way to hold perpetrators accountable, and counter 
perceived impunity for violence . 

• Facilitating initiatives in respect of the right to truth – Truth seeking and truth telling initiatives 
allow tribunals to ‘map patterns of past violence, and unearth the causes and consequences 
of these destructive events.’345 These should be tied to an archiving facility to preserve 
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knowledge and testimony. Truth telling allows victim-survivors and their families ‘voice’  
in making public experiences of violence; it also undermines the ideologies that normalise 
and explain away institutional violence . 

• Delivering reparations – Redress for victim-survivors ‘can include monetary compensation, 
medical and psychological services, health care, educational support, return of property 
or compensation for loss thereof, but also official public apologies, building museums and 
memorials, and establishing days of commemoration.’346 Redress attempts to provide forms 
of rectificatory justice for individuals, and create the circumstances where victim-survivors 
and their families can heal . 

• Institutional reforms – This involves transforming institutions to reorient them away from  
the orchestration of violence and repression towards peace and respect for human rights .  
It also can involve transforming the workforce of institutions, and ‘the disbandment of 
military, police or other security units that may have been systematically responsible for 
human rights violations.’347 Structural reform is essential in altering the institutions and 
practices that bear responsibility for the conduct of violence . 

• National consultations – This element, an addition to traditional models of transitional justice, 
recognises that change will require consultation and partnership with institutions and the 
public, assisting ‘victims and other members of civil society to develop local ownership of  
the resulting programme.’348  

Different elements of transitional justice are highly relevant to considering responses to 
violence, abuse, neglect and exploitation of people with disability . Public inquiry processes,  
such as the 2015 Senate Inquiry into Violence, Abuse and Neglect against People with Disability 
in Institutional and Residential Settings or the Royal Commission into Institutional Responses to 
Child Sexual Abuse often serve a truth telling function, allowing for public acknowledgement and 
reframing of mass violence .349 Truth telling can also take the form of availability of administrative 
data: for example, a bill is currently under consideration in Massachusetts that would open the 
records of individuals in institutions after 90 years, allowing for the stories of those incarcerated 
in residential facilities to become publicly available .350 Transitional justice initiatives can also take 
the form of community campaigns which create the context for truth telling and create a demand 
for redress, such as the Chicago Torture Justice Memorials project, which led a campaign for 
reparations for victim-survivors of torture at the hands of Chicago Police Commander Jon Burge 
and his subordinates from 1972 to 1991 .351

In many cases, transitional justice initiatives seek ‘transformative’ change, at least in so far as 
it ‘is concerned with the question of how to effect a social and political transformation from a 
political community whose past has been characterized by various forms of systemic violence, 
injustice and (in the human realm) violations of human rights, to one whose future is premised 
on and capable of sustaining just relations and social peace.’352 This important focus on 
transformation with transitional justice, and the critiques of the limits of ‘transitional justice’  
itself, have in turn led to ‘transformative justice’ becoming a growing field of inquiry.353 At least 
part of the move towards transformative justice is a reaction to the institutionalisation  
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of transitional justice within the law and State centric institutions, and the demand to locate 
control of transformation to communities that are impacted by change; as Paul Gready and 
Simon Robbins state, ‘transformative justice entails a shift in focus from the legal to the social 
and political, and from the state and institutions to communities and everyday concerns.’354 
There is also a demand for transformation that genuinely leads to structural change . Wendy 
Lambourne proposes four elements of transformational justice, which both borrow from the 
elements of transitional justice describe above, but also orient this form of justice towards 
substantive structural change; Lambourne argues that transformative justice would imply 
accountability (or legal justice), truth and healing, socio-economic justice and political justice .355

3.3 Conclusion

There are a number of implications of the above discussion of procedural justice and justice in 
outcome for the design of complaint mechanisms that respond to violence, abuse, neglect and 
exploitation experienced by people with disability:

• Application of procedural justice principles to the design of complaint mechanisms relating  
to violence, abuse, neglect and exploitation experienced by people with disability will go 
some way in addressing perceived injustice . 

• An opportunity available in the design of a mechanism is the capacity to recognise people 
with disability as participants within a society on an equal basis with others . As such the 
mechanism is a strategy of social, cultural, legal and economic inclusion . 

• A complaint mechanism will need to be perceived as trustworthy through use of fair 
processes by a legitimate authority that has the power to address the complaint and  
will need to safeguard against negative outcomes and retribution . 

• A complaint mechanism will need to work against generalised forms of discrimination 
experienced by people with disability in order to ensure respectful treatment; the starting 
point for this is accessibility of the mechanism and support within the mechanism to enable 
people with disability to exercise their legal capacity . 

• A complaint mechanism will have to appear neutral and independent in order to be effective; 
however, there is scope to imagine a complaint mechanism as being positioned as ‘defender 
of the rights of people disability’ in ways which build trust and community with people 
disability and their organisations . 

• There is much scope to ensure that complaint procedures provide avenues for the voices  
of people with disability to be heard; a challenge here is counteracting the prevailing forms  
of discrimination that systematically discredit the testimony of people with disability .

• While just procedures are important, they do not negate importance of just outcomes; 
arguable system failures relating to providing justice, and the high stakes nature of 
complaints relating to violence, abuse, neglect and exploitation experienced by people  
with disability suggest that the experience of a just procedure will be interconnected with  
the experience of just outcomes . 
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• In order to achieve justice in outcome, a complaint mechanism must seek to rectify harm 
experienced by individuals . There are a rich array of legal remedies available that would be 
appropriate to apply in circumstances where individuals experience violence, abuse, neglect 
and exploitation .

• Rectificatory justice must in some respects reflect the subjective preferences of those who 
are harmed. In this respect, enabling ‘voice’ for complainants is important in understanding 
what expectations are for just outcome . 

• In order to ensure equality before the law and non-discrimination, the remedies applied in 
situations where people with disability experience violence must be substantively equivalent 
to those that would apply to people without disability in the same circumstances (for example 
if perpetrators of violence against people without disability are routinely subject to criminal 
sanctions, then it would be discriminatory for these sanctions to not be routinely applied to 
perpetrators of violence against people with disability) . 

• In so far as much violence experienced by people with disability is structural and institutional 
in nature, complaints in relation to violence, abuse, neglect and exploitation are an 
opportunity to transform institutions and practices by addressing root causes . To the extent 
that these root causes are interconnected with deep forms of inequality, including in relation 
to disability, gender, race and sexuality, complaints relating to violence must also respond to 
these broader structural issues . 

• Given the likely substantial number of historical instances of violence experienced by people 
with disability that have not been provided recognition, there is strong demand to develop 
processes to rectify historical injustice . Transitional and transformative justice processes 
provide a framework for responding to these complaints and providing just outcomes by 
addressing accountability, truth, redress and institutional change .
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Chapter 4: Australian Complaint 
Mechanisms – A Survey
In this Chapter we consider the current landscape of complaint mechanisms that might 
be accessed by people with disability in Australia to report violence, abuse, neglect and 
exploitation . Findings presented in this Chapter are drawn from the comprehensive Australian 
Complaint Mechanism Landscape Table we developed as part of our project . That Table can  
be found in Appendix A . 

In the Australian Complaint Mechanism Landscape Table, we identified a range of key state, 
territory and national complaint bodies, based on the information provided on their websites, 
including where appropriate and available, policies and legislation . We included complaint 
bodies that are disability-specific in their focus – that is, bodies that focus on complaints relating 
to disability-specific settings, services or supports. We also included complaint bodies that are 
non-disability-specific in their focus – that is, complaint bodies that focus on the domains of 
education, health, social services, and justice – but in relation to which, people with disability 
may still seek to lodge complaints . Some complaint mechanisms are managed by bodies 
such as Ombuds, who have statutory independence; however, most complaint mechanisms 
discussed below are embedded within government agencies or within service organisations . 
Many organisations which manage complaint processes balance potentially conflicting tasks, 
such as regulating, funding and managing services; as we discuss, this is potentially a concern 
in relation to resolution of complaints of violence, abuse, neglect and exploitation . While the 
selection of complaint bodies in the Table is not exhaustive, our Table provides insight into 
a number of key issues relating to complaint, including what complaint bodies are available 
in different domains, the kinds of processes they apply to complaints, the consistency and 
differences between complaint bodies, and the processes that apply when responding to 
violence, abuse, neglect and exploitation . 

In total we looked at eleven disability-specific complaint bodies operating in Australia. This 
includes three national bodies for receiving and resolving disability-specific complaints – the 
NDIS Quality and Safeguards Commission, the Complaints Resolution and Referral Service 
and the National Disability Abuse and Neglect Hotline – as well as at least one disability-specific 
complaint body located in each state or territory of Australia . Our Table also includes seventy-
two non-disability-specific complaint bodies, with at least one national body for complaints 
available in each of the domains we considered, as well as two to three complaint bodies 
per domain in each state or territory in Australia . In compiling the Table, we have attempted 
to consistently approach similar complaint mechanisms in each jurisdiction . Occasionally, in 
order to indicate the diversity of different approaches, we have included complaint mechanisms 
relevant to people with disability – such as the Children’s Commissioner in the NT – but have 
not repeated this for every jurisdiction . Note as discussed in the Introduction to this report, our 
analysis does not offer an analysis of the performance of Australian complaint mechanisms 
in complaint resolution . Further, while some complaint bodies manage mandatory reportable 
conduct schemes, and these are interconnected with the functions of some complaint 
mechanisms, these schemes have not been examined as part of this report . This means that 
in practice complaint mechanisms may utilise a range of reporting pathways and procedures 
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additional to those available in a mechanism itself, or provide outcomes that have engaged 
such additional pathways and procedures that are differentiated and improve on publicly 
stated complaint processes .  As described in the Introduction, further empirical study of the 
experiences of people with disability reporting violence, abuse, neglect and exploitation would 
reveal much needed information on the performance of this wider range of existing mechanisms 
in relation to procedure and outcome .

For each complaint body we identified, we examined the information provided on their website, 
including where appropriate and available, policies, procedures and legislation . We wanted 
to better understand what information, advice and instructions are provided to potential 
complainants on these websites, although we acknowledge that not all complainants would 
know to look at an organisation’s website to find policies and procedures relating to complaints 
processes . From the information we collected, we then captured several key factors of 
relevance to the complaints process in our Table, including:

• The opportunity to make a complaint – e .g ., who can complain; what types of violence, 
abuse, neglect and/or exploitation the complaint applies to or excludes; and any limitation 
periods or evidentiary requirements . 

• The process of making a complaint – e .g ., what is the process to complain set out by  
a given complaint body, and what forms of complaint can be lodged with said body .

• The resolution of the complaints process – e .g ., what is the nature of the complaint 
resolution process; what is the role of the victim-survivor and the perpetrator in complaint 
resolution; and is there a pathway to reporting the violence, abuse, neglect or exploitation  
to police or other authorities .

• The outcome(s) of the complaints process – e .g ., what are the range of possible outcomes 
provided by a complaint body; are those outcomes enforced or monitored in any way; and  
is there an appeals or review process following an outcome .

Several themes and tensions emerged when we considered how each of the above factors play 
out across the various complaint bodies we identified in the Table. In this Chapter, we present 
an analysis of these themes and tensions, grouped around two core issues of relevance to this 
report . First, we consider the accessibility and inclusiveness of current complaint mechanisms 
for people with disability in Australia, based on the information provided on their websites, 
including where appropriate and available, legislation, policies and procedures . Second, we 
consider the range of responses publicly stated by complaint mechanisms to reports of people 
with disability experiencing violence, abuse, neglect and/or exploitation . Throughout the Chapter 
we include case examples of national and international complaint bodies or practices that are of 
interest . We also provide a summary of population and administrative data sources that might 
be useful for understanding complaint making, processing and resolution . We conclude with 
a section which explores complaint pathways to international human rights treaty bodies; as 
we discuss, these are of relevance for violence, abuse, neglect and exploitation that violates 
international human rights . 
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4.1 The accessibility and inclusiveness of current 
complaint mechanisms for people with disability

One of the primary questions to be considered when designing a complaint mechanism is:  
will the mechanism be accessible for all people who may need to make use of it? In relation to 
people with disability, answers to this question depend on how the term ‘accessibility’, and the 
broader term, ‘access’, have been conceptualised or interpreted. Below we outline three key 
interpretations of these terms, and consider what these interpretations may imply about the 
accessibility and inclusiveness of Australia’s current complaint mechanisms landscape  
for people with disability . 

4.1.1 Accessibility as accommodations

In the context of people with disability, the term ‘accessibility’ most commonly refers to the 
provision of specifically designed accommodations and processes that enable the fair access 
of people with disability . As discussed in Chapter 3, the provision of accessible processes and 
accommodations will go some way towards ensuring expectations of procedural justice for 
people with disability are met . 

Perhaps unsurprisingly, there appears to be greater recognition of, and provision for 
conventional, disability-specific accessibility accommodations among disability-specific 
complaint mechanisms in Australia . For example, based on the information provided on their 
websites, including where appropriate and available, legislation, policies and procedures, most, 
though not all, disability-specific complaint bodies specify options for complaints to be made via 
the National Relay Service, a translation service for people who are Deaf or hard of hearing . In 
contrast, this option is only specified by some non-disability-specific complaint bodies, typically 
by state or territory Ombuds . We note, however, that most, though again, not all, non-disability-
specific complaint bodies make provisions for translation and interpreting services as part of 
their accessibility considerations . Translation and interpreting services are typically viewed as 
key provisions for enabling the fair access of people from culturally and linguistically diverse 
backgrounds and people for whom Auslan is a primary language . This accessibility provision  
is carried over to disability-specific complaints mechanisms as well.

However, what is also apparent when looking across Australia’s complaints landscape, based 
on the information provided on websites, including where appropriate and available, legislation, 
policies and procedures, is that there is no consistency when it comes to the provision of 
any other conventional accessibility considerations . The Disability and Community Services 
Commissioner of the ACT as well as the broader ACT Human Rights Commission, for example, 
emphasises the use of an online form, but accept complaints via other pathways, such as 
over the phone .356 The Commonwealth Aged Care Quality and Safety Commission additionally 
provides information to complainants to assist them to access advocacy support during the 
complaints process,357 and the NSW Ageing and Disability Commission appear to encourage 
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people to contact the NSW Ageing and Disability Abuse Helpline in the first instance.358 In 
contrast, the Disability and Community Services in Tasmania specify that advocates can help 
people make complaints, though do not offer to assist complainants to access them.359

There is also no consistent method or medium by which complaints will be accepted among 
and between disability-specific and non-disability-specific complaints mechanisms. Some 
bodies, such as the ACT Health Services Commissioner, for example, require an online form 
to be completed, but enable complainants to contact the Commission by phone for assistance 
in completing the form .360 This is the same process employed by the ACT Human Rights 
Commission as well as the Ombudsman NSW .361 While the ACT Department of Community 
Services does not provide a form to guide complainants, they do advise complainants that  
there are advocacy organisations which can offer advice and support.362 
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Case Example 1: Canadian Human Rights Commission

The Canadian Human Rights Commission is a federal body which was established in 1977 
as a mechanism by which the equality rights of Canadian citizens, permanent residents  
and visa holders could be protected and promoted .363 It was established with the passing  
of the Canadian Human Rights Act, which gives power to the Commission to order remedies 
to complainants to compensate for any discrimination suffered.364 The Canadian Human 
Rights Act protects against discrimination on the grounds of ‘race, national or ethnic origin, 
colour, religion, age, sex, sexual orientation, gender identity or expression, marital status, 
family status, disability, genetic characteristics, or a conviction for which a pardon has been 
granted or a record suspended’.365

The Canadian Human Rights Commission has what appears as a clear, streamlined,  
and largely accessible online complaint process . It uses comparatively straightforward,  
non-technical language, and does not take for granted that potential complainants will  
have a strong understanding of human rights, discrimination, or complaint processes .  
The Commission website includes a page clearly entitled ‘I want to complain’.366 This page 
leads potential complainants through a guided process where one question ‘pops up’ 
after the next to assess their eligibility to make a complaint . If they are deemed ineligible, 
this process points the potential complainant towards an alternative complaint body, for 
example, a provincial human rights commission . If they are deemed eligible, it points them 
towards filing a complaint. This can either be filed online or via a PDF form which can be 
downloaded and filled in, and then emailed or posted to the Commission. Both the online 
eligibility and complaint process feature drop down boxes where potential complainants can 
choose a pre-filled answer to certain questions, alongside free response boxes. This makes 
these processes easier to navigate . The website was designed with input from people with 
disability,367 and provides key information including how to make a complaint in American 
Sign Language (ASL) .368 

Note, while the website showcases good practice when it comes to complaint mechanisms 
in terms of accessibility and clarity, it does not foreground violence as a reason for which 
a potential complainant could make a complaint . The complaint process does include 
harassment, but does not list other forms of violence, abuse, neglect or exploitation .

As discussed in Chapter 3, experiences of justice associated with process will typically depend 
upon perceived transparency in relation to how a complaint process works . Arguably inconsistent 
information, and opaque processes will undermine trust in complaint mechanisms . This will be 
particularly acute where a complainant is reporting violence, abuse, neglect and exploitation . The 
case example of the Canadian Human Rights Commission (Case example 1 above), provides 
an example of better practice in clear, streamlined and largely accessible online complaint 
processes for people with disability, while Case Example 2: SA Health’s Consumer, Carer and 
Community Feedback and Complaints Management Guide and Resources 2021-2024 (below), 
provides an example of how broader accessibility considerations for diverse people with disability 
can be built into the core values of a complaints handling process . 
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Case Example 2: SA Health’s Consumer, Carer and Community Feedback and 
Complaints Management Guide and Resources 2021-2024

SA Health’s Consumer, Carer and Community Feedback and Complaints Management Guide 
and Resources 2021-2024 is underpinned by a Consumer, Carer and Community Feedback 
and Complaints Management Strategic Framework . Together, these documents provide a 
comprehensive outline of how complaints are to be managed by SA Health, in order to ensure 
customer-centred responses to individual complaints and systemic improvement of SA Health 
services . Whilst the Strategic Framework provides aspirational goals and commitments, the 
Guide and Resources provides clear procedural instructions and explanations of how such 
goals will be achieved .

The complaints management process outlined by SA Health is particularly attuned to 
the needs of various groups, including people with disability . For example, its Strategic 
Framework acknowledges the needs of consumers who may experience reduced autonomy 
and identifies particular barriers that such people may face when making complaints about 
health services .369 It also recognises that many people with disability experience poorer health 
outcomes, higher rates of disadvantage and/or significant burden of undiagnosed illness, 
which may further impede their ability to access and/or benefit from traditional complaints 
mechanisms . Awareness of how this broader context impacts the lives of people with 
disability is then built into the core values and principles of SA Health’s Strategic Framework 
on complaints handling . 

The complaint management process outlined in the Guide and Resources includes significant 
detail, including how complaints are to be received, recorded, acknowledged, classified, 
assessed, investigated, responded to and resolved . Clear expected outcomes of complaint 
resolution are provided, as are options for internal and external review of decisions. Specific 
instructions are provided to staff at each step with limited allowance for discretion, yet with 
ample consideration of the needs of particular groups who may experience greater levels  
of vulnerability, or who may require higher levels of support. For example, staff are required 
 to prioritise cultural safety in their management of the complaints process:

‘Cultural safety identifies that health consumers are safest when health professionals have 
considered power relations, cultural differences and patients’ rights. Part of this process 
requires health professionals to examine their own realities, beliefs and attitudes. 

Cultural safety is not defined by the health professional, but is defined by the consumer’s 
experience – the individual’s experience of care they are given, ability to access services  
and to raise concerns.’370

Assumptions about equitable access to complaint bodies

A second way by which to consider issues of ‘accessibility’ and inclusiveness is by returning to 
the broader concept of ‘access’. Put differently, instead of narrowing attention to focus on which 
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accommodations are provided once a person with disability has already made initial contact with 
a complaint body, it is also important to step back and consider: can all people with disability 
reach this point? Is there equitable access to complaint bodies for all people with disability?

In relation to this broader question of equitable access to complaint bodies, our analysis of the 
Australian Complaint Mechanism Landscape Table indicates that based on the information 
provided on websites, including where appropriate and available, legislation, policies and 
procedures,  there are little to no clear and specific provisions made for people with disability 
who live in disability-specific closed environments within the community - such as group homes 
- to make complaints to independent bodies . This is an important consideration, since people 
living in closed environments have limited opportunities to confidentially lodge complaints and 
/ or receive independent support to complain . Certainly, it may be true that some complaint 
mechanisms do in practice provide dedicated avenues for people in closed environments to 
complain; however based on the information provided on websites, including where appropriate 
and available, policies and procedures, we found minimal evidence of specific procedures for 
people in these environments . Indeed, our mapping of the complaints landscape suggests 
that one of the only mechanisms made available for people with disability living in such 
environments are the ‘Community Visitor’ programs and schemes that operate in New South 
Wales, Queensland and Victoria . Perhaps the most well-established version of the ‘Community 
Visitors’ program in Australia is the one run through the Office of the Public Advocate in the state 
of Victoria .  

In Victoria, Community Visitors are trained volunteers who visit Victorian accommodation 
facilities for people with disability or mental illness .371 Community Visitors are empowered 
to check on the quality of services and care provided in Victorian accommodation facilities; 
they are expected to evaluate if residents of these accommodation facilities are being treated 
with dignity and respect . While most visits by Community Visitors are unannounced, many 
are said to occur in direct response to complaints that have been raised through the Office of 
the Public Advocate’s Advice Service.372 In the context of complaints, Community Visitors are 
empowered to speak to staff and management on the behalf of a person with disability if that 
person instructs them to. Community Visitors can also report any serious problems they identify 
to the Public Advocate in Victoria, who has investigative powers, and reports to Parliament . 
In their 2020-2021 Annual Report, Community Visitors highlighted that physical wellbeing, 
the appropriateness of the residential environment, the upholding of the rights of people with 
disability and quality of staff support were the main issues noted in the reporting period.373 
Instances of violence, abuse, neglect, and the use of restrictive practices are also monitored 
by community visitors . In the same reporting period, 159 issues relating to abuse and violence 
were noted: 51 referrals were made to the Disability Services Commissioner, and 36 to the 
NDIS Commission .374 Only ‘serious’ incidences of abuse are referred. Regarding restrictive 
practices, 20 issues were documented in the reporting period .375 

Community Visitors have the capacity to provide an outreach complaint pathway for people 
with disability living in closed environments. This is an important role; however, we note that there 
are complexities and limitations here that need to be addressed . Many people with disability 
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living in closed environments may be subject to a guardianship order, with a Public Guardian 
from the Office of the Public Advocate appointed as their guardian. This complexity may mean 
that some people with disability may be reluctant to speak with Community Visitors from the 
Office of the Public Advocate about any experiences of violence, abuse, neglect or exploitation 
they have due to concerns that their complaints will negatively impact their relationship with 
their guardian . This reluctance might be particularly likely to arise where the guardian is the 
perpetrator of or complicit in the violence, abuse, neglect or exploitation, or where the violence, 
abuse, neglect and exploitation has been enabled by the guardian’s substitute decisions 
(e .g ., a decision to authorise restrictive practices, or a decision that the individual reside at 
a particular residence) . As indicated in Chapter 3, transparency and neutrality are important 
considerations for establishing perceived trustworthiness of complaint mechanisms . Where a 
complaint mechanism does not have perceived independence, then there will be a disincentive 
to complain because of a perception that the mechanism will be ineffective or that there will be 
an adverse consequence . Certainly, as indicated in Chapter 5, these factors explain why some 
people with disability do not complain about violence .

4.1.2 Access as availability

A final way by which the concepts of ‘access’ and ‘accessibility’ might be considered productively 
is in relation to the concept of availability . Our analysis of the Australian Complaint Mechanism 
Landscape Table indicates that, based on the information provided on websites, including where 
appropriate and available, legislation, policies and procedures, there has been a narrowing of 
available disability-specific complaint options for people with disability in recent years. 

Since the establishment of the NDIS Quality and Safeguards Commission, state and territory 
disability-specific complaints mechanisms appear to have gradually shifted away from 
accepting complaints about NDIS funded disability services . For example, in Victoria, a person 
with disability who may have previously been able to lodge a complaint with the Disability 
Services Commissioner about their service provider, will now be redirected to the NDIS Quality 
and Safeguards Commission if that provider has registered with the NDIS .376 This same 
redirection occurs in relation to the Victorian Mental Health Complaints Commissioner, the 
NSW Ombudsman, as well as others .377 What this shift means in practice is that most state and 
territory-based disability-specific complaints mechanisms have become narrower in their focus 
since the establishment of the NDIS Quality and Safeguards Commission . This shift also means 
that people with disability who may have previously sought access to their state or territory’s 
complaint mechanism in order to resolve or seek further action in relation to issues they were 
facing may now find that they no longer have access to those local mechanisms. Instead, they 
may be redirected to the NDIS Quality and Safeguards Commission where they must start the 
process again . 

In some respects, the move towards a central national mechanism could be positive . However, 
there are limitations . First, the NDIS Quality and Safeguards Commission will only respond in 
relation to NDIS funded services, and this thus leaves in question the availability of complaint 
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pathways for people with disability experiencing violence, abuse, neglect and exploitation in 
the context of non-NDIS services, and further, more broadly, people with disability experiencing 
violence, abuse, neglect and exploitation where there is no clear interaction with a service . 
Second, if the effect of the centralisation of complaint mechanisms has been to reduce 
pathways to reporting violence, then this may impact complaints making, particularly if there has 
not been strong awareness raising about the new arrangements . An interesting exception to this 
trend is the recently established Victorian Disability Worker Commission, which specifies that its 
complaints service will accept complaints about any disability worker in Victoria, regardless of 
how a worker is employed or how the service they deliver is funded . We examine the Victorian 
Disability Worker Commission in further detail in Case Example 3 below, before further exploring 
the provisions within Australia’s current complaints landscape for accepting and responding to 
complaints about violence, abuse, neglect and exploitation . 

We note that the Joint Standing Committee on the National Disability Insurance Scheme has 
conducted an inquiry into NDIS Quality and Safeguard Commission in 2021, with a focus of  
the review on complaint handling .378 The Committee noted that there were substantial problems 
relating to access and unclear processes; the Committee also noted that there was a lack of 
information on timeframe and processes, and issues with perceived non-neutrality: 

the process is frustrating for parties, including due to a lack of information provided 
by the Commission regarding to timeframes for resolution or progress of a complaint, 
confusion about the Commission’s referral process, and perceptions from participants 
that the Commission’s processes favour providers.379

The concerns raised by the Joint Standing Committee echo general concerns raised in this 
Chapter on information available to complainants to understand how complaint processes work 
and the kind of outcomes that might be available as a result of making a complaint . 
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Case Example 3: Victorian Disability Worker Commission 

The Victorian Disability Worker Commission includes the Victorian Disability Worker 
Commissioner and the Disability Worker Registration Board of Victoria . The Victorian Disability 
Worker Commissioner regulates the conduct of unregistered workers in Victoria, while the 
Disability Worker Registration Board of Victoria regulating registered workers . Students training 
to be disability workers are also regulated by the Victorian Disability Worker Commission .

Together, the Victorian Disability Worker Commissioner and the Registration Board joint 
administer the Disability Worker Regulation Scheme . The Disability Worker Regulation Scheme 
is the first scheme of its kind in Australia. It was established under the Disability Service 
Safeguards Act 2018, and emerged in response to the recommendations of the Victorian 
Parliament’s 2016 Inquiry into abuse in disability services. The Scheme is said to form part  
of the Victorian Government’s ‘zero tolerance approach to the abuse of people with disability’.380 
The Scheme began in Victorian on 1 July 2020, and includes three main components:

1. A Code of Conduct for all disability workers in Victoria, both registered and unregistered . 
The Disability Service Safeguards Code of Conduct follows the requirements articulated 
in the NDIS Code of Conduct . Among other things, these Codes of Conduct require all 
disability workers in Victoria to both respect the rights and privacy of people with disability, 
as well as to take reasonable steps ‘to prevent and respond to all forms of violence, 
against, and exploitation, neglect and abuse of, people with disability’.381 

2. An independent complaints service where anyone in the community who has a concern 
about the conduct of a worker can make a complaint, and complaints about any disability 
worker in Victoria can be received, regardless of how a worker is employed or how the 
service they deliver is funded . Notably, in the case of workers employed or engaged by 
a registered NDIS provider, the Commission or Board must refer the matter to the NDIS 
Quality and Safeguards Commission, however, the Victorian Commission or Board may  
also continue to deal with the matter themselves .

3. Voluntary registration for disability workers in Victoria, which opened on 1 July 2021 .382 
Like registration of nurses, lawyers, doctors and other professions, the registration of 
disability workers in Victoria acts as a mechanism to ensure Victorian disability workers 
meet consistent standards for safety, skills and professionalism . The Disability Worker 
Registration Board of Victoria is responsible for setting the standards for registration, 
and for assessing workers who volunteer for registration against these standards . These 
standards include criminal history, continuing professional development and competency 
in English .383 The Disability Worker Registration Board are also responsible for keeping a 
public register of registered disability workers and students for use by people with disability 
and others .
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4.2 Reporting and responding to violence, abuse, neglect 
and exploitation 

Complaint bodies receive complaints in relation to a broad range of actions, behaviours, 
activities and experiences . Complaints may, for example, relate to human errors, procedural 
deficiencies, flawed administrative processes, access to services and resources, a failure 
to apply policy and procedure, unethical or unprofessional behaviour and/or attitudes, 
discrimination, harassment, bullying, quality of services, and decisions that have been made, 
among other things . Relevant to this report, complaint mechanisms, for better or worse, are 
also reporting pathways for violence, abuse, neglect and exploitation . Given this role, it would 
be important for complaint mechanisms to have clear and distinct processes for handling 
complaints related to violence, with transparent messaging for potential complainants, services 
and authorities . 

In the Australian complaint mechanism landscape, based on the information provided on 
websites, including where appropriate and available, legislation, policies and procedures,  
there are only a few complaint bodies that explicitly indicate they will accept complaints relating 
to violence, abuse, neglect and exploitation . There is also a lack of clarity around which 
complaints relating to violence, abuse, neglect and exploitation will be accepted and acted upon 
by a complaint body . And there are a number of tensions relating to how complaint bodies are 
currently designed to responds to complaints of this nature . We consider each of these issues  
in further detail below .

4.2.1 Unclear provisions for accepting complaints about violence, 
abuse, neglect and exploitation 

There appears to be both limited and unclear avenues for people with disability to report 
violence, abuse, neglect and exploitation to a complaint mechanism in Australia . By this  
we mean three things .

First, our mapping of Australia’s complaint mechanism landscape, based on the information 
provided on websites, including where appropriate and available, legislation, policies and 
procedures, appears to suggest that almost universally the only complaint bodies that explicitly 

In relation to complaints, it is important to note that under the Disability Service Safeguards 
Act 2018 (Vic), the Victorian Disability Worker Commissioner is empowered to ‘make a 
prohibition order if the Commissioner believes that an unregistered disability worker has 
breached the Code, and if it’s necessary to make the order to avoid a serious risk to life, 
health or safety . A prohibition order bans a person from providing disability services (either 
some or all disability services) in Victoria for a fixed period or permanently.’384 In 2020-2021 
the Commission issued one interim prohibition order .385
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indicate they will accept complaints relating to abuse, neglect and exploitation are disability-
specific in focus. Thus, the NDIS Quality and Safeguards Commission, the Complaints 
Resolution and Referral Service (which relates to Disability Employment Services; Australian 
Disability Enterprises; and/or Disability Advocacy services), the Disability and Community 
Services Commissioner of the ACT Human Rights Commission, the NSW Ageing and Disability 
Commission and the Victorian Disability Services Commissioner, all specify that they will accept 
complaints relating to abuse, neglect and exploitation (note, the do not mention ‘violence’).386 

Few non-disability-specific complaint bodies explicitly indicate that they would accept complaints 
relating to abuse, neglect and exploitation, though on occasion there are potential pathways, 
such as the abuse reporting facility provided by the Victorian Government Department of 
Education and Training (explored in Case Example 4 on the following page).387 This is potentially 
problematic given the numerous spheres in which people with disability may experience abuse, 
neglect and exploitation . For example, as indicated in Chapters 5, 6 and 7, many young people 
with disability experience violence, abuse, neglect and exploitation in the context of education . 
A failure to specify a complaint process relating to abuse, neglect and exploitation could act as 
a deterrent to complaint making; indeed, as indicated in Chapter 5, at least some people with 
disability do not complain because the process for reporting is not transparent . 

Second, and related to the first point above, based on the information provided on websites, 
including where appropriate and available, legislation, policies and procedures, there do not 
appear to be any complaint bodies that explicitly state they will accept a complaint relating to 
‘violence’. There are, however, some complaint bodies which indicate a willingness to accept 
and/or redirect complaints relating to ‘criminal conduct’, ‘criminal behaviour’, or ‘criminal 
matters’. While we appreciate that for some parties the terms ‘violence’ and ‘criminal’ may 
appear interchangeable, we note that this difference in terminology could lead to several points 
of confusion for complainants . Complainants who have experienced violence may be unsure, 
for example, if the complaint body is one of the avenues for them to report their experience, 
because they do not know if their experience would meet a conventional understanding 
of ‘criminal conduct’, ‘criminal behaviour’, or ‘criminal matters’. There is also a troubling 
assumption here that the experiences of abuse, neglect and exploitation that disability-specific 
complaint mechanisms are explicitly willing to resolve are distinct from ‘criminal conduct’, 
‘criminal behaviour’, or ‘criminal matters’. As discussed in Chapter 1, how we define violence, 
abuse, neglect and exploitation as concepts is inherently political and subject to contestation; 
these terms are also complicated by the legal authorisation of some forms of violence, abuse, 
neglect and exploitation .

Finally, even if a complainant is confident that what they have experienced would constitute 
a conventional understanding of criminal behaviour, based on the information provided on 
websites, including where appropriate and available, policies and procedures, there remains a 
lack of consistency and clarity in relation to how different complaint mechanisms would accept 
and/or redirect such a complaint . For example, some complaint bodies, such as the NSW 
Education Standards Authority, simply indicate that they will not investigate matters regarding 
allegations of criminal conduct or matters where common law remedies may be available to 
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the complainant .388 In contrast, others, such as the ACT Department of Community Services 
indicate that their Reportable Conduct Scheme does not interfere with reporting obligations to 
ACT Policing or Child, Youth and Families, or any other relevant professional bodies . Indeed, 
the ACT Department of Community Services specifies that ‘if employees suspect criminal 
conduct has occurred, they should report to ACT Policing in the first instance’.389 Other bodies, 
such as the NDIS Quality and Safeguards Commission and the Victorian Disability Services 
Commissioner indicate that such allegations will be referred to the appropriate police authorities 
to handle the criminal elements of the complaint,390 while the NSW Ageing & Disability 
Commission indicates that they can share information with NSW police, particularly criminal 
allegations .391 And yet other complaint bodies, such as the Ombudsman NSW indicate that  
if they choose to conduct an investigation, they may recommend that an agency initiate criminal 
proceedings if appropriate,392 while the NSW Health Care Complaints Commission indicates  
that where there is evidence of possible criminal conduct, ‘the complaint can be referred to  
the Director of Public Prosecutions to consider possible criminal charge(s).’393 

The above suggests that, based on publicly stated processes, if a complainant wishes to report 
violence, abuse, neglect and exploitation, they potentially face very different experiences 
depending on which mechanism they choose . In some cases, publicly stated processes suggest 
a complaint can be made, and the complaint mechanism will themselves deal with it or refer it 
to an appropriate authority . In other cases, the complaint mechanism places the responsibility 
on the complainant to determine if their complaint comprises a criminal offence, and take their 
complaint to the appropriate authority . Because of the lack of clarity for complainants over 
whether the violence, abuse, neglect and exploitation they have experienced involved a criminal 
act or acts, and the potential confusion over the relationship between violence and crime, it is 
conceivable that some potential complainants may be deterred . We note in this context that 
placing the onus on complainants to determine if a crime has been committed is at odds with 
the processes used ordinarily by police; conventionally police will determine through their 
investigation of a complaint whether a crime has been committed . 

Again, as discussed above in the introduction to this Chapter, our analysis is based on the 
information provided on websites, including where appropriate and available, policies and 
procedures . It may be that the actual in-practice procedures used by complaint mechanisms 
differ from what is stated (or not stated) on websites or in policy documentation. Our analysis 
simple shows that at the level of publicly stated process, there is variance between complaint 
mechanisms in relation to how complaints related to violence, abuse, neglect and exploitation 
are represented as being handled . As we will discuss in Chapter 8, developing consistent 
processes across different complaint mechanisms is one solution to this problem. 



100 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Case Example 4: Victorian Government Department of Education and Training

Based on our survey of the information provided on websites, including where appropriate 
and available, legislation, policies and procedures, the Victorian Government Department of 
Education and Training is one of the few non-disability-specific complaint bodies that explicitly 
indicates they will accept complaints relating to violence, abuse, neglect and exploitation . To 
this end, the Victorian Government Department of Education and Training provides a dedicated 
website for current and former students of Victorian government schools who are seeking to 
report experiences of abuse; this website is separate from the website the Department provides 
for students seeking to provide feedback or make a complaint to the Department . 

On the ‘Report abuse’ website, the Victorian Government Department of Education and 
Training encourages current and former students to make contact with the school or relevant 
regional office where the abuse took place, at the same time as making clear that allegations of 
abuse should also be reported to Victoria Police . Indeed, the Victorian Government Department 
of Education and Training specify that ‘if you are concerned that you or another person is at risk 
of abuse or otherwise in danger you should contact one or more of:

•	 Victoria Police on Triple Zero (000) if the risk is immediate

•	 Your local police station or Victoria Police Sexual Assault and Child Abuse Investigation 
Team [with a link to assist victims find their local Team provided]

•	 SANO Task Force – SANO was established by Victoria Police to investigate historic  
and new allegations of child sexual abuse [with a link to assist victims make contact with 
SANO Task Force provided].’394

The Victorian Government Department of Education and Training’s website for reporting abuse 
further includes information about the counselling assistance program that the Department 
provides, with the Department offering financial assistance for counselling ‘in certain 
circumstances’ – primarily, where a former student has reported sexual abuse at a Victorian 
government school. Here, we note that the Department specifies that ‘[a]ccepting an offer of 
counselling assistance payments will not prevent you from seeking compensation or bringing 
a legal claim against the Department’.395 For students who have experienced physical or 
psychological injury at a Victorian government school, and believe that the Department is at 
fault, the Department specifies that these students are able to lodge a claim for compensation. 
It is suggested that students seek independent legal advice, and a link is provided for finding 
out more information about the negligence claims process .
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4.2.2 An emphasis on local level responses to complaints

Many of the complaint mechanisms we identified in the Australian Complaint Mechanism 
Landscape Table, based on the information provided on websites, including where appropriate 
and available, legislation, policies and procedures, encourage complainants to seek to resolve 
their complaint in the first instance with the organisation whose conduct is in question. This 
emphasis on ‘local level’ complaint resolution processes appears to be common among many 
non-disability-specific complaint mechanisms, though there is some variation in the level of 
emphasis placed on complainants undertaking this step . For example, the NSW Department  
of Communities and Justice indicate that complainants are encouraged to submit their 
complaint to the relevant frontline staff member in the first instance, and to then follow that 
with a submission to the relevant business area within the Department .396 Similarly, the ACT 
Department of Community Services makes clear that service providers should be given the  
first opportunity to resolve the complaint.397 

Notably, some non-disability-specific complaint bodies in the domain of education effectively 
mandate local level complaint resolution . Thus, for example, the NT Department of Education 
indicates that if a complainant contacts the Department before attempting to resolve it at 
the school level, the department will de-escalate the complaint to be handled by the school 
first.398 Similarly, the NSW Education Standards Authority outlines that in regards to overseas 
and non-government schools, complainants are expected to provide ‘clear evidence that 
options for pursuing the complaint at the school have [first] been pursued without resolution’ 
or ‘a compelling reason’ why this would be inappropriate .399 Similarly, the South Australian 
Department of Education Complaint management and reporting policy (2020) outlines a 
staged approach, with the first stage involving approaching the local teacher or staff member 
involved .400 When parents attempt to make contact directly with the Ombudsman (often because 
they believe the local mechanism will not be effective) they are pointed back to the school, 
creating a so-called ‘washing machine effect’.401   In the context of education based complaint 
mechanisms, it is also worth mentioning university processes, which have in recent years gained 
media attention in relation to their poor responsiveness to sexual violence and harassment .  
Case Example 5 below provides a snapshot of some of these complaint mechanisms . 

The two primary disability-specific complaint mechanisms operating at a national level, the 
NDIS Quality and Safeguards Commission and the Complaints Resolution and Referral Service 
also emphasise local complaint resolution in the first instance. In the case of the NDIS Quality 
and Safeguards Commission, the Commission encourages complainants to resolve their 
complaint with their provider at first instance, with the Commission indicating it will speak to 
the complainant and the service provider to see if a quick resolution can be achieved .402 In the 
case of the Complaints Resolution and Referral Service, steps are outlined for both Complaints 
Resolution and Referral Service-directed local resolution – where the Complaints Resolution 
and Referral Service assists the complainant to work with the service to resolve the complaint  
– as well as self-directed local resolution – where the Complaints Resolution and Referral 
Service assists the complainant by ‘providing suggestions and confidence to contact the  
service directly to resolve the complaint’.403 
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To an extent, the emphasis that each of the above complaint bodies appear to place on local 
level responses may reflect ‘best practice’ in complaint mechanism design. As outlined in 
Chapter 1 of this report, the Standards Australia document provides three steps for a  
complaint mechanism: 

• Step 1: frontline early resolution

• Step 2: official internal complaint resolution

• Step 3: external complaint resolution

Indeed, the QLD Department of Education states that they base their complaints handling 
approach on the ‘Australian/New Zealand Standard on complaints management (AS/NZS 
10002:2014)’.404 It is unclear, however, to what extent these standards were designed with 
consideration of a complaint mechanism being used as one of the primary pathways for  
some people with disability to report violence, abuse, neglect and exploitation . 

To better understand what local resolution by a service of a complaint relating to violence, 
abuse, neglect and exploitation may look like, we performed a website analysis of the complaint 
processes of five major disability service providers in Australia. We identified three main 
features common to ‘local level’ disability service provider complaint resolution processes. 
First, while each of the major disability service providers we considered indicated they had 
procedures and/or policies for accepting complaints about abuse and neglect, only some 
additionally recognised and provided explicit instructions relating to complaints about assault 
and violence . This feature is in keeping with our earlier observation about the lack of explicit 
instructions in relation to complaints about violence by state, territory and national level 
complaint mechanisms . 

Second, most of the major disability service providers we considered were unclear in the 
presented information about the steps that would occur following receipt of a complaint about 
abuse, neglect, exploitation or assault . Indeed, while most of the service providers indicated that 
they would report the incident to external authorities as required by law, it was unclear if criminal 
justice authorities are included in this mandatory reporting procedure . In fact, only one of the 
service providers we considered explicitly stated they would report complaints of this nature  
to law enforcement agencies . One provider indicated that if a person with disability receiving  
their services has experienced sexual assault, then they will have access to medical and 
counselling support and prevention of further harm . Concerningly, there was no mention of  
police involvement in such a scenario . Again, this lack of clarity around involvement of criminal 
justice authorities in relation to complaints about violence, abuse, neglect and exploitation 
is in keeping with our earlier observations about state, territory and national level complaint 
mechanisms, and raises key questions about the equality of people with disability under the law .
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Case Example 5: University Complaints Mechanisms

Sexual assault and harassment on university campuses has become an issue of increasing 
public concern . A comprehensive survey of university students across Australia found that 
21 percent have experienced sexual harassment in a university setting, with only six percent 
reporting this to a university complaint body .405 It also found that 1 .6 percent of students 
have experienced sexual assault in a university setting, with only 13 percent reporting this 
to a university complaint mechanism .406 In response, many universities have reformed their 
complaint mechanisms to better address the unique dynamics of sexual violence and the 
issues that arise when reporting these forms of harm . 

As part of this research, a website analysis of the complaints pages of a selection of some 
of the largest public universities in Australia revealed differing approaches to complaint. 
Some universities explicitly state that they take a victim-centred approach, with victim-
survivors remaining central to decision making across the complaint process . Their websites 
highlight that staff trained in family violence and sexual assault help to guide the victim-
survivor by explaining different complaint options, assisting the victim-survivor to make 
their own decisions . Other universities provide little information on how the victim-survivor 
would be involved in the process, or alternatively they detail a process that includes minimal 
communication with the victim-survivor and minimal victim-survivor involvement . Some 
universities stipulate a time limit on complaint, however this is rare .  Some universities have 
an emphasis on conciliatory or mediatory processes, whereas other promote outcomes which 
centre perpetrator accountability . 

University complaint bodies are typically open to staff and students, and many universities 
enable staff and students to report historical cases of violence, acknowledging that some 
people may only report violence after considerable time has passed . Other protective 
measures that universities provide include the possibility of complaining anonymously, 
however some universities stipulate limitations to this, for example if the complaint involves 
a minor. Only a few websites made it clear that reporting violence will not impact a student’s 
enrolment or visa . 

None of the web pages reviewed outlined complaint processes unique to people with  
disability. One directs students with disability to the university’s disability service, however  
this service does not provide any information on what support they offer in response to 
violence and abuse .

Finally, a minority of disability service providers we considered specified that people with 
disability could also report their experiences to a higher authority such as the NDIS Quality and 
Safeguards Commission . That is to say, few of the websites of service providers we examined 
made clear that in addition to raising a complaint with them, people with disability are entitled 
to raise their complaint with a higher authority . Notably, one of these providers suggested that 
seeking this higher authority should only occur if the person with disability is not satisfied with 
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the local level resolution that has taken place . Such suggestions made at the local level by 
service providers, and then reinforced by state, territory or national complaints mechanisms, 
may leave some people with disability who experience violence, abuse, neglect or exploitation 
at the hands of their service provider feeling like there are no appropriate avenues for them to 
report their experience and seek resolution and redress . 

Once again, as discussed above in the introduction to this Chapter, our analysis is based on  
the information provided on websites, including where appropriate and available, legislation, 
policies and procedures . It may be that the actual in-practice procedures used by local 
complaint mechanisms differ from what is stated (or not stated) on websites. Our analysis 
simply shows that at the level of publicly stated process, there is variance between local 
complaint mechanisms in relation to how complaints related to violence, abuse, neglect 
and exploitation are handled. Developing consistent processes across different complaint 
mechanisms is one solution to this problem . 

These observations on local complaint processes match with other observations and findings  
in this report . In Chapter 3 we pointed out that a basic element of procedural justice is perceived 
neutrality and trustworthiness of mechanisms. Local complaint mechanisms may be effective for 
resolving minor service level grievances, however, they will arguably lack perceived neutrality 
and will not be trusted where a complainant has to take a serious complaint forward, such as 
that relating to violence, abuse, neglect or exploitation . Certainly, as described in Chapter 5, 
some people with disability do not complain because they do not trust the mechanism, and  
have reason to believe that a complaint will lead to an adverse outcome or retribution . The  
lived experiences described in Chapters 6 and 7 highlight that this is a realistic fear .

4.2.3 An emphasis on conciliation and mediation as the methods 
by which complaints are resolved

Linked to the above-described emphasis on finding local level solutions to complaints in the 
first instance, is a secondary emphasis on conciliation and mediation should a complaint not 
be resolved at the local level . Indeed, based on the information provided on websites, including 
where appropriate and available, legislation, policies and procedures, conciliation appears to be 
the primary process that complaint bodies employ when seeking to resolve a complaint, with the 
Australian Human Rights Commission noting that conciliation is considered to be ‘an informal, 
quick and cost-effective way’ to resolve complaints .407 

As indicated in Chapter 1, a complaint about violence, abuse, neglect and exploitation which is 
taken to police and courts will have very different processes of investigation and resolution from 
the conciliatory approach of a complaint mechanism . Police will investigate potential crime using 
an independent process, with potential protections in place for victim-survivors and witnesses, 
the use of systematic and documented processes of investigation and evidence gathering, and 
powers to prevent potential perpetrators from engaging in further criminal activity . Courts will 
use a public and adversarial process, with high levels of public transparency around judicial 
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processes leading to a decision that can include criminal sanctions . In contrast, the conciliatory 
approach of a complaint mechanism will have potentially lower levels of public transparency, 
may deploy ‘inquisitorial’ rather than adversarial elements to investigation and decision making, 
and will not utilise the powers of police to manage the complaint process . There are, of course, 
potential benefits to these different, conciliatory processes too; for example, investigations 
by Ombuds can be generated through own motion inquiry, can interact with and change 
institutions, and offer outcomes that are not available through the criminal justice system. 
However, it is worth noting the tensions between these two different approaches to reporting 
and resolving complaints related to violence, abuse, neglect and exploitation, and the potential 
risks of failing to provide equality before the law and equal rights to justice . 

One of the core tensions surrounding a conciliatory approach to complaints resolution is that 
it limits the potential outcomes of complaints. Put differently, when the emphasis is placed 
on coming to an agreement about how both parties can move forward from the experiences 
or circumstances that gave rise to the complaint, there is an associated assumption that the 
substance of a complaint can be resolved by the actions taken by one or more of the parties . 
Thus, for example, the Aged Care Quality and Safety Commission outlines the following 
possible outcomes for complainants and service providers:

‘Agreement: The complainant and the service provider both agree that the concerns 
have been addressed and the issues resolved . 

Addressed: [The Commission] is satisfied that the service provider has addressed  
the issue . 

Direction issued: [The Commission] believe[s] the service provider is not meeting their 
responsibilities, [and] can direct them to make changes. A direction requires the service 
provider to demonstrate how they have met or will meet their responsibilities .

Referred for compliance action [The Commission] can refer a matter to the Department 
of Health to consider compliance action. This may be where [the Commission is] 
concerned the service provider has not complied with, or is not complying with, its 
responsibilities or has failed to comply with directions .

No further action: [The Commission] may not take further action if the matter is subject  
to legal proceedings or a coronial inquiry, or if the person receiving care does not want 
the complaint to be examined, or if circumstances do not warrant further action.’408

Indeed, even the Commonwealth Ombudsman – which recognises that recommendations need 
to be aimed at addressing actions or inactions which are contrary to law, unjust, oppressive or 
improperly discriminatory – only provide the following list of potential recommendations:
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• ‘that the agency should reconsider or change its action or decision’ that led to the complaint409

• ‘that a law, rule or procedure should be changed’ and/or410

• that the agency should take action to remedy the situation, with potential remedies including: 
improved communication (explaining and giving reasons); reducing delay; suspending or 
postponing action; reconsidering or changing a decision; providing financial compensation; 
providing an apology .

As described in Chapter 3, a just outcome would seek to both rectify the individual injustice 
experienced and seek distributive justice outcomes which could extend to systematic reform . 
The above highlights why resolution by conciliation may prove unsatisfactory in relation to 
complaints made by people with disability about violence, abuse, neglect and discrimination . 
A range of individual remedies might be available; however, to the extent that they are not 
substantively equivalent to those offered by the criminal justice system – for example not leading 
to criminal sanctions for perpetrators – there is a risk of failure to guarantee equality before the 
law. Further, relatively ‘weak’ outcomes will be read in a negative light by complainants. Unless 
system change in relation to violence prevention is achieved in a substantial way, then the 
complainant may feel that the complaint did not achieve anything . Indeed, as we shall describe 
in Chapters 6 and 7, some people with disability report experiences with complaint mechanisms 
where it is perceived that after a complaint ‘nothing happened’ or no tangible outcome was 
achieved; as we point out in Chapter 5, previous experiences of complaints about violence that 
lead nowhere is one reason that potential complainants do not complain again . Case Example 
6, on the Australian Health Practitioner Regulation Agency, provides a snapshot of an alternative 
complaint approach, which is less focused on conciliation, and instead uses an independent 
adjudicator process with capacity to take immediate action and also pursue systemic change . 

Again, as discussed above in the introduction to this Chapter, our analysis is based on the 
information provided on websites, including where appropriate and available, policies and 
procedures . It may be that the actual in-practice procedures used by complaint mechanisms 
differ from what is stated (or not stated) on websites. For example, a complaint mechanism  
may in practice refer all complaints relating to violence, abuse, neglect and exploitation to  
law enforcement agencies, and thus will not use conciliation to resolve these complaints . 
However, based on the information provided on websites these potentially different processes 
for complaint resolution have not been made clear to potential complainants . 
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Case Example 6: Australian Health Practitioner Regulation Agency

The Australian Health Practitioner Regulation Agency (AHPRA) is the national organisation  
in Australia responsible for implementing the National Registration and Accreditation Scheme . 
AHPRA works in partnership with 15 National Boards across Australia, and is responsible  
for monitoring and auditing registered health practitioners to make sure they comply with 
Board registration standards, codes and guidelines . AHPRA further manages complaints  
and concerns that have been raised about the ‘health, performance and conduct of individual 
health practitioners on behalf of the National Boards, except in New South Wales and in 
Queensland’; in the case of the latter two jurisdictions, AHPRA only manage those complaints 
and concerns that are referred to them .411 AHPRA can also decide to initiate own-motion 
investigation into practitioners . 

Once a notification has been received by AHPRA, AHPRA then refers it to the relevant  
Board for preliminary assessment. That Board then has 60 days to assess the notification and 
decide if it should proceed to an investigation . During this 60-day period, the relevant Board 
can take immediate regulatory action, including:

• the suspension of, or imposition of a condition on, the health practitioner’s registration

• accepting an undertaking from the health practitioner

• accepting the surrender of the health practitioner’s registration

• if immediate action has previously been taken by suspending a health practitioner’s 
registration, the revocation of the suspension and the imposition of a condition on the 
registration, and

• if immediate action has previously taken by imposing a condition on a health practitioner’s 
registration, the suspension of the registration instead of the condition .412

Such immediate actions may be taken when there has been allegation of serious criminal 
conduct, sexual misconduct, and substance abuse, as well as in circumstances where a 
practitioner has, or is perceived to have an impairment that could pose a serious risk to  
the public .

If the relevant Board determines that an investigation is warranted, then investigators who are 
appointed under the National Law are then provided with statutory power to obtain evidence 
and information relevant to an investigation . Such powers include the power to search places 
– including a practitioner’s residence or place of practice – to seize evidence, as well as 
powers to require a person to provide information, answer questions or produce documents . 
Following the collection of relevant information, an independent tribunal will sit, and they are 
granted the power to reprimand, fine, suspend or cancel a practitioner’s registration.
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4.3 Complaints Data

It is difficult to attain a comprehensive picture on reports to complaint mechanisms of violence, 
abuse, neglect and exploitation made by people with disability, primarily due to a lack of 
appropriate data . While a statistical analysis of complaint making, complaint processes and 
complaint outcomes is beyond the scope of this project, this section provides a snapshot of  
the available population and administrative data that is relevant to reporting of violence, abuse, 
neglect and exploitation experienced by people with disability . 

At a population level, limited data is available on the prevalence of violence, abuse, neglect and 
exploitation against people with disability . The Australian Bureau of Statistics (ABS) Personal 
Safety Survey (PSS) – described as ‘the only national survey in Australia that collects data on 
experiences of interpersonal violence’ – provides prevalence data on violence experienced by 
people with disability, but excludes people living in institutional settings and has limited data 
from individuals who require communication support .413 It also excludes legally authorised 
violence such as restrictive practices and sterilisation . Further, while the PSS includes data  
on reporting to police, and a survey question on whether support or advice was ‘sought after  
the most recent incident of violence’, publicly available ABS data does not disaggregate results 
for these questions on the basis of disability status, and there is no specific question on access 
to complaint mechanisms in the way in which this report has defined them. 

Some administrative data is available from commissions, ombuds and Government departments 
about performance of their own complaint mechanisms . These agencies provide reporting 
on complaint mechanism utilisation and performance, typically available in annual reports or 
periodic digests . However, there is great variability between agencies on publicly available 
data, with no consistency on the scope and depth of reporting, on performance, and outcomes 
for people with disability who experience violence, abuse, neglect and exploitation . Some 
complaint agencies, such as the Northern Territory Health and Community Services Complaints 
Commission, the Queensland Department of Seniors, Disability Services and Aboriginal and 
Torres Strait Islander Partnerships  and the South Australian Health and Community Services 
Commissioner, provide data on complaints in annual reports, however they do not disaggregate 
this data on the basis of disability status or highlight information relating to violence, abuse, 
neglect or exploitation or provide detail on processing or resolution .414 The Commonwealth 
Ombudsman, who also receive complaints about the National Disability Insurance Agency, 
provide minimal information on disability specific complaints in their Annual Report.415 Taking 
into account the inconsistencies in data available across different jurisdictions on complaints 
made by people with disability in relation to violence, abuse, neglect and exploitation, it is very 
difficult to gain a comprehensive national picture from key complaint mechanisms’ administrative 
data items detailing the number of complaints made, the proportion of complaints considered 
out of scope or the nature of complaint outcomes pertaining to violence, abuse, neglect and 
exploitation experienced by people with disability . As such, it would be impossible at present  
to get a nationally accurate picture of the proportion of incidents of violence, abuse, neglect  
and exploitation reported to complaint mechanisms . 
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However, despite the above inconsistencies, some agencies do provide comprehensive data 
which offers a detailed snapshot of how complaints are processed and what outcomes arise 
from complaint making in relation to violence, abuse, neglect and exploitation . For example, 
the Victorian Disability Services Commissioner 2020-21 Annual Report offers a comprehensive 
breakdown of complaint handling and outcomes .416 The report contains a clear outline of who 
complained in the reporting period (i.e. service users, family or staff), and the proportion of 
complaints considered out of scope .417 Data is provided relevant to complaints on violence, 
abuse, neglect and exploitation: for example the 2020-21 Annual Report details that of 
the 402 new in-scope reviews, the top three categories related to  injury (45%), physical 
abuse or assault (27%) and poor quality of care (24%) .418 The Victorian Disability Services 
Commissioner has power to generate own motion investigations, and reports on these 
investigations in the Annual Report .419 In this report the Commissioner outlines that the aim 
of own motion investigations is to respond to ‘either complaints of a serious nature that are 
not suitable for conciliation, matters identified during our review of critical incidents, or where 
there are allegations of persistent or recurring systemic abuse or neglect in the provision of 
disability services.’420 The Victorian Disability Services Commissioner was one of the few 
commissions, ombuds or Departments examined which reports the experience and satisfaction 
of complainants with outcomes: the Annual Report details that ‘62% of complainants indicated 
they accepted their complaint as resolved, 12% of complaints were partially resolved and 26% 
indicated they were not satisfied that their matter had been resolved’.421 

The NSW Ageing and Disability Commission also provides a reasonably detailed overview 
of complaints, complaint processing and complaint outcomes in quarterly and annual data 
snapshots .422 Information is provided on who complains (staff, family or person with disability), 
and specific data is provided relevant to violence, abuse, neglect and exploitation.423 Different 
forms of ‘abuse’ are outlined, including psychological abuse, neglect and financial abuse.424 An 
outline of actions of the Commission is provided, including complaints that are not progressed, 
or if the complaint is referred; there is also reporting of the outcomes for subjects of allegations, 
including if the person is removed from the premises or if criminal charges have been laid .425 

The NDIS Quality and Safeguards Commission provides periodic activity reports which provide 
detail on complaints in relation to violence, abuse, neglect and exploitation within NDIS 
services . For example, in the 2020 / 2021 report, of complaints received by the Commission, 
43% of complaints were about provider practice, 15% provider policies and procedures, 
23% worker conduct or capability, 19% alleged abuse and neglect .426 The Commission has a 
unique role in monitoring use of restraint and seclusion through an authorisation scheme and 
obligatory reporting from providers . In the 2020 / 2021 reporting period, Unauthorised use of 
Restrictive Practices (URP) represents 98 .7% of all reportable incidents; these pertained to use 
of seclusion (798 incidents), physical restraint (4,794 incidents), mechanical restraint (63,795), 
environmental restriction (376,575) and chemical restraint (585,847 incidents) .427 As noted 
above in this Chapter, the arrival of the NDIS Quality and Safeguards Commission has arguably 
reduced involvement in disability service related complaints by State and Territory bodies . This 
has also impacted how, where applicable, reportable conduct schemes operate in States and 
Territories; for example the NSW Ombudsman reports that ‘the reduction in the number of 
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notifications received by the Ombudsman over the last three years is due to the commencement 
in July 2018 of the NDIS Quality and Safeguards Commission.’428 Relevant to the themes 
explored in Chapter 1 and 2 of this report, providers indicated that police were informed in 
relation to only small proportion of incidents, equating to 2,891 of the 1,044,851 reportable 
incidents documented in the activity statement (i .e ., less than 0 .3% of reportable incidents) .429

4.4 International Human Rights Treaty Bodies  
– Complaints and Monitoring

Above we have focused on the Australian complaint mechanism landscape, and the pathways 
available for reporting violence, abuse, neglect and exploitation . In mapping this terrain, we have 
not focused on the international complaint pathways that may be available, in particular to human 
rights treaty bodies . As indicated in Chapter 2, Australia is party to a number of human rights 
treaties that impose strong obligations to prevent violence against people with disability, including 
in ensuring freedom from torture and cruel, inhuman and degrading treatment or punishment .  
In this section, we provide an outline of complaint processes to international human rights treaty 
bodies, their opportunities and limitations . In addition, we examine human rights monitoring, with 
a focus on the National Preventative Mechanism, as required by the Optional Protocol to the 
Convention against Torture and other Cruel, Inhuman or Degrading Treatment or Punishment . 

4.4.1 Complaints to International Human Rights Treaty Bodies

In some cases, individuals or groups of individuals can purse complaints through 
‘communications’ with the committees which oversee implementation and monitoring of a 
treaty . Whether individuals in any given jurisdiction can make individual communications to 
treaty bodies will depend upon whether the jurisdiction in question has agreed to allow for these 
communications . Thus, the State Party will have to not only be party to the core treaty, but also 
have agreed to allow communications or opted into relevant optional protocols which allow for 
communications . For example, in order for individual communications to be made to the United 
Nations Committee on Torture, a State Party will have had to have made a declaration that it 
‘recognizes the competence of the Committee to receive and consider communications from 
or on behalf of individuals’ as outlined in Article 22 of the United Nations Convention against 
Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment . Alternatively, a 
State Party may need to accede to an additional instrument, such as the Optional Protocol to 
the Convention on the Rights of Persons with Disabilities, which enables communications from 
individuals or groups of individuals . In some cases, a treaty does not have a communications 
procedure, as was the case for the Convention on the Rights of the Child up until the recent 
adoption of the Third Optional Protocol . In addition to these mechanisms, the United Nations 
Human Rights Council has its own complaints procedure, which allows reporting of ‘consistent 
patterns of gross and reliably attested violations of all human rights and all fundamental 
freedoms.’ The latter procedure is oriented towards addressing systematic human right 
violations, rather than individual complaint resolution .  
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Australia is party to 7 of the 9 core human rights treaties: 

• International Convention on the Elimination of All Forms of Racial Discrimination (ICERD)

• International Covenant on Civil and Political Rights (ICCPR)

• International Covenant on Economic, Social and Cultural Rights (ICESCR)

• Convention on the Elimination of All Forms of Discrimination against Women (CEDAW)

• Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or 
Punishment (CAT)

• Convention on the Rights of the Child (CRC)

• Convention on the Rights of Persons with Disabilities 13 Dec 2006 (CRPD)

Of these treaties, Australia has agreed to receive individual communications or entered into 
relevant optional protocols which allow for these communications to all except ICESCR and 
CRC (Australia has not ratified the relevant optional protocols for these treaties).430  Australia 
is not party to International Convention on the Protection of the Rights of All Migrant Workers 
and Members of Their Families (ICMW) or the International Convention for the Protection of 
All Persons from Enforced Disappearance (CPED) and thus communications are not available 
under these treaties . 

In theory, the above treaty obligations create pathways for complaints relating to violence, 
abuse, neglect and exploitation experienced by people with disability, particularly through 
treaties such as CRPD and CAT . However, there are important limitations to using such 
pathways . First, lodging an individual complaint through an international treaty body is far from 
straightforward, and will require a level of legal expertise or legal advocacy in order to build 
a case, make sense of which treaty body is appropriate to complain to, determine whether a 
relevant State Party allows for individual communications, and decide what criteria are required 
for a complaint. While legal assistance is recommended by the Office of the High Commissioner 
for Human Rights, no legal aid is provided by the United Nations .431 

Second, and related, a communication to a core human rights treaty will require individuals to 
make use of domestic procedures before elevating a claim to a treaty body:

Complainants must have first exhausted all relevant remedies that are available in the 
State party before bringing a claim to a Committee . This usually includes pursuing the 
claim through the national court system until the highest instance, unless complainants 
can justify that such remedies are unduly prolonged or otherwise ineffective, or that they 
are unavailable to the complainant . Detailed reasons must be provided as to why the 
complainant considers that the general rule should not apply . Mere doubts about the 
effectiveness of a remedy do not dispense with the obligation to exhaust it.432

This requirement in effect means that for many communications, complainants will have had  
to have taken their complaint to a number of different domestic mechanisms, potentially at their 
own cost . 
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Third, communications will typically take many years to move from being recognised as 
admissible to being considered in relation to its merits .433 While there are provisions for 
‘interim measures’ to request that a State Party urgently intervene to prevent irreparable 
harm, these will depend on the willingness of the State Party  in question to respond to these 
requests, and it further ‘takes several working days for a Committee to process a request for 
interim measures.’434 In other words, a communication to a human rights treaty body will have 
constrained capacity to provide an emergency response to protect individuals from violence . 

Finally, even if a Committee finds that there is a violation of a treaty, this finding will merely 
consist of an ‘authoritative interpretation of the treaty concerned’ and ‘recommendations to 
the State party.’435 The treaty body does not have enforcement power, and it is thus up to 
the government in question to decide if it accepts the recommendations and is willing to act 
on them . While there are examples of Treaty body decisions leading to changes in domestic 
legal arrangements – the famous Human Rights Committee Communication No . 488/1992 
(Toonen v Australia) is often cited – there are also many examples of States Parties ignoring 
recommendations of Treaty bodies . 

Despite the problems articulated above, international human rights treaty body complaint 
mechanisms potentially serve an important function in bringing to attention human rights 
and justice issues within a jurisdiction where existing law and practice is out of step with 
international law . As discussed in Chapters 1 and 2, there are a number of areas relevant to 
violence, abuse, neglect and exploitation where Australia is not in compliance with international 
human rights law, such as in relation to guardianship and substituted decision making, forced 
medical interventions including reproductive controls and use of restrictive practices . Further, 
international and regional human rights mechanisms are gradually improving the sophistication 
of their responses to people with disability, and we will likely see better complaint pathways 
and stronger guidance from human rights bodies in coming years . We have included at Case 
Example 6 below a discussion of the European Court of Human Rights, its complaint process, 
and its evolving responsiveness to the rights of people with disability . 



113Australian Complaint Mechanisms – A Survey

Case example 7: The European Court of Human Rights 

The European Court of Human Rights (ECtHR) sits in Strasbourg, France, and was set up to 
rule on violations of the civil, political and human rights laid out in the European Convention 
on Human Rights by and within Member States of the Council of Europe .436 Rights and 
prohibitions within the Convention that pertain to violence include Article 3 which establishes 
a right to be free from torture, inhuman and degrading treatment or punishment, and Article 5 
which sets out the right to liberty and security .437 

In theory, the Court is open to applications from States and individuals, and thus can hear 
individual complaints .438 However, certain barriers may prevent individuals from accessing the 
ECtHR without the assistance of a lawyer . Strict admission requirements mean that applicants 
must have a thorough knowledge of available domestic remedies, as these must be exhausted 
prior to going to the Court .439 The complaint form also uses technical language that may not be 
accessible to everybody, and the Court website does not provide complaint information in easy 
read or other accessible formats, potentially making it difficult for some people with disability 
or low literacy to navigate this process . Further, the complaint form must be downloaded as a 
PDF, printed and posted to the Court alongside other necessary documents .440 

The ECtHR has heard cases regarding violence against people with disability . These cases 
have pertained to involuntary detention of people with psychosocial disability in settings 
such as hospitals and psychiatric facilities,441 forced detention of people with disability in 
institutions,442 use of forced medical treatment against a person with disability’s will,443 and 
conditions of neglect within closed settings .444 Notably, the ECtHR has heard few cases of 
physical or sexual violence, despite these forms of harm having high incidence rates in many 
disability settings .445 Critics have highlighted that the ECtHR tends to overly rely on medical 
professionals’ assessments of people with disability and their capacities and potentials,446 
leading to a trend in which the ECtHR has often sided with States in their use of detention or 
medical treatment .447 However, recent studies also show that decisions made by the ECtHR 
are increasingly being informed by more progressive and disability rights-focused documents 
such as the CRPD .448 It is hoped that the CRPD will continue to have a role in enhancing the 
ECtHR’s understandings and decisions regarding violence and disability.

Complaints to international human rights bodies are one pathway to reporting violence, abuse, 
neglect and exploitation, and they apply pressure on decision makers to apply contemporary 
standards of human rights to the treatment of people with disability . With this in mind, we note 
that existing Australian complaint mechanisms do not integrate with international human rights 
complaint pathways, for example by letting individuals know their rights to report violence to 
different channels, including through international treaty bodies. Information on websites about 
pathways to complain to international treaty bodies may be appropriate in some cases, and 
would be consistent with realising rights to equal justice . 
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4.4.2 Human Rights Monitoring: The OPCAT National  
Preventative Mechanism

An important element of the international human rights system is an emphasis on monitoring . 
Monitoring and periodic review differ from complaints in so far as these processes are not 
necessarily triggered by an individual complaint, and monitoring processes are opportunities  
for a range of actors, including civil society organisations, to provide feedback on the 
performance of States Parties in relation to their human rights obligations . States Parties  
will need to participate in periodic reporting and review for the human rights treaties that they 
accede to . In addition, the United Nations Human Rights Council implements a Universal 
Periodic Review process of all UN member states, which monitors human rights performance 
regardless of the status of treaty ratification. 

Relevant to violence, abuse, neglect and exploitation, an important new treaty is the Optional 
Protocol to the Convention against Torture and other Cruel, Inhuman or Degrading Treatment or 
Punishment (OPCAT) . OPCAT is not a complaint mechanism in a conventional sense; however, 
it creates a unique set of monitoring mechanisms aimed at preventing torture and ill-treatment . 
Article 2 of OPCAT creates a Subcommittee on Prevention of Torture and Other Cruel, Inhuman 
or Degrading Treatment or Punishment of the Committee against Torture (SPT) which is granted 
rights to ‘unrestricted access to all places of detention, their installations and facilities and to 
all relevant information relating to the treatment of persons and to conditions of detention.’449 
In addition, States Parties are required to establish their own domestic National Preventative 
Mechanism (NPM) with oversight responsibilities for implementing OPCAT, and by extension, 
the Torture Convention . OPCAT and its oversight mechanisms – the SPT and NPMs – is a 
proactive rather than a reactive mechanism . Instead of responding in relation to complaints it 
aims to work with States Parties to prevent torture and ill-treatment before they occur or identify 
instances where the victim-survivor is not able to make a formal complaint . This makes the 
function of the NPM different to that of bodies who deal with complaints of ill treatment after this 
has occurred . 

The Australian Government ratified OPCAT in December 2017, and opted to postpone its 
obligation to establish an NPM for three years (until January 2022) .450 Development of an NPM 
raises a number of implementation issues for Australia . Responsibility for places of detention 
and other closed environments is spread across central and state governments, and will require 
negotiation between these different levels of government. Different jurisdictions are adopting 
different approaches to implementing their obligations, including about whether or not to 
enact specific legislation and about which monitoring bodies to designate. On 28th July 2021, 
Commonwealth Ombudsman’s OPCAT Advisory Group (OAG) acknowledged resourcing is 
a focus for jurisdictions in considering appointment of their NPMs . The OAG discussed draft 
legislation prepared by Australian jurisdictions to support implementation of OPCAT, including 
provisions regarding the powers of NPMs (once nominated) in those jurisdictions .451 

Australian ratification of OPCAT and development of an NPM is an opportunity to address 
violence, abuse, neglect and exploitation against people with disability .452 One aspect of this 



115Australian Complaint Mechanisms – A Survey

is the focus of OPCAT upon places where ‘people are deprived of their liberty,’ defined in an 
expansive way in Article 4 as ‘any form of detention or imprisonment or the placement of a 
person in a public or private custodial setting which that person is not permitted to leave at will by 
order of any judicial, administrative or other authority.’ Many people with disability live in a variety 
of closed settings where they are effectively unable to leave at will, thus providing an opportunity 
for NPM monitoring to extend beyond prisons and police facilities to sites such as segregated 
mental health and disability settings . Other jurisdictions, such as the United Kingdom and 
New Zealand, have defined places of detention in an expansive way to capture these settings; 
indeed, the United Kingdom has taken a wide approach to the design of its NPM, incorporating 
21 statutory bodies .453 Given this international experience, there is a strong expectation from 
Australian disabled people’s organisations for an Australian NPM to extend to the:

many types of disability specific and related institutions where people with disability  
are over-represented, and formally detained or compelled to remain, such as  
… locked psychiatric wards and mental health facilities;  compulsory care facilities;  
closed community-based accommodation and residences for people with disability;   
‘time out’ and seclusion rooms and segregated areas in educational settings;  
rehabilitation facilities;  aged care facilities, dementia units and nursing homes; 
emergency rooms and hospitals; child welfare institutions and out of home care 
arrangements; and boarding schools .454

4.5 Conclusion

This Chapter considered both the accessibility and inclusiveness of current complaint 
mechanisms for people with disability in Australia, as well as the responses of current complaint 
mechanisms to reports of people with disability experiencing violence, abuse, neglect and 
exploitation . To do this work, the Chapter drew on our analysis of the information provided 
on complaint mechanism websites, including where appropriate and available legislation, 
policies and procedures, to develop the Australian Complaint Mechanism Landscape Table and 
elaborated on core areas of common tension that became apparent through our analysis of that 
Table. What our analysis showed was that Australia’s complaints landscape is complex, with, 
in most cases, no clearly communicated pathway to report or address experiences of violence, 
abuse, neglect and exploitation against people with disability . Instead, our analysis of websites, 
including where appropriate and available, legislation, policies and procedures, showed that 
potential complainants with disability, along with parents of children and young people with 
disability, are frequently expected to navigate their way through sometimes convoluted  
and unclear processes . As we detail further in Chapters 6 and 7, those who navigate  
these processes can become exhausted, and can feel like the hurdles to complain  
are insurmountable . Concerningly, as section 4 .2 of this Chapter also makes clear, a person 
with disability who has experienced violence, abuse, neglect and exploitation in the context  
of service provision is more likely to be directed on the website to engage in a process of  
local conciliation . Without clear guidance otherwise, this could potentially imply that the  
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victim-survivor  must go back and attempt to ‘resolve’ their experience with the perpetrator who 
has harmed them . As we shall discuss in Chapter 8, an important reform would involve clarifying 
the pathways individuals should take in reporting violence, abuse, neglect and exploitation . 

Complaints mechanisms have been, and will likely remain, one of the avenues via which people 
with disability continue to seek to report the violence, abuse, neglect and exploitation they 
experience . Accordingly, our next three chapters turn to examine the experiences of people  
with disability navigating complaint . Chapter 5 examines the experiences of people with 
disability who do not complain about violence, abuse, neglect and exploitation, or have a 
complaint prevented . Chapter 6 describes the experiences of some people with disability with 
complaint processes. And finally, in Chapter 7, we look at experiences of complaint outcomes. 
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Chapter 5: Experiences of Complaint: 
Non-Complaint and Prevented Complaints
The previous chapters have outlined ideal principles and practices that should inform the 
operation of complaints mechanisms, such as human rights considerations, violence prevention 
approaches and principles of procedural justice and justice in outcome . We then have 
considered how Australian complaint mechanisms represent their processes and policies online 
and work in practice . In this Chapter we continue examining complaint mechanisms in practice, 
by considering how people with disability themselves experience complaint mechanisms as 
they currently operate . A focus on experience helps to inform not only the limits in the design 
of complaint processes, but also the ability of complaint processes in practice to conform 
to their own policy guidelines . As Ahmed highlights, institutions often fail to follow their own 
complaint policies and procedures .455 As we shall see, some people with disability have reported 
a significant gap between how a complaints process should ideally function and their actual 
operation. Specifically, this Chapter examines the experiences of people with disability who do 
not complain or are prevented from complaining about violence, abuse, neglect and exploitation . 
While experiences of people navigating complaint mechanisms are important for understanding 
barriers to use (see Chapters 6 and 7 in the report), the accounts in this Chapter highlight 
the obstacles that lead to complaints not being lodged when they should have . As shall be 
discussed in the conclusion below, failures to complain, and system blockages which prevent 
complaints, are indicative of not merely the inadequacies of complaint mechanisms in terms  
of their accessibility and inclusiveness, but also the attendant problems that must be taken into 
account in complaint mechanism design, including, for example, inadequate protections for 
complainants to avoid retribution .  

This Chapter marks the first of three chapters which detail the findings from the scholarly 
literature, reports and submissions examined that provide insight into the barriers some people 
with disability may experience in relation to complaint processes and outcomes . It is important 
to note that these chapters are not intended to provide generalisable findings about what all 
people with disability might experience when seeking to utilise a complaint mechanism to report 
violence, abuse, neglect and exploitation . Our approach does not include a large sample survey, 
so the results cannot be generalised . Further, as discussed in Chapter 4, there is no population 
level or national dataset to comprehensively verify the performance of complaint mechanisms 
in relation violence, abuse, neglect and exploitation; even if such a dataset existed, it is likely 
to feature significant under-reporting because of the nature and circumstances of the violence, 
abuse, neglect and exploitation experienced by people with disability (something that will be 
made evident in this Chapter, and Chapters 6 and 7) . However, these chapters provide insight 
into the kinds of barriers faced by some people with disability in relation to complaints relating 
to violence, abuse, neglect and exploitation, and thus are useful in increasing awareness of the 
design issues around complaint mechanisms that are intended to respond to violence, abuse, 
neglect and exploitation .

Finally, we note that the experiences described in this Chapter and Chapters 6 and 7 relate to 
reporting of violence, abuse, neglect and exploitation . Many of the reporting pathways described 
relate to complaint mechanisms as we have understood them in this report; namely as as a 
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procedure within an organisation, institution or governing authority which allows individuals to 
report negative experiences and problematic conduct and policy; seek individual rectification; 
and, where appropriate, trigger system change . However, we have also included experiences 
that relate to reporting to the police, which unfortunately highlights some of the inadequacies 
of this pathway for some people with disability as a means to report violence, abuse, neglect 
and exploitation .456 When people with disability are unable to report violence, abuse, neglect 
and exploitation to either a complaint mechanism or police, then there is here a significant 
failure in justice: the victim-survivor has nowhere to turn .  As we shall discuss in Chapter 8, 
the inadequacies of police responses to reporting of violence, abuse, neglect and exploitation 
demonstrate both the need to improve the responsiveness of the police and courts to people 
with disability, and the complementary need for robust complaint mechanism pathways . 

5.1 Non-Complaint

One of the investigation questions that guided this report is ‘Why don’t people with disability 
complain about violence, abuse, neglect and exploitation?’ The survey of scholarly literature, 
reports and submissions we conducted revealed a number of different experiences which 
explain why people with disability may not complain . These include experiencing threats from 
perpetrators which prevent complaints; fears associated with the outcomes of complaints; 
negative past experiences of complaint making; poor accessibility of complaint mechanisms; 
and a lack of awareness of rights or what constitutes criminal violence . The below section 
explores some of these experiences . 

5.1.1 Threats and Intimidation
In the scholarly literature, reports and submissions we analysed, a number of examples were 
encountered of people with disability not complaining as a result of threats or intimidation 
by a perpetrator . Threats can make potential complainants hesitant to complain, for fear of 
experiencing further violence or poor treatment . An account given to the 2015 Senate Inquiry 
into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings highlights the way in which threats and intimidation can work within segregated 
institutionalised settings: 

[A] frail old woman in her 90s who suffered from some mobility issues … lived in a 
residential aged care facility . One day Katrina went to the kitchen area of the facility 
to make herself a cup of coffee. While she was there, a carer approached her, shoved 
her in a corner and touched her in the genital region . He mocked her and dared her to 
complain, saying that no one would believe her and that he would be back to give her 
more . Katrina was shocked and devastated by this . She was afraid to go anywhere in 
the facility and became depressed .457

As discussed below, intimidation in the form of the taunt ‘no one will believe you’ reflects a real 
concern shared by some people with disability who have reported not being believed when 
reporting violence . 
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In some cases, threats of loss of liberty and control are used as a punishment for complaint 
making . In a 2010 submission, the Ethnic Disability Advocacy Centre (EDAC) described an 
example where a woman was threatened with guardianship proceedings as a consequence  
for changing service providers: 

A Muslim woman who had a mental illness, intellectual disability and hearing 
impairment had contacted EDAC to obtain help to be transferred to another service 
provider for her support with her daily living as she felt she was being mistreated with 
her then current service provider . Once her current service provider found out about  
her intention the service provider began threatening the woman to start proceedings  
for them to obtain guardianship over her . This caused the woman to be fearful of 
making any formal complaint .458

Here the threat of a guardianship order – that is loss of legal personhood – is used coercively 
to prevent decision making, choice and complaint . The example also highlights some of the 
potential barriers faced by people from culturally and linguistically diverse backgrounds with 
disability, particularly where information on rights is not available in a range of community 
contexts. EDAC’s submission provides another example which helps highlight this: 

A mother from a non‐English speaking background who has a son with Autism went 
to get help from her Local Area Coordinator (LAC) to organise a social trainer for her 
son for two to three hours a week. As her English was limited the LAC had difficulty 
with communicating with her; the LAC didn’t access an interpreter. The LAC told the 
mother she is too demanding and no help is available for her . After seeking help from 
EDAC, the advocacy officer got in touch with the LAC and referred the client back to 
the LAC . The LAC then organised a social trainer for the son . The LAC told the client 
that she shouldn’t have complained to EDAC. The incident had caused the mother to be 
initially fearful of returning to EDAC and after advising EDAC of the incident she felt too 
intimidated to make a formal complaint .459

It is of course appropriate that recipients of services have the capacity to make complaints,  
and be encouraged to do so without fear . The above example highlights how negative 
responses by services to complaint making and lack of culturally and linguistically appropriate 
information about complaint mechanisms and the right to complain, can create an environment 
where individuals fear complaining . 

In the scholarly literature, reports and submissions we analysed, there were a number of 
examples of historical experiences of violence, abuse, neglect and exploitation . These 
experiences are important to understand for at least three reasons . First, they are important 
because many past experiences of violence, abuse, neglect and exploitation remain unresolved, 
and thus represent a continuing injustice that should be responded to and rectified. Second, 
as discussed in Chapter 1, many people may take years to report violence; this delay in 
reporting violence was a factor reported by the Royal Commission into Institutional Responses 
to Child Sexual Abuse and certainly pertains to reporting of violence experienced by people 
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with disability when they were children .460 Third, poor past experiences of attempts to complain 
(and / or prevented complaints) arguably will shape future attitudes and expectations around 
complaining. Thorneycroft’s study of life course histories provides many examples of historical 
experiences of violence .461 This included a situation where a First Nations woman with disability 
recalled being forced into violence as a child, but was threatened to keep quiet about it: 

‘And, um, I can remember at the age of 13, like the [other ward], they used to go 
swimming a lot on the weekends, but, um, one particular staff member would not let us 
go . And the … girls did want to go swimming, and I said to “em “do you dare me, if I go 
down the front office?” and they go “oh yeah, I dare ya”. So I said “alright, I’ll go down 
there”. So I went down to the front office and I told the big boss, and I said “all the other 
wards are going swimming and the boss in our ward will not let us go swimming, so can 
you ring them up, ring her up and tell her?” He goes “first, do me a big favour, first. Get 
in the other office, pull your pants down, get yourself ready, and then I’ll lock the front 
door”. So he locked the front door and he came into the other office, “cause there were 
other offices there down in the front office, and he pulled his pants down and he got 
hanky ready, and he asked me to wank him until it came . And he played around with my 
fanny, my boobs, you know, touched them, and had a good play around . And then when 
that was finished he said to me “right, don’t you ever [emphasis] tell anybody, because  
if you do, you’re not gonna go swimming again on a Saturday when I’m in the office”.  
So I didn’t tell anybody. And we went swimming.’462

Such threats to those who might complain arguably shape expectations around complaint 
making, and help to create institutional cultures which normalise violence . As one of the 
participants in Ramcharan’s 2009 study of people who experienced restrictive practices 
describes: ‘We can’t complain, not allowed to complain, everyone says you can’t.’463 The above 
example of violence experienced in childhood highlights a theme that will be engaged with in 
Chapter 7 of this report: namely recognition that at least some of the violence experienced by 
people with disability is historical in nature, and some people with disability are adult survivors 
of violence experienced as children . Responding to such violence requires an appropriately 
designed mechanism that can provide justice in relation to historical complaints . 

5.1.2 Fear of Retribution
The experiences of threats or intimidation by perpetrators described above comprise one of 
the reasons that people with disability may not complain . Another, related reason for non-
complaint is a generalised perception that a complaint will lead to retribution . Fear of retribution 
is a slightly different experience from a direct threat from a perpetrator that prevents complaint 
making . Indeed, this section describes experiences of people with disability who avoid complaint 
making, not because a specific threat from an individual or organisation has been made, 
but because of a more generalised fear of retribution which works to prevent people from 
complaining . This scenario was highlighted in a UK study: 
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‘Something did happen that I didn’t tell the police about. I don’t know why I didn’t tell them. 
When I was at Auntie’s house, there were some neighbours who were trying to get inside 
the house. They were standing outside the windows flashing at me when Auntie had gone 
out … I didn’t tell Auntie when she came home because I thought that she would be angry 
with her neighbours and would tell them off. That might have made them worse.’464

This example highlights that fear of retribution can take the form of potential danger or threat 
to the complainant . As we shall discuss in Chapter 6, this fear is arguably well founded due to 
experiences of some complainants who suffered retribution against themselves or their families. 

A general fear of retribution reveals an expectation people with disability might have about 
the outcomes of complaints, and may be informed by historical experiences where retaliation 
for complaint making was routine . This set of dynamics was directly expressed by a parent 
advocate in Ramcharan’s 2009 study of people who experience restrictive practices: ‘what really 
gives me some comfort is that it’s illegal for them to retaliate having made a complaint. Because 
in the past that actually did stop us.’465 Some people with disability reside in circumstances  
– such as segregated congregate settings – where institutional cultures mean that retribution, 
including in reduced quality of service, appears likely after complaints are made: 

Martina has an intellectual disability, and currently resides in a not-for-profit group home 
with four male co-residents . Martina has expressed a number of concerns with her living 
situation . Martina wanted support to make a complaint to management . She was unhappy 
with how she was being treated by the staff. She felt threatened by the staff, and was 
worried that if she spoke out against them, they would treat her even more poorly .466

In the above example, Martina is unhappy about her treatment by staff, however feels that 
she has no choice but to remain quiet about this, fearing further poor treatment . The example 
highlights the complexity of complaint making in closed settings and the challenge of seeking 
support, since residents may need to ask the very same staff who are mistreating them for help 
to make a complaint or access advocacy services . This arguably insurmountable challenge 
highlights the critical role of independent supports for complaint making and access to advocacy 
within segregated settings, something that will be discussed in Chapter 7 . 

Education settings often have similar institutional cultures that create barriers to complaint 
making and expectations of retribution . This was summarised in a 2018 study by Jenkins et al: 

some parents expressed reservations that a formal complaint may adversely affect their 
relationship with school staff, and in turn their child’s school experience. There is little 
doubt that a power imbalance exists between parents – who are reluctant to alienate 
a school for fear that to do so may impact their child’s wellbeing – and the school. This 
imbalance is exacerbated where the student in question has disability, and parents may 
be especially concerned about finding a place in another school, or about disrupting their 
child’s routine and environment.467

Jenkins et al’s observations highlight a theme we shall see continues in Chapters 6 and 7: 
namely, that experiences of complaint making in education settings – such as schools – reveal 
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multiple concerns around complaint mechanisms, including that students and parents must 
weigh the right to complain against the potential for adverse outcomes following a complaint . 
This weighing reveals the difficult situation children and parents are placed in, where they may 
be compelled to either accept situations of violence and mistreatment or, alternatively, complain 
and face loss of educational opportunity and / or further violence . 

The sense of being locked into an inescapable situation where complaint is not possible 
is mirrored in other closed institutional settings . For example, a 2020 submission by the 
Multicultural Disability Advocacy Association describes an example of the experience of a 
woman from a culturally and linguistically diverse background who experienced restrictive 
practices in a mental health setting: 

‘On one occasion when my condition was escalating, I was afraid as I was bundled into 
a room where I was wrestled to the ground by several staff members and stripped naked 
to the waist . I was forcibly injected and left naked on the bed face up in a locked room, 
with a window to see in and I was passed out for how many hours, I have no ability to 
know . I have kept this horrible experience to myself except for my treating psychologist 
and one family member . As both an involuntary and voluntary patient in the public and 
private hospital system over many years I have met others who told of their own fear 
in those places too . The thing that I found most disturbing was a similar experience 
to mine, by a young women who has Bi-polar and said she was restrained by several 
hospital staff and stripped naked too. I fully believe her account as I have experienced 
this myself. It is a sad that staff do get away with their human rights abuses of mental 
health patients who are vulnerable and unwell – we are all afraid to speak out because 
one day we may need to return.’468

Here fear of retribution occurs because the person with disability is aware that they may have to 
return to the institutional setting where violence was experienced: ‘we are all afraid to speak out 
because one day we may need to return.’

Human Rights Watch’s 2018 investigation into the experiences of people with disability in the 
criminal justice system provides many accounts of institutional barriers to complaint making for 
prisoners, including fear of retribution . It was noted that: 

Out of the 32 cases of sexual violence Human Rights Watch documented, 15 were 
against women and 17 against men with disabilities but only a handful were reported . 
Most said that they had not reported the sexual violence due to shame or the fear of 
retaliation . Human Rights Watch believes that it is very likely that the majority instances 
of sexual violence go unreported for the same or similar reasons .469

In the context of prisons, it is notable that fear of retribution can impact frequency of complaint 
making in a way that is at odds with availability of complaint mechanisms themselves . Thus,  
for example, even if complaint mechanisms are available, they may be poorly utilised: 
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there are a number of mechanisms to report abuse; for example prisoners can report 
a complaint to prison officers or the superintendent, an ombudsperson, an inspector of 
custodial services, official visitors, or even the attorney general. However, prisoners told 
Human Rights Watch that they often choose not to report for fear of reprisals or being 
labeled a traitor .470

Retribution in prison settings can arise in the form of violence from other prisoners, because of 
the above described perception that someone who complains about violence is a ‘traitor’: ‘When 
you’ve got trouble, you don’t go to officers [to] ask for help. That’s the golden rule in jail. You 
get called a “dog” [traitor]. You could get bashed.’471 This internalised culture of non-complaint 
means that those who complain about violence may face worse violence as a result of making a 
complaint; thus some prisoners with disability who experience violence will not complain in order 
to avoid a worse outcome: 

One man with a cognitive disability described being attacked by three male prisoners in 
a shower, with two holding him down and forcing him to kiss the penis of the third . ‘I tried 
to run away to try to get help and shout out to the prison guards, but they were too far,’ 
he said. ‘I could not do anything because I would be labeled a dog [traitor]’.472

In other contexts, institutional provisions for support of people with disability within prisons 
generate the circumstances where violence occurs, and where this violence is difficult to report. 
For example, some prisons have a ‘prisoner-carer’ system (such as the Queensland Prisoner 
Support Carer Program or the Victorian Prison Service Workers program), where another inmate, 
sometimes a cellmate, is asked to help the prisoner with disability with daily tasks such as 
cleaning and going to medical appointments . This system potentially creates the circumstances 
for violence . In 2018 Human Rights Watch drew attention to the fact that some carers convicted 
of violent crimes are put in the position of ‘watching over’ a person with disability:473

‘We had a case here where a prisoner with a disability was recently raped in custody  
by his carer [who had been previously convicted of a sex offense]. During a random  
cell search, officers found blood and faeces on his bedsheets. Only then he [prisoner 
with a disability] disclosed he was raped on numerous occasions, before that he was 
too scared.’474

The above example reinforces the way in which closed environments can lock victim-survivors 
into relationships of violence with perpetrators . As one nurse interviewed by Human Rights 
Watch stated, ‘At the end of the day at six o’clock… the prisoners are locked in here [all night] 
with their carers’.475 In this context, it is worth noting that Human Rights Watch was informed 
that six of the eight carers in one prison were convicted of sexual offences.476 

Staff members may also be involved as perpetrators of violence within criminal justice settings. 
The stakes are extraordinarily high for people who experience violence from prison staff, as the 
following account demonstrates: 
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A man with a psychosocial disability told Human Rights Watch that five officers came 
into his cell, and put him in the shower . According to him: “They said ‘Beat your head up 
the wall, or we’ll do it for you.’ I became dazed, didn’t recognize or remember their faces. 
I thought I would die and become another death in custody. I’ve never reported it”.477

The fact that it was staff who perpetrated this harm provides a strong explanation for why this 
individual chose not to complain. A fear of retribution from these staff members, and a fear 
of not being believed, discussed below in Section 5 .1 .4, may have also played a part in his 
decision not to report this harm . 

5.1.3 Fear of Adverse Outcomes 

A generalised fear experienced by potential complainants is the worry that complaint making will 
lead to an adverse outcome. Again, this fear is related, but differentiated from the fear described 
in the previous section . Indeed, in this section we focus on fears relating to other negative 
outcomes that may eventuate from complaint making; for example, having opportunities for 
education removed, having children removed, and experiencing intrusion from police and prison 
authorities . In these circumstances, it is the desire to maintain relationships and opportunities 
that keep some people with disability from reporting violence, not a fear of retaliation . 

This generalised fear of adverse outcomes associated with making a complaint is seen in 
educational settings where children and young people with disability often have arrangements 
for delivery of schooling that have taken years of negotiation, as well as plans for study or work . 
These arrangements and plans can be disrupted if a complaint leads to change . For example, 
in an experience reported to the 2015 Senate Inquiry into Violence, Abuse and Neglect against 
People with Disability in Institutional and Residential Settings, a woman described the fear 
associated with a complaint preventing her from achieving her educational goals: 

‘I fought so hard to go to a mainstream school that I feared that if I complained about  
my aide I would have been sent to a special school . The results of this would have  
been catastrophic for me . I would not have been able to go on to university and have  
a career.’478

This woman feared a form of indirect punishment – being sent to a special school – which would 
have had a significant impact on her ability to pursue further education and her chosen career.  
A similar fear of a complaint leading to a change in circumstances might occur in criminal justice 
and mental health settings . For example a 2020 Sisters Inside report highlighted that people 
with disability may be prevented from making complaints because of the fear that this would 
lead to a negative change in circumstances: ‘Quite a few women talk about being scared that 
if they reach out for help, they will be put into Detention Unit or Safety Unit.’479 As shown in 
Chapter 7, the experience of being sent to solitary confinement after reporting violence is real  
in the sense that there are accounts of people experiencing this adverse outcome after making 
a complaint . In a mental health context, a UK study highlights how a reluctance to complain 
might be due to worry about being ‘sectioned’ – that is, being involuntarily detained in a 
psychiatric facility – as an outcome of complaint making: 
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‘If I’m punched or kicked or knocked down to the floor I just get up and walk away 
because I don’t want trouble in my life, do you know what I’m saying. [Reporting to]  
… the police can backfire on you and you can so easily get labelled as dangerous and, 
you know, a risk to yourself to the community and end up getting sectioned or something 
and that’s not what I want.’480

In seeking to report the violence of someone else, this quote shows how people with disability 
themselves can end up being perceived and responded to as violent and dangerous after 
making a complaint . 

In some cases, a potential complainant may be deterred from complaining due to a fear of loss of 
personal relationships and networks . Harris and Woodlock outline how the fear of having children 
removed ‘is an issue commonly seen in research into violence against women with intellectual or 
cognitive disability.’481 In an example discussed in their research, a frontline worker stated: 

‘The word goes around a community that if you notify it’s likely that your children will be 
taken because there are so many examples within a community . We live in a regional 
area so that network is a word-of-mouth network . People know . If they go to people who 
are friends within that network, they’ll tell them: ‘That happened to so and so. The cops 
did this, FACS [Family and Community Services] did that. Don’t tell them that anything 
is happening’. So yeah, definitely a huge disincentive to getting help because you don’t 
know who you can trust.’482

In the above example, potential complainants are deterred from complaint making because  
they feel that they will be the target of investigation; instead of violence against women with 
disability being viewed as ‘the problem’ that must be addressed by police and social services,  
it is the complainant’s ability to parent that comes under question, leading to a potential 
outcome that their children are removed . As we shall observe in Chapter 6, some people 
who complain themselves become the targets of investigation or are treated as potential 
perpetrators . This indicates a failure of just process:  complaint should lead to an investigation 
of the circumstances of the complaint and not the complainant themselves .

In some contexts, a fear of adverse outcomes can take the shape of a general sense that a 
complaint will get the complainant ‘into trouble.’ Here, institutionalised cultures which create 
a sense that ‘rocking the boat’ will lead to adverse outcomes can create expectations that 
standing up for one’s rights and reporting injustice can lead to negative repercussions for the 
complainant . Frohmader and Sands describe an example from a disability service setting:  

Christine, a 39 year-old woman with intellectual disability, was repeatedly raped and 
bashed in one week by several different men. She lives in a ‘semi-supported residential 
facility’, and although she is classified as having ‘high support needs’, she receives 
only 2 hours of support each day . For the other 22 hours, she is left unsupervised 
and unsupported . In one of the attacks (in the local park in broad daylight), she was 
repeatedly anally and vaginally raped and beaten . When she made it back to the 
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residential facility, a staff member made her hand-wash her bloody underwear and 
garments. The worker wrongly ‘assumed’ that the woman was menstruating (despite her 
being on an injectable contraceptive) and she was reprimanded for getting blood on her 
clothes . Christine was too scared to tell the worker what had happened to her because 
she thought she would ‘get into trouble’.483

This example highlights the way in which an institutional culture can create an environment 
where complaint making about violence, abuse, exploitation and neglect becomes unthinkable . 
That the woman in the above example was reprimanded for getting blood on her clothes after 
being repeatedly raped, and that she was scared of ‘getting in trouble’ highlight a culture where 
complaints are not encouraged, and where violence against people with disability is considered 
burdensome and inconvenient for staff to deal with. As we shall see in Chapter 6, the framing 
of complainants as people who are ‘just being difficult’ is very real; as Ahmed argues, complaint 
making can result in the complainant being treated as an ‘inconvenience.’484

5.1.4 Fear of Disbelief 

As discussed in Chapter 3, people with disability can experience forms of ‘testimonial injustice’ 
in the form of being treated as unreliable or untrustworthy witnesses to violence, abuse, neglect 
and exploitation . Given this, it is not surprising that in the scholarly literature, reports and 
submissions we surveyed there were accounts of people with disability who were hesitant to 
report violence as they feared being disbelieved by complaint bodies . This hesitation to report 
and fear of disbelief occurs in a context where negative stereotypes associated with disability 
shape perceptions of whether the testimony of a person complaining can be relied upon: 

‘[I worried] that they [the police] would have the same attitude as a lot of people have, 
the minute you hear about oh, someone has a mental illness, they think that they’re a 
nutter and that their word can’t be believed.’485

Where violence, abuse, neglect and exploitation is historical in nature, this can exacerbate the 
fear that people with disability may have about not being believed, because of the difficulties 
associated with substantiation . One participant in a UK study said: 

‘Passing the information on to the authorities was never a feasible option because it was 
so long ago, and also because I know I’d be greeted with a lot of scepticism from people. 
I’ve always felt that it’s pointless to go to the authorities with this, there’s probably 
nothing they can do now.’486

This quote, from an article about people with disability who were sexually assaulted as children, 
highlights a pervasive scepticism around child sexual abuse, in part due to the perception 
that children are ‘unreliable’. As discussed above in Section 5.1.1, the Royal Commission 
into Institutional Responses to Child Sexual Abuse highlighted that it can take decades for 
childhood sexual violence to be reported by survivors . There are additional barriers for people 
with disability when reporting violence experienced as children .487 Further, and relevant to the 
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consideration of historical reporting of violence, having trauma and experiences of violence 
validated is extremely important for victim-survivors of sexual assault .488 The possibility that 
victim-survivors would not be believed is sometimes enough to make them decide to not report 
violence, fearing that being disbelieved would traumatise them further . 

5.1.5 Blamed for Violence

In the scholarly research, reports and submissions we examined, there were examples 
of people with disability being made responsible for violence they experienced . This 
responsibilisation in turn shapes the perceived ability of the complainant to report violence, 
abuse, neglect and exploitation . This experience of being made responsible for the violence 
experienced is a different variation on the testimonial injustice of being disbelieved that 
is described in Chapter 3 . In this case, the testimony of the victim-survivor of violence is 
invalidated because it is assumed that they have brought this violence upon themselves due  
to their own behaviour or disposition. This ‘victim blaming’ makes people with disability and  
their families reluctant to engage in complaints, for fear that they would be blamed further,  
and that no positive outcome would result from reporting harm: 

‘my son would come home with injuries… He would have cried or that looks like an adult 
sized hand print on his arm. I think someone must know what’s going on. But nobody 
ever did. He’d be put in to the time-out room – again… And it was like drawing blood from 
a stone . And that always the shutters would go up… when I read the incident report I 
just couldn’t believe what they had written – It really just put the blame squarely back on 
him and me as the parent . And that just made me – well very – in the end I reached the 
conclusion that it is a waste of time complaining. I just want to get my son out of here.’489

In the above example, a child is subject to repeated use of restraint and seclusion in an 
education setting . However, the person with disability and his mother are blamed, presumably 
for the perceived ‘challenging behaviours’ the child displayed which initially led to him being 
detained . As a result, his mother feels that there was no point in complaining as the school 
would clearly not accept responsibility for their use of violence . In the above case, the parent 
chooses not to report violence and instead seeks to make alternative arrangements (‘I just want 
to get my son out of here’). This response to violence is, as we shall see, a continuing theme: 
for some people with disability complaints around violence, abuse, neglect and exploitation are 
not actioned due to a lack of trust in complaint mechanisms; instead, people with disability and 
their advocates must make their own arrangements to escape violence and harm, even if this 
means the loss of crucial services . 

Some people with disability might refrain from reporting violence as they fear that their  
own behaviour would be used to discredit their reliability. In Shah et al’s 2016 study,  
a woman expresses hesitance about reporting family violence due to her own sexual  
history and alcohol consumption: 
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‘I felt I couldn’t go to the police because I felt I’d be scrutinized and I felt that everything 
that I’d done ever since would be used as evidence against me and because I felt all 
is based on your character and instead of being believed and because of the way I 
behaved in the time since what has happened to me, I felt like people would say it’s  
my fault or I brought it on myself or that I have to go to court and explain things  .  .  .  
I thought it would be very easy for anyone to say well of course with how much you  
have drunk at the time.’490

Despite decades of feminist advocacy, it is not uncommon for victim-survivors of violence 
and sexual assault to be scrutinised in the criminal justice system regarding their behaviour, 
dress and appearance at the time of, prior to, and after their abuse .491 Feminist scholars have 
called the intense interrogation of victim-survivors’ personal lives the ‘second rape’, or ‘judicial 
rape’.492 In this process, details irrelevant to the crime, but useful for the defence in discrediting 
the victim-survivor, are publicly brought to light .493 This process is shameful, embarrassing and 
intrusive, and serves to retraumatise victim-survivors who come forward to seek help .494 This set 
of dynamics are again a different variation on the testimonial injustice described in Chapter 3. 
The process of reporting violence becomes a site of trauma, which displaces blame for violence 
onto the survivor themselves, who is asked to justify their own actions and past . In this context, 
it is not surprising that the woman in Shah et al’s study preferred to keep silent about the 
violence she experienced .

5.1.6 ‘What’s the point?’: Fear of No Outcome 

In Chapters 6 and 7, a number of experiences of complaint making by people with disability 
in relation to violence, abuse, neglect and exploitation will be described which either result 
in no evidence that the complaint has ever been processed (‘nothing happened’) or result in 
no tangible just outcome . Given this reality, it is perhaps not surprising that in the scholarly 
literature, reports and submissions we surveyed that some people with disability, their families 
and allies, decided not to complain as they felt there was ‘no point’. They feared that there 
would be no satisfactory outcome to their complaint, that nothing would change, and that the 
process of complaining would be taxing and ultimately ineffective. For this reason, they either 
chose to transfer services where possible, or alternatively, ‘put up’ with violence. An example  
of this was provided to the 2015 Senate Inquiry into Violence, Abuse and Neglect against 
People with Disability in Institutional and Residential Settings: 

A daughter was concerned that her mother had bruising on the top of her head . She 
was informed by a facility that this had occurred as a result of a fall; but, as the bruising 
was right on the top of the head, the daughter was not convinced that this was the way 
this injury had actually occurred . Later hearsay rather than absolute proof was that 
somebody had actually hit the woman over the head with the buzzer because she was 
a person that liked to buzz fairly frequently . The daughter chose not to complain but 
removed her mother to another aged-care facility because she felt that she was not 
getting any kind of hearing by the people who worked in the facility… .495
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In the above case, a lack of trust that a complaint would lead to justice forces the potential 
complainant to instead make their own arrangements to remove their loved one from a situation 
of violence . Note in the above that the complainant themselves has to engage in an informal 
investigative process to understand the cause of violence in order to take appropriate action; 
the organisation itself is not trusted to have the necessary transparent and neutral processes to 
carry out its own investigation. As discussed in Chapter 1, a defining aspect of police processes 
is that ideally, police are required to conduct impartial investigations after a report is made about 
violence; not the complainant . Here, in contrast, due to the failure of the complaint mechanism 
to act in an impartial way and resource investigation, the complainant themselves must do the 
work of collating evidence . 

In some cases, fear of not being believed is experienced by some people with disability as 
interconnected with discrimination based on gender, race or sexuality . In a UK study of a health 
setting, a woman from the LGBTIQA+ community was denied treatment, however she did not 
complain because she felt that it would not result in any tangible outcome: 

‘I’ve actually been turned down at the doctors, because I was a lesbian. They said  
they were full up but my friend went the day after, because we both moved into the  
same place and she’s actually a lesbian but she looks very, very, straight and they 
signed her up straightaway. I just didn’t have the energy [to complain] because,  
I mean, you get to a point where you just think, well what’s the point, because you  
know nothing’s going to change.’496

Another UK study highlighted a similar despondency by LGBTIQA+ people with disability about 
the prospects of a complaint to the police about physical and verbal abuse: 

Half of the people we interviewed told us about being physically and verbally abused by 
strangers in their neighborhoods and on public transport . Robert and Paul had both been 
attacked on the street and neither felt confident that telling the police would make any 
difference, so neither of them had reported the incidents.497

As discussed above, while the focus of this report is on complaint mechanisms as reporting 
pathways for violence, abuse, neglect and exploitation, consideration of the role of the police 
is important . The absence of any pathway to report violence, abuse neglect and exploitation 
– either to the police or a complaint mechanism – means that rectification of injustice appears 
impossible . The above accounts highlight that where a complaint mechanism fails to process 
a complaint or lead to a tangible outcome, this will in turn reduce victim-survivors’ trust in the 
prospect that authorities are equipped to provide justice . 

5.1.7 A History of Negative Complaint Experience 

Connected to the fear that a complaint might lead to no outcome are situations where  
potential complainants do not complain due to previous negative experiences with complaint 
processes . In the scholarly literature, reports and submissions we examined, there were a 
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number of accounts where people with disability had a negative experience with a complaint 
process that subsequently deterred them from making future complaints . These negative 
experiences were traumatising and distressing, making people reluctant to go through such 
difficult experiences again, especially if the past complaint resulted in no outcome, or adverse 
outcomes for the complainant . 

A direct example of a negative experience around a complaint leading to future reluctance to 
complain was described in detail by Frohmader and Sands in an account relating to violence  
in the context of a residential accommodation facility: 

Martin has intellectual disability and was living in a not-for-profit group home. He was 
assaulted by a co-resident, and taken to the doctor . The assault was also reported to the 
police . The matter was raised with the senior management of the group home . However, 
nothing was done about the situation, and after visiting his mother, Martin expressed 
severe reluctance to return to the group home . Two months after the assault, Martin 
ran away from the group home. He was missing for a total of 12 hours. Martin’s parents 
attended a meeting with the managers of the group home . Their concerns about the 
conflict in the house, and other issues relating to Martin’s safety, were trivialised by the 
management staff. A month later, there was another incident in the group home, and 
Martin’s parents took him home. Martin was living at home for two and a half months 
before a new group home was found for him . Martin was happy with the new services, 
and his new co-resident. At the conclusion of the ordeal, and upon Martin finding more 
appropriate accommodation, Martin’s parents decided not to submit a formal complaint 
about the first service provider.498

The account above does not explicitly suggest why Martin’s parents did not lodge a formal 
complaint . However, the previous experiences with complaint mechanisms, including 
presumably inaction by the police in relation to the assault, provide a context which suggests 
that the prior complaint processes would not have assured Martin’s parents that complaint 
making was worth the effort. Note, this is another example of where individuals who experience 
violence, and those who support them, may choose to take action themselves to escape harm 
rather than complain and risk inaction (or further mistreatment) from the complaint mechanism . 
Once again, these actions highlight that low trustworthiness of complaint mechanisms will 
impact willingness to complain . 

The example of Martin’s experience above highlights how a poor experience of a complaint 
process and outcome can immediately shape a decision about whether to embark on 
subsequent complaints . However, as described above, many experiences of complaint 
mechanisms are historical in nature, and further, and unfortunately, some people with disability 
have experiences of multiple complaints that have gone nowhere . A First Nations woman who 
was institutionalised as a child, and who later experienced domestic violence as an adult, 
explained how these initial experiences of attempting to access help shaped her expectations 
as an adult: 
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‘When I was living … with the ex, and happened about 3 years ago, or, yeah, and, um, 
my ex was violent to me ‘cause of, um, my epileptic fits. ‘Cause while I was having the  
fits I was too scared to go to people, I was. And, um, when, I used to always be scared  
of him ‘cause he had a violent, because of his father, ‘cause his father was violent as well . 
And I used to be scared, because of people wouldn’t help me, ‘cause of those days in the 
institution when people didn’t help you, and then that was while I was having the fits.’499

In this example, experiencing neglect in disability settings as a child, and having poor outcomes 
when attempting to report this neglect, can have long lasting effects on a person’s willingness to 
report violence in the future .

The poor performance of complaint procedures, as indicated above and in Chapter 3, can 
undermine faith in institutions to operate in a fair and consistent manner . An account in a 
2018 study by Maher et al highlights this loss of trust in basic civil institutions: ‘Who I have 
gone to in the past has had devastating consequences . I would hope you could go to the 
police or a hospital or a doctor.’500 The scholarly literature, reports and submissions analysed 
revealed a number of examples of this lack of trust, particularly as this related to the criminal 
justice system . Again, as discussed above, the focus of this report as a whole is on complaint 
mechanisms and not the police . However, in so far as the police are an important reporting 
pathway for violence, abuse, neglect and exploitation, they are relevant for understanding where 
people with disability can turn to . Relevant to broadly understanding reporting pathways for 
violence, abuse, neglect and exploitation these accounts of the criminal justice system showed 
that some people with disability felt let down and traumatised by their previous experiences with 
courts and police, leading them to fear engaging with these services again . In relation to courts, 
one woman, in response to the question ‘Who would you go to for help?’ stated: 

‘It’s actually, for me, it’s an actually horrifying question, because I’ve never really thought 
of it. Because I don’t have faith in the judicial system, because of—as a child sitting in 
that courtroom and they didn’t help me. They saw something was wrong. But nobody 
came to me and said, “Why aren’t you talking? Or why are you crying?” And they let me 
go back home into that situation.’501

This traumatic experience stayed with this woman and resulted in her ‘losing faith’ in the justice 
system, leaving her feeling like she had no options to report violence or access help should 
she need to in the future . Because the criminal justice system relies upon perceived legitimate 
authority, failures of process and outcome can be experienced as disappointment for people 
who expect justice to be delivered . An account from a UK study of a woman who sought police 
help after receiving death threats reveals this disappointment and its impact on the potential for 
future complaint making:  

‘But as far as the police were concerned I would never, ever, ever make that call of 999 
again . That is how, that is how strongly I feel the police let me down . Because all they 
did was turn my life upside down [...] I feel that they do nothing to help.’502
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In some cases, it is not just disappointment and loss of faith in civil institutions, but active fear 
of authorities and their ability to resolve complaints relating to violence, abuse, neglect and 
exploitation that lead to non-complaint scenarios . Thorneycroft provides an account from a 
woman with disability who describes feeling unsafe calling the police:

‘It’s sorted out, what happened. What happened. But they don’t, I don’t feel safe ringing 
them [the police] now if something goes wrong...They’re meant to help us, but they don’t 
know how to deal with people in the community… I think they judge us that have an 
intellectual disability.’503

In this account, the woman had experienced domestic violence and went to the police where 
they belittled her and did not help. She now feels like she wouldn’t go back to the police after 
her negative experience with them . When this woman was asked what she would do in the 
future if she experienced harm, she replied: ‘Nothing… I don’t know, we have to live with it. 
Because that’s how people with intellectual disability get treated.’504 In other words, the previous 
experience with the police not only prevented complaint making, it also creates a situation 
where violence against people with disability is understood by the victim-survivor as ‘normal’ 
and to be expected . 

Fear of the police and the criminal justice system may relate to past experiences in different 
legal jurisdictions . A 2012 report from the National Ethnic Disability Alliance outlines that for 
some migrants and refugees, negative experiences with police and the legal system in their 
countries of origin made them reluctant to go to police to complain: 

Some participants expressed they lacked an understanding of the legal system due 
to their limited English skills and low level of education, some refugees that they were 
fearful of the police and the legal system given their previous experiences from their 
home lands and travels .505

This demonstrates that just processes for complaint mechanisms will need to take into 
account building confidence in institutions and their ability to resolve complaints, and providing 
appropriate information – including to diverse communities – on complaint processes which 
helps to establish perceived neutrality and trustworthiness . The focus of the examples in this 
section also highlight the poor experiences some people with disability have with the police 
and the courts as reporting pathways for violence, abuse, neglect and exploitation . As we shall 
discuss in Chapter 8, this highlights both the need to enhance complaint mechanisms so they 
can work in a complimentary way with the criminal justice system, but also the need to improve 
the responsiveness of the police and the courts to people with disability who experience 
violence, abuse, neglect and exploitation . 

5.1.8 Gender and Cultural Norms 

As discussed in Chapter 3, gender and culture can shape complaint making and how 
complainants are treated . In the scholarly literature, reports and submissions we examined, 
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there were cases where gendered and cultural beliefs surrounding violence and shame 
influenced whether people with disability reported violence; in some cases, cultural beliefs 
of gendered norms might prevent complaint making . This was evidenced in an experience 
reported in a UK study, where a woman with disability describes her family keeping her sexual 
assault secret because of the perceived shame associated with reporting it: 

‘I think the thing that hurts me the most was probably my parents’ reaction—my mum 
particularly, I think they must have been thinking do they phone the police, if they do, 
you know, it’d be a big scandal; it would be in the paper—all this kind of thing. A sort of 
shameful situation and I remember hearing my mum saying that ‘she’s young, she’ll just 
forget about it if we don’t mention it.’ And it was just swept under the carpet.’506

This woman’s reflection highlights how past attitudes towards violence against children – that 
it was shameful, that it would bring embarrassment to the family, and that children would be 
unaffected by and not remember violence or trauma – shaped this woman’s parents’ decision to 
refrain from reporting violence . Gendered and cultural norms can also shape the willingness of 
men to report violence. Sin et al’s 2019 study shares the experience of a man who was reluctant 
to report violence, restricted by the belief that men should be able to endure and deal with 
violence without feeling upset: ‘I was too ashamed and embarrassed to tell anyone. Because I’m  
a bloke, I’m expected to handle it. I still get upset and cry but it’s not acceptable for a man to do.’507

Within particular community contexts, complaining to authorities about violence, abuse, neglect 
and exploitation can be frowned upon because of the culture and histories of those communities . 
In the 2020 submission from the Ngaanyatjarra Yankunytjatjara Pitjantjatjara Women’s Council  
to the Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability, 
a frontline staff member recounts an example of exploitation that was not reported: 

‘One of our clients, living in community, was unable to access her own money from her 
bank account because of the security measures placed on her account by the bank due 
to frequent instances of family members (and particularly her sister) taking her money . 
However, her sister walked into a bank in a regional centre with a statutory declaration 
saying she was the client and removed all the funds that had accumulated . The bank 
has indicated that the funds cannot be returned to the client unless she reports her sister 
to the police, an act which would be totally culturally unacceptable.’508

According to this submission, in Anangu culture, resources are often shared, meaning that 
disability funding intended for one family member with a disability may be shared throughout 
the family, ‘in accordance with established priorities which may or may not include the family 
member who has the goods or money’.509 This communal approach to resource sharing makes 
it difficult for people with disability to complain when ‘their money’ is used or controlled by 
somebody else in the family . 

Negative cultural norms can also materialise in forms of racism that prevent complaint making 
(and lead to a situation where individuals believe they are unlikely to be believed) . For example, 
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in a 2018 Human Rights Watch report, it was noted that First Nations prisoners ‘did not feel 
comfortable seeking services because they faced racist stereotypes . One Aboriginal man with 
a disability told Human Rights Watch, ‘[They call us] “black cunt,” “sheep,” “mother fucker,” or 
“pricks.”’510 While this statement was made in relation to accessing medical services, the racist 
attitudes of prison staff highlight the potential barriers faced by First Nations people when 
making complaints about violence, abuse, neglect and exploitation . 

5.1.9 Powerlessness

As discussed in Chapters 1 and 2, people with disability face systematic forms of inequality 
and discrimination . Some people with disability have lifelong histories of violence, and multiple 
experiences of having complaints not taken seriously . Some people experiencing violence 
simply feel too scared, traumatised and shocked to report the violence, abuse, neglect and 
exploitation they have experienced . Further, many people with disability are disconnected 
from institutional decision making, meaning they have limited personal capacity to effect 
change in their circumstances . The feminist philosopher Iris Marion Young described one of 
the faces of oppression as the experience of ‘powerlessness.’511 For Young, this experience 
of powerlessness, was associated  with social political structures removing recognition and 
agency from the subject, so that they appear to have ‘little or no work autonomy, exercise little 
creativity or judgment in their work, have no technical expertise or authority, express themselves 
awkwardly, especially in public or bureaucratic settings, and do not command respect’.512 
Powerlessness as Young describes it has strong overlap with the testimonial injustice described 
in Chapter 3; in both cases, institutions and social structures conspire to devalue and remove 
the capacity for individuals to both exercise agency, and be recognised as having fundamental 
rights to speak and be heard .  In these cases, it is important to recognise that powerlessness 
is not an inherent trait; instead individuals are made powerless by the structures around . 
As discussed in Chapter 3, just procedures are one way to value and humanise individuals; 
however failed procedural justice is complicit with making individuals powerless, by removing 
opportunities to speak, to be heard and to effect change. 

To an extent, this idea of powerlessness helps to make sense of experiences described in 
this Chapter, where people with disability do not have the support to gain confidence or ability 
to report violence, abuse, neglect or exploitation. For example, in Thorneycroft’s 2020 study, 
a woman who was experiencing domestic violence over a period of time did not have the 
confidence to speak up about this abuse:  

‘I was living with this person for nine, for nine months . And he punched me, and then  
I felt that it was OK. I couldn’t build confidence, but then I was getting bruises and  
people were questioning me.’513

This quote highlights the relationship between a lack of self-confidence and acceptance of 
violence . It is only when others stepped in that this woman felt able to do something about the 
harm she was experiencing . Here, a factor of the powerlessness experienced by individuals is a 
lack of self perceived ability to take action around violence . A comment by a support worker in a 
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UK study highlights this: ‘The idea that one of our clients would say I want to raise a safeguarding 
or I want to complain or I want, it wouldn’t even come into their heads, it just wouldn’t…’.514 

For some people with disability this powerlessness arises due to the material reality of 
years, and perhaps decades, of persistent violence without possibility of relief or justice . This 
experience was summarised by a participant in Shah et al’s 2016 study:515 a woman in the UK 
who survived ongoing domestic violence in the 1980s, and also experienced failures by health 
staff and police to understand or respond to the trauma she experienced: 

‘. . . I don’t think I told anyone but lots of people knew because there was a lot of police 
involvement and things  .  .  . he made sure I was isolated from family and friends when 
there were opportunities to get help like from the police or from my doctor I was quite 
seriously injured a number of times and hospitalised a number of times  .  .  . I think in 
some ways that the attitude of the police could also be a huge problem because in some 
ways I felt that they looked on me as being just as bad because I wouldn’t do something 
about it; you know sort of ‘how do you expect us to help you if you won’t help yourself?’ 
Yes, that’s fine but I couldn’t help myself. I don’t think they were able to sort  
of understand this prisoner of war camp that I had going on.’516

In this example years of persistent violence without intervention and protection from authorities 
and institutions mean that the victim-survivor had depleted resources and energy to make a 
complaint (‘I couldn’t help myself’).  

The experiences of this person in Shah et al’s study mirrors other research with victim-survivors 
of violence; for example a participant in research on violence in disability group homes 
summarised: ‘You’re too scared to call the police when you’re being bullied.’517 These examples 
highlight the shaping effect of unchecked violence on victim-survivors, and how unchecked 
violence informs expectations of relief or justice . Persistent violence without relief or justice 
creates a culture where those who experience violence fear speaking up about it: ‘When people 
get bullied, they are too frightened to speak up for themselves. They’re very scared and it’s not 
their fault.’518 To an extent, this culture of fear draws attention to the importance of independent 
advocacy and the role of support and outreach in complaint mechanism design . In this regard, 
the account above from Shah et al 2016 is instructive: it was only when others intervened 
that any change occurred . In that example, eventually the police made the decision to press 
charges, despite the fact that the victim-survivor had not made any complaint, and she was 
subsequently able to leave the violent situation .519 In this case, an appropriate reporting pathway 
that supported the victim-survivor, and the availability of forms of independent advocacy, could 
have prevented many years of violence and harm from occurring . 

5.1.10 ‘I Wasn’t Taught That’: Lack of Awareness of Rights

In the scholarly literature, reports and submissions we analysed, there were examples of 
people who did not complain because they were not aware of their legal rights, nor were 
they aware that what they had experienced constituted criminal acts or acts of violence . As 
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discussed in Chapter 1, an element of the routine violence experienced by people with disability 
is its ‘normalisation,’ leading to implicit positive social sanction for perpetrators and forced 
acceptance of this violence by victim-survivors . Given these circumstances, the opportunities 
to report or complain about violence become constrained . Further, being of young age at the 
time of the offence, or having a history of institutionalisation, mean that some people are not 
provided information on what constitutes violence or their rights to complain, and are therefore 
unaware that they could make a complaint about this harm . This is especially the case when it 
comes to sexual violence . As people with disability are often thought of as asexual or as highly 
sexual,520 they are often denied sex education or receive inadequate sex education,521 and often 
receive limited education on consent and healthy and respectful relationships,522 leaving them 
more vulnerable to abusive and risky sexual encounters .523  

A lack of awareness of rights as a cause for non-reporting of violence was discussed in Maher 
et al’s 2018 study; the following comment was made by a service provider with reference to 
women with disability: 

‘they [women with disability] probably don’t recognise some of the things that happen 
to them as crimes and so don’t really follow through. So as far as barriers go, that’s a 
significant one that people with intellectual disability often don’t have high expectations 
as regards to their rights . So the bad things that happen to them, they just absorb and 
suffer it really. ...that’s a definite trend that we’ve noticed.’524

Understanding that an experience of violence is an issue that is reportable is a key precondition 
for a complaint being made . If people do not understand that they have been wronged, or that 
they can report a wrong, then the complaint cannot happen .525 It is for this reason that rights 
education and information have to factor as elements of complaint mechanism design . Further, 
as the above quote highlights, a failure to provide rights education leads to ‘low expectations’ 
around rights and respectful treatment . Arguably, institutionalisation and segregation create 
the context for an expectation from people disability that the violence, abuse, neglect and 
exploitation they have experienced is normal and is not worthy of just rectification. Growing up 
in institutions means some people with disability are excluded from formal and informal learning 
opportunities that would help them identify when criminal acts have occurred. Thorneycroft’s 
2020 study of life histories of people with disability and their experiences of violence, includes 
an account of a person with disability – Roger – who went between different institutions as 
a child and young man, and as a young adult, was raped .526 When asked if he reported this 
violence he responded: 

‘No I was too scared. I didn’t even know it was a crime. Somehow the police found out,  
I don’t know how, uh, and they came to the [refuge] and started asking me questions and 
then took me to the police station . They got me to make a statement, you know, I was 
talking about what I thought, or, you know, this happened, that happened, the police put 
words, it’s like they were putting words in me mouth. But, I don’t know if they were or 
not, but, yeah. And then they, uh, asked me to sign it.’527
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Roger was sexually assaulted by a man at a time in Victoria when homosexuality was illegal . 
He states that he was coerced by police into signing a document saying he had engaged in 
consensual homosexual sex and was consequently imprisoned . This example of a historical 
injustice is shaped by highly problematic discriminatory policing and laws . But it also serves to 
draw attention to how failures to provide rights awareness and inadequate supports for people 
with disability who experience violence can contribute to circumstances where some people with 
disability can experience significant failures of justice. 

The above case example helps to also highlight that lack of awareness of rights or low 
expectations of justice can result from circumstances where individuals experience years 
or decades of violence that becomes ‘normalised’ in such a way that it is difficult to imagine 
reporting this violence . In the context of violence experienced by First Nations people, a 
combination of State sanctioned and informal forms of violence and deprivation can lead to 
a situation where violence, abuse, neglect and exploitation is part of everyday life . The 2020 
submission from the Ngaanyatjarra Yankunytjatjara Pitjantjatjara Women’s Council to the Royal 
Commission into Violence, Abuse, Neglect and Exploitation of People with Disability summarises 
this: ‘One effect of the prevalence of some of the abuses [experienced by the Anangu people] … 
is that these have become normalised, and are seen by Anangu as a part of everyday life and 
relationships’.528 Here the legacies of government policies which removed children from families 
can lead to histories of violence and alienation, and with this low expectations of justice in 
relation to complaints about violence. In Thorneycroft’s study, another case example is provided 
of a First Nations woman who was sexually assaulted as a child in an institution and did not 
report this violence: 

‘I just didn’t know. I was just too scared, and I wasn’t, I was just too scared to say 
something, frightened, very frightened, at the age of six. And that’s why, and I had fits 
too, and I didn’t know what was right, what was wrong. You know, I just thought it was an 
ordinary thing, what he was doing . I thought he was allowed to do that, at the age of six, 
but I didn’t know. I wasn’t taught that.’529

A mix of fear and lack of information on what was ‘right and wrong’ meant that this woman 
was not equipped with the skills to recognise violence in her life (‘I wasn’t taught that’). 
This case highlights the importance of considering historical forms of violence within the 
complaints landscape and how these might be addressed . As was the experience with the 
Royal Commission into Institutional Responses to Child Sexual Abuse, recognition of historical 
violence will often require broader forms of collective recognition of injustice as pathways to 
enabling individuals to report violence and seek redress . 

5.1.11 Inadequate Information and Knowledge on  
Reporting Pathways

Many of the above experiences of non-complaint reflect circumstances that are outside of the 
direct control of the complaint mechanism itself . Understanding these factors are important 
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in the design of the complaint mechanism; for example, outreach and rights education are 
important as strategies for building trust in a complaint mechanism and informing individuals 
of their legal rights . However, some of the experiences of people with disability described 
above relate to structural issues that shape the lives of people with disability; for example, 
segregation and institutional cultures which normalise violence . Complaint mechanisms can 
only go so far in addressing these; indeed, as shall be argued in Chapter 8, improving complaint 
mechanisms and reporting pathways around violence, abuse, neglect and exploitation should 
be accompanied by systemic reforms that aim at addressing the causes of violence themselves . 

However, there are many examples of reforms that can be used to improve complaint processes 
and procedures that will make pathways for reporting violence, abuse, neglect and exploitation 
more effective for people with disability. One such reform is the provision of information 
to increase awareness of complaint mechanisms . In the scholarly research, reports and 
submissions we examined, there were a number of examples where people with disability  
did not make complaints simply because they were unaware that complaints options exist,  
or they were unfamiliar with how to begin a complaint process . 

In some cases, this lack of information is interlinked with the need for general rights awareness .  
A UK study of people with psychosocial disability, showed that lack of information and education 
on complaint options was associated with a lack of awareness of legal rights: ‘Mental health 
service users have little awareness of adult safeguarding, their legal rights or how to raise 
a concern.’530 This study highlights, as discussed in Chapter 2, the interconnection between 
accessibility of complaint pathways, and the rights people with disability enjoy under Articles 12 
and 13, which obliges governments to guarantee equality before the law and rights to access 
justice on an equal basis with others . In some cases, realising these rights means having access 
to information on how to leave a situation of violence or abuse . An example provided by Harris 
and Woodlock draws attention to the role of information in combatting financial exploitation.531 
In this example, women with disability experiencing violence from intimate partners may be 
unaware of options that would allow them to manage their finances independently:

‘So many women that I see haven’t got their card with them. They’ve had it taken. 
They don’t understand they can actually open another account, that we can help them 
have their Centrelink payment put into another account . I know that move in itself 
will be a danger sign . But they actually are completely unaware that they can change 
that reality, that the perpetrator can access all their money the minute it goes into the 
account. It’s a huge issue, teaching some financial skills and regaining a bit of control 
over their own finances.’532

Occasionally, increasing awareness of complaint options involves adapting to evolving 
circumstances and new technologies . One area of change is the capacity of emerging 
technologies to facilitate new forms of violence and abuse, such as through social media . In 
these contexts it can be unclear who to complain to or what ‘jurisdiction’ the complaint relates 
to . In another example provided by Harris and Woodlock, a woman had a photo posted publicly 
to the internet without her consent, but did not know how to complain about this: 
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‘I didn’t know who to ask and I didn’t know how I could get help to get the images off the 
internet so the whole internet didn’t see it, you know what I mean? So I wanted to try 
and get rid of it . They want you to take a photo of yourself, then they put it on a website 
to everyone to see. I just know that it’s out there and I don’t know where it is and that’s 
what’s freaking me out.’533

As shall be discussed in Chapter 6, going to police and using other traditional justice avenues  
is not always effective, as police may also lack awareness around technology-facilitated abuse. 

In some instances, complaint pathways exist, but appear to be not promoted, perhaps because 
there are strong organisational imperatives to ensure that they are not utilised . In the survey 
of scholarly literature, reports and submissions we conducted, there were examples which 
highlighted some of the difficulties faced by students and their advocates in making complaints. 
For example, parents are sometimes unaware of complaint mechanisms available beyond 
speaking directly to school staff. A report on inclusive education found that:

many of the parents interviewed did not characterise their grievances as complaints, 
and may simply not have realised that they had options beyond a conversation with the 
classroom teacher or principal . As noted in the preceding section, schools do not always 
seem to be advising them in this regard . Secondly, it is possible that willingness to seek 
redress from within the Department may be compromised by low levels of trust or a 
sense that nothing will change, particularly if parents feel let down or alienated after  
a dispute with a school .534

Here, parents were unaware of available complaint mechanisms because schools did not inform 
them of their options nor encourage parents to utilise these . Further, as discussed above, low 
level of trustworthiness and poor experiences with complaint can lead to reluctance to lodge a 
complaint . Such circumstances are not necessarily restricted to schools . In the context of tertiary 
education, a 2017 study by Fossey et al drew attention the fact that students with disability 
surveyed were unaware of options to appeal discriminatory academic decisions made against 
them: ‘… some students reported that their requests for reasonable adjustments were sometimes 
met with refusals . In these circumstances, they reported a sense of having few pathways to 
appeal these decisions.’535 As shall be discussed in Chapter 8, clear and consistent information 
on complaint mechanisms and reporting pathways is a comparatively inexpensive and easy  
to implement reform that would improve many individuals’ ability to navigate complaints. 

5.1.12 Complicated Reporting Processes 

In some cases, information about complaint reporting processes is available, however a 
complaint is not lodged because the actual complaint process is perceived as burdensome and 
difficult. As discussed in Chapter 3, an element of just process is transparency: if a complaint 
process appears complex or opaque then this will deter complaint making . In the scholarly 
research, reports and submissions we examined, there were examples of experiences where 
complex complaint processes appeared to deter complainants . Robinson, in a study of school 
children and their families, summarised that: 
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In this research, little evidence was found of students and families accessing policy and 
legal support for prevention, early intervention and remedy or redress of harms… Many 
were unclear about their rights in relation to complaint making, and found the process 
draining and difficult.536

Here lack of information combines with complex and difficult complaint processes to deter 
complaint making .537 Even when children and their families are aware of their right to complain, 
the process is sometimes experienced as too difficult, and families may feel like the likelihood 
of an adverse outcome makes complaining a fruitless endeavour . A similar sentiment was 
shared in Harris and Woodlock’s study of technology facilitated violence, where a frontline 
worker summarised that arduous reporting processes deterred people from making complaints, 
especially if they did not have support: 

‘Sometimes people don’t report it [technology-facilitated abuse... because they felt  
okay, ‘no one [is] going to listen, nothing [is] going to happen, it’s just going to stay  
there, what’s the point?’. Or the amount of red tape they have to go through to lodge  
an application and they said ‘okay, forget it. Don’t worry.’... They are worried it will be 
hard. There won’t be much support. No one there to look into it.’538

This quote illustrates how the convergence of one of the factors described above (‘there is no 
point’) with a complicated complaint process can work to deter complaint making. In this case, 
it is not merely that the complaint process itself is exhausting, it is also that the process is 
experienced as a waste of time where it is not clear if it will lead to an outcome, either for the 
benefit of complainant or for others. In the procedural justice literature, explored in Chapter 3, 
this would be understood as a failure of a complaint process to enable an outcome that either 
serves self-interest or enhances group value .539 If complaints processes are complex, and the 
likelihood of an adverse or no outcome high, then potential complainants are disincentivised 
from complaining altogether . As shall be discussed in Chapter 8, some people with disability 
have experienced interconnected failures in both complaint processes and complaint outcomes; 
this history leads to a subsequent reluctance to make use of complaint processes . 

5.2 Prevented Complaints

In the above sections of this Chapter we examined some of the many reasons why people with 
disability may choose not to complain about violence, abuse, neglect and exploitation . Before 
completing this Chapter on non-complaint, we also need to consider the problem of ‘prevented 
complaints’.540 An accessible complaints process will create clearly available avenues for 
individuals to report their concerns, and appropriate pathways to report violence, abuse neglect 
and exploitation . As discussed in Chapter 3, fair process and procedural justice would imply 
that there is strong knowledge for potential complainants within institutional contexts about the 
processes for making a complaint, training and active facilitation by staff to enable individuals 
to make complaints, voice and recognition to support complainants, and transparent and 
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fair processes to manage complaints towards just resolutions . However, some people with 
disability find that complaint mechanisms are not merely inaccessible, but they are actively 
discouraged and prevented from complaint making . These experiences, found in the scholarly 
literature, reports and submission we analysed, show that in some cases, staff and institutions 
will work in an active way to prevent pathways to complaints . Further, in other cases, complaint 
mechanisms are inaccessible and complex, thus effectively preventing potential complainants. 
Finally, some people with disability are aware that they are unlikely to be believed, and thus 
are pressured to take additional steps, including collecting their own evidence before making a 
complaint . The need for additional evidence can act as a barrier and prevent complaint making . 

5.2.1 Preventing Complaint Making
The scholarly literature, reports and submissions we analysed suggest that in some cases 
people with disability, particularly in institutionalised settings, not only lack access to complaint 
mechanisms, but are actively barred from making complaints . West, Ramcharan and Basser 
provide examples where people with disability in hospitals and mental health wards were 
prevented by staff from making a complaint.541 In one example of a person who was admitted 
to hospital, West, Ramcharan and Basser describe a situation where staff had been reported 
to withhold identifying information about treating doctors so that the patient could not gather 
enough information to make a complaint: 

Julian had his belongings removed and was ‘locked up’ after a voluntary admission. He 
felt over-medicated and found staff very rude. He did not view this as standard treatment 
but when he wanted to complain the hospital would not provide the names of the doctors 
responsible for his care, and he viewed it as all too hard to take any further action .542

West, Ramcharan and Basser suggest that gatekeeping by medical administrative staff is a 
significant issue, outlining situations where interviewees ‘had tried to gather information to 
start a formal complaint, but had been met with resistance by medical administrative staff and 
had given up.’543 While it may be common for people with disability to make verbal complaints 
in health settings, they may not always be followed up. This is because staff do not facilitate 
formal complaint making, and additionally because complaints avenues are often complex 
and arduous. Moreover many people with disability have other difficulties and sources of 
discrimination to contend with, making it difficult to have adequate time and energy to expend 
on the emotional labour of complaining .544 Such experiences of institutional gatekeeping to 
prevent complaints being made is repeated in international case studies . One woman who  
was voluntarily admitted to a mental health facility in the UK reported: 

‘I went to the staff and I told them what happened [being raped by another patient] in 
the morning. And they basically just dismissed it. They wouldn’t let me make a phone 
call. They wouldn’t let me see an advocate. They wouldn’t let me talk to the police. They 
wouldn’t let me go to A&E (Accident and Emergency Department) so I could get myself 
medically checked out [...] And then they refused to let me off the ward which was very 
frightening because being a voluntary patient I assumed that I had rights to come and  
go as I wanted.’545
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As this experience highlights, the implications for an individual who is effectively blocked from 
complaining in relation to violence are very significant: in this case, not only is an avenue for 
seeking justice in relation to an experience of violence closed off, but the systemic refusal to 
hear the complaint itself becomes a form of violence . Yet, this violence remains hidden from the 
scope and settings of ‘violence, abuse, neglect and exploitation of people with disability’ because 
complaint mechanisms are associated with response to and repair of past violence . Further, 
the system failure itself creates the circumstances for future violence: prevention of complaint 
increases the risks that further assaults might occur, and means that if this woman is ever able  
to formally report the attack, there would be less physical evidence in support of her complaint .

Examples of people with disability being prevented from complaining are found in other 
institutional settings, such as in the criminal justice system . In one instance, a man with disability 
describes being threatened with formal sanction for raising a complaint about his assault: 

‘I was sexually assaulted [by other prisoners]…. I know at least one of them raped me, 
but I kind of blacked out . I was bleeding, I still bleed sometimes . I reported it the same 
day to two of the supers [superintendents], I filled out the medical request form. They 
told me if I report it, I would go to the DU [detention unit] for six months. So I ripped up 
the form in front of them . Then when I went back to the unit, I got bashed up by some  
of the guys, not the ones who assaulted me… . They beat me up, stomped on me .  
Called me a dog [traitor].’546 

Here the act of complaining can itself bring consequences and retribution . But further the 
‘testimonial injustice’ experienced by people with disability can either render their testimony  
as ‘unreliable’ by institutional authorities (see Chapter 6), or alternatively be understood as  
a product of their disability itself .547 Certainly in the prison context, people with disability are 
often misunderstood as being defiant and difficult when requesting services or when speaking 
up . A prison psychiatrist interviewed by Human Rights Watch stated: 

‘I haven’t seen anyone with an intellectual disability who hasn’t gotten worse in prison. 
They are often punished [by staff] when struggling to communicate or seeking help.  
The staff don’t get that people with intellectual disabilities don’t understand what’s 
happening. Staff take things personally and then act out in anger against the prisoner’548 

This quote, while not specifically about reporting violence, reflects a prison culture where it is 
difficult to ‘speak up’ or make requests. It follows that if people with disability are dismissed and 
even punished when trying to communicate, they would not feel encouraged or supported to 
complain . In prisons people with disability are sometimes barred from making complaints by 
the practice of placing prisoners in solitary confinement after reporting violence.549 While this 
confinement is said to be done for the person’s own protection, solitary confinement might act 
as a deterrent from reporting due to its harsh nature .550 Solitary confinement cells are small, 
often windowless, with minimal furniture . When prisoners are held in detention units, they often 
have limited access to leisure, work and exercise facilities .551 In this context, being sent to 
solitary confinement for protection after reporting violence may be experienced as a punishment 
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for complaining, and its distressing nature may encourage prisoners to feel that it is ‘not worth’ 
complaining about serious harm . Forms of institutionally mandated retribution for complaint 
making will be explored in Chapter 7 . 

The context of prisons also highlights the material barriers many prisoners face in making 
complaints due to the routine practices which isolate individuals from mechanisms which  
allow for the communication of concerns and reporting of violence . It is for this reason that 
monitoring and prevention strategies, such as the National Preventative Mechanism,  
introduced in Chapter 2 and discussed in Chapter 4, are important in these contexts .  

5.2.2 Accessibility of Complaints mechanisms 

The scholarly literature, reports and submissions we surveyed for this report suggested that 
people with disability in different settings may initiate a complaint process but can be discouraged 
from following this through due to the inaccessible nature of mechanisms . Accessibility of 
complaint mechanisms was described above as a reason that some people with disability may 
choose to not complain . However, it is also a reason that some complaints are prevented, as a 
person may seek to complain about violence, abuse, neglect and exploitation, only to discover 
that the mechanism is poorly adapted to enable access for a variety of potential complainants . 

One area of concern relates to the capacity of complaint mechanisms to provide for supported 
decision making and diverse communication styles . For example, Keilty and Connelly describe 
a police interaction with a woman with cognitive disability who had experienced sexual assault: 
‘The police felt unable to take a statement because of the client’s language skills, even though 
that officer had been known to take statements from women with intellectual disability before.’552 
This quote, from a sexual assault worker, highlights that some police may not take complaints 
further if they deem a complainant’s language skills inadequate. This is often due to perceptions 
that the person with disability would not be seen as reliable in court . Indeed, research on the 
interactions between women with disability and police suggests that communication barriers 
were significant in impacting complaint making: ‘there’s a lot of people who will not even get as 
far as the police being made aware because – well, they may not be able to communicate in the 
first place.’553 These communication issues extend to the capacity of complaint mechanisms to 
respond to people in diverse languages . The Royal Commission into Institutional Responses 
to Child Sexual Abuse saw this as a significant problem for complaint mechanisms aimed at 
reporting violence against children: 

We heard that the complaint handling policies of some institutions were inaccessible 
because they did not consider the needs of all stakeholders . For example, in our 
discussions with multicultural stakeholders, we were told some schools knew that 
children spoke a certain language at home, but did not translate child protection policies 
into relevant languages and relate them in a cultural context that parents and carers 
could understand .554
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This deficit in the design of complaint mechanisms was significant in relation to its impacts for 
First Nations people: 

For example, in case studies and private sessions we were told of institutions that did 
not provide the necessary tools to enable victims with communication support needs 
to make a complaint . We also heard that some institutions responded to complaints 
made by victims from culturally and linguistically diverse backgrounds or Aboriginal 
and Torres Strait Islander victims without providing language supports, such as an 
interpreter . Sometimes victims and their families said institutions responded in culturally 
inappropriate or unsafe ways . Aboriginal and Torres Strait Islander survivors told us  
past and sometimes ongoing experiences of abuse and injustice mean they lack trust  
or confidence in institutions and government authorities.555

As the Royal Commission into Institutional Responses to Child Sexual Abuse reveals,  
and relevant to the discussion in Chapter 3 on procedural justice, poor procedural fairness 
undermines the perceived legitimacy of institutional authority . 

Aside from the above issues of communication, reporting violence to police may also be 
experienced as intimidating for many people with disability . In this context, having disability 
advocates who are safe and supportive is crucial . One woman with disability highlighted: 

‘Depending on the exact circumstances, I would probably go to the police with an 
advocate first. I’d go first to an advocacy organisation and have them go with me 
… But if it’s an advocate, it’s somebody that knows you as well.’556 

Some people with disability may feel safer and more empowered disclosing to an advocate first 
and may wish to be accompanied when they report violence . A study on sexual harassment in 
the workplace similarly found that people with disability were more likely to complain with the 
assistance of an advocate or anti-discrimination body .557 This potentially speaks to the process 
of complaining being intimidating and overwhelming to navigate alone or without expertise . 

5.2.3 ‘Unreliable’ Witnesses
In Chapter 3, we explored the concept of ‘testimonial injustice,’ described as a ‘prejudice’ which 
‘causes a hearer to give a deflated level of credibility to a speaker’s word.’558 It was argued 
that the systemic forms of discrimination faced by many people with disability often work to 
undermine their credibility as witnesses, and thus are important to consider in the context of  
just procedures and complaint mechanism design . This testimonial injustice is reinforced by 
legal forms of segregation, such as substitute decision making, which compromise the ability  
of people with disability to be heard on an equal basis with others and be recognised by law . 

Relevant to this, the research shows many circumstances where people with disability, and 
especially women with disability, are framed as ‘unreliable’ witnesses. We saw this discussed 
above in cases where people with disability do not complain out of fear of not being believed . 
But this testimonial injustice also takes shape when individuals complain and are treated as 
‘unreliable’ and thus are effectively prevented from complaint making. One effect of this are 
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instances, as described above, where testimony of people with disability is either ignored or 
imagined as a behaviour associated with an impairment or condition . This testimonial injustice 
also creates additional pressure for people with disability to produce evidence to support 
complaints, since people with disability will need to produce more evidence than a person 
without disability to substantiate a claim . Women with disability are often acutely aware of this, 
and feel an additional level of pressure before making a complaint to have all the evidence 
with them to ‘prove’ they have experienced violence. When asked who she would go to report 
violence, a woman said: ‘I would focus on collecting evidence rather than an individual I would 
go too [sic]... Who I would go to depends on the type of violence (crime) and the evidence I 
am able to collect.’559 Note the implications of this reflection on evidence collection for equality 
before the law as described by Article 5 and Article 12 of the Convention on the Rights of 
Persons with Disabilities (see Chapter 2) . People with disability, like any other member of the 
community, should not have to feel they need to prove what happened to them before making a 
complaint . If people with disability want to engage as victim-survivor survivors with the criminal 
justice system, it is the responsibility of the authority receiving the complaint to investigate and 
‘prove’ the complaint, not the victim-survivors themselves. 

5.3 Conclusion
This Chapter describes situations of ‘non-complaint,’ where complainants are deterred from 
complaining about violence, abuse, neglect and exploitation . Section 5 .1 explores some of the 
reasons individuals do not complain . This includes individuals experiencing generalised fears of 
retribution or not being believed, which prevents them from complaining . Experiences described 
in the scholarly literature, reports and submissions surveyed for this Chapter suggest that some 
people with disability are not aware of complaint processes, lack information on their rights, 
and experience forms of powerlessness which prevent complaint making . Some people with 
disability choose not to complain because, based on previous experiences, they do not believe 
that a complaint process will lead to an outcome, or they experience a complaint mechanism as 
unduly complicated or burdensome to navigate . In Section 5 .2, we examined examples where 
people with disability were prevented from making complaints . In certain institutionalised and 
closed settings (for example, hospitals and prisons) some people with disability report being 
barred from taking a complaint further . As discussed, this arguably works in a circular way to 
reinforce an environment where violence is routinised, as failure to formalise complaints means 
evidence of previous violence is not available, and perpetrators and systems are not held 
to account . Section 5 .2 above also discussed some of the experiences of poor accessibility 
encountered by people with disability, particularly in relation to supported decision making and 
support for diverse communication needs . Examples of people being treated as ‘unreliable 
witnesses’ were discussed; this has implications for people with disability making complaints 
who feel compelled to collect their own evidence before making a complaint, as they are aware 
of being viewed by complaint authorities as ‘unreliable.’ 

In many of the examples above, people with disability and their advocates chose not to 
complain and instead, for their own protection and mental and physical wellbeing, preferred 
to withdraw from a service . This response is itself revealing, as it tells us that the failure of 
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complaint mechanisms to respond to violence, abuse, neglect and exploitation in turn may 
create circumstances where people with disability will choose deprivation and loss of rights in 
order to minimise their exposure to violence and abuse . The scholarly literature, reports and 
submissions we surveyed for this Chapter found examples of this in health care settings . A 
UK study found that ‘many participants reported reluctance about returning to hospitals or GP 
surgeries because of the poor treatment that they received’. While some patients changed 
hospitals, others ‘simply refused to attend appointments.’560 In this study a participant said: 

‘Well you stop using them...you think they weren’t helpful last time, what’s the point in going 
and sometimes you have to work on your thinking and say well give them another chance . 
Like you do with the GP, you have a barrier wall but you still have to go, but for some people 
the barrier stays up for such a long time and they miss out and that’s wrong.’561

This participant’s reflections reveal the broader system wide problems created by ineffective 
complaint mechanisms . Aside from creating multiple cases of failed justice at an individual 
level, a poorly operating complaint mechanism will not be able to alert institutions to structural 
problems that affect the system as a whole. In a health context, for example, complaint 
processes that do not respond to the needs of people with disability will contribute to the system 
failures of health services to provide equal outcomes to people with disability . We can see this in 
a US study, where a person with disability indicated that they similarly would prefer to ‘miss out’ 
than to be treated discriminatorily by health services: 

‘I am unhappy with my doctor. I am so unhappy with him, if he’s the only one there,  
I won’t go. I will book it only when his understudy is there...I will miss my appointment 
because he’s the only one there...I know that’s bad for my health but...he pushes my 
buttons and is very rude and makes me feel stupid . He has a tendency of making you 
feel beneath him. He’s a doctor and you’re just a patient and you don’t know anything.  
I know my body and I know if something is wrong with me–I’ve been in my own body for 
50 years. He thinks he’s better and smarter than I am and we bump heads, we clash.’562

The above complaint does not necessarily amount to violence, abuse, neglect and exploitation 
and or/ criminal activity . However, the example tells us something about how people will 
respond to failed complaint processes relating to violence . As discussed above, some people 
will live with violence because they have no other option, and because no relief or justice is 
available . Other people, as the above example highlights, will withdraw to protect themselves, 
even if this creates other harms as a result. This latter approach is reflective of what Scott Avery 
labels ‘apprehended discrimination’, where people from minority groups - in the context  
of Avery’s study, First Nations people with disability - will avoid or opt out of service systems  
due to the realistic and rational fear that they will be treated in a discriminatory way . Avery 
highlights that this is a process, culminating in ‘a threshold point at which the accumulated 
exposure to discrimination is so great that the participant expects to be discriminated against’,563 
resulting in self-exclusion and the avoidance of situations where discrimination is likely . Both 
of the above outcomes – either learning to live with violence or avoiding services to escape 
violence - reflect failures in justice, with effects for both individuals and society at large. 
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Chapter 6: Experiences of  
Complaint Procedures
In Chapter 2, this report explored ideal principles relating to procedural justice . In that Chapter  
it was highlighted that procedural justice principles as they are applied to complaint mechanisms 
place a high value on forms of respectful treatment towards complainants, accessible and 
transparent processes, and the ability of complainants to express voice . This Chapter details 
lived experiences found in scholarly literature, reports and submissions, which reveal examples 
where people with disability reported poor processes after lodging a complaint . These examples 
include disrespectful treatment where complainants are labelled as ‘being difficult’; poor 
processes such as unsatisfactory communication and examples of complaints that are never 
resolved; and unacceptable examples of failed complaint procedures, including examples of 
complainants being forced to have continued interaction with their perpetrators, especially 
in closed settings . Analysis of lived experiences of poor processes after lodging a complaint 
contributes to the overall finding expressed in Chapter 8 that for at least some people with 
disability who report violence, abuse, neglect and exploitation, neither just procedures nor  
just outcomes are experienced; indeed, the experience is that ‘nothing happened.’

As noted in Chapter 5, this Chapter is not intended to provide generalisable findings about what 
all people with disability might experience when seeking to utilise a complaint mechanism to 
report violence, abuse, neglect and exploitation . Our approach does not include a large sample 
survey, so the results cannot be generalised . Further, the experiences below are not the result 
of a new empirical study, nor are they intended to be used to evaluate the performance of a 
particular complaint mechanism available within an Australian context . Rather, this information 
provides guidance on the kinds of experiences people with disability may have navigating 
complaint mechanisms . 

6.1 Disbelief

As discussed in Chapter 5, some people with disability do not complain because they fear 
they will be disbelieved. This fear reflects a reality for others who do complain in so far as the 
lived experience data contained in scholarly literature, reports and submissions surveyed for 
this report suggest that when some people with disability lodge a complaint, they are indeed 
met with disbelief at the violence they experience . In some cases this disbelief is the product 
of an internal culture which assumes that staff are inherently beyond reproach and therefore 
that all complaints must be vexatious . For example, in a report from a health setting, a person 
with disability describes the process of complaining about having to wait six weeks for support, 
despite being in pain due to an injured back and unable to perform personal care: 

‘I went to see the person in charge ... he didn’t give a s**t ... somebody else who was 
handling the respite in there said to me table it at the meeting  . . . I was attacked from  
the members at the table saying to me “they don’t do this they don’t treat their clients  
like this” … everything I’ve had to fight to get’564
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This complainant confronts an institutional culture which effectively prevents complaints from 
being heard because of an assumption that ‘they don’t treat their clients like this.’ As discussed 
in Chapter 3, a lack of independence of complaints processes within organisations is a result 
of internal cultures which work against complaint making . A similar observation was made 
in the Royal Commission into Institutional Responses to Child Sexual Abuse: ‘they suffer 
from conflicting staff loyalties, they discourage internal informants, they run into problems 
of institutional bias and self-protection, and they are not perceived as open, transparent or 
impartial.’565 The dynamics of these internal cultures pose a particularly worrisome challenge 
in the context of the current emphasis on ‘local level’ resolution in the design of complaint 
mechanism processes, as outlined in Chapter 4 .

However, many people with disability also face an interconnected barrier in the form of 
systematic discrimination which undermines their apparent ‘credibility’ as witnesses and  
victim-survivors: this was discussed as a form of ‘testimonial injustice’ in Chapter 2. For 
example, a UK study highlighted that people with psychosocial disability in mental health 
facilities described ‘receiving unsympathetic or disbelieving responses from staff on the  
ward to which they disclosed who discouraged them from going to the police.’566 Here,  
it is not just that the complainant is disbelieved when they disclose a complaint; in this  
case those who complain are effectively blocked from taking forward their complaint  
through other pathways, such as the police . This experience overlaps with other experiences 
described below, such as complaint mechanisms ‘pre-judging’ an outcome in advance  
and as a result choosing not to process a complaint: for example, an assumption that  
because the perpetrator has cognitive disability that therefore it is not possible to achieve  
an outcome by making a complaint . 

Women with disability are likely to face forms of testimonial injustice when they complain  
about violence, abuse, neglect and exploitation, a result of the prevailing attitudes that  
discredit both people with disability and women as being ‘unreliable’ (see Chapter 2).  
As one sexual assault worker described: ‘The first thing the police asked me was ‘Do you  
believe her’? The impression was that she was making it up to get attention.’567 Here, 
women with disability are often believed to be a-sexual or conversely, highly sexual and 
‘promiscuous’,568 and thus it is assumed that the complainant either fabricated the complaint, 
or consented at the time . Due to these stereotypes, women with disability are less likely to 
be believed when they make a complaint about sexual assault, impacting their treatment by 
complaint mechanisms or the police .569 For women with disability who have had previous 
contact with police as offenders or under mental health legislation, these stereotypes can be 
compounded by police perceptions their sexual assault complaints are a manifestation of their 
criminal behaviour, psychosocial or cognitive disability, or both . The disbelief experienced by 
women with disability when they report violence may be interconnected with the assumed 
‘credibility’ of partners and carers. In one example, Phillipa, a woman with disability, was 
disbelieved because of the social respect and ‘standing’ granted to her partner:
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Phillipa experienced repeated physical, sexual, and psychological violence at the hands 
of her partner for over 8 years. Her partner was a ‘well respected’ member of the local 
community . She tried on a number of occasions to report the violence to the Police, but 
this was difficult as the Police told her that it was ‘too expensive and time consuming’ for 
them to organise an Auslan interpreter. The police told Phillipa that she was ‘imagining’ 
the violence and that she was ‘lucky’ to have a partner who ‘cared’ for her because she 
was ‘deaf’570

This example of interpersonal violence highlights the way in which the capacity of complaints  
to be ‘believed’ by complaint mechanisms and the police when complainants with disability 
report violence, is shaped by numerous factors, including socially perceived authority and 
credibility of perpetrators . 

The tendency to disbelieve women with disability is also shaped by race and ethnicity . For 
example, First Nations women with disability are less likely to be believed when reporting 
violence, due to racist stereotypes: ‘So [Aboriginal] women with disability can present to police 
and then are just not taken seriously . I mean, they might be viewed as troublemakers or drunk 
or just not believed … that’s a pretty common story.’571 This highlights the need to understand 
the unique position or standpoint of First Nations women with disability through an ‘intersectional’ 
understanding of their experience of violence .572 

Emerging technologies create a quickly changing and disorienting landscape which alters 
opportunities for violence, abuse, neglect and exploitation to occur .573 However this evolving 
landscape means that complaints bodies are often unaware of the nature and extent of violence 
facilitated by new technologies, such as social media platforms, and are thus incredulous when 
women come forward to make these complaints . As one frontline worker highlighted: 

‘Some of these women are dealing with workers who may be disability workers or NDIS 
or a whole range of people who actually have very little knowledge about this sort of 
technologically assisted abuse. So that’s partly why they’re not believed. They think 
they’re making it up because it sounds too unbelievable. Yet the person we’re dealing 
with actually understands and has worked through getting help, getting advice, trying 
to change what they’re doing. There’s an assumption that she’s not capable of actually 
having done all those steps because the person she’s dealing with has such limited 
knowledge around this stuff so therefore doesn’t believe her. I find that a lot with the 
police. I find it a lot with FACS [Family and Community Services]. I find it a lot with 
disability workers.’574

Here, disbelief is created not necessarily as a result of cultures which prevent complaint making, 
nor as a result of stereotypes which render complainants ‘unreliable,’ but due to lack of knowledge 
by complaint mechanisms themselves about how new technologies shape practices of violence, 
abuse, neglect and exploitation . Regardless of the cause however, in all of these cases the result 
is the same: the complainant is rendered ‘unreliable’, and their account is disbelieved. 
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Finally, it should be noted that perhaps some people who report violence are not believed because 
their allegations cannot be substantiated . However, non-substantiation is not a barrier to placing 
faith in a complainant that they are telling the truth . The observation from the Royal Commission 
into Institutional Responses to Child Sexual Abuse (see Chapter 1) is that a condition of much 
interpersonal and institutional violence is that there may not be evidence available to substantiate 
an allegation of violence, abuse, neglect and exploitation . However, an important principle when 
considering these instances of violence is that inability to substantiate an allegation of violence  
is not proof that this violence did not occur; indeed, in many institutional contexts, the ‘balance  
of probabilities’ might suggest that the violence has occurred, but is not able to be substantiated.

6.2 Normalisation of Experiences of Violence

The scholarly literature, reports and submissions surveyed in this Chapter show that some 
people with disability who make a complaint do not experience disbelief, as described above . 
Instead, these people experience a negative form of acceptance where they are in fact  
believed, but their experience of violence is minimised and normalised as expected and 
acceptable . Here, people with disability are encouraged to accept the violence, abuse,  
neglect and exploitation they experience, and are provided advice to ‘just ignore’ violent 
behaviour or to ‘stay away from’ violent individuals. 

Arguably this experience of normalisation of violence occurs across many domains; however, 
our research highlighted that this is common in segregated and institutionalised settings, where 
internal cultures may mean that violence is sometimes normalised, and staff may therefore be 
more tolerant of its occurrence .575 Frohmader and Sands provide an example of this in the case 
of a woman who experiences sexual assault within a segregated congregate care facility:  

‘Josie is 41. She has an intellectual disability and she lives in a group home ‘village’  
style complex . . . Josie was raped by a male co-resident within the grounds of the 
complex . She immediately disclosed the rape to an on-site support worker who  
advised her to ‘just keep out of his way’. The rape was not reported to the police  
and Josie was not offered any support or counselling.’576

Sexual assault should be treated as a serious crime and proper criminal procedures should be 
followed: in this case, as indicated, a pathway to reporting criminal activity should have been 
part of the complaints handling process. Instead, in this instance, the staff member’s advice 
was to simply avoid the perpetrator . This response not only works against proper criminal 
procedures and responsibilises the victim-survivor, but is, of course, also unrealistic in a closed 
setting, and as shall be discussed below, will mean that the victim-survivor is likely to continue 
to have to interact with the perpetrator, even after a complaint has been lodged . Secondly, 
the response seriously misrepresents the severity of this crime and the impact this violence 
has on a person’s life. The worker’s response in this example minimises and trivialises what 
is a considerable harm . As discussed in Chapter 3, a just procedure would involve respectful 
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treatment that recognises equal rights before the law; clearly, in this instance, there has been no 
respectful treatment and failure to recognise equality before the law . In a UK study there was a 
similar instance reported where a complainant’s experience is normalised and the complainant 
is simultaneously stereotyped and dehumanised: 

‘Gemma told me that she was unhappy about attending one of her weekly activity 
groups at the day centre, because a woman in the group kept verbally assaulting her . 
We spoke to Gemma’s key worker about this. However, the key worker was already 
aware of these issues . She reminded Gemma that she likes the group activity and that 
she should ‘simply ignore’ the woman. She could not be persuaded to change Gemma’s 
group or indeed to talk to the woman who was upsetting her . When Gemma turned her 
back to us the key worker rolled her eyes at me . Later on she described Gemma as a 
‘drama queen’.577

Gemma’s experience reveals another dimension of normalisation of violence: downplaying 
of violence in disability settings may be for the convenience of support staff. By encouraging 
victim-survivors to accept violence, the service does not need to confront the more difficult task 
of responding to the causes of violence, abuse, neglect and exploitation, and in this example, 
the staff member does not need to go to the effort of rearranging the activity groups to make 
Gemma feel safe. Gemma’s experience recounted above also demonstrates what complaining 
might do to the complainant in terms of how they are perceived . People with disability who 
complain are often written off as difficult, dramatic, and demanding - a theme that will be 
explored further below (see Section 6.3 ‘Being Difficult’).  

Violence can also be normalised where a complaint mechanism assumes that because a 
perpetrator is a person with disability there would be no utility in pursuing a complaint . A UK 
study highlighted an example where a person with disability was threatened with violence, 
complained, and was then informed that the complaint was invalid because the alleged 
perpetrator was also a person with disability: ‘When Peter reported the incident he was told that 
the man who threatened him ‘cannot help it.’578 Here again it can be observed that there is a 
failure of just process . The liability, criminal or otherwise, of a potential perpetrator of violence, 
abuse, neglect and exploitation should be established as a result of an investigation process, 
and not used to rule out the possibility of a complaint . Even if a perpetrator was found to be not 
liable for violence, abuse, neglect and exploitation, this does not rule out the possibility that the 
victim-survivor may have experienced violence, is owed protection and potentially, remedy . The 
service provider’s response above highlights that no effort was made to address violence, which 
in this context is seen as both inevitable and insignificant. Complaint mechanisms abandoning 
an individual who has reported violence, abuse, neglect and/or exploitation to them because it is 
predetermined that an outcome will not be realised is a theme explored below (see Section 6 .8) . 

A variation on this experience of ‘normalisation’ of violence against people with disability is 
called ‘diagnostic overshadowing’, where symptoms are assumed erroneously to be caused 
by an impairment or health condition .579 Diagnostic overshadowing can occur in the context 
of health settings, where pain or injury are attributed to disability and little attempt is made to 
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investigate their underlying cause, leading to delayed examination and diagnosis, misdiagnosis, 
poor treatment, irreversible long term damage and occasionally premature death .580 However, 
‘diagnostic overshadowing’ can conceivably also occur where the effects of violence against 
people with disability (such as emaciation or physical or psychological injury) are written off 
as associated with an impairment or health condition, and not as evidence of the effects of 
violence, abuse, neglect and exploitation .  

6.3 ‘Being difficult’ 

In Chapter 5 we highlighted instances where individuals who initiate a complaint are either 
not believed or alternatively, their experience of violence, abuse, neglect and exploitation 
is treated as routine and therefore not complaint worthy. A different experience is when the 
complainant themselves is treated as a problem: that is, the belief that the complainant is 
just ‘being difficult.’ Here the complainant is stereotyped as a result of the act of complaining, 
and this stereotype shapes their interactions with complaint mechanisms in ways that mean 
that fair procedures and just outcomes are not possible. Being categorised as ‘difficult’ after 
complaining reveals, to an extent, an institutional expectation that people with disability should 
be grateful for any service they receive, no matter how substandard or unprofessional . This 
expectation stems from a charity model of disability where people with disability are perceived 
as both passive and subject to patronising forms of care .581 As a result of this perception, when 
people with disability complain, they are often treated as though they are being unreasonable 
and demanding . This treatment conforms to what philosopher Ahmed has described in relation 
to what the act of complaint making assumes about the person making the complaint, and 
how complaint making effects their treatment by institutions: in Ahmed’s words, ‘a complainer 
arrives before a complaint is made.’582 

In health settings, the stereotype that people with disability are just ‘being difficult’ when they 
complain contributes to systematic neglect that leads to less favourable health outcomes .  
West, Ramcharan and Basser describe an example where a person with disability attempted  
to complain about delays to treatment due to service provider error: 

‘Mitchell related that after his x-rays and referrals had been lost and his procedure 
consequently cancelled, he had then been patronised and treated as difficult by the 
dental staff when he complained about the situation. Mitchell communicated that he  
felt upset about this experience.’583

Complaint here serves an important purpose in flagging inadequate processes to safeguard 
medical records and ensure timely treatment . However, in this case the complainant was treated 
as the problem for making the complaint . Further, as discussed above, the complainant was not 
provided forms of respectful treatment which are essential to satisfying principles of procedural 
justice; on the contrary, the complainant was patronised .  
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The scholarly research also reveals instances where people with disability are treated as ‘being 
difficult’ and as a result are barred from making complaints: ‘Basically the police in the past, they 
haven’t said these words but it’s basically, ‘You go away, you stop expecting us to respond or 
we will charge you.’’584 Failure to take complaints seriously can have significant consequences. 
Human Rights Watch documented a tragic incident at Casurina Prison where a First Nations 
prisoner was assumed to be ‘crying wolf’: 

‘Instead of placing him in a ligature-minimized cell in another unit, prison staff assigned 
Mr . Cameron to a regular cell . Despite his well-documented history of self-harm, prison 
staff perceived Mr. Cameron as “cry[ing] wolf” and “playing up” to create a change in 
environment… Being “out of country,” was a source of distress for Mr . Cameron and 
he asked to see an elder or Aboriginal Visitor’s Service worker on numerous occasions 
in May and September 2014 and again in May and October 2015. Mr. Cameron’s last 
request was made a mere three days before he self-harmed at Greenough Regional 
Prison. However, the coroner’s report did not find any evidence to suggest that any  
of the referrals were actioned.’585

In this case, Mr. Cameron’s requests to see an elder, important in minimising the distress of 
being off Country, were dismissed; this arguably played a role in his self-harm and ultimate 
death . The above circumstance is not strictly an example of a complaint relating to violence; 
but reveals the consequences that negative stereotypes of ‘being difficult’ and ‘crying wolf’ 
can have in terms of potential for harm and death through institutional failures to respond .  

6.4 Poor Communication and ‘Handballing’ of Complaints

As discussed in Chapter 3, core aspects of procedural justice comprise perceived 
trustworthiness, neutrality and recognition of voice . Information about the complaint process, how 
it will be resolved, its progress and resolution are also important . After making a complaint about 
violence, victim-survivors should be regularly informed about the progress of their complaint, 
as well as its outcome . These needs of victim-survivors for news of resolution have been well 
documented in relation to complaints of sexual violence, as well as other forms of harm . 586 587 

However, in the scholarly literature, reports and submissions we surveyed, we encountered 
examples of people with disability who were rarely informed of how their complaints 
progressed, and were often ‘kept in the dark’ about the outcome of their cases. One area 
where this was highlighted was in relation to complaints made to police relating to violence . 
In one UK study, a man with psychosocial disability who had been assaulted and threatened 
recounted: ‘I made a statement for the police and everything to what happened . And nothing 
never got done about it. Nothing. I never heard back from them’.588 As shall be discussed 
below, the experience of ‘nothing happened’ appears to be a commonplace outcome for  
some people with disability who complain about violence . The failure of a complaint 
mechanism to deliver an outcome is arguably made worse by the failure to provide any 
information about how the complaint will be handled, or any information on the progress  
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of the complaint . As shall be discussed in Chapter 8 experiencing both poor procedural  
justice and inadequate justice in outcome appears to be common for some people with 
disability when they complain about violence, abuse, neglect and exploitation . Another  
UK study highlights this interconnection between justice failures in procedure and outcome:

‘My solicitor wrote to the police asking why there hadn’t been an investigation into 
the attempted rape and stabbing . The police wrote back saying that they had lost the 
incident log number and referred me to a psychiatrist . But I wanted some action against 
that man, not a referral.’589

In the example provided above, it is only when this woman’s solicitor contacts police that any 
update is given on the status of her case . And in this example, an enquiry into procedure leads 
to a discovery that an outcome has been reached which is completely unsatisfactory in terms  
of just outcome . 

Poor communication can also occur at the same time as agencies ‘handball’ complaints 
between each other without taking responsibility for resolution .590 One example from the 2015 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional 
and Residential Settings, described poor complaint process involving a 13 year old – Taylor - 
who experienced sexual violence on a school bus from another student . After making several 
complaints to her school to no avail, a formal complaint was lodged: 

Taylor’s mother contacted the Department of Child Protection; there was no mandatory 
notification made by the school. After some months, the Department of Child Protection 
said they could not investigate as it was outside their mandate and it had occurred in a 
community setting . They said they would return the matter to police . After some further 
months, they [the Department of Child Protection] told Taylor’s family that the police 
would not investigate as the perpetrator has an intellectual disability—and no contact 
was ever made between Taylor, her family and the police .591 

Many months went by with Taylor and her family expecting to hear from police . That they never 
heard back, and the further news from Child Protection that police would not investigate, was 
incredibly distressing, compounding the trauma Taylor and her family had already experienced . 
Several years after the assault, Taylor developed suicidal ideation and was taking medicine 
to treat depression .592 Frohmader and Sands describe a similar situation where a complaint is 
moved from one agency to another, leading to no resolution in the end: 

Rose is eight, has limited mobility and limited verbal communication. She suffered a 
broken hip at an after school hours care program . When her mother collected her from 
the centre, the staff didn’t acknowledge that Rose had suffered an injury, claimed that 
Rose had been throwing a tantrum. Staff stated that Rose refused to walk, so they 
left her on the floor in the hallway to think about her behaviour. Upon presenting her 
daughter to hospital with a serious unexplained injury, Rose’s mother was promptly 
investigated by the state government child protection agency . The child protection 
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agency referred the matter to the government community services agency . This agency 
responded by referring the case to the state government education agency that regulates 
after school hours programs, including the centre where Rose had been injured . 
However, the investigator from this agency stated that they do not investigate child 
protection matters, and handed the matter back to the community services agency . The 
agency for community services, in turn, stated that they only investigate threat of harm in 
the home and ‘their hands were tied’ in the matter. Nothing had been done to investigate 
the staff at the after school hours care program, nor to investigate the cause of the injury. 
As a result, Rose’s mother lodged complaints with two government agencies and the 
relevant complaints body about how poorly the after school hours care program managed 
the incident. Rose eventually named the staff member who was responsible for her injury, 
and she was interviewed by the police… Rose was unable to disclose any details about 
the nature or origin of her injury during the interview . The advocate suggested that a 
different form of questioning, such as using more contextual questions concerning Rose’s 
injuries, be attempted, but the police deemed that all communication strategies had been 
exhausted . The police stated that Rose, her communication methods and her story were 
not reliable enough to take the investigation further . They claimed that her interview would 
not be admissible in a court of law, and ceased investigating the issue .593

Rose and her mother’s example reveals multiple failures in basic procedural justice, including 
lack of transparency of process and stifling voices of complainants. Further, the complainant, 
who raised the complaint about the institution, is in turn targeted as a potential perpetrator, 
leading to an adverse personal outcome for the person who reports violence, where the 
complainant themselves is potentially redirected as the object of complaint .594 A similar issue 
occurs when women, particularly First Nations women, report domestic and family violence . 
Research shows that when women report these forms of violence, they themselves are 
sometimes charged with minor public order crimes and assault .595 This contributes to the  
high proportions of First Nations women who are imprisoned .  

6.5 Improper Procedures and the Criminal Justice System

In Chapter 3 we explored conceptions of procedural justice and noted that transparent and 
neutral processes are essential for perceived fair treatment . Arguably, in contexts associated 
with the reporting of violence, abuse, neglect and exploitation, clear transparent processes 
are important . Transparency is particularly important where complaint processes are utilised 
to notify authorities of potentially criminal activities . Notifying authorities poses an immediate 
challenge in services settings and institutional environments, as local complaint mechanisms 
and procedures will have to interact with the investigative role of police and the criminal justice 
system. Within disability settings, it is common for people with disability to first complain to 
the service provider before taking their complaint elsewhere (if they do this at all) . Indeed, as 
outlined in Chapter 4, it is commonly expected and encouraged that a person with disability will 
seek local resolution of their complaint before appealing to any additional complaint mechanism . 
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As such, effectiveness of the local complaint mechanism in creating clear processes for dealing 
with potential crimes and interacting with law enforcement agencies is important . 

It is possible that some services may not follow appropriate procedures when people with 
disability report incidents of violence. This carries the risk that complaint procedures effectively 
‘contaminate evidence’ and prevent the possibility of a fair trial. One interviewee from a public 
prosecuting service highlighted that: 

‘Contamination of evidence is a problem … people need to be aware it is important their 
evidence is not contaminated … one service took the person through the allegations in 
front of the offender; they need to get the police straight away. We need a protocol with 
the care places saying if there is a complaint, this is what to do.’596 

Not following proper complaint procedure has significant consequences. In the above example, 
going through allegations of violence in front of the offender would be highly intimidating for 
the victim-survivor, and may discourage them from making further complaints . Further, the 
perpetrator could use the situation to undermine the victim-survivor and deny that any violence 
had occurred. The 2015 Senate Affairs Inquiry described a similar example of improper process 
relating the murder of a 94 year-old man:

The coronial inquest was told that a nursing assistant found Mr McCulloch in his bed with 
significant nose and face injuries. Without checking Mr McCulloch’s pulse or assessing 
whether he was alive or dead, the nursing assistant left the room to inform the Director 
of Nursing . Initially, the nursing assistant was told not to call police; however, nearly 
an hour later a decision was made to call police… In the meantime, the scene was left 
unsecured, Mr McCulloch’s body was left unsupervised, and the man staff suspected 
to be the killer was left free to roam the ward . Detective Sergeant Casey said there was 
evidence the body was interfered with… The suspect, whose name is suppressed, was 
left in the same room as the body for periods of time .597 

This incident highlights the importance of disability services being aware of proper procedure . 
Failing to follow this allows for tampering of evidence, and ultimately jeopardises the ability to 
collect sound evidence for a conviction in response to violence against people with disability .598 
As such, and as discussed in Chapter 4, poor local complaint processes can deny people with 
disability access to legal justice in relation to violence, abuse, neglect and exploitation . 

6.6 Continued interaction with perpetrators 

As indicated above, some people with disability who complain about violence report  
experiences of having continued interaction with perpetrators of violence . In some cases, 
perpetrators were other people with disability using the same services or supports; however,  
in the survey of scholarly literature, reports and submissions we surveyed, there were examples 
of people with disability who were made to have continued interaction with staff members who 
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were perpetrators . For example, Frohmader and Sands describe an example of a person with 
disability being forced to interact with a staff member accused of violence: 

Luka is 30 years old and has Down Syndrome . He was attending a day program run by 
a non-government organisation… Luka was assaulted by a staff member. Luka returned 
home from his day program with very red marks on his wrists . He then enacted a scene 
of having his wrists twisted, and named the perpetrator of this attack. Luka’s sister, Ivana 
raised these issues with the day program . However, the day program manager claimed 
that contact with the staff member would continue until an investigation had been 
finalised, and continued to place them together.599

Here, the victim-survivor was forced to have continued interaction with the perpetrator while 
the complaint was investigated . Within disability service contexts, it is not clear how common 
it is for perpetrators to have continued interaction with victim-survivors after allegations of 
violence, abuse, neglect and / or exploitation are made . One disability and aged care advocate 
highlighted the potential risks that occur when a person with disability is made to continually see 
a perpetrator whom they have recently complained about: 

Retribution is such a difficult thing. You complain about someone who is providing you with 
very intimate levels of care, and then the management still sends that same person to look 
after you . That is completely unacceptable, particularly in the nursing home domain .600

It is possible in closed settings that some people with disability will continue to receive ‘care’ from 
the person they have just recently complained about. This ‘care’ is experienced as intimidating, 
and if the staff member is made aware of the complaint, there is the potential for retribution.  

6.7 Adverse Effects

The scholarly literature, reports and submissions we surveyed for this Chapter highlighted 
experiences where complaint making led to negative effects for complainants. One example  
is the withdrawal or suspension of service following a complaint: 

John, an Aboriginal man in his mid-20s living in a rural area was participating in 
community access and day programs through a disability service provider . He uses a 
wheelchair. On one occasion, a staff member took control over his wheelchair, and ran 
him into furniture repeatedly. He experienced significant swelling and bruising, which left 
him in pain for weeks . When he reported this to the service, they suspended all of the 
services he was receiving while they investigated . They advised that accessing another 
service provider would involve extra costs because that service was 13km further away, 
and that John would have to pay these extra costs .601

This example highlights the interaction of poor complaints processes with resource constraints . 
In this case, the complainant is asked to cover the costs of ensuring continuity of service after 
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a complaint is made . Arguably the above example also highlights the limited options for people 
in rural and regional areas, where choice of provider may be limited .602 These costs of ensuring 
continuity of service should be carried by the service system, since enabling free of charge 
complaints and ensuring continuity of service provision for people who complain are essential 
principles of complaint management .  

In education settings, loss of a right to education as a result of complaint can have significant 
implications . Above, an account from the 2015 Senate Inquiry into Violence, Abuse and Neglect 
against People with Disability in Institutional and Residential Settings was provided of Taylor,  
a school child who experienced sexual assault on a bus . This case study provides an example 
of the dramatic consequences that complaint can have in an educational setting for the ability  
of a student to continue to receive education in a way that is equivalent to other students: 

Taylor did not say anything when she got off the bus at home but next day she told the 
staff she had been raped. The principal told her she had not been raped and talked 
to her about the seriousness of making accusations . She sent Taylor home with a 
letter to her parents that said the school would like to talk to them about Taylor being 
suspended… A meeting was proposed for the next day and the school told Taylor’s 
mother that the boy who raped Taylor would also be attending the meeting, with his 
parents. Taylor’s mother flatly refused. Taylor’s mother attended with her support person, 
Taylor’s psychologist. The mood was hostile. The school had concerns that Taylor 
continued to use the word ‘rape’ when referring to the rape that was carried out against 
her on the bus and it said other students were upset by the use of the word . The solution 
was to implement a containment policy whereby Taylor would be sent to detention in the 
office for three weeks. The purpose of this was to minimise the exposure of the other 
children in the learning support unit to the account of Taylor’s rape and to prevent Taylor 
from speaking out about it. Taylor’s mother and the psychologist objected strenuously to 
this arrangement because ‘Taylor should not be punished for being raped’. Eventually 
it was agreed that she would be let out with the other students at recess and lunchtime 
but would have to be under the constant supervision of an education assistant . After 
the meeting, Taylor was segregated from the other students. It is the mother’s opinion 
that Taylor’s segregation and the reinforcement that she had done something bad was 
almost as damaging to her as what happened to her on the bus .603 

Here the complainant experiences a string of adverse outcomes as a result of the way in which 
the school conducted its complaint process . This complex case example demonstrates the 
effects of poor procedural justice in managing complaints, which as indicated are damaging 
in ways that are commensurate with the violence initially experienced . Further, it is not merely 
that the process fails to recognise the ‘voice’ of the complainant; it is also that the complainant 
experiences ‘testimonial injustice’ (described in Chapter 3) which treats the testimony of the 
person with disability as unreliable, and inherently vexatious . In education settings, such 
complaints might lead to disruptions to the delivery and quality of education received and, 
in more extreme circumstances, to loss of right to education . In another example related by 
the 2015 Senate Inquiry into Violence, Abuse and Neglect against People with Disability in 
Institutional and Residential Settings, a student not only experienced injury as a result of 
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systematic bullying, but was subsequently prevented from continuing in school due to the 
incapacity of the school to provide support: 

‘In 2005 my son began in a mainstream, government school…By mid-2006 ongoing, 
unchecked and unreported bullying and harassment by older students resulted in a head 
injury . After I lodged a complaint the school decided they were ill equipped to ensure my 
son’s safety and support his education.’604 

Here complaint in relation to repeated violence led to the school derogating from responsibility 
to provide protection to the student, rather than deal with the source of complaint . It cannot be 
emphasised enough how significant these experiences of complaint can be during the formative 
years of formal education . Having experiences of violence and complaint dismissed, ignored,  
or worse, having these turned against the complainant and their family with extremely harrowing 
results can impact people with disability across their lifespans . As seen in Chapter 5, having early 
experiences of complaints being dismissed or suffering adverse outcomes after complaining 
can result in a sense of powerlessness, lack of confidence, and an extreme reluctance to report 
further incidences of harm . 

In some cases, adverse consequences can take the form of retribution against complainants  
for complaint making . Retribution is arguably more acute in closed settings, where complaints 
have limited opportunities to ‘escape.’ This is highlighted in a 2018 Human Rights Report on  
the experience of a person with disability in prison who complained about sexual assault: 

‘When I finally managed to find someone to tell [about the sexual assault] and the 
guards found out, they put me in the punishment unit . I was told it was for my safety .  
And there was nowhere else they could put me . And then the guards on call taunted 
me… . All night I could not sleep… . I could just hear the guards giggling outside . I had  
to wait for a couple of days before I was transferred to another prison. I am suffering 
from depression…. I get no support.’605

Here the prisoner was effectively placed in solitary confinement as a consequence of making  
a complaint and was subject to taunts, compounding the trauma of the original harm . 

6.8 ‘Nothing was done about it’

In the survey of scholarly literature, submissions and reports analysed a theme that emerges in 
response to the question of what happens when people lodge a complaint, is that ‘nothing was 
done’: despite the complaint being lodged, no complaint process is initiated and no outcome 
eventuates . This is a variation of the experiences of people with disability who have a complaint 
prevented (Chapter 5), with the difference that the complaint is initiated and apparently received, 
however with no evidence of process or outcome . 

As described above, in some circumstances ‘nothing is done about it’ because the alleged 
perpetrator is also a person with disability, and the complaint process predetermines that a 
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just outcome is not possible, even before attempting to process the complaint . For example, a 
complaint mechanism might refuse to investigate because ‘the offender also had an intellectual 
disability’.606 Here, the refusal to investigate participates in dehumanising the victim-survivor of 
violence by straightforwardly denying equal rights under the law: 

‘Once I called the police and they said they don’t come out to people like us because 
we’re not normal… someone I lived with hit me… I was moved to a different house after 
that. That was about 12 months ago. I called 000. The person said we can’t come out. 
He was so rude to me. I had a staff member with me when I made the call.’607

In the above example, the police and first responders ‘prejudge’ the outcome of a complaint 
based upon a discriminatory appraisal of the complainant and their fellow residents . A woman 
in a UK study describes a similar experience, where a complaint is not processed because it 
is assumed that as a result of her psychosocial disability she would not be able to substantiate 
the allegation: 

‘[The police said] they wouldn’t take my case to court because I was a mental health 
person. I wouldn’t be able to explain myself properly. I don’t know what they said, 
something like that . And you hear that a lot from people with mental health, you know, 
they just leave you.’608

These experiences where complaints do not lead to the activation of a complaint process  
can result in a loss of trust in complaint mechanisms and the authorities attached to them .  
In the same UK study, a woman reports a history of failed complaint leading to a reluctance  
to complain about violence, which in turn leads to a loss of faith in authorities and their capacity 
for fair processes: 

‘To be honest, I don’t trust [the] police anymore. [...] their track history is shit with me,  
like I said I’ve never once gone to court for any crime that’s happened to me. Never.  
I mean, I haven’t even given a statement when it’s been a rape.’609

Some people with disability who register a complaint experience a total failure in the 
complaint mechanism in relation to the complaint being processed or leading to any 
outcome . Some reports and submissions highlight this as a feature of life within segregated 
accommodation settings such as group homes: ‘I did complain to myself, to the house staff. 
Staff did nothing.’610 Another resident in a group home stated:  ‘I tell one of the staff about the 
other guy having a go at me but basically the staff aren’t doing to anything about stopping 
the argument or stopping him calling me names.’611 An example provided by Frohmader and 
Sands highlights one example where a person with disability experienced multiple incidents 
of violence, made complaints, but there was no evidence that the complaints were either 
processed or resolved: 
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Carol, a group home resident, was reported missing . A couple of hours later, she was 
brought back to the group home by a taxi driver . Blood was found on her underwear  
and she was taken to the doctor . Carol disclosed to her doctor that she had been 
sexually assaulted twice by two different people in the time that she was missing.  
She also said that the group home manager had previously sexually assaulted her .  
Carol had disclosed the sexual assaults to group home staff a number of months  
earlier but nothing was done about it .612

The above situation also highlights the risk for complaint processes where there is no 
independence associated with the mechanism . In this example, the group home manager was 
the alleged perpetrator; clear processes would need to be available to staff to independently 
support the complainant to take this serious allegation forward without fear of retribution from 
the manager . The allegation also reveals the way in which violence within closed settings can 
become routine and ‘normalised’. It is only when Carol is assaulted by people outside the group 
home that any action is taken, with Carol being taken to the doctor and reporting the violence 
she experienced there .  

The scholarly literature, reports and submissions we analysed reveal a number of examples 
of complaints not being processed and leading to no outcome in educational settings . Leaving 
aside the problems this poses for individuals in seeking justice, the failure to process complaints 
has a number of systemic effects. One of these is that histories of prior complaints on issues 
are effectively erased, leaving no documentation that the complaints (and the incidents they 
respond to) occurred: 

Frank told his mother he was taped to a chair while at school, and this was confirmed 
by the tape marks on his wrists . He was locked in rooms and subjected to restraint on 
numerous occasions, at least once witnessed by his mother . When attempting to make 
a complaint some years later, the school refused to admit the abuse occurred, and 
said they had no documentation so could not investigate the complaint . Frank was a 
young primary school child, and still suffers the trauma of those years. No assistance 
has ever been offered by the State Government Education Department at any time and 
Frank ended up being hospitalised halfway through his primary school years due to 
psychological damage .613

As discussed below, erasing histories of complaints removes the possibility for rectification of 
historical injustice . Further, in some cases, the failure of the complaint mechanism to process 
and resolve the complaint not only leads to an injustice for the complainant, but also enables 
perpetrators to harm other individuals: 

Sebastian is 11 and has intellectual disability . He attended an after school care facility 
every day . Sebastian was sexually assaulted by a 14 year old boy who attended the after 
school care . His mother reported this to the police and to the after school care facility . 
Nothing was done by either agency to ensure Sebastian’s safety. Instead, the after 
school care facility recommended that Sebastian attend counselling at a local sexual 
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assault counselling service . They stated that this was to prevent Sebastian turning 
into a perpetrator himself . Additionally, the police completely failed to investigate the 
sexual assault. This was despite Sebastian’s mother finding out that the 14 year old had 
sexually assaulted younger boys on a number of other occasions . Apparently the other 
incidents had been reported and investigated. Sebastian’s mother was distraught that 
her son’s case was not being looked into by the police or the after school care facility.614

Here the complainant experiences an outcome that, while potentially helpful, is not adequate as 
a sole response; counselling support services are appropriate after an experience of violence, 
but on their own do not equate to a fair outcome for the victim-survivor, nor will this lead to 
structural change . The complaint itself is not processed and does not lead to a resolution . 
The alleged perpetrator is able to harm other individuals . A UK study describes a similar 
circumstance where a complaint is not processed, an adverse outcome for the complainant 
ensues, and the perpetrator is left to harm others .615 Hollomotz describes an example of a 
student at a residential school being sexually assaulted by a roommate . In this example the 
perpetrator then accuses the victim-survivor of assault as a strategy to displace responsibility: 
‘then you elbow them in the face to get them off you and they go and tell on you because they 
raped you . They say you raped them.’616 As Hollomotz observes, the victim-survivor ‘was not 
listened to when he reported the incident, leaving the violator unpunished and indeed free to 
roam within the residential school, making it likely that further incidents would occur.’617 

The above examples highlight that in education settings, children and young people experience 
significant violence with limited capacity for complaint mechanisms to process complaints or 
satisfactorily resolve them . Robinson notes in a 2018 study that:

Many examples were provided where children were not protected after experiencing 
violence or abuse; where their complaints were not pursued… Little evidence was  
seen in this research of participatory mechanisms that promoted safety for students with 
disability as part of the school community, such as accessible ways to make anonymous 
contributions or complaints .618 

As indicated above, this suggests that these educational setting are one site where violence 
becomes normalised through the failure of complaint processes to respond . 

Inaction by complaint processes to both register and process complaints and to resolve them 
in a meaningful way can have significant and potentially fatal consequences for complainants. 
As discussed in Chapter 3, there is an interaction between application of procedural justice in 
complaint processes and violence within closed setting, such as prisons .619 Ignoring complaints in 
custodial settings has significant consequences, as demonstrated in the example of an Aboriginal 
man who died in custody after multiple complaints about his treatment were not acted on: 

Mr . Bell… 28, an Aboriginal prisoner with a psychosocial disability, was held in prolonged 
solitary confinement in his cell for over 22 hours a day for 13 months when he took his 
own life on September 8, 2015, at Casuarina Prison . Mr . Bell was serving concurrent 
sentences including life imprisonment for sexual assault and murder of a 10-month-
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old baby . At his sentencing hearing, his lawyer contended Mr . Bell would be targeted 
and killed in prison due to the nature of his crime . Fellow prisoners assaulted Mr . Bell 
multiple times and on one occasion even fractured his skull . Mr . Bell also complained 
of ongoing mistreatment by custodial staff. However, the coronial inquest found little 
evidence of the records of these complaints and how they were addressed .620

Here, failure to register, process, and resolve complaints leads to a situation where the 
complainant is not protected from continued and inescapable violence . Note, as discussed 
above, that failure to process or act on a complaint also obscures the possibility of record 
formation: the complainant may have made numerous complaints, but a failure to process  
these compromises any ability to demonstrate that complaints had been made in the past .  
This failure to process complaints stifles the possibility of rectifying historical injustices for  
the victim-survivor and their families . 

6.9 Conclusion

The above accounts of people with disability navigating complaints processes explore different 
experiences of failures in basic procedural justice . Some of these experiences relate to 
failures of process at the point of initiation of a complaint, where complainants are disbelieved; 
where complaints are minimised and where violence is normalised; and where complainants 
are treated as just ‘being difficult.’ There are examples above of extremely poor process by 
complaint mechanisms: inadequate communication and lack of ‘voice’ provided to complainants; 
inappropriate investigation procedures which contaminate evidence; complainants not being 
offered protection from perpetrators after an allegation about violence is made; and examples of 
adverse outcomes for complainants, including retribution . Finally, many accounts are provided 
above where neither just process nor just outcome followed complaint making: in these cases, 
people with disability who report violence relate an experience that ‘nothing happened’ after 
they complained .  

An overwhelming feature of many of the experiences recounted above is that violence does not 
appear to be constrained to one incident of complaint: instead, some people with disability have 
a lifetime of experiences of violence, followed by attempts to complain which are either thwarted 
or not processed. Thorneycroft’s study of life histories of people with disability who experienced 
violence highlights this trajectory .621 In one example, a young man experienced physical and 
sexual assault; but when he complained to a manager ‘the man did not care’.622 This was a 
historical example of failed complaint process, recounted by a person with disability when they 
were older . This account illuminates the negative educative role that inadequate complaint 
processes have: some people with disability are instructed by these experiences to have low 
expectations that they will neither experience fair treatment when they complain, nor experience 
a just outcome following a complaint . This example also highlights that unmade or unresolved 
complaints are not a problem of recent invention . The task of designing inclusive and accessible 
complaints mechanisms must be able to respond to historical experiences of violence, abuse, 
neglect and exploitation which have not been resolved for years or decades .
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However, as discussed in Chapter 3, just procedures are an opportunity for people who are 
otherwise systematically excluded or disadvantaged to experience inclusion through fair 
and respectful treatment . Thus, rather than being one more source of dehumanisation, a fair 
complaint process can be a powerful way to treat individuals with dignity and afford them voice. 
Certainly, there are examples of such respectful treatment in the literature we studied . For 
example, in a UK study, Koskela et al describe an example of a police officer following accepted 
process, and this being experienced in a highly positive and affirming way by the complainant: 

‘He [police officer] took a lot of time to explain things and do things like give me his name 
and his number and he was very kind of, he, he kind of acknowledged that it must have 
been very hard for me […] he let me know when he’d be back in touch next…. Which I 
really appreciated.’623 

These forms of respectful treatment can happen in a variety of different contexts and be 
experienced as positive for complainants . Robinson provides an example in an education 
context of a complaint leading to validation for a person experiencing bullying: 

‘ . . .around the time of the bullying one of the key people at the school got Thomas to 
come into her office and talked with him and supported him. I can’t remember exactly 
what she said but she told him he was important and was a nice person and thanked 
him for coming and telling her what was happening. It was great for his self-esteem.’624 

Here we see, in line with some of the findings of procedural justice literature described in 
Chapter 3, that the experience of a well conducted procedure can itself represent a form of 
‘justice.’ Maher et al describes an example of a woman with disability, Sarah, experiencing 
‘justice’ through the process of being heard in a genuine and respectful way: 

‘I was in tears thanking that police officer [who indicated that she believed Sarah],  
I said, “I want you to know, whatever happens from now on with that court case, if they 
walk off…”, and I said, “Do you know what, you have done the justice, you have done 
it. It’s already done.” And that really touched her, she was emotional about it, and I said, 
“You’ve done it”.’625

As shall be discussed in Chapter 8, there is much scope to create consistent and fair processes 
for responding to people with disability who report violence, which both satisfy the rights to 
equality before the law, and also are a source of recognition and ‘humanisation.’
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Chapter 7: Experiences of  
Complaint Outcomes
In Chapter 6, we described experiences of people with disability navigating complaint 
processes . As discussed, our survey of scholarly literature, reports and submissions revealed 
many negative experiences of people with disability engaging with complaint procedures . 
However, in that Chapter, we did not focus on outcomes . In this Chapter we look at outcomes 
and whether these are experienced as just or fair . Ideally, a complaint should not only be 
fairly handled, but also arrive at an outcome that makes sense to the complainant at the 
level of individual rectification, and potentially also lead to change of practice or institution 
(or as discussed in Chapter 3, initiate a process of transformation) . For example, a minimum 
expectation for individuals when they complain about violence is that they personally will receive 
recognition and redress, and that this will lead to an end to this violence for themselves and 
potentially others. This process leading to rectification and redistribution does not need to be 
onerous or slow. Robinson’s 2018 study described a recollection of a positive experience of a 
complaint leading to swift and productive resolution that altered the material circumstance of 
violence experienced: 

‘My dad came to the school and talked to the principal about some bullying and told the 
principal to stop it . A few people were bullying me . Then the kids got into trouble and 
sent from school and stopped doing it . Teasing me and pushing me around . It was good 
when dad went up.’626

However, in the scholarly literature, reports and submissions we analysed for this report, positive 
experiences of outcomes related to complaints on violence, abuse, neglect and exploitation  
were rare . This Chapter explores some of these negative and adverse outcomes experienced  
by people with disability who complain about violence, abuse, neglect and exploitation . 

As noted in Chapter 5 and 6, this Chapter is not intended to provide generalisable findings 
about what all people with disability might experience when seeking to utilise a complaint 
mechanism to report violence, abuse, neglect and exploitation . Our approach does not include 
a large sample survey, so the results cannot be generalised . Further, the experiences below 
are not the result of a new empirical study, nor are they intended to be used to evaluate the 
performance of a particular complaint mechanism available within an Australian context . Rather, 
this information provides guidance on the kinds of experiences people with disability may have 
navigating complaint mechanisms . 

7.1 No Tangible Outcome

In Chapter 6 a number of examples were cited where the predominant experience of people 
with disability navigating a complaint procedure was that ‘nothing happened.’ In other words, a 
compliant was lodged, however the complainant did not perceive that the complaint process had 
progressed and there was no outcome received . In this section, a variation on this experience 
is described: namely, a complaint is lodged, it is processed in a perceptible way, but there is 
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‘no outcome’. In this context, this often means that even if a complaint mechanism returns an 
outcome, it is not perceived by the complainant as leading to material change, and importantly, 
for the purposes of this report, the situation of violence, abuse, neglect or exploitation continues . 

In the scholarly literature, reports and submissions we analysed for this report, we came  
across a number of examples of this scenario– that is complaints lodged and processed,  
but with no tangible outcome – in disability service contexts . For example, a resident in 
supported accommodation is described as experiencing repeated physical and emotional 
violence, however the complaints processes did not lead to a tangible outcome or change  
in circumstance: 

Gary, a man with intellectual disability, was subject to ongoing physical and emotional 
abuse in a non-government group home . The abuse was being perpetrated by a female 
co-resident . Support workers who witnessed the abuse reported these incidents to the 
service coordinator of the group home . However, despite these reports being made,  
the service did not take appropriate action to ensure Gary’s safety.627

Here, Gary remains in a situation that is unsafe, despite complaints being made . Another 
example noted in a submission describes repeated complaints about violence in a residential 
boarding house:

Between 2000 and 2011 allegations were made regarding rape, sexual assault, theft, 
poisoning and physical assault involving over 40 residents of a boarding house . A 
committee of seven residents at the boarding house exercised control over the others, 
meting out physical  punishment, rape, solitary confinement, and massive prescribed 
doses of psychotropic medications to sedate residents deemed ‘out of control’. One 
man said he had been grounded in his room for a month, and another said he had 
been ‘’hit everywhere, kicked and punched everywhere’’ over the course of 10 years. 
Despite repeated requests for action from disability advocates the police, guardianship 
authorities, ombudsman and state government failed to intervene . Residents were 
not removed from the house until 2011 and are now seeking compensation for false 
imprisonment, physical injury and financial loss against the boarding house owner  
and the state government .628

This example describes a situation of prolonged historical injustice, with multiple complaints 
lodged, presumably processed by different agencies; however, with no material change in 
circumstances resulting . The example also highlights the way in which institutional failure 
to act early in response to initial complaints not only amplifies the extent of the preventable 
harm experienced within this residence, but also potentially intensifies the legal, financial and 
personal consequences of inaction . 

In some cases, the failure of complaints processes to produce outcomes reflects the inflexibility 
and resource constraints of the service itself, which means that complaints are not resolved 
because there is no feasible resolution (apparently) available . As discussed in Chapter 4, many 
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complaint processes place an onus on services to in the first instance provide local resolution of 
complaints through conciliation. However, conciliating a complaint at a local level will be difficult 
if the local service lacks the resources to meaningfully offer rectification.  One example of this 
was the experience of a service provider who refused to tailor their services for a First Nations 
man living in a remote area who requested different meals:

‘One of our clients in one of the communities said he didn’t like the agency meals. He’s 
like “I don’t like this meal” and that’s last December … he refused to eat it … and then 
the clinic noticed and they said “Oh this guy getting skinny”. And he’s really skinnier 
and skinnier, and he refused to eat any of the agency meals and then I had a chat with 
the person who does the meals, and she said, “Oh no, we can’t really separate, make 
a special meal for this person”. So, the services, they don’t really see what the person 
wants and then try and work around that, trying to support [them]. “We do it that way  
and … if you don’t want it, that’s your problem.”’629

The above example highlights how failure to respond to a person’s needs in this circumstance 
arguably can lead to a situation of neglect that puts that person’s health at risk. 

In Chapter 6, it was suggested that in many school education settings, complaints of violence 
do not appear to be processed, leading to no outcome . In the scholarly literature, reports and 
submissions we analysed, there were also cases were complaints were received, processed 
and apparently acted upon; however, no tangible change resulted . This dynamic was 
summarised by Robinson: 

It was clear from the comments made by a number of children and young people that 
they had little hope or expectation that sharing their views would result in change . Even 
where they told others about harms occurring at school, it was unusual for change to 
happen quickly. Until a significant crisis event, few reported feeling that speaking up 
about interpersonal abuse, particularly from peers, made a difference.630

‘Telling off’ the student who is being violent in a perfunctory way will not lead to change. Unless 
this sanction actually encourages the perpetrator to desist from violence, it will be experienced 
as ineffective by the complainant, as it does not result in any change in circumstances. For 
example, a primary school student interviewed for a 2010 study recalled that ‘if somebody tells 
on somebody and he [the teacher] just stops the class by clapping and tells them, ‘Be nice’  
… but it doesn’t work … the class just still be’s rude to me.’631 Another primary school student 
with disability concurred that approaching teachers about violence is often ineffective: ‘Teachers 
are hopeless … yeah they don’t do anything. They just say, ‘Say sorry’, and that’s not good 
enough.’632 As discussed in Chapter 3, apologies in some circumstances can represent a 
powerful form of justice where it represents a significant admission of wrong followed by change 
in practice; however, apologies become mere performative formalities when perpetrators make 
these admissions and then continue to repeat acts of violence. Robinson’s study describes a 
situation where a complainant experiences no change in the circumstances of violence but is 
at least directed to a counselling service: ‘School kind of helped me out, but they didn’t help the 
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bullying side, so it kept happening. But I learnt how to handle it better from the counsellor.’633 
Note that while counselling helped the complainant validate his experience and offered him 
coping strategies as well as emotional support (that is, offer forms of recognition); this outcome 
will not lead to a material change in the incidents of violence experienced by this student (that 
is, provide rectification and redistribution). 

The COVID-19 lockdowns in Australia and elsewhere created many challenges for children 
with disability and their schooling . These challenges were not always addressed appropriately 
by school staff. The following account of a student from a culturally and linguistically diverse 
background highlights how people with disability and their families are often made responsible 
for finding solutions to the structural barriers they face: 

X is a child with visual impairment who was attending a state primary school . 
Previously, X was supported by the school with accessible technology to support her 
learning. X’s mother and father are both essential workers and as such X could not 
be kept at home for schooling . With the changes in place to respond to COVID-19, 
the school placed all children onsite in one classroom . However, with the school no 
longer having a Special Education teacher onsite, X was not provided with adequate 
support and equipment required for her learning. X’s parents were told that the teacher 
in charge had difficulty installing the accessible software to the computer in the class 
X was placed in . The parents raised the issues with the school, and nothing was done . 
With X having no proper support for 3 weeks, X’s parents continued to approach the 
school and felt increasingly frustrated. X’s mother was told to find a solution and teach 
her child at home or to find another school that can assist during the time COVID-19 
restrictions were in place .634

The above example is not explicitly related to a complaint about violence, abuse, neglect and 
exploitation, but is illustrative of the experience of complaint making leading to no tangible 
outcome, which in this case, prevented this student from accessing their right to education 
on an equal basis with others . Note that provision of onsite learning for children of essential 
workers during the COVID-19 lockdowns was a commitment made by Governments; failure  
to provide this to the student in the above example not only is discriminatory, but also has flow 
on effects for the workforce delivering essential services during the pandemic. 

Interactions by people with disability with police can also lead to experiences where a 
complainant lodges a complaint, it is processed, but does not result in an outcome that changes 
the circumstance of a complainant . In a 2012 study by Walter-Brice, a woman with disability who 
complained about violence succinctly summarised this failure of just outcome: ‘Well they [police] 
told him off that’s all … I wanted to get him locked up and away from me.’635 In another example, 
a woman from a culturally and linguistically diverse background, who was experiencing 
technology-facilitated violence from an ex-partner, went to police; they told her there was 
nothing that could be done to help her: 
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Participant B has 3 children and is going through divorce proceedings from her abusive 
ex-husband . Before their separation, Participant B used to share her mobile phone 
with her ex-husband at his request . For approximately two years Participant B has 
had all her phone calls, Facebook account, messages and other information on her 
phone monitored via spyware. Due to the ex-husband’s ongoing abuse, Participant B 
commenced divorce proceedings and reported the incidences to police . Participant 
B states that her ex-husband constantly threatens to share her information from her 
messages, her intimate photos, and any other information on the phone to her friends 
and family . When Participant B reported this to police, they informed her that there was 
nothing she could do given the SIM card in the phone is under the ex-husbands name . 
To this day, she lives in fear that his threats will eventuate .636

In the above circumstance, the person with disability complains but experiences an outcome 
that leaves her in a situation where she is threated by an ex-partner . As result, no tangible 
change in circumstances is experienced by the person who complains . 

In some cases, the failure of an institution to respond to the needs of a person with disability 
means that either the situation of violence, abuse, neglect or exploitation continues, or worse, 
that additional violence is visited upon the complainant as an outcome . The survey of scholarly 
literature, reports and submissions we conducted highlighted examples within prisons that 
illustrate this situation . In an account described by Human Rights Watch, a prisoner with 
disability describes a situation of neglect shaped by the failure of the prison itself to respond  
to the specific needs of the prisoner: 

‘I stayed in the medical unit because they didn’t really have anywhere for prisoners  
who are disabled. I had diarrhea and I [was] lying in my own shit, because they are  
like, ‘You have to wait.’ The staff weren’t interested [in helping me].’637

The above prisoner had made requests to be moved to a toilet . This request led to no tangible 
outcome, meaning that the situation of neglect continued and was arguably exacerbated . Some 
cases of complaint result in institutional actions which support the use of violence . Dave, a 
young First Nations man had the following experience in prison:

Dave… was found ‘unfit to plead’ in a criminal matter. He was indefinitely detained in 
a maximum security prison . . . In response to repeated banging of his head causing 
bleeding, prison officers strap him to a chair and inject him with tranquilizers until he is 
unconscious . This has happened on numerous occasions . The government corrections 
department responded to complaints by stating that it has a ‘duty of care’ to prevent the 
man from hurting himself, and that the prison is not equipped to manage people with 
cognitive impairment .638

Here, restrictive practices are utilised purportedly to fulfill a ‘duty of care.’ Complaints are 
received, presumably processed, but lead to no tangible outcome, either in addressing the 
underlying causes of the prisoner’s detention, his behaviour in response, or the forms of  
forced physical and chemical restraint that follow to try and control this behavior . 
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7.2 Dissatisfaction with Outcome
The above sections detailed instances where responses to complaints were inadequate and 
ineffective, resulting in little tangible change in the life of the person with disability. In this 
section we explore when a complaint results in a material outcome, but when the complainant 
is nonetheless dissatisfied with this outcome. As discussed in Chapter 3, a perception of 
a just outcome related to a complaint is at least partially related to the expectations of the 
person who makes the complaint, and in this respect, the forms of remedy that a complaint 
mechanism provides should ideally take into account what the complainant would like to occur 
to rectify the injustice . However, the survey of scholarly literature, reports and submissions 
we conducted highlighted examples of dissatisfaction with outcomes of complaints related 
to violence, abuse, neglect and exploitation . These outcomes included perpetrators being 
found innocent; complainants perceiving that the perpetrator’s punishment was not adequate; 
or outcomes that solve a complainant’s immediate problem, but simultaneously create other 
adverse consequences . 

Some people with disability may experience a criminal justice system that either does not 
sanction perpetrators of violence, or provides minimal negative outcome to those who perpetrate 
violence towards people with disability . A UK study provides an example of this in describing the 
experience of a women with disability who had been sexually assaulted by a staff member at a 
disability service: ‘At first I didn’t tell anyone, but then […] the abuse went really bad. I told my 
parents and we went to the police. We took [violator] to court, but he walked away free.’639 Maher 
et al’s 2018 study presents an experience of a woman with disability who experienced violence 
from her ex-husband: 

‘[I]t was the family violence as well as sexual assault through the whole ten years of our 
relationship. I don’t think—as far as feeling that justice has been served—I don’t think the 
gravity of sexual assault within a marriage  . . . the impact of that is just not taken into account 
in a court hearing. The sentencing was incredibly light, and everybody has said that.’640

These women with disability felt that they did not receive a just outcome from the criminal 
justice system. In Jessica’s case, this has deterred her from making future complaints using this 
system . This sense of dissatisfaction with outcomes can also be experienced by people making 
complaints against institutions within the criminal justice system . For example, a Sisters Inside 
report of 2013 describes a complaint made by a woman with disability against a prison transport 
service which did not lead to a satisfactory outcome:

A non-Aboriginal woman was being transported from the Brisbane Women’s Correctional 
Facility to attend court in Toowoomba. She suffers from a number of physical disabilities. 
The woman was placed in a canopied ute unrestrained, and during the trip she was 
flung about in this confined area, unable to stabilise herself due to her disabilities. She 
consequently vomited, and had to travel dirtied by her vomit . On arrival she was, despite 
being soiled and in distress, made to clean the ute out . Sisters Inside advocated for 
this woman and took her complaints to the CMC . Unfortunately the CMC found that 
‘reasonable force’ had been applied in this instance.641
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The Crime and Misconduct Commission (CMC) determined that the treatment of this woman 
involved ‘reasonable force’ despite the fact that she had physical disability and was not able  
to steady herself when she was being transported to court . 

Above, this Chapter has highlighted a number of examples in education settings where 
complaints relating to violence are either not actioned or do not lead to any tangible change  
in circumstance for the complainant . However, there were also examples of complaints  
leading to an action or outcome, but this being seen as unsatisfactory from the perspective  
of the complainant . For example, a mother described what happened to her son in a 
mainstream classroom: 

‘Mainstream was really bad . Eric was in the support unit there and Jules in mainstream 
but it wasn’t working. He was being thrown on the ground, stood over, stomped on and 
kicked . There was one incident where he got pushed over on the ground and kids circled 
him, they were just walking over the top of him.’

[Interviewer:]…’How did the school deal with that?’

‘The principal got involved, they were thinking about suspending them but decided not  
to because there was 11 of them so they ended up giving them three-day detention.’642

A continuing theme in some of the literature we surveyed is the inadequacy of complaint 
processes relating to violence in schools, either in terms of complaint processes or in 
terms of outcomes . The above example highlights this; despite the seriousness of the 
assault experienced by the student, the perception of the complaint outcome was that a 
disproportionately ‘light’ sanction was applied to the perpetrators for largely utilitarian reasons 
(presumably to avoid the disruption and negative publicity associated with suspending 11 
students) . Here, there is a failure in just process and just outcomes . 

Dissatisfaction with outcomes associated with complaints relating to violence, abuse, neglect 
and exploitation can occur in different spheres, including in relation to online interactions. 
People with disability, despite being ‘on the wrong side of the digital divide’, are increasingly 
using digital technologies and social media platforms to meet new people, find intimate partners, 
and use other services .643 ‘Digital criminology’ is showing however that perpetrators of domestic 
and other forms of violence are using new technologies to abuse victim-survivors .644 Women 
with disability are one group experiencing technology-facilitated abuse: 

Linny is in her 40s and has three children . She has an iPad and an iPhone and likes 
using Facebook and going on TikTok to watch videos . She has had to block her  
ex-partner on Facebook as he was sending her abusive messages… He also posted 
photos featuring Linny, but when she reported this to Facebook it was not seen as 
violating their terms of use . This upset her but she did not want to stop using Facebook, 
as it was important to communicate with her other friends .645



172 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

This example highlights an emerging area of concern that shapes the lives of people with 
disability . Here, complaint processes existed; however, the social media platform in question 
was not able to intervene to stop an ex-partner sharing photos without her consent . In this case, 
Linny experiences dissatisfaction with the outcome, as she would like to continue to use social 
media because of the connectivity it enables .

7.3 Perpetrator Moved On

A variation on an experience of dissatisfaction with the outcome of complaint relating to violence, 
abuse, neglect and exploitation is the knowledge that not only did the complaint lead to minimal 
change, but that the perpetrator continued to work with people with disability in a different locality. 
The scholarly literature, reports and submissions we surveyed revealed several examples where 
perpetrators were simply ‘moved on,’ allowing them to interact with different people with disability 
or services after complaints were made about their behaviour . In one example, management at 
an aged care home did not consider sexual assault to be a serious matter: 

Julie, a staff member in an aged care facility reported to management that a coworker 
had taken sexually explicit photos of a number of aged care residents . These photos 
were of the genital region of residents, and they were being shown to students who 
were on placement at the aged care facility . Management of the aged care facility  
did not view the matter as serious, and responded by moving the coworker to another 
aged care facility .646

As discussed in Chapter 1, ‘total institutions’ create internalised cultures that potentially 
tolerate and reproduce violence. Senior staff who do not take assaults seriously can facilitate 
institutional cultures where violence goes unchecked . Frohmader and Sands describe a similar 
situation in a group home: 

A woman with disability in her 50s, Lorraine was ‘’digitally raped’’ by a staff member 
while showering in a government-owned group home . An incident report was made after 
the woman told another worker what happened, but that report was later rewritten by a 
supervisor . The worker who allegedly raped the woman was then transferred to another 
home and the matter was not referred to police .647

In this example a complaint is lodged; though the process that follows is poor . There is no 
referral to the police of what was a criminal matter. In this example, senior staff prevent just 
outcomes for people with disability by simply moving the perpetrator on to a different facility,  
and in this case, preventing the complainant from accessing further complaint avenues . 

The above example from Frohmader and Sands highlights that when a perpetrator is ‘moved 
on’ there is often multiple failures of both just process and justice in outcome. Frohmader and 
Sands describe another example which reinforces this picture: 
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Sergio resided in a not-for-profit group home. He has intellectual disability and autism. 
His co-resident, Isaac, recently started displaying ‘challenging behaviours’ as a result of 
working with one particular staff member. To manage Isaac’s ‘challenging behaviours’, 
management instructed the staff member to cease working with Isaac and instead, begin 
working with Sergio . Isaac eventually disclosed that he had been physically assaulted by 
the staff member. He reported this to the police, telling them that the support worker had 
kicked him, and that he had also broken a camera over Sergio’s head. The police failed 
to investigate the assault because Sergio and Isaac both have intellectual disability . The 
service then stated that as the police would not investigate, they could not dismiss the 
staff member who was accused of assault. Sergio’s sister supported him to leave the 
group home, and organised counselling for him . She found a respite place until he could 
get more permanent accommodation in a different group home. Sergio’s sister wanted 
to ensure the issue was investigated and responded to appropriately for the sake of the 
other residents who still resided in the group home and at risk of being assaulted by the 
staff member. Sergio’s sister reported the matter to the National Disability Abuse and 
Neglect Hotline . The case was not thoroughly investigated because the guardianship 
body said they couldn’t proceed with the case as Sergio was no longer living in the 
house in which the assault occurred . No further complaints had been made by other 
residents, so no further action has been taken .648

Here, multiple complaint avenues are explored; but do not eventuate in a change of 
circumstance for the complainant . In each case, a complaint is registered, processed, but leads 
to no tangible outcome . In some respects, the above example highlights the impact of silos 
between agencies, and arbitrary demarcation between jurisdictions, which halts the processing 
of a complaint and leads to a failure of outcome. Note further, that the complainant’s sister 
lodges complaints explicitly to alert the system that the perpetrator may assault other people 
with disability (i.e. this is the just outcome being sought); however ‘no further action’ is taken, 
and the perpetrator presumably was allowed continued interaction with other clients . 

7.4 Ambivalent Outcomes
In the scholarly literature, reports and submissions we surveyed, there were a number of 
examples of people with disability experiencing an ambivalent outcome as a result of a 
complaint about violence, abuse, neglect or exploitation . By ambivalent we mean that while  
the complaint led to a tangible outcome, it was only partially satisfactory and did not necessarily 
resolve the underlying problem . This ambivalence in outcome was highlighted in the example of 
a complaint about a placement of a child with disability in a non-ideal school context: 

‘As soon as I saw what they’d put her into, I started to lobby for them to get her out of 
there … They took her out of that class, but it took time. It took meetings with I don’t 
know how many people, and to get a support person for her in the standard class.’
[Interviewer:]…’Did that help?’

‘Yeah. I don’t think it made it any easier for her to go, but I don’t think it damaged her  
as much.’649



174 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

While this mother’s multiple complaints resulted in her daughter eventually getting support 
to attend a mainstream class, her daughter’s schooling situation was still not ideal, and her 
daughter remained fearful and reluctant to engage with schooling . This example also highlights 
the role of advocates ‘lobbying’ to ensure that a complaint made leads to a fair outcome; this 
theme will be explored in more detail below . 

The above example also highlights that some people with disability, their families and allies 
are asked to reconcile themselves to situations that are ‘good enough’, rather than outcomes 
which promote the flourishing of people with disability. As discussed in Chapter 3, whether 
a complaint process is experienced as satisfactory in achieving justice, is dependent upon 
an individual’s expectations, which are in turn set by the prevailing environment. Within the 
context of a society where people with disability experience systematic discrimination and have 
severe resource deprivation, this creates the circumstances where some people with disability, 
their families and allies, may not complain where, in different circumstances involving people 
without disability, complaint would be considered entirely justified. This dynamic is highlighted 
in the following example: 

Trish is a wheelchair user and she has an intellectual disability . She resides in supported 
accommodation run by a not-for-profit, religious organisation. Trish asked for assistance 
from a disability advocacy organisation as she felt she was not being properly cared for 
by support staff. This involved being put to bed at 5.30pm every night, and not being 
got up until 8.30am the next day. The support staff did not provide Trish with toileting 
assistance, and as a result she was wetting the bed . Trish and her parents were also 
concerned that staff in the supported accommodation had made no effort to report 
or make necessary repairs to Trish’s wheelchair… Despite being concerned about 
Trish’s wellbeing, Trish’s parents were also very concerned about where she would go 
if they ‘rocked the boat’ with the service provider. They entered into negotiations with 
management staff, and it was decided that Trish would be moved to a purpose built 
group home . Regardless of the fact that the service had withdrawn services to cut costs, 
Trish’s parents were happy with what was offered, as they did not want to lose Trish’s 
place in the home .650

The experience of Trish and her parents articulates how expectations and circumstances shape 
experiences of justice . From a human rights standpoint, Trish is not being provided equal 
treatment nor being provided the resources to live independently, as would be required under 
Articles 5 and 19 of CRPD (see Chapter 2). From this perspective Trish’s example highlights 
an outcome that is difficult to describe as ‘satisfactory,’ and where complaint would be entirely 
justified. Even if Trish’ parents are happy, given the context, with the outcome of the complaint; 
the outcome does not respond to the original complaint in an appropriate way, and arguably 
violates the rights of the person with disability . 

As noted in Chapter 4, complaint mechanisms often seek to conciliate a complaint on an 
individual basis at a local level . For example, if a carer is occasionally late to provide a 
scheduled service, it would be appropriate for a person with disability to lodge a complaint 
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to highlight that the service is not operating as it should, and notify the service of the 
inconvenience this causes . However, complaints relating to violence, abuse, neglect and 
exploitation potentially differ in nature, urgency and gravity. These complaints will rarely require 
individual resolution alone; on the contrary, complaints about violence will likely generate the 
need for change at the level of institutional practices and policies (for example, policy change 
to address the circumstances that created the situation of violence) . System wide change 
requires a complaint mechanism of suitable transparency, independence and power to achieve 
outcomes . Complaint mechanisms can be equipped to provide this transformational justice . 
As part of the survey of scholarly literature, reports and submissions we examined, there was 
a rare example of a complaint leading to practice change, as described by West, Ramcharan 
and Basser: 

John who utilises a wheelchair for mobility and has ongoing, chronic pain management 
issues, described a breach of his dignity and privacy at a hospital where doctors, without 
his consent or prior knowledge, attempted to use him as a case study in front of a full 
lecture theatre of trainee doctors . They had requested that in front of the class, he 
remove most of his clothes for an examination and discussion of his medical conditions 
for the purposes of training . He described that he had been very angry, distressed, and 
embarrassed, ‘well he copped a mouthful I can tell you . I made such a stink about it  .  .  . I 
made a big stink about it and evoked the privacy act . Because of this they have changed 
the way that they do a case conference . The compensation for me was getting a written 
apology . I was able to stand face-to-face to the general manager of the hospital and tell 
him what I thought of this.’651

The example of John above highlights the way in which the outcome of a complaint mechanism 
might respond in more ideal ways by addressing both the demands of the complainant and 
simultaneously, utilising the complaint to effect system change. The complainant in this case 
was offered the opportunity for ‘voice’ in multiple ways; not merely in having the opportunity 
to speak to the general manager, but also being asked for his view point in order to change 
practice . It is instructive that West, Ramcharan and Basser note that John was in a minority of 
complainants in their study who knew about human rights provisions and who were both aware 
of and able to navigate various complaint mechanisms to have their grievances addressed .652 

7.5 ‘Lobbying’ for a Just Outcome

As discussed in Chapter 6, a just procedure will operate with a transparent, fair process that is 
neutral in its operation . However, the experiences of people with disability navigating complaints 
processes described above often involve active advocacy and ‘lobbying’ of authorities and 
administrators of the complaint process by the person with disability or an advocate in order 
to attain a just result. Here it is clear that unless the complainant ‘keeps on’ the complaints 
process, then a fair outcome will not eventuate . 
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In the scholarly literature, reports and submissions we examined, there were examples of 
extensive lobbying and advocacy by parents on behalf of children with disability in educational 
settings . One mother complained because her son was denied access to the school bathrooms: 

‘even then when I was having the discussion with this senior person from the Department 
of Education and the principal, they were trying to tell me that it wasn’t – it was permitted 
by law, what they were doing, under the Disabilities Discrimination Act – and I had to say, 
look I don’t see – I don’t care about the Disabilities Discrimination Act – this is an Human 
Rights issue . And it suddenly – oh we started talking about how the toilets were going to 
be open. But, as you can imagine I was not very popular in the school after I’d  
done that…’653

While this mother’s desired outcome of having the toilets unlocked during school hours was 
achieved, the process to achieve this outcome - complaining to both the school principal 
and the Department of Education, and invoking a human rights discourse - was lengthy and 
complicated, with the Department and the school defending restriction on access to the toilets 
with reference to the Victorian Disability Discrimination Act 2006 . Here the parent must be 
an active campaigner in order for the complaint mechanism to deliver a fair outcome; in this 
case the complainant must be ready for the complaint to be taken to the highest level and the 
complainant must be cognizant of human rights policy discourse in order to secure an outcome 
that represents some form of ‘justice’. As Ahmed argues, forcing individuals to ‘escalate’ 
complaints in order to attain outcomes is potentially ‘another method of stopping complaint.’654 
The example above also foreshadows a theme explored below, that people who complain often 
experience adverse outcomes, such as this mother’s sense that she was ‘not very popular in 
the school’ after complaining.

In some cases, the complaint mechanisms encountered by people with disability and their 
advocates will appear to actively work against the complainant to undermine a fair outcome .  
In an example described in Robinson’s 2016 study, a foster mother of a child who was in the 
out-of-home-care system (OOHC) complained to several government ministers, the ombudsman, 
and about the ombudsman, in relation to ‘the lack of therapy support offered, the system’s failure 
to provide essential support and aids, the lack of access to education in a mainstream setting, 
and the lack of consultation and appropriate planning for transitioning out of OOHC’.655 Here 
the complainant not only had to manage the original complaint, but also manage the complaint 
about the complaint process .656 To address the lack of consultation and planning around OOHC, 
‘a transition meeting was held with no notice and no support people in a location the child had 
requested the department not to come to – her school’.657 The foster mother explained: 

‘So, because I was being so fierce in my arguments for her to have what she needed, 
they moved in on her alone, without me, and made her – she tells me they made her tell 
them which one of those four therapies she would like to keep . Extremely manipulative . 
She actually said two . She actually felt quite proud of herself for living through that 
scenario, and for being able to say two of them… And these are people that you should 
be able to trust.’658
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In this example, the process to resolve the complaint completely disregarded the wishes of 
the child with disability to not have any meetings at her school . The child with disability had 
no support person with her, and was compelled to make a significant decision on her own, 
with no forewarning . Importantly, the example highlights a perception that complaints will not 
be resolved in a fair or transparent way utilising transparent procedures . The failure to follow 
fair processes to produce a fair outcome leads to the delegitimization of the institutions and 
authorities that receive the complaint (‘And these are people that you should be able to trust’). 

7.6 Adverse Outcomes

In the scholarly literature, reports and submissions we surveyed, the most commonly 
documented outcome of a complaint relating to violence was an adverse outcome . Adverse 
outcomes included experiencing forms of punishment after making a complaint, having to 
withdraw from services because complaints weren’t addressed, and experiencing health 
problems as a result of complaints being unsatisfactorily resolved . 

Within disability settings, there were accounts of complainants who, as a result of the complaint, 
experience retaliation and personal loss . Karen Burgess was a manager at a disability day 
centre in Melbourne who raised concerns about the use of restrictive practices in the centre .659 
Soon after this, Karen was dismissed from her job . She also highlighted that several other  
staff who acted as whistleblowers were fired from their jobs soon after making complaints: 

‘There are many staff that find themselves in this position and end up leaving the 
industry because they cannot handle the types of situations they are confronted with . 
There is a lot of pressure that comes to bear on people who are like me, who speak up 
and out against the type of abuse that is happening in these institutions… There was 
another staff member at [organisation name withheld] who was fired, two weeks after 
my termination, because of also raising practice issues and concerns . She is no longer 
making complaints because of the pressure that came to bear on her, but there was a 
second staff member who was also fired in this period because she was making direct 
complaints about concerns at this site.’660

Staff who complain face serious adverse consequences for making complaints, including losing 
their jobs, and experiencing mental health issues including post traumatic stress disorder .661 
The adverse consequences of these staff complaint experiences highlight the intense personal 
costs for those who complain in circumstances where complaint mechanisms do not follow 
basic procedural justice principles, such as protecting complainants from retribution . These 
consequences also highlight the importance of multiple pathways to report violence, and 
protection for those who do so . As discussed in Chapter 1, complaint mechanisms are only 
one pathway for reporting violence, and ideally should be complemented by other protected 
pathways for alerting authorities to violence, abuse, neglect and exploitation, including, for 
example, through reportable conduct schemes and whistleblower legislation . 
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People with disability who are frustrated by failed complaint processes can also experience 
adverse outcomes in terms of their own personal health: 

Kelly, a 22-year-old woman living in a Community Residential Unit who has physical 
disabilities and requires full assistance with toileting, menstrual care and showering, 
made multiple complaints to staff about the lack of female support workers. It is 
unacceptable to her, and an abuse of her right to bodily autonomy, to be forced to have 
her personal care needs attended to by male staff. This has resulted in her foregoing 
showers and delaying bowel movements, leading to multiple and very serious health 
problems. Kelly was very anxious about staff finding out that she is accessing advocacy 
services for fear of retaliation and further neglect but could not attend meetings outside 
the Unit to discuss her case because she needed attendant care to leave the house 
which is not provided for her .662

Kelly made multiple complaints to staff and requested that more female staff be employed. 
However, these complaints were dismissed . Understandably, when complaints are ignored often 
the only solution is to modify behaviour, to protest, and limit exposure to violence, often resulting 
in other, detrimental outcomes, such as loss of work, denial of education, and in this case,  
a decline in health . In some cases, people with disability who experience a failure of complaint 
mechanism will respond in ways that in turn lead to an adverse consequence . The 2015  
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional 
and Residential Settings described an example involving a complaint of sexual harassment 
made to a disability employment service: 

Shelley is a young Aboriginal woman with intellectual disability who works at an 
Australian Disability Enterprise (ADE) . Shelley has been subject to ongoing and intense 
workplace bullying and sexual harassment from 3 or 4 other workers . One day, one of 
the male employees who bullies Shelley, took her by the hand, saying, ‘Come on, come 
with me’, and then grabbed her on her bottom. Shelley reacted, saying, ‘Don’t do that, 
don’t touch me like that, I don’t like it.’ She complained to her supervisor, who told the 
male employee that his behaviour was inappropriate . He is known to have sexually 
assaulted several other female employees . Although, this behaviour is ingrained in the 
workplace culture, there has been limited intervention by ADE management, in breach 
of all the usual protections afforded employees by industrial law. The ADE management 
claim that sexual harassment and sexual assault is the responsibility of the police to 
investigate, but the police did not respond or investigate these reports . Shelley began 
to respond violently to the bullying and sexual harassment, and so ADE management 
suspended her from her job .663

Here the complaint process failed to deliver an outcome that was satisfactory, either for 
individual rectification of injustice or redress of the systemic causes of violence. Due to this 
failure, the complainant began to react violently to the sexual harassment at the ADE and was 
suspended from her job . Here the complainant is punished, instead of the initial perpetrator . 
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In disability service contexts, there were accounts of families who complained experiencing 
adverse consequences in the form of not being allowed access to their family member after the 
complaint. A family who complained about the use of restrictive practices reported: ‘They’ve shut 
the door now. They wouldn’t even pick up the phone. They shut us off… Where do you go? This 
is our daughter. I’m not allowed to visit my own daughter? What is this all about?’.664 In another 
example relating to the use of restrictive practices in disability accommodation, a family were 
barred from seeing their family member with disability after making a complaint: 

…a grandmother arrives to see her grandson on a freezing Tasmania winter’s day. She 
finds him locked out of his own home in a courtyard that is used as a cage. No staff are 
present and she cannot get to him. Staff are located at the rear of the property smoking 
and laughing . The courtyard was a regular punishment and lockdown space, no amount 
of family requests or demands or reporting this to the senior practitioner ceased this 
restrictive practice in three years . But as expected the provider made it clear we the 
family were the problem and the service decides to stop family visits and drop in and 
time for Nan to visit him in his own home .665

Here the complainant – a concerned family member – is effectively punished for making a 
complaint . The person with disability themselves also experiences an adverse outcome in the 
form of loss of connection to family . In some cases, and as detailed above, a complaint made by 
a parent can lead to the parent themselves being subject to scrutiny by authorities . A UK study 
describes a situation where a woman reported having her children taken away from her after 
making complaints about domestic violence:

‘I did try but they just didn’t grasp it ... and when I did turn to anyone for help it went  
all wrong so in the end I nearly lost the kids, I did lose the kids for at least a while  
... Me: I was branded as the worst mum in the world.’666

This testimony supports the findings we reported in Chapter 5 where women with disability 
refrained from reporting violence due to a well-founded fear of having their children removed 
from them . 

There were other examples encountered in different settings where making a complaint can 
lead to punishment for the person with disability for complaint making . In the example below, 
a woman was held overnight in a cell after making multiple complaints after experiencing 
domestic violence. Police did not believe her, and made no effort to support her to communicate 
with them: 

‘I went back, and then they locked me up in the cell, telling me I’m crazy. Put me in the 
cell, and told me to stay there.’

(Support worker: ‘so...’)

‘I’m crazy, that’s what they said.’

(‘So how did they lock you up in the cell?’)
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‘With the keys.’

(‘So, can you try to just, describe it to me in a little bit more detail?’)

‘They put me, you know, the cell in gaol.’

(‘That’s silly. Were you being, violent, were you doing anything?’)

‘No, trying to talk to them...‘Cause they didn’t understand what I was trying to  
say, but they didn’t then get a liaison officer or anyone to help me, or they couldn’t  
be bothered.’667

As discussed in Chapters 2 and 4, support for complainants to lodge their complaint, and 
openness from complaint mechanisms about the form that complaints take (whether written, 
verbal or non-verbal) is an essential aspect of enabling accessibility . In the above example,  
the complainant was not supported to report violence . Further, the failure to report violence  
in a ‘correct’ format contributed (at least in the complainant’s self-understanding) to being 
punished for complaining. In some cases, the complainant themselves is not ‘punished’;  
instead, the adverse consequence is directed at a family member . In the section above, 
the example was provided of a school child being denied access to a toilet, and the work 
undertaken by their parent to advocate for change . This same case example also illustrates  
the way in which punishment can be directed at a ‘third person’ as a way to exact a 
consequence upon the complainant for their complaint: 

‘But my son is toilet trained and he kept coming home from school with bags with soiled 
laundry. And I said “why – he’s toilet trained, why is – isn’t he just allowed to go to the 
toilet?” I learned that the school locks it’s toilets at recess and lunch time so the pupils 
can’t access the toilets.  And they said – “Oh no, it’s not possible to unlock a toilet. Your 
son has to ask – go up and ask a staff member for the toilet”. And I said “well he has a 
social and communication disability – he can’t go up and ask for the toilet, just let him 
go”. That’s what we do at home. And they refused to allow him to use the toilet… after 
I’d done that and I think that – nonetheless my son still kept coming home with soiled 
laundry. And I said “but the toilets are unlocked aren’t they?” “Yes they’re unlocked, 
they’re unlocked, that’s OK”… And they were making him carry a card around his neck  
to go up to the teacher, which he couldn’t do. So they – I thought how – after all that 
we’d been through you’re so determined that he just won’t be allowed to go to the toilet. 
And that really scared me… people will get even with you by doing something nasty 
to your child . And that made me quite scared and, um . He was – I felt that my boy was 
being punished for soiling his pants because he went through a stage where he started 
to eat his stools. And when I went up to school and said “look this is what’s happening, 
this is” – I’m horrified and we’ve been to the psychologist… it didn’t reflect well on 
them that my boy had been so traumatised that rather than let someone see that was 
something in his pants, he would try to make it go away by eating it . And that just – I  
– that just – I’d lie in bed at night and just cry and cry over that. That just made me ill.’668 



181Experiences of Complaint Outcomes

In this example, persistent complaints lead to a response that dehumanises the subject of the 
complaint; in this case, the child is asked to carry a sign around their neck following a complaint 
by a parent . Further, the response from authorities is perceived as a punishment through the 
dehumanisation of a family member (‘And that really scared me… people will get even with you 
by doing something nasty to your child’). Finally, the failure to resolve the complaint, and the 
intensification of the indignity imposed, produces a response from the subject of the complaint 
that exacerbates the situation: the complainant’s son eats his faeces in an attempt to conceal 
that he had accidentally defecated in his clothes . These adverse outcomes resulted from the 
fact that the school’s response to the complaint was to adamantly deny the complainant’s son 
the opportunity to freely use the bathroom . 

In some cases, due to the failure of complaint mechanisms to provide just resolution, 
complainants may be forced to take steps to protect themselves and others from violence, 
abuse, neglect and exploitation, even if this leads to loss of service . In the scholarly literature, 
reports and submissions we examined, there were examples of this in educational contexts, 
where parents took the difficult decision to withdraw their children from school in order to protect 
them from violence, abuse, neglect and exploitation . This occurred when a First Nations boy 
was sexually assaulted by a peer at school, with his mother stating that ‘another kid was [pause] 
was interfering with my boy in the school system’. Avery, the author of the article summarised 
what happened afterwards: 

[His mother] had taken up the matter with the school and the police but they had done 
nothing . As a consequence, she had withdrawn her son from the school, and at the time 
of the interview, her son was not receiving any schooling or education .669 

Despite experiencing violence which the school and police had a responsibility to respond 
to, this boy did not receive any outcome from complaining, and as a result misses out on an 
education . A similar situation happened to Chloe, who was pulled out of school by her mother 
due to her school’s continued use of restrictive practices: 

Chloe is ten and lives in a small regional town . . . Chloe was attending a mainstream 
primary school in her local area . This school had a room purpose built for Chloe which 
they would put her in when she would act out. This purpose built area was a walled off 
section of a room, with Perspex windows . Chloe was made to remove her shoes before 
entering the room . There was no furniture in the room, nor any resources or activities to 
keep Chloe amused . Chloe was put in this room on a daily basis for hours on end . Her 
mother was concerned by the use of the room, and contacted an independent advocate 
for assistance . They in turn contacted the government education agency and the agency 
came to the school and assessed the room. They reported that the room fit within their 
policies and guidelines, and the police were not contacted. Chloe’s mother pulled Chloe 
out of this school . She had a lot of trouble enrolling Chloe in another school, as the town 
was quite small, and word had got around that Chloe was a ‘problem’ student. After 
one year of advocating for Chloe’s right to an education, a school finally agreed to enrol 
her. Nonetheless, Chloe still experiences difficulties in her education as a result of her 
previous experiences .670 
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In this example, a complaint is made about the use of seclusion within an education setting . 
Authorities, including a government agency, validate the continued use of restriction . 
Understandably, this leads the parent take their child out of school to protect them from further 
harm . While this prevents the immediate risk of violence, it means that child with disability 
faces another form of harm: namely, a denial of their right to education . 

7.7 Conclusion
In Chapter 3, this report examined ideal principles for just outcomes . It was noted that a just 
outcome might involve an act, or set of actions, which aim at rectification and redistribution in 
response to a complaint . This might include legal remedies such as compensatory damages; 
a decision that applies a criminal sanction to a perpetrator; an order to prevent an institution 
from behaving in certain ways; or a direction to compel an organisation or agency to take steps 
that will result in justice . Just outcomes may also involve forms of recognition, which while not 
leading to any form of monetary remedy, provide a statement which establishes the ‘truth’ of the 
complainant; an example of such a form of justice is a formal apology from an organisation for  
a past wrong . In addition, it was noted that just outcomes will extend to dealing with structural or 
institutional injustices; and with this must adopt transitional and transformative justice framings 
which respond to systemic and mass forms of violence . 

In the scholarly literature, reports and submission we analysed, there was little evidence of just 
outcomes which were capable of satisfying these ideal principles . The experiences described 
in this Chapter highlight different forms of outcome that arise after a complaint in relation to 
violence, abuse, neglect and exploitation has occurred . There were occasional examples of 
positive outcomes in the scholarly literature, reports and submissions examined . However, 
overall, when looking at experiences of violence, abuse, neglect and exploitation and the 
complaints that followed, the overwhelming number of stories examined related to negative 
experiences of outcomes . 

As we saw in Chapter 6, some complainants describe the experience that after a complaint is 
made, ‘nothing happens’. Above a different variation on this experience was described: namely 
that although the complaint might lead to an ‘outcome,’ this is not tangible to the complainant, 
and does nothing to alter the situation of violence experienced . Some complainants describe 
dissatisfaction or ambivalence with a complaint outcome, sometimes because the perpetrator 
receives no sanction or a minimal negative consequence; in some cases, it is evident to the 
complainant that the perpetrator has simply been moved to another service . Evident above are a 
number of cases where complainants have to pursue and ‘lobby’ decision makers in order to attain 
a just outcome . As discussed, this highlights a failure of the complaint procedure itself to work in 
a way that is effective and transparent, forcing complainants to have to push for a fair outcome. 
Finally, there are cases where complainants experience an adverse outcome after making a 
complaint; in some cases this may be a loss of service, in other cases this may be in the form of 
retaliation or ‘punishment’ for complaining. As we have previously noted, for some complainants, 
when complaint mechanisms fail to respond to violence, abuse neglect and exploitation the only 
solution is to try to seek protection from harm, even if this means loss of service .
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Chapter 8: Summary and Conclusions

This report has explored the question of how complaint mechanisms might be designed to 
operate as a pathway for reporting the violence, abuse, neglect and exploitation experienced by 
people with disability . To an extent the research question could be straightforwardly answered 
by exploring how complaint mechanisms currently operate, and recommending improvements 
to make them more effective in their response to violence, abuse neglect and exploitation. 
However, as this report has demonstrated, the use of complaint mechanisms as a reporting 
pathway for violence, abuse, neglect and exploitation points to a complex set of problems 
relating to human rights to equality before the law and non-discrimination, the continuing 
reproduction of violence in institutionalised and segregated environments, and the historic  
and continuing failure of justice systems to respond adequately to people with disability .  
In responding to the original research questions, this report has sought to disentangle some  
of these problems in order to recommend pathways forward .  

As discussed in Chapter 1, a complaint mechanism is a procedure within an organisation, 
institution or governing authority which allows individuals to report negative experiences and 
problematic conduct and policy; seek individual rectification; and, where appropriate, trigger 
system change. At the same time, a ‘complaint mechanism’ can also refer to the diverse  
range of public bodies and agencies that are made responsible for handling complaints,  
which includes various commissions, ombuds, government departments and bespoke  
complaint or oversight agencies . In this report, we have separated complaint mechanisms 
from the operations of the police and the courts as a pathway by which those who experience 
violence, abuse, neglect and exploitation may seek justice . But as discussed throughout this 
report, and below, the relationship of the police and the courts to complaint mechanisms must 
be a continuing focus . 

For a variety of reasons, many people with disability utilise complaint mechanisms to report 
violence, abuse, neglect and exploitation . However, as indicated above, using complaint 
mechanisms for these reasons creates a unique set of problems, including: whether complaint 
mechanisms are fit for purpose as a reporting pathway for violence, abuse, neglect and 
exploitation; whether complaint mechanism outcomes can guarantee equality before the  
law and equal justice for people with disability; how complaint mechanisms interact with  
police and courts; the capacity of complaint mechanisms to deal with and respond to historical 
violence; and the problem of how complaint mechanisms might respond within the contexts  
of institutionalised forms of violence, and violence that has been authorised by law . 

This report untangles some of these problems and limitations, and provides guidance on how 
complaint mechanisms might be ideally structured as reporting pathways for violence, abuse, 
neglect and exploitation based upon human rights, violence prevention, procedural justice, 
justice in outcome and the lived experiences of people with disability . In order to understand  
the role of complaint mechanisms in reporting violence, abuse, neglect and exploitation, we 
have gone ‘back to basics’ in understanding what a complaint mechanism is and what principles 
might inform its operation. We have looked at ‘best practice’ standards for complaint mechanism 
design, compared processes and outcomes of complaint mechanisms against police and 
courts, and explored how the Royal Commission into Institutional Responses to Child Sexual 
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Abuse understood complaint mechanisms as a response to violence . We have examined 
principles from the scholarly literature and international norms on human rights, violence 
prevention, justice in process and justice in outcome to understand in an ‘ideal’ sense how a 
complaint mechanism might function in relation to violence abuse, neglect and exploitation, 
particularly where this violence has structural causes . We have looked at complaint pathways 
within the Australian landscape, as reported on websites and where appropriate and available, 
legislation, policies and procedures, and noted some basic issues around consistency of 
information, accessibility, interactions with police and the kind of processes and outcomes 
available through a complaint procedure . We have examined lived experiences of people with 
disability navigating complaint mechanisms, captured through a survey of scholarly literature, 
reports and submissions . This survey gave insight into why people may not complain, how 
people might experience complaint procedures, and what sort of outcomes people with disability 
who complain about violence, abuse, neglect and exploitation might receive; three insights 
which might not have otherwise been apparent if we had instead centred scholarly or official 
representations of these mechanisms . 

This Chapter offers a summary of the findings from the report and what these findings mean for 
the reform of reporting pathways for violence, abuse, neglect and exploitation experienced by 
people with disability

8.1 The Structural Drivers of Violence, Abuse, Neglect  
and Exploitation and the Role of Complaint Mechanisms

Much violence, abuse, neglect and exploitation experienced by people with disability relates to 
institutionalisation, segregation, society wide discrimination and prevailing negative attitudes 
that people with disability also experience . These experiences have direct bearing on the  
design of complaint mechanisms which are reporting pathways for violence, abuse, neglect  
and exploitation experienced by people with disability . These mechanisms must not only 
address violence, abuse, neglect and exploitation that is inherent to the institutions and 
structures that continue to govern the lives of people with disability, they must also seek to 
overcome the widescale discrimination and stigma that normalises experiences of violence  
and devalues the perspectives of people with disability . 

As discussed in Chapters 1, 2 and 3, the context for much violence, abuse, neglect and 
exploitation experienced by people with disability relates to segregation of people with disability, 
and systemic forms of institutionalisation . The Royal Commission into Institutional Responses 
to Child Sexual Abuse made clear that there were strong links between institutionalised 
environments and violence; it also made clear that institutionalised cultures will prevent 
complaint making .671 The Royal Commission into Institutional Responses to Child Sexual 
Abuse drew on well-established social theory which has highlighted dangers of institutionalised 
environments, defined as ‘a place of residence and work where a large number of like-situated 
individuals, cut off from the wider society for an appreciable period of time, together lead an 
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enclosed, formally administered round of life.’672 These same factors apply to the lives of many 
people with disability who live, learn and work in closed and segregated settings such as group 
homes, special education schools or classes, day programs and Australian Disability Enterprises . 

In addition, society wide discrimination and endemic negative attitudes and stereotypes shape 
how people with disability are seen; these attitudes devalue, disempower and dehumanise . As 
we highlighted in Chapters 5, 6 and 7, and relevant to design of complaint mechanisms, many 
people with disability have experiences of not being believed when they report violence . Many 
also face attitudes that normalise and naturalise their experiences of violence, abuse, neglect 
and exploitation . 

In some cases, violence towards people with disability is legitimated by law . For example, 
some forms of restraint and seclusion are provided legal sanction, not merely in criminal justice 
settings, but in a variety of closed settings including forms of supported accommodation . Use 
of this violence is extensive and, to an extent, documented; for example annually there are 
millions of incidents of ‘authorised’ and ‘unauthorised’ restrictive practices within NDIS funded 
services .673 In some cases law can also support incarceration of people with disability in ways 
which are at odds with international human rights law; for example Australia’s mandatory 
immigration detention regime which has implications for asylum seekers with disability, or the 
use of arbitrary and indefinite forensic mental health detention against people with cognitive  
and psychosocial disability . 

Further, violence, abuse, neglect and exploitation experienced by people with disability is 
interconnected with other fields of oppression, including gender, race and sexuality. For 
example, women with disability experience disproportionately high rates of violence, and as 
described in Chapter 6, may not be believed when they report this violence . First Nations people 
with disability may face over policing and criminalisation which also shapes their experiences of 
violence, including at the hands of the law . 

The above highlights that many of the causes of violence, abuse, neglect and exploitation of 
people with disability are systematic in nature . Violence prevention will require structural change 
– that is, changes to institutions, cultures, social practices, attitudes and law – to prevent these 
forms of violence, abuse, neglect and exploitation from being repeated . 

Complaint mechanisms potentially have capacity to respond to some of the above factors which 
create and reproduce violence, abuse, neglect and exploitation against people with disability .  
However, many contemporary complaint mechanisms are not necessarily equipped to provide 
justice in relation to violence, abuse, neglect and exploitation . This is because many complaint 
mechanisms are non-independent and combine regulatory oversight with complaint resolution 
processes . They are thus potentially established with a policy goal to regulate services and 
maintain codes of conduct, and not necessarily designed to respond to violence, abuse, neglect 
and exploitation from a victim-centred and justice-focused perspective . This observation is 
best evidenced by comparing the resources and approach of a complaint mechanism with 
the processes of police and courts . As Chapter 4 detailed, the websites of many complaint 
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mechanisms appear to place emphasis upon quick local complaint resolution prior to  
escalation of the matter to an external authority . This approach, while potentially inexpensive,  
is inappropriate as a way to respond to violence, abuse, neglect and exploitation because of  
the potentially poor justice of procedures associated with local complaint resolution, and the 
likely inadequate justice associated with outcomes . 

Police and courts, on the other hand, are resourced, at least in theory, to impartially investigate, 
to gather evidence, to protect victims-survivors and witnesses, to prevent potential perpetrators 
from committing further harm, to hear the case in a public forum using transparent processes, 
and to apply remedies, including potential criminal sanctions . Of course, focusing reforms on 
resourcing of police and courts does not mean in practice that police and courts will always 
provide an outcome that is desirable . Nor does this mean that police and courts are equipped 
to lead structural change in our society . Indeed, as discussed in Chapter 3, many of the forms 
of transformational justice required to eliminate violence, abuse, neglect and exploitation 
experienced by people with disability will necessitate reform that goes beyond the limits of the 
criminal justice system . Related, and discussed in more detail below, police and courts respond 
in far from ideal ways to some people with disability who report violence, abuse, neglect and 
exploitation, and complaint mechanisms can offer alternative forms of process and outcomes 
that may be desirable for some complainants, and additionally, may be able to prompt system 
changes in ways that courts cannot . However, relying on complaint mechanisms single-
handedly to respond to violence, abuse, neglect and exploitation is dangerous . Limitations of 
complaint mechanisms can lead to a failure to prevent individuals, services and systems from 
perpetrating violence . Worse, use of a complaint mechanism pathway as the only way to report 
violence can effectively enable systems to continue perpetrating violence, abuse, neglect, and 
exploitation and prevent justice for victim-survivors . Sole dependency on complaint mechanisms 
can also result in failure to make necessary reforms to our justice systems in order to make 
them inclusive, accessible, safe and responsive to people with disability seeking to report 
violence, abuse, neglect and exploitation . 

Comparing complaint mechanisms to the police and courts highlights different forms of justice 
available, and the limits of how complaint mechanisms function in relation to violence, abuse, 
neglect and exploitation . This comparison also helps to illustrate that despite the above 
limitations, complaint mechanisms can serve an important role in providing a reporting pathway 
for violence, abuse, neglect and exploitation where the complaint mechanism is separated 
legally, organisationally and operationally from other policy goals such as regulating services . 
This is because a complaint mechanism might offer forms of process and outcome that 
are not available elsewhere . For example, a complaint mechanism can serve an important 
role in providing individual procedural and outcome justice that is not necessarily available 
through other pathways such as police or courts, perhaps because the mechanism may utilise 
conciliation or inquisitorial methods of investigation (as opposed to the adversarial process of 
some courts), or because the mechanism may have a lower requirement of evidence in order 
to grant an individual redress . A complaint mechanism can also be uniquely placed to interact 
with organisations in order to implement institutional change through translation of individual 
complaints into system wide action, and through own motion investigation powers . For example, 



187Summary and Conclusions

the power of some Ombuds to table reports in Parliament, initiate inspections and largescale 
inquiries, or work with government departments towards change, are important as part of a 
process of transformational change of institutions . 

The capacity of complaint mechanisms to interact with governments and civil society is 
worth emphasising . Governments and civil society have the capacity to create the conditions 
where experiences of historical and continuing violence, abuse, neglect and exploitation are 
recognised and reported . Governments can also initiate system change, including through 
public processes of transitional and transformative justice . Transformation of organisations, 
practices, cultures – necessary to reduce violence against people with disability – is likely to  
be successful when people with disability, governments and civil society are part of the process 
of change . Finally, some complaint mechanisms – such as international human rights treaty 
bodies – provide a pathway to address system wide problems and legally authorised violence . 
While treaty complaint bodies – such as the United Nations Committee against Torture – have 
limitations in terms of the potential cost and complexity of pursuing complaints, the time taken to 
arrive at decisions, and lack of enforceability, they potentially provide an avenue to test domestic 
legal arrangements against international human rights law and contemporary standards of rights 
and justice . 

In summary, much of the violence, abuse, neglect and exploitation experienced by people with 
disability has structural and institutional causes . For a range of reasons, complaint mechanisms 
are ineffective as a way to single-handedly respond to these experiences of violence, abuse, 
neglect and exploitation or address the need for systematic change . However, complaint 
mechanisms do have some unique processes and outcomes that may be appealing to some 
potential complainants, and have the capacity to influence transformational change in ways that 
differ from courts and the law. For this reason, it is vital that people with disability have available 
to them complaint mechanisms as one of a range of options for reporting violence, abuse, 
neglect and exploitation .

8.2 Complaint Mechanisms and Interaction with the 
Law, Police and Courts – Equality before the Law and 
Elimination of Legally Authorised Violence 

As discussed in Chapter 2, people with disability are entitled to enjoy human rights to  
non-discrimination, equality before the law, and equal protection from violence, abuse,  
neglect and exploitation . These human rights mean that people with disability should be 
guaranteed equal access to police and courts in order to report and obtain justice for violence, 
abuse, neglect and exploitation . People with disability should also be guaranteed equality in 
outcome in relation to complaints made about violence, abuse, neglect and exploitation . 

Rights to equality before the law pose a challenge for use of complaint mechanisms as reporting 
pathways for violence, abuse, neglect and exploitation. This is because of the difference 
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between outcomes associated with complaint mechanisms and those available through the 
police and the courts. Not all outcomes offered by courts and police are available through 
complaint mechanisms; for example, a complaint mechanism will typically not apply criminal 
sanctions. This difference means that the existence of complaint mechanisms as a reporting 
pathway for violence, abuse, neglect and exploitation potentially poses a challenge for equality 
before the law and non-discrimination, particularly where this leads to systematic differences 
between the treatment and outcomes experienced by people with disability . In other words, 
if our society encourages people with disability to use different processes to report violence, 
abuse, neglect and exploitation to everyone else, and these processes lead to different and 
inferior outcomes, then this potentially undermines equality before the law . 

 If, on the other hand, complaint mechanisms operate in a complementary way with police and 
courts – for example, by offering an alternative referral pathway to legal justice, or by offering 
forms of justice that are alternatives to legal justice without taking away rights to legal justice  
– then it would perhaps be non-contentious to utilise complaint mechanisms to deal with 
violence, abuse, neglect and exploitation . However, in practice some complaint processes 
appear to effectively replace the rights of people with disability to access police and courts. 
For example, it is unclear if use of restrictive practices, whether ‘authorised’ or ‘unauthorised,’ 
can be reported to police under current regulation .674 It would appear that individuals only have 
recourse to a complaint mechanism in the case of the use of unauthorised  restrictive practices; 
and even in this circumstance, it is unclear if this recourse is realisable in all instances because 
of the lack of clarity over whether NDIS providers or the NDISQSC are required to notify 
individuals when they are subject to unauthorised or authorised restrictive practices . 

If a complaint mechanism effectively removes rights of people with disability to access legal 
justice in relation to violence, abuse, neglect and exploitation, then this is a violation of 
human rights of people with disability . Similarly, at the government level, if resource allocation 
continues to be invested in complaint mechanisms as a solution to violence, abuse, neglect 
and exploitation, rather than into the transformation of police and courts so they are accessible 
and responsive to people with disability, then this is also a violation of human rights of people 
with disability . In this respect, as suggested above, the operation and validation of complaint 
mechanisms as a reporting pathway for violence, abuse, neglect and exploitation cannot be 
separated from a broader discussion around the responsiveness of the police and the courts  
to people with disability . 

Legal authorisation of some forms of violence effectively means that some people with disability 
are denied both rights to protection from violence and rights to complain about this violence . 
As indicated above, legal authorisation and social sanction provided for the use of restrictive 
practices in a variety of settings ignores an obligation to protect people with disability from 
violence (as required by Articles 14-17 CRPD) and simultaneously, by default, prevents 
complainants from attaining justice . A common expectation is that individuals should have the 
right to immediate relief and protection from violence; indeed, this is one of the reasons police 
are given powers to effect swift intervention responses. However, it is not clear whether people 
disability in all circumstances can access swift intervention by the police in response to violence . 
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For example, people with disability subject to restrictive practices do not appear to enjoy this 
right to immediate protection: under NDIS rules unless there is ‘serious injury to a person with 
disability,’ there is a 5 day reporting period applied for a use of an unauthorised restrictive 
practice by  NDIS providers (and this reporting period only refers to reporting by an NDIS 
provider to the NDISQSC, rather than reporting to police) .675 

The problem of the replacement of legal pathways – such as courts and police – with complaint 
mechanism pathways is exacerbated by experiences of some people with disability around 
the poor responsiveness of police and courts to violence, abuse, neglect and exploitation .676 
As evidenced in Chapters 5, 6 and 7 of this report, some people with disability report ongoing 
negative interaction with police and courts – for example experiences of systemic discrimination 
and violence by First Nations people with disability at the hands of police – which means that 
reporting violence to police is not viable for some community members . As we shall discuss 
below at 8 .6, improvement and transformation of the responsiveness of police and courts to 
people with disability is part of the landscape of reforms that are required to ensure viable 
reporting pathways for violence, abuse, neglect and exploitation . 

None of the above suggests that complaint mechanisms cannot operate in a complementary 
way with police and courts . In this context, as discussed above, it is important to note that some 
people with disability may prefer to utilise a complaint mechanism because of the different just 
processes and outcomes provided by the mechanism. A complaint mechanism may offer different 
processes for the substantiation of complaints, such as conciliation or inquisitorial methods which 
might be experienced more positively by complainants. Complaint mechanisms may also offer 
the possibility of anonymous complaint processes, or offer outcomes, including the prospect of 
system wide change, that cannot be provided by a court . However, as indicated above, care 
needs to be taken to ensure that even where a complaint system operates in a complementary 
way with police and courts, that it does not remove equal rights to justice, or prevent police and 
courts from responding to criminal activity or from providing pathways to redress . 

In practice, as indicated in Chapter 4, based on a survey of websites and where available and 
appropriate legislation, policies and procedures, there is a lack of transparency within existing 
complaint mechanisms regarding the referral pathways to police when violence, abuse, neglect 
and exploitation is reported . While some mechanisms make clear that criminal activity will be 
referred to police, our exploration in Chapter 4 of the information offered by Australian complaint 
mechanism websites revealed limited information on how complaint mechanism investigation 
processes interact with police investigation . For example, complaint websites often failed to 
address the steps a complaint mechanism would take to facilitate police investigation, or steps 
they would take in order to avoid evidence contamination or eroding quality of evidence over 
time . Even if a matter is referred to police, the work of the complaint mechanism will not be over; 
on the contrary, if an allegation of violence, abuse, neglect and exploitation is substantiated, 
implications for the service system must be acted on . 
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8.3 Improving Existing Complaint Mechanisms: A Focus 
on Process and Outcome

As detailed in 8.4, 8.5 and 8.6 below, significant steps can be taken to create an institutional 
architecture that could forge strong pathways for people with disability reporting violence, 
abuse, neglect and exploitation . The recommended structures – a new independent complaint 
mechanism, a national redress scheme and reform of police and courts – will provide the most 
substantial and effective pathways. However, reform of existing mechanisms is possible and 
also necessary, even when the more radical recommendations of this report are adopted .  
This section provides detail on reform options for existing complaint processes .  

Chapters 5, 6 and 7 indicate that some people with disability who complain about violence, 
abuse, neglect and exploitation have a combined experience of failure of justice in process  
and justice in outcome when they complain about violence, abuse, neglect and exploitation .  
As discussed in Chapter 5, non-complaint and prevented complaints are a reality for some 
people disability . Some experiences include being threatened in order to prevent complaint-
making; or a general fear of retribution . In many cases, non-complaint is intimately tied 
to the reality that many people with disability cannot escape institutional and segregated 
environments, and thus any complaint will realistically result in adverse consequences .  
A victim-survivor, quoted in Chapter 5, summarises this: 

The thing that I found most disturbing was a similar experience to mine, by a young 
women who has Bi-polar and said she was restrained by several hospital staff and 
stripped naked too . I fully believe her account as I have experienced this myself . It is  
a sad that staff do get away with their human rights abuses of mental health patients 
who are vulnerable and unwell - we are all afraid to speak out because one day we  
may need to return.’677

As outlined in Chapter 6, some people with disability who complain experience extraordinarily 
poor processes in complaint handling . Some people with disability who report violence are not 
believed, or are assumed to be ‘difficult’. Other complainants experience improper processes, 
such as having to provide evidence in the presence of a perpetrator, or having evidence 
contaminated in ways that would prevent a criminal justice investigation from substantiating 
a claim . For some people with disability who complain about violence, abuse, neglect and 
exploitation, the experience is that after they complained ‘nothing happened.’ An experience 
described in Chapter 6 summarises this failure to act: 

Josie was raped by a male co-resident within the grounds of the complex . She 
immediately disclosed the rape to an on-site support worker who advised her to  
‘just keep out of his way’. The rape was not reported to the police and Josie was  
not offered any support or counselling.’678

This experience highlights that a failure to process a complaint will lead to a failure in 
achievement of a just outcome . As Chapter 7 revealed, some people with disability who 
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complain about violence receive either an outcome that leads to no tangible change or to an 
adverse consequence, including retribution against the complainant . In some cases, these dual 
experiences of failed justice in procedure and outcome are merged in such a way that they 
are indistinguishable; the general experience of attempting to make a complaint is felt to be 
frustrating and futile because the complaint either goes nowhere, or leads to a negative outcome . 
This was summarised by Sally Robinson in relation to complaints made in a school context: 

It was clear from the comments made by a number of children and young people that 
they had little hope or expectation that sharing their views would result in change . Even 
where they told others about harms occurring at school, it was unusual for change to 
happen quickly. Until a significant crisis event, few reported feeling that speaking up 
about interpersonal abuse, particularly from peers, made a difference.679

Indeed, as documented in Chapter 5, poor experiences with previous complaints is one reason 
that some people with disability refrain from making further complaints in relation to violence, 
abuse, neglect and exploitation . 

Our mapping exercise in Chapter 4 (and in Appendix A), based on a survey of websites and, 
where appropriate, legislation, policies and procedures, illustrates that there is a plethora of 
complaint mechanisms potentially available to people with disability as reporting pathways  
for violence, abuse, neglect and exploitation. However, there are few, if any, that appear fit  
for purpose as a pathway to report and seek justice in relation to violence, abuse, neglect and 
exploitation . As indicated in Chapters 5, 6 and 7, a lack of options to report violence, abuse, 
neglect and exploitation  means that some people with disability and their families are placed 
in unacceptable circumstances, including having to live with routine violence; withdraw from 
crucial services in order to gain relief from violence; and actively campaign and lobby for justice 
because complaint mechanisms cannot be relied upon to provide fair transparent processes 
or just outcomes . Experiences of poor performance of complaint mechanisms with respect to 
people with disability is often interconnected with other spheres of oppression . For example, 
some women with disability are not believed; some First Nations people with disability have 
complaints ignored due to underlying racism; some LGBTIQA+ people with disability experience 
police and other authorities that refuse to act on homophobic violence; and many schoolchildren 
with disability and their parents face years of complaints leading nowhere . 

As shall be discussed below, these problems are best rectified through an independent, neutral, 
trustworthy and effective complaints pathway that can respond to violence, abuse, neglect 
and exploitation . However, there are also many potential reforms that would improve existing 
pathways and their effectiveness in responding to violence abuse, neglect and exploitation. 
For example, based on the websites and /or legislation, policies and procedures examined in 
this study, there are problems with existing complaint mechanisms at the level of transparency 
of processes, and these can be rectified at low cost through the application of consistent 
standards of information on websites, printed materials and other accessible media . As Chapter 
4 discussed, there is great variance in the information available on complaint mechanism 
websites about processes, information requirements and outcomes . This problem is particularly 



192 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

acute in relation to reporting pathways on violence, abuse, neglect and exploitation, as there is 
either absent or inconsistent information within complaint mechanism websites on how to report 
violence, abuse, neglect and exploitation . Clear consistent agreed principles on how reporting 
of violence, abuse, neglect and exploitation should occur would improve the transparency and 
perceived trustworthiness of existing procedures . 

Many complaint mechanism websites surveyed in Chapter 4 and Appendix A recommend 
local resolution of complaints prior to escalation to higher complaint bodies . Often the explicit 
or implied recommended process at a local level is conciliation . Conciliation at the local level 
is inappropriate for complaints relating to violence, abuse, neglect and exploitation, because 
it will require victim-survivors to negotiate with local service contexts . Victim-survivors will be 
reluctant to engage with a local organisation – that is, potentially, the service context where 
violence occurred – in order to gain relief and justice . Further, as discussed in Chapter 4,  
some disability service websites give the impression that local organisations are granted 
discretion over whether an issue of violence, abuse, neglect or exploitation should be 
referred to the police . This discretion is inappropriate for a number reasons, including that 
it potentially allows organisations to create barriers to reporting violence, abuse, neglect or 
exploitation where there is an organisational interest in maintaining secrecy or protecting staff. 
As discussed in Chapter 4, it may be that actual processes utilised by complaint mechanisms 
may differ in practice; for example, local organisations may always refer complaints relating 
to violence, abuse, neglect and exploitation to relevant authorities . However, many of the 
websites we examined do not make this clear, and this lack of clarity may deter potential 
complainants, or create an expectation that complaints relating to violence abuse, neglect 
and exploitation will be resolved using processes and procedures which are publicly stated, 
however intended for other types of complaints . 

The above discussion points to the need for clearly separated, transparent and reliable 
pathways for complaints about violence, abuse, neglect and exploitation . Reporting of violence, 
abuse, neglect and exploitation must occur through a clear dedicated pathway, with unique 
complaint handling processes which are proportionate to the seriousness of these complaints . 
There are examples of these clearly demarcated procedures that could be shared; for example, 
the Victorian Department of Education has a dedicated website for current and former students 
to report abuse .680 A clear dedicated pathway for reporting violence and abuse sends a strong 
signal that these complaints have a level of seriousness and require different processes that 
go beyond other grievances about breaches of organisational codes and practice . Related to 
this, and in line with the discussion at 8 .2 above, equal rights of people with disability under 
the law would be better ensured through use of agreed and consistent pathways that describe 
how violence, abuse, neglect and exploitation will be reported to police; that remove service or 
organisational discretion in reporting violence; and that stipulate how the complaint mechanism 
will work in a complementary way with police and courts . We shall discuss in more detail a 
proposal for an independent complaint mechanism pathway in Section 8 .4 below . 

In line with the discussion of procedural justice in Chapter 3, based on our survey of websites 
and where available and appropriate, legislation, policies and procedures, existing complaint 
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processes could also be improved through consistent application of accessibility standards to 
support complaint making . A consistent and best practice approach to accessing interpreting 
services, and availability of Easy Read, Auslan and translated information into appropriate 
community languages, would promote access for a variety of people with disability . Supported 
decision making must be resourced by complaint mechanisms to enable people with disability 
to report violence, abuse, neglect and exploitation and ensure equality before the law; this is 
particularly important where complaints are related to the substitute decision making of legally 
appointed guardians . 

In this context, and something confirmed in Chapters 5, 6 and 7 of this report, advocacy 
services play an important role in enabling complaints about violence, abuse, neglect 
and exploitation . Supporting interaction between advocacy organisations and complaint 
mechanisms, and resourcing the work of advocates, will help promote the accessibility of 
complaint mechanisms . Advocacy organisations also play an important role in providing rights 
awareness . As highlighted in Chapter 5, some people with disability do not complain about 
violence, abuse, neglect and exploitation because of generalised public perceptions that 
this violence is acceptable and because of a low awareness of their rights . Resourcing civil 
society to promote awareness of rights – as per Article 8 CRPD – is essential to addressing 
fundamental barriers that prevent complaint making in relation to violence, abuse, neglect 
and exploitation . Awareness raising is interconnected with the challenge of creating living 
environments and workplaces with strong cultures and norms that resist and ‘call out’ violence, 
abuse, neglect and exploitation . As discussed above, there is reason to believe that negative 
organisational cultures that promote and support violence, abuse, neglect and exploitation 
against people with disability are related to segregation and institutionalisation; this view is 
certainly supported by inquiry processes such as the Royal Commission into Institutional 
Responses to Child Sexual Abuse and the United Nations Committee on the Rights of  
Persons with Disabilities .681 

As discussed in Chapter 3, even where it is not possible to provide a just outcome, justice 
in process is an important opportunity to offer respectful treatment to individuals who may 
have experienced dehumanisation, and to provide ways to include individuals who have been 
socially excluded . In this context, complaint processes are an opportunity to enable voice 
and recognition for people with disability who have survived violence, abuse, neglect and 
exploitation, and to validate their experiences through the design of the mechanism . One area 
for clarity and improvement for complaint mechanisms is information and processes on how 
victim-survivors can be supported even if complaints cannot be substantiated . A key lesson 
from the Royal Commission into Institutional Responses to Child Sexual Abuse, which can 
be applied here, is that the ability to substantiate a claim of violence should not be connected 
to whether or not the claim is granted legitimacy: that ‘a complaint remains unsubstantiated 
does not mean that the alleged abuse did not occur.’682 In this context, and relevant to our 
discussion at Section 8 .5 below, it is reasonable to assume that many people with disability 
have experienced historical violence, abuse, neglect and exploitation that remains unreported 
for years or decades . Because of the historical nature of these experiences, there may be 
limits on the ability of justice processes to substantiate these experiences of violence, abuse, 



194 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

neglect and exploitation . Nevertheless, these experiences must be treated seriously and justice 
principles applied . Existing complaint processes should be adapted to recognise and support 
these claims . 

Based on our survey of websites, and where available and appropriate, legislation, policies and 
procedures, there is much work that can be done to make clear what outcomes are available 
through complaint mechanisms that respond to violence, abuse, neglect and exploitation, and 
how these outcomes compare to those that might be available through other processes such  
as courts . As indicated in Chapter 4, there is unclear, and often absent, information on complaint 
mechanism websites about the potential outcomes of complaint processes . This means 
that complainants who wish to report violence, abuse, neglect or exploitation have minimal 
information on what possible remedies are available to them, and thus do not know  
if complaining will be worth the effort. The lack of information on potential or actual outcomes is 
further exacerbated by general lack of transparency on how complaint mechanisms investigate 
and deliberate . We note that this lack of information stands in contrast to the centrality of open 
justice and public access to information, including on outcomes, that is routine in the criminal 
and civil justice systems . There are of course important reasons why complaint mechanisms do 
not provide transparency on outcomes, including the wish for anonymity from victims-survivors 
and rights to privacy . However, there are potential implications relevant to use of complaint 
mechanisms as reporting pathways for violence, abuse, neglect and exploitation, including that 
minimisation of the capacity of the complaint mechanism to provide public education or provide 
deterrent effects through public availability of its findings. Further, and related, as highlighted 
above in Section 8 .2, since complaint mechanisms typically do not provide outcomes that arise  
in the criminal justice system (for example criminal sanction for perpetrators) or those in civil 
justice systems (such as compensation, including punitive damages) there is a risk that complaint 
mechanisms in practice undermine equality before the law for people with disability who use 
these to complain about violence, abuse, neglect and exploitation . Relatedly, some outcomes 
provided by complaint mechanisms, such as an organisation making a policy or practice change 
in response to a complaint, are subtle in nature, have long implementation lead times, and may 
not be perceived by complainants as delivering justice at the individual level . These outcomes 
may not reflect an acceptable rectification for victim-survivors of violence, and may contribute  
to the experience described in Chapter 7 that complaints lead to ‘no tangible outcome’. 

In summary, there are a number of principles that might shape the design of complaint 
mechanisms to improve their capacity to respond to violence, abuse, neglect and exploitation . 
Outcomes for complaints about violence, abuse, neglect and exploitation should not limit any 
rights complainants have before the law . Moreover, potential outcomes of complaint processes 
should be clearly articulated on websites and accessible materials . Further, this information 
should articulate the alternative outcomes possible if individuals utilise other pathways, such 
as police and courts . Information on outcomes should clearly articulate forms of individual 
rectification available for survivors of violence and the potential system wide implications  
of complaints in helping to prevent violence experienced by others . 
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8.4 An Independent Complaint Pathway to Respond to 
Violence, Abuse, Neglect and Exploitation

As Chapter 4 and Appendix A demonstrate, based on our survey of websites, and where 
available and appropriate, legislation, policies and procedures, there are a plethora of complaint 
options available to people with disability, but few, if any, appear to provide a pathway with 
strong perceived independence, neutrality, transparency, trustworthiness, effectiveness and 
capacity to support and recognise the voice of complainants in relation to violence, abuse, 
neglect and exploitation . This is in part due to a confusion of responsibilities . As indicated in 8 .1 
above, many complaint mechanisms are established with policy goals around organisational 
policy compliance, accountability for funding, and resource efficiency in grievance resolution. 
However, these mechanisms are inappropriate as pathways to report incidents as serious 
as violence, abuse, neglect and exploitation because of their conflicting policy objectives, 
their lack of perceived independence and organisational and institutional goals which can 
deter from a focus on justice for the individual . The emphasis upon conciliation and quick and 
cheap resolution of complaints found on some complaint mechanisms’ websites highlight their 
poor fit as just procedures to deal with violence, abuse, neglect and exploitation. The Nobel 
Prize winning economist Jan Tindbergen is associated with the idea that we typically need 
a discrete policy instrument to address each policy target, and that for a policy instrument to 
achieve its goal it must be effective and selective in its targeting.683 Arguably, existing complaint 
mechanisms, for the many reasons outlined above, lack selectivity in their purpose for dealing 
with violence, abuse, neglect and exploitation; and are not effective in their responses. Further, 
in simultaneously attempting to meet other policy objectives (such as regulation of services), 
some complaint mechanisms risk working at cross purposes with the important task of 
responding to violence, abuse, neglect and providing justice . 

In theory, police and courts might be better equipped to deal with violence, abuse, neglect and 
exploitation experienced by people with disability . Indeed, as indicated above, and discussed 
further in Section 8 .6 below, improving responsiveness of police and courts to people with 
disability is essential for realising equality before the law and an equal right to justice . However, 
as indicated in Section 8 .2 above, many people with disability have had negative interactions 
with police and courts which means there is a reluctance from some people with disability 
to engage with these institutions when seeking justice in relation to violence, abuse, neglect 
and exploitation . This reluctance means that some people with disability may choose to utilise 
a complaint mechanism to report violence, abuse, neglect and exploitation rather than go 
to police . Again, this tension illustrates that, at least at present, police and courts are poorly 
equipped to respond to some people with disability who experience violence . 

Given the above factors, there is scope for establishment of an independent pathway that 
provides a dedicated mechanism to report and respond to violence, abuse, neglect and 
exploitation experienced by people with disability . This pathway must have strong perceived 
independence, neutrality, transparency, trustworthiness, effectiveness and capacity to support 
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and recognise the voice of complainants . The independent mechanism would have a prioritised 
violence prevention brief, and a public perception that it exists as a ‘defender of rights’ of 
people with disability; these factors would instil confidence in potential complainants that the 
mechanism exists to provide justice in relation to violence, abuse, neglect and exploitation . 
The independent mechanism should have the capacity to protect complainants and offer 
immediate relief from situations of violence . The independent mechanism would potentially 
support reporting to police and courts where this is requested by complainants, and would 
work in a complimentary way with these authorities. The mechanism would offer its own clear 
pathways for reporting violence, abuse, neglect and exploitation; unique processes such as 
conciliation and inquisitorial investigation which provide alternative procedures to the criminal 
justice system; and unique outcomes that are not available from courts, informed by transitional 
and transformative justice approaches . Use of the mechanism would not, however, remove 
legal rights of people with disability to seek justice through courts . The mechanism should be 
effective, and have a capacity to work across different governmental and jurisdictional ‘silos’. 
The independent mechanism would have own motion powers of investigation, a public reporting 
function, including to Parliament, and the capacity to compel other agencies to respond to 
individual and systemic complaints . The independent mechanism could be complemented, 
and interact with, reportable conduct and whistle-blower schemes which provide alternative 
pathways for violence, abuse, neglect and exploitation to be reported and acted upon . The 
independent mechanism would be designed from the ground up to support access, outreach 
and justice for First Nations people with disability, Culturally and Linguistically Diverse people 
with disability, women with disability, children with disability, older people with disability, and 
LGBTIQA+ people with disability . 

Recognising that many people with disability experience violence in contexts where they are not 
free to leave at will – such as closed settings – the independent mechanism would cooperate 
as part of the National Preventative Mechanism established under the Optional Protocol to the 
Convention against Torture and other Cruel, Inhuman or Degrading Treatment or Punishment . 
The independent mechanism would further elaborate and support pathways to complain to 
international treaty bodies, and where appropriate would work in coordination with the Australian 
Human Rights Commission . These functions would enable the mechanism to be part of civil 
society campaigns to end violence towards people with disability, including legally authorised 
forms of violence . 

The above described pathway for reporting violence, abuse, neglect and exploitation is ‘ideal’ in 
nature . We have deliberately not attempted to suggest what organisational form it should take 
– e .g . as an Ombud or part of an existing mechanism – nor whether there is need for one such 
mechanism nationally, or whether it would be replicated in different jurisdictions or in different 
systems or service contexts . Rather, the aim of describing the pathway is to acknowledge that 
at present there is a gap in terms of addressing the problem of violence, abuse, neglect and 
exploitation experienced by people with disability, and that responding to this gap requires 
thoughtful application of some consistent design principles to develop an appropriate response . 
It is these design principles that we articulate in this report .
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8.5 A National Redress Scheme

As indicated in 8 .3 above, many people with disability have experienced historical violence, 
abuse, neglect and exploitation that remains unreported for years or decades . While some 
complaint mechanisms examined in Chapter 4 potentially have the capacity to respond to 
historical complaints of violence, abuse, neglect and exploitation, it is not clear that existing 
complaint processes are adapted to recognise and support these claims . There is also a 
broader set of issues around historical violence, abuse, neglect and exploitation related to the 
importance of responding to demands of people with disability for recognition, rectification and 
just distribution . Australia has and continues to enable mass scale violence against people with 
disability . High rates of violence experienced by people with disability (including that which is 
legally authorised) require government and society wide justice, which moves beyond individual 
rectification, and which seeks to acknowledge historical wrongs to provide transitional and 
transformative justice . Transitional and transformative justice is one way to work systematically 
to address the ‘testimonial injustice’ experienced by people with disability which systematically 
silences and devalues experiences; it is also one way to frame system change along the lines  
of truth, accountability, redress and institutional reform . 

A National Redress Scheme in response to violence, abuse, neglect and exploitation might 
provide society-wide acknowledgement of responsibility for the systematic violence, abuse, 
neglect and exploitation experienced by people with disability . A National Redress Scheme 
would serve as a complaint pathway for historical experiences of violence, abuse, neglect  
and exploitation . This Scheme would have reduced requirements for evidence to substantiate 
claims in order to gain individual redress for past violence . It would have capacity to hear 
complaints while protecting anonymity of complainants . The Scheme could function as a 
pathway to formally report violence, abuse, neglect and exploitation to an appropriate complaint 
mechanism or the police where complainants endorse these approaches . As discussed by the 
Royal Commission into Institutional Responses to Child Sexual Abuse, a redress scheme thus 
has the potential to function as an important part of the complaints landscape .684

A National Redress Scheme would only be effective if attention is paid to processes which 
support complainants to tell their stories, are accessible and available, support decision making, 
and are designed to minimise trauma to the person in collecting information . Thus, attention 
would need to be paid to how the scheme was designed, processes of evidence gathering 
utilised by the scheme to substantiate claims, and protections available to complainants, 
including in minimising need to recount experiences of violence again and again . A National 
Redress Scheme would only be effective if it is designed from the ground up to support and 
provide outreach and justice for First Nations people with disability, Culturally and Linguistically 
Diverse people with disability, women with disability, children with disability, older people with 
disability, and LGBTIQA+ people with disability . There is a distinct role here for civil society in 
being part of the process of transitional and transformative justice, including in the provision 
of resources to advocacy organisations to support people with disability who wish to report 
historical experiences of violence, abuse, neglect and exploitation . 
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8.6 Enhancing the Capacity of Police and Courts

As indicated in 8 .1 and 8 .2 above, people with disability should have equal access to police 
and courts in order to report violence, abuse, neglect and exploitation . However, as indicated in 
Section 8 .2 above, some people with disability have had negative interactions with police and 
courts which means there is a reluctance to engage with these institutions when seeking justice 
in relation to violence, abuse, neglect and exploitation . A failure of the criminal justice system 
to support equality before the law and non-discrimination leads to a fundamental collapse in 
trust and perceived legitimacy, and allows for violence to be carried out with impunity . This was 
summarised in an experience cited in Chapter 7, derived from a UK study, but illustrative of the 
system wide implications of the failure of the police and the courts to provide justice to people 
with disability: 

‘To be honest, I don’t trust [the] police anymore. [...] their track history is shit with me,  
like I said I’ve never once gone to court for any crime that’s happened to me. Never.  
I mean, I haven’t even given a statement when it’s been a rape.’685

The focus of this report has been the functioning of complaint mechanisms as a pathway 
to report violence, abuse, neglect and exploitation . However, as described above, it is 
impossible to separate this focus from the operation of the justice system as a whole and its 
responsiveness to people with disability . Although out of scope for this report, it is acknowledged 
that improvement and even transformation of the processes and responsiveness of police and 
courts to violence, abuse, neglect and exploitation ensures that people with disability enjoy 
equality before the law. We note the finding of the report for the Disability Royal Commission  
by Leanne Dowse et al, which observes that:

There is significant variability across jurisdictions and very little consistency in regard 
to strategic approaches to policing and disability and to disability justice more broadly . 
Some appear to have almost no strategy whilst others have quite a depth of strategy 
and planning . Very few initiatives though are evaluated with almost nothing available 
publicly . There is almost no recognition in police strategies and plans of the impact 
of co-occurring, compounding or intersectoral factors affecting people with disability. 
Some Police services in Australia are beginning to make inroads into the longstanding 
inadequacy of police responses to people with disability, but these are not yet 
practised widely. These efforts are characterised by attempts to generate service  
wide strategic leadership, enhanced procedural guidance for and enforcement of 
the use of independent third persons/intermediaries and innovation in models of 
engagement with First Nation’s communities. These are commended in the literature 
and by advocates .686

Improving the processes and responsiveness of police and courts to violence, abuse, neglect 
and exploitation would elevate the trustworthiness of authorities in recognising and responding 
to violence, abuse, neglect and exploitation, and would create realistic alternatives to complaint 
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mechanisms for people with disability for reporting violence . In this context, there is scope to 
support enhanced legal and advocacy services to advise people with disability on justice system 
pathways to legal redress, including victims compensation schemes . 

8.7 Conclusion

Complaint mechanisms are an essential part of the administration of contemporary large-scale 
organisations, and can be found almost everywhere where an organisation seeks to continually 
improve services through feedback from those it engages with . To an extent, a study of 
complaint mechanisms could be constrained to the somewhat dry details of how to govern 
and facilitate communication and interactions between organisations and their stakeholders . 
However, as this report has demonstrated, the utilisation of complaint mechanisms to report 
violence, abuse, neglect and exploitation by some people with disability generates a different 
set of nuanced and profound concerns that go to the heart of the civil and political rights 
exclusions and fundamental discriminatory treatment experienced by people with disability 
in our society . Application of human rights obligations, particularly those which relate to non-
discrimination, equality before the law, access to justice and freedom and equal protection 
from violence, and a commitment to violence prevention, just processes and just outcomes, 
suggest radical transformation is required of existing complaint mechanisms . Fundamental 
reform of pathways to report violence, abuse, neglect and exploitation is essential in order to 
work towards elimination of violence, abuse, neglect and exploitation in the lives of people with 
disability . This report has outlined the design principles to guide this reform pathway .
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Appendix A: Australian Complaint 
Mechanism Landscape Table

Jurisdiction:

•	 Federal

•	 Australian Capital Territory

•	 New South Wales

•	 Northern Territory

•	 Queensland

•	 South Australia

•	 Tasmania

•	 Victoria

•	 Western Australia
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https://www.ahpra.gov.au/~/link.aspx?_id=337001BD4C904F418BF412685FB02EA8&_z=z
https://www.ahpra.gov.au/~/link.aspx?_id=337001BD4C904F418BF412685FB02EA8&_z=z
https://www.ahpra.gov.au/National-Boards.aspx
https://www.ahpra.gov.au/National-Boards.aspx


207Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

w
he

re
 th

ey
 h

av
e 

an
 

im
pa

irm
en

t t
ha

t a
ffe

ct
s 

th
ei

r p
ra

ct
ic

e;
 w

he
re

 th
ey

 
ha

ve
 c

on
tra

ve
ne

d 
pa

rti
cu

la
r 

la
w

s/
re

gu
la

tio
ns

 a
nd

/o
r 

w
he

re
 th

ey
 h

av
e 

im
pr

op
er

ly
 

ob
ta

in
ed

 th
ei

r r
eg

is
tra

tio
n .

A 
m

an
da

to
ry

 n
ot

ifi
ca

tio
n 

m
us

t b
e 

m
ad

e 
af

te
r a

 
pr

ac
tit

io
ne

r “
fo

rm
s 

a 
re

as
on

ab
le

 b
el

ie
f” 

th
at

 
an

ot
he

r p
ra

ct
iti

on
er

 o
r 

st
ud

en
t h

as
 e

ng
ag

ed
 in

 
“n

ot
ifi

ab
le

 c
on

du
ct

” –
 s

uc
h 

as
 h

av
in

g 
pr

ac
tis

ed
 w

hi
le

 
in

to
xi

ca
te

d,
 e

ng
ag

ed
 in

 
se

xu
al

 m
is

co
nd

uc
t i

n 
th

e 
co

ur
se

 o
f t

he
ir 

pr
ac

tic
e,

 o
r 

“p
la

ce
d 

th
e 

pu
bl

ic
 a

t r
is

k 
of

 h
ar

m
” e

ith
er

 b
ec

au
se

 
th

ey
 h

av
e 

an
 im

pa
irm

en
t 

or
 h

av
e 

no
t a

ct
ed

 in
 

ac
co

rd
an

ce
 w

ith
 “a

cc
ep

te
d 

pr
of

es
si

on
al

 s
ta

nd
ar

ds
 .” 

M
an

da
to

ry
 re

po
rti

ng
 m

us
t 

al
so

 o
cc

ur
 a

fte
r a

 “r
el

ev
an

t 
ev

en
t” 

w
hi

ch
 in

cl
ud

es
 

ci
rc

um
st

an
ce

s 
su

ch
 a

s 
a 

pe
rs

on
 b

ei
ng

 c
ha

rg
ed

 
w

ith
 c

rim
in

al
 o

ffe
nc

es
, 

an
d/

or
 o

th
er

 re
gu

la
to

ry
/

ci
vi

l p
en

al
tie

s,
 o

r b
ei

ng
 

in
ve

st
ig

at
ed

 fo
r t

he
m

 .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

, 
th

ei
r g

ui
de

lin
es

 s
ta

te
 th

at
 

th
e 

AH
PR

A 
Bo

ar
d 

m
ay

 
de

ci
de

 to
 ta

ke
 n

o 
fu

rth
er

 
ac

tio
n 

w
ith

 re
sp

ec
t t

o 
a

• 
th

e 
pe

rs
on

 to
 w

ho
m

 
th

e 
no

tifi
ca

tio
n 

re
la

te
s 

ha
s 

no
t b

ee
n,

 o
r i

s 
no

 
lo

ng
er

, r
eg

is
te

re
d 

in
 a

 
he

al
th

 p
ro

fe
ss

io
n;

• 
th

e 
su

bj
ec

t m
at

te
r o

f 
th

e 
no

tifi
ca

tio
n 

ha
s 

al
re

ad
y 

be
en

 d
ea

lt 
w

ith
 a

de
qu

at
el

y 
by

 th
e 

Bo
ar

d
• 

th
e 

su
bj

ec
t m

at
te

r 
of

 th
e 

no
tifi

ca
tio

n 
is

 
be

in
g 

de
al

t w
ith

, o
r h

as
 

al
re

ad
y 

be
en

 d
ea

lt 
w

ith
, 

by
 a

no
th

er
 e

nt
ity

, o
r

• 
th

e 
he

al
th

 p
ra

ct
iti

on
er

 
to

 w
ho

m
 th

e 
no

tifi
ca

tio
n 

re
la

te
s 

ha
s 

ta
ke

n 
ap

pr
op

ria
te

 s
te

ps
 to

 
re

m
ed

y 
th

e 
su

bj
ec

t 
m

at
te

r o
f t

he
 n

ot
ifi

ca
tio

n 
an

d 
th

e 
Bo

ar
d 

re
as

on
ab

ly
 b

el
ie

ve
s 

no
 

fu
rth

er
 a

ct
io

n 
is

 re
qu

ire
d 

ab
ou

t t
he

 n
ot

ifi
ca

tio
n.

”
Fo

rm
 o

f c
om

pl
ai

nt
N

ot
ifi

ca
tio

ns
 c

an
 b

e 
co

nfi
de

nt
ia

l o
r a

no
ny

m
ou

s.
 

“W
hi

le
 n

ot
ifi

ca
tio

ns
 m

ay
 

be
 m

ad
e 

co
nfi

de
nt

ia
lly

 o
r 

an
on

ym
ou

sl
y,

 th
er

e 
ca

n 
be

 
lim

ita
tio

ns
 in

 p
ro

gr
es

si
ng

 
in

ve
st

ig
at

io
ns

 o
f 

an
on

ym
ou

s 
no

tifi
ca

tio
ns

.”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
Th

e 
vi

ct
im

-s
ur

vi
vo

r c
an

 b
e 

th
e 

“n
ot

ifi
er

” b
ut

 d
oe

sn
’t 

ha
ve

 to
 b

e .

• 
if 

im
m

ed
ia

te
 a

ct
io

n 
ha

s 
pr

ev
io

us
ly

 ta
ke

n 
by

 
im

po
si

ng
 a

 c
on

di
tio

n 
on

 
a 

he
al

th
 p

ra
ct

iti
on

er
’s

 
re

gi
st

ra
tio

n,
 th

e 
su

sp
en

si
on

 o
f t

he
 

re
gi

st
ra

tio
n 

in
st

ea
d 

of
 

th
e 

co
nd

iti
on

 .”
“E

xa
m

pl
es

 o
f b

eh
av

io
ur

 
ab

ou
t w

hi
ch

 im
m

ed
ia

te
 

ac
tio

n 
m

ay
 b

e 
ta

ke
n 

in
cl

ud
e:

• 
al

le
ge

d 
se

rio
us

 c
rim

in
al

 
co

nd
uc

t (
in

cl
ud

in
g 

w
he

re
 c

ha
rg

es
 h

av
e 

be
en

 la
id

 b
ut

 b
ef

or
e 

an
y 

co
nv

ic
tio

n)
;

• 
co

nd
uc

t u
nc

on
ne

ct
ed

 
to

 p
ra

ct
ic

e 
th

at
 m

ay
 

di
m

in
is

h 
th

e 
pu

bl
ic

’s
 

co
nfi

de
nc

e 
in

 th
e 

pr
of

es
si

on
;

• 
se

rio
us

 p
er

fo
rm

an
ce

 
is

su
es

; 
• 

se
xu

al
 m

is
co

nd
uc

t;
• 

su
bs

ta
nc

e 
ab

us
e;

• 
br

ea
ch

es
 o

f c
on

di
tio

ns
 

on
 re

gi
st

ra
tio

n .
”

“E
xa

m
pl

es
 o

f o
th

er
 

ci
rc

um
st

an
ce

s 
in

 w
hi

ch
 

im
m

ed
ia

te
 a

ct
io

n 
m

ig
ht

 b
e 

ta
ke

n 
in

cl
ud

e 
w

he
re

:
• 

a 
pr

ac
tit

io
ne

r h
as

, o
r 

m
ay

 h
av

e,
 a

n 
im

pa
irm

en
t 

th
at

 c
ou

ld
 p

os
e 

a 
se

rio
us

 
ris

k 
to

 th
e 

pu
bl

ic
;

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
AH

PR
A 

st
at

es
: “

Th
e 

pr
ac

tit
io

ne
r w

ill 
be

 p
ro

vi
de

d 
w

ith
 th

e 
op

po
rtu

ni
ty

 to
 m

ak
e 

w
rit

te
n 

or
 v

er
ba

l s
ub

m
is

si
on

s 
ab

ou
t t

he
 p

ro
po

se
d 

re
le

va
nt

 
ac

tio
n .

” T
he

re
 is

 n
o 

m
en

tio
n 

of
 a

ny
 s

ys
te

m
ic

 re
sp

on
se

 
in

 re
la

tio
n 

to
 a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 . 
H

ow
ev

er
, A

H
PR

A 
no

te
s 

th
at

 
“e

ve
n 

if 
a 

Bo
ar

d 
de

ci
de

s 
to

 
ta

ke
 n

o 
fu

rth
er

 a
ct

io
n 

ab
ou

t 
a 

no
tifi

ca
tio

n,
 th

e 
Bo

ar
d 

ca
n 

co
ns

id
er

 th
e 

no
tifi

ca
tio

n 
at

 a
 

la
te

r t
im

e 
as

 a
 p

ar
t o

f a
 p

at
te

rn
 

of
 c

on
du

ct
 o

r p
ra

ct
ic

e 
by

 th
e 

he
al

th
 p

ra
ct

iti
on

er
 .”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

is
 is

 u
nc

le
ar

 fo
r a

ll 
ac

tio
ns

 
ta

ke
n .

 
H

ow
ev

er
, A

H
PR

A 
do

es
 s

ta
te

 
th

at
:

“If
 a

 P
PS

P 
or

 re
sp

on
si

bl
e 

tri
bu

na
l d

ec
id

es
 to

 im
po

se
 a

 
co

nd
iti

on
 o

n 
a 

pr
ac

tit
io

ne
r’s

 
re

gi
st

ra
tio

n,



208 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

no
tifi

ca
tio

n 
if 

“g
iv

en
 th

e 
am

ou
nt

 o
f t

im
e 

th
at

 h
as

 
el

ap
se

d 
si

nc
e 

th
e 

m
at

te
r 

th
at

 is
 th

e 
su

bj
ec

t o
f t

he
 

no
tifi

ca
tio

n 
oc

cu
rre

d,
 it

 
is

 n
ot

 p
ra

ct
ic

ab
le

 fo
r t

he
 

Bo
ar

d 
to

 in
ve

st
ig

at
e 

or
 

ot
he

rw
is

e 
de

al
 w

ith
 th

e 
no

tifi
ca

tio
n.

”
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

W
ith

 re
sp

ec
t t

o 
an

y 
im

m
ed

ia
te

/in
te

rim
 a

ct
io

n:
 

“[i
t] 

is
 n

ot
 n

ec
es

sa
ry

 fo
r t

he
 

re
le

va
nt

 B
oa

rd
 to

 m
ak

e 
fa

ct
ua

l fi
nd

in
gs

 re
ga

rd
in

g 
al

le
ge

d 
co

nd
uc

t b
ef

or
e 

m
ak

in
g 

a 
de

ci
si

on
 to

 ta
ke

 
im

m
ed

ia
te

 a
ct

io
n .

” T
ha

t 
is

, “
[t]

he
 c

on
du

ct
 fo

rm
in

g 
th

e 
ba

si
s 

of
 th

e 
al

le
ga

tio
ns

 
do

es
 n

ot
 n

ee
d 

to
 b

e 
pr

ov
ed

 o
n 

th
e 

ba
la

nc
e 

of
 p

ro
ba

bi
lit

ie
s 

w
he

n 
th

e 
Bo

ar
d 

co
ns

id
er

s 
ta

ki
ng

 
im

m
ed

ia
te

 a
ct

io
n .

”
O

nc
e 

a 
m

at
te

r i
s 

in
ve

st
ig

at
ed

 a
nd

 re
fe

rre
d 

to
 

va
rio

us
 p

an
el

s 
or

 tr
ib

un
al

s 
fo

r a
 d

et
er

m
in

at
io

n,
 

di
ffe

re
nt

 e
vi

de
nt

ia
ry

 
st

an
da

rd
s 

ar
e 

ap
pl

ie
d 

de
pe

nd
in

g 
on

 th
e 

co
nt

ex
t .

Fo
r e

xa
m

pl
e,

 “a
 p

an
el

 m
us

t 
ob

se
rv

e 
th

e 
pr

in
ci

pl
es

 
of

 n
at

ur
al

 ju
st

ic
e 

bu
t i

t i
s 

no
t b

ou
nd

 b
y 

th
e 

ru
le

s 
of

 
ev

id
en

ce
…

 It
 is

 u
nc

le
ar

 w
he

th
er

 a
 

vi
ct

im
-s

ur
vi

vo
r w

ou
ld

 b
e 

no
tifi

ed
 o

f a
ny

 c
om

pl
ai

nt
 

by
 a

 th
ird

 p
ar

ty
 a

ga
in

st
 

a 
pr

ac
tit

io
ne

r w
ho

 h
ad

 
ha

rm
ed

 th
em

 .
R

ol
e 

of
 la

w
ye

rs
/

ad
vo

ca
te

s
It 

is
 u

nc
le

ar
 th

e 
ro

le
 

of
 la

w
ye

rs
 in

 th
e 

ea
rly

 
st

ag
es

 o
f a

n 
in

ve
st

ig
at

io
n .

 
H

ow
ev

er
, i

f t
he

 m
at

te
r 

pr
oc

ee
ds

 to
 a

 p
an

el
 o

r 
tri

bu
na

l h
ea

rin
g,

 “t
he

 
pr

ac
tit

io
ne

r m
ay

 b
e 

ac
co

m
pa

ni
ed

 a
t t

he
 

he
ar

in
g 

by
 a

n 
Au

st
ra

lia
n 

le
ga

l p
ra

ct
iti

on
er

 o
r o

th
er

 
pe

rs
on

 fo
r s

up
po

rt .
 A

 le
ga

l 
pr

ac
tit

io
ne

r o
r s

up
po

rt 
pe

rs
on

 m
ay

 o
nl

y 
ap

pe
ar

 o
n 

be
ha

lf 
of

 th
e 

pr
ac

tit
io

ne
r 

w
ith

 le
av

e 
of

 th
e 

pa
ne

l .”
W

ith
 re

sp
ec

t t
o 

ad
vo

ca
te

s,
 

th
ey

 s
ta

te
: “

Ah
pr

a 
is

 a
ls

o 
co

ns
ci

ou
s 

of
 th

e 
im

pa
ct

 
th

at
 b

ei
ng

 in
vo

lv
ed

 in
 

a 
no

tifi
ca

tio
n 

pr
oc

es
s 

ca
n 

ha
ve

 o
n 

no
tifi

er
s,

 
pr

ac
tit

io
ne

rs
 a

nd
 o

th
er

 
pe

op
le

 . A
hp

ra
 a

nd
 o

th
er

 
bo

di
es

 p
ro

vi
de

 s
up

po
rt 

th
ro

ug
ho

ut
 th

e 
no

tifi
ca

tio
ns

 
pr

oc
es

s .
”

• 
a 

pr
ac

tit
io

ne
r’s

 
re

gi
st

ra
tio

n 
w

as
 

im
pr

op
er

ly
 o

bt
ai

ne
d 

be
ca

us
e 

th
e 

pr
ac

tit
io

ne
r 

or
 s

om
eo

ne
 e

ls
e 

ga
ve

 th
e 

re
le

va
nt

 
Bo

ar
d 

in
fo

rm
at

io
n 

or
 

a 
do

cu
m

en
t t

ha
t w

as
 

fa
ls

e 
or

 m
is

le
ad

in
g 

in
 a

 
m

at
er

ia
l p

ar
tic

ul
ar

; a
nd

• 
a 

pr
ac

tit
io

ne
r’s

 
re

gi
st

ra
tio

n 
ha

s 
be

en
 

ca
nc

el
le

d 
or

 s
us

pe
nd

ed
 

in
 a

 n
on

-p
ar

tic
ip

at
in

g 
ju

ris
di

ct
io

n 
(w

he
th

er
 

w
ith

in
 A

us
tra

lia
 o

r 
el

se
w

he
re

) .”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
“In

 s
om

e 
ci

rc
um

st
an

ce
s,

 
Ah

pr
a 

m
ay

 re
fe

r n
ot

ifi
ca

tio
ns

 
to

 th
e 

po
lic

e 
an

d/
or

 o
th

er
 

na
tio

na
l o

r s
ta

te
-b

as
ed

 
re

gu
la

to
ry

 b
od

ie
s .

”
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
AH

PR
A 

is
 a

 re
gu

la
to

ry
 b

od
y;

 
it 

ex
is

ts
 to

 in
st

il 
pu

bl
ic

 tr
us

t 
in

 th
e 

he
al

th
 p

ro
fe

ss
io

n 
an

d 
pr

ev
en

t f
ut

ur
e 

vi
ol

en
ce

 a
nd

 
un

sa
fe

 p
ra

ct
ic

e .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
If 

th
e 

re
le

va
nt

 B
oa

rd
 

be
lie

ve
s 

th
at

 it
 is

 n
ec

es
sa

ry

it 
m

us
t a

ls
o 

de
ci

de
 a

 ‘r
ev

ie
w

 
pe

rio
d’

 fo
r t

he
 c

on
di

tio
n.

 A
t 

th
e 

co
nc

lu
si

on
 o

f t
he

 re
vi

ew
 

pe
rio

d,
 th

e 
re

le
va

nt
 B

oa
rd

 w
ill 

re
vi

ew
 w

he
th

er
 th

e 
co

nd
iti

on
s 

ar
e 

st
ill 

re
qu

ire
d .

”
“G

en
er

al
ly

 s
pe

ak
in

g,
 th

e 
pr

im
ar

y 
pu

rp
os

e 
of

 c
on

di
tio

ns
 

(a
s 

a 
fin

al
 fo

rm
 o

f d
is

ci
pl

in
ar

y 
ac

tio
n)

 is
 to

:
• 

m
an

ag
e 

th
e 

ris
k 

po
se

d 
by

 
a 

pr
ac

tit
io

ne
r b

y 
re

st
ric

tin
g 

th
ei

r p
ra

ct
ic

e;
 a

nd
 / 

or
• 

as
si

st
 in

 fa
ci

lit
at

in
g 

th
e 

re
ha

bi
lit

at
io

n 
of

 a
 

pr
ac

tit
io

ne
r; 

an
d

• 
en

ab
le

 o
ng

oi
ng

 m
on

ito
rin

g 
re

ga
rd

in
g 

th
e 

pr
ac

tit
io

ne
r’s

 
co

m
pl

ia
nc

e 
w

ith
 th

e 
co

nd
iti

on
s .

”
Br

ea
ch

in
g 

a 
pr

oh
ib

iti
on

 o
rd

er
 

is
 a

 c
rim

in
al

 o
ffe

nc
e.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“In
ve

st
ig

at
or

s 
ap

po
in

te
d 

un
de

r 
th

e 
N

at
io

na
l L

aw
 h

av
e 

va
rio

us
 

st
at

ut
or

y 
po

w
er

s 
to

 o
bt

ai
n 

ev
id

en
ce

 a
nd

 in
fo

rm
at

io
n 

re
le

va
nt

 to
 a

n 
in

ve
st

ig
at

io
n,

 
in

cl
ud

in
g:

• 
po

w
er

s 
re

qu
iri

ng
 a

 p
er

so
n 

to
 p

ro
vi

de
 in

fo
rm

at
io

n,
 

an
sw

er
 q

ue
st

io
ns

 o
r 

pr
od

uc
e 

do
cu

m
en

ts
, a

nd



209Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

st
an

da
rd

 o
f p

ro
of

 
fo

r a
 p

an
el

 h
ea

rin
g 

is
 

th
e 

ci
vi

l s
ta

nd
ar

d 
kn

ow
n 

as
 “s

at
is

fa
ct

io
n 

on
 th

e 
ba

la
nc

e 
of

 p
ro

ba
bi

lit
ie

s”
 

th
at

 th
e 

al
le

ge
d 

be
ha

vi
ou

r 
oc

cu
rre

d .
 T

hi
s 

m
ea

ns
 

th
at

 th
e 

pa
ne

l m
us

t b
e 

co
m

fo
rta

bl
y 

sa
tis

fie
d 

th
at

 
th

e 
pr

ac
tit

io
ne

r a
ct

ua
lly

 
be

ha
ve

d 
in

 th
e 

w
ay

 th
at

 
is

 a
lle

ge
d 

bu
t d

oe
s 

no
t 

m
ea

n 
th

at
 th

e 
pa

ne
l 

m
us

t b
e 

sa
tis

fie
d 

‘b
ey

on
d 

re
as

on
ab

le
 d

ou
bt

’.”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
C

an
 b

e 
an

 in
di

vi
du

al
 

pr
ac

tit
io

ne
r, 

an
d/

or
 a

n 
“e

m
pl

oy
er

” .

to
 ta

ke
 fu

rth
er

 a
ct

io
n,

 it
 m

ay
 

do
 th

e 
fo

llo
w

in
g:

• 
in

iti
at

e 
an

 in
ve

st
ig

at
io

n 
in

to
 th

e 
pr

ac
tit

io
ne

r
• 

ta
ke

 im
m

ed
ia

te
/in

te
rim

 
ac

tio
n 

ag
ai

ns
t t

he
 

pr
ac

tit
io

ne
r (

as
 a

bo
ve

)
• 

ca
ut

io
n 

th
e 

pr
ac

tit
io

ne
r

• 
im

po
se

 c
on

di
tio

ns
 o

n 
th

e 
pr

ac
tit

io
ne

r’s
 p

ra
ct

is
e

• 
re

qu
ire

 th
e 

pr
ac

tit
io

ne
r 

to
 u

nd
er

go
 a

 “h
ea

lth
 

or
 p

er
fo

rm
an

ce
 

as
se

ss
m

en
t”,

 o
r

• 
re

fe
r t

he
 p

ra
ct

iti
on

er
 to

 a
 

pa
ne

l o
r t

rib
un

al
 h

ea
rin

g
“A

fte
r d

ec
id

in
g 

to
 in

ve
st

ig
at

e 
a 

pr
ac

tit
io

ne
r, 

a 
Bo

ar
d 

w
ill:

• 
us

ua
lly

 a
dv

is
e 

th
e 

pr
ac

tit
io

ne
r i

n 
w

rit
in

g 
th

at
 th

ey
 a

re
 b

ei
ng

 
in

ve
st

ig
at

ed
; a

nd
• 

ap
po

in
t a

n 
ap

pr
op

ria
te

 
in

ve
st

ig
at

or
 to

 
in

ve
st

ig
at

e 
th

e 
m

at
te

r, 
en

su
rin

g 
th

at
 th

er
e 

is
 

no
 c

on
fli

ct
 o

f i
nt

er
es

t 
be

tw
ee

n 
th

e 
in

ve
st

ig
at

or
 

an
d 

th
e 

pr
ac

tit
io

ne
r .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

is
 is

 n
ot

 c
le

ar
 fo

r a
ll 

st
ag

es
/o

pt
io

ns
 o

f t
he

 
pr

oc
es

s .

• 
po

w
er

s 
pe

rm
itt

in
g 

th
e 

in
ve

st
ig

at
or

 to
 

se
ar

ch
 p

la
ce

s 
(s

uc
h 

a 
pr

ac
tit

io
ne

r’s
 re

si
de

nc
e,

 o
r 

pl
ac

e 
of

 p
ra

ct
ic

e)
 a

nd
 s

ei
ze

 
ob

je
ct

s 
or

 d
oc

um
en

ts
 .”

“A
 p

er
so

n 
w

ho
, w

ith
ou

t 
re

as
on

ab
le

 e
xc

us
e,

 fa
ils

 to
 

co
m

pl
y 

w
ith

 a
n 

in
ve

st
ig

at
or

’s
 

re
qu

es
t m

ay
 b

e 
lia

bl
e 

to
 a

 
pe

na
lty

 .”
“A

 p
ra

ct
iti

on
er

 w
ho

 fa
ils

 to
 

co
op

er
at

e 
w

ith
 a

n 
in

ve
st

ig
at

io
n 

or
 p

ro
vi

de
s 

fa
ls

e 
or

 m
is

le
ad

in
g 

in
fo

rm
at

io
n 

in
 th

e 
co

ur
se

 o
f 

an
 in

ve
st

ig
at

io
n 

m
ay

 b
e 

al
so

 
su

bj
ec

t t
o 

di
sc

ip
lin

ar
y 

ac
tio

n .
”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
At

 th
e 

co
nc

lu
si

on
 o

f a
n 

in
ve

st
ig

at
io

n,
 th

e 
in

ve
st

ig
at

or
 

m
us

t p
ro

vi
de

 th
e 

re
le

va
nt

 
Bo

ar
d 

w
ith

 a
 w

rit
te

n 
re

po
rt 

(w
hi

ch
 in

cl
ud

es
 th

e 
in

ve
st

ig
at

or
’s

 fi
nd

in
gs

 a
nd

 
th

ei
r r

ec
om

m
en

da
tio

ns
 a

bo
ut

 
an

y 
ac

tio
n 

to
 b

e 
ta

ke
n)

 .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
“Im

m
ed

ia
te

 a
ct

io
n 

de
ci

si
on

s 
m

ay
 b

e 
ap

pe
al

ab
le

 if
 th

ey
 fa

ll 
w

ith
in

 th
e 

ty
pe

s 
of

 d
ec

is
io

ns
 

se
t o

ut
 in

 s
ec

tio
n 

19
9 

of
 th

e 
N

at
io

na
l L

aw
 .



210 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

H
ow

ev
er

, “
if 

th
e 

m
at

te
r b

ei
ng

 
he

ar
d 

by
 a

 p
an

el
 re

la
te

s 
to

 
a 

no
tifi

ca
tio

n,
 th

e 
no

tifi
er

 
m

ay
, w

ith
 le

av
e 

of
 th

e 
pa

ne
l, 

m
ak

e 
a 

su
bm

is
si

on
 to

 th
e 

pa
ne

l a
bo

ut
 th

e 
m

at
te

r .”
It 

is
 u

nc
le

ar
 w

he
re

 (o
r 

w
he

th
er

 a
t a

ll)
 a

n 
in

di
vi

du
al

 
vi

ct
im

-s
ur

vi
vo

r’s
 in

te
re

st
s 

ar
e 

ta
ke

n 
in

to
 a

cc
ou

nt
 

w
he

re
 a

 n
ot

ifi
ca

tio
n 

re
la

te
s 

to
 o

ng
oi

ng
 p

ra
ct

iti
on

er
 

co
nd

uc
t; 

al
th

ou
gh

 th
is

 
m

ay
 fo

rm
 p

ar
t o

f a
 B

oa
rd

’s
 

as
se

ss
m

en
t o

n 
w

he
th

er
 

to
 ta

ke
 im

m
ed

ia
te

 a
ct

io
n 

ag
ai

ns
t a

 p
ra

ct
iti

on
er

 to
 

pr
ot

ec
t t

he
 p

ub
lic

, o
r t

o 
ac

t 
in

 th
e 

pu
bl

ic
 in

te
re

st
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
al

le
ge

d 
pe

rp
et

ra
to

r i
s 

re
fe

rre
d 

to
 a

s 
th

e 
“a

ffe
ct

ed
 

pe
rs

on
” i

n 
th

e 
in

ve
st

ig
at

io
n 

pr
oc

es
s .

 A
H

PR
A 

st
at

es
: 

“T
he

 te
rm

 ‘a
ffe

ct
ed

 p
er

so
n’

 
is

 u
se

d…
to

 d
es

cr
ib

e 
a 

pe
rs

on
 w

ho
se

 in
te

re
st

s 
ar

e 
or

 m
ay

 b
e 

aff
ec

te
d 

by
 

a 
de

ci
si

on
 o

r p
ro

po
se

d 
de

ci
si

on
 .

“T
he

 fo
llo

w
in

g 
de

ci
si

on
s 

by
 

pa
ne

ls
 a

re
 a

pp
el

la
bl

e 
un

de
r 

th
e 

N
at

io
na

l L
aw

:
• 

a 
de

ci
si

on
 to

 im
po

se
 

a 
co

nd
iti

on
 o

n 
a 

pr
ac

tit
io

ne
r’s

 re
gi

st
ra

tio
n;

• 
a 

de
ci

si
on

 b
y 

a 
he

al
th

 
pa

ne
l t

o 
su

sp
en

d 
a 

pr
ac

tit
io

ne
r’s

 re
gi

st
ra

tio
n;

• 
a 

de
ci

si
on

 b
y 

a 
pe

rfo
rm

an
ce

 a
nd

 
pr

of
es

si
on

al
 s

ta
nd

ar
ds

 
pa

ne
l t

o 
re

pr
im

an
d 

th
e 

pr
ac

tit
io

ne
r .”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

Th
e 

pr
oc

es
s 

ca
n 

ha
ve

 
si

gn
ifi

ca
nt

 le
ga

l r
am

ifi
ca

tio
ns

 
fo

r t
he

 p
ra

ct
iti

on
er

 w
ho

 is
 

re
po

rte
d .

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

“A
 h

ea
rin

g 
be

fo
re

 a
 p

an
el

…
is

 a
n 

in
qu

is
ito

ria
l p

ro
ce

ss
, 

ra
th

er
 th

an
 a

n 
ad

ve
rs

ar
ia

l 
on

e .
” H

ow
ev

er
, m

at
te

rs
 c

an
 

be
 re

fe
rre

d 
to

 p
ol

ic
e 

fo
r 

fu
rth

er
 a

ct
io

n .
 A

ls
o,

 b
re

ac
hi

ng
 

de
te

rm
in

at
io

n 
or

de
rs

 c
an

 b
e 

a 
cr

im
in

al
 o

ffe
nc

e.



211Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
is

 w
ill 

no
rm

al
ly

 b
e 

a 
pr

ac
tit

io
ne

r w
ho

 is
 th

e 
su

bj
ec

t o
f r

eg
ul

at
or

y 
ac

tio
n 

in
 re

sp
ec

t o
f t

he
ir 

re
gi

st
ra

tio
n 

st
at

us
 o

r a
s 

a 
re

su
lt 

of
 a

 n
ot

ifi
ca

tio
n.

 
Th

e 
fa

ir 
he

ar
in

g 
ru

le
 

re
qu

ire
s 

a 
de

ci
si

on
 m

ak
er

 
to

 a
ffo

rd
 a

 p
er

so
n 

an
 

ap
pr

op
ria

te
 o

pp
or

tu
ni

ty
 to

 
be

 h
ea

rd
 b

ef
or

e 
m

ak
in

g 
a 

de
ci

si
on

 w
hi

ch
 a

ffe
ct

s 
th

ei
r 

in
te

re
st

s…
”

D
ur

in
g 

an
y 

in
te

rim
 a

ct
io

n,
 

th
e 

al
le

ge
d 

pe
rp

et
ra

to
r 

m
ay

 b
e 

di
re

ct
ed

 b
y 

AH
PR

A 
to

 d
o 

a 
nu

m
be

r o
f t

hi
ng

s 
(e

 .g
 . p

ro
du

ce
 d

oc
um

en
ts

/
in

fo
rm

at
io

n 
an

d/
or

 u
nd

er
go

 
as

se
ss

m
en

ts
), 

an
d 

th
ey

 
m

us
t o

bl
ig

e .
 H

ow
ev

er
, 

“p
ra

ct
iti

on
er

s 
ar

e 
pr

ov
id

ed
 

th
e 

op
po

rtu
ni

ty
 to

 re
sp

on
d 

to
 th

e 
Bo

ar
d’

s 
co

nc
er

ns
.” 

Th
er

e 
is

 a
 fo

cu
s 

in
 th

e 
gu

id
el

in
es

 o
n 

en
su

rin
g 

“p
ro

ce
du

ra
l f

ai
rn

es
s”

 fo
r t

he
 

aff
ec

te
d 

pe
rs

on
.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 a
lw

ay
s 

cl
ea

r . 
H

ow
ev

er
, 

w
ith

 re
sp

ec
t t

o 
pa

ne
l 

he
ar

in
gs

: “
G

en
er

al
ly,

 
w

itn
es

se
s 

or
 p

eo
pl

e 
ot

he
r 

th
an

 th
e 

pr
ac

tit
io

ne
r w

ill 
no

t 
be

 re
qu

ire
d 

to
 a

tte
nd

, o
r b

e 
m

ad
e 

av
ai

la
bl

e 
to

 a
tte

nd
, a

 
pa

ne
l h

ea
rin

g .
”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Vi
ct

im
-s

ur
vi

vo
rs

 w
ho

 m
ak

e 
a 

no
tifi

ca
tio

n 
ab

ou
t a

 p
ra

ct
iti

on
er

 
ar

e 
no

t p
ub

lic
ly

 id
en

tifi
ed

, 
an

d 
AH

PR
A 

w
ill 

re
qu

es
t t

he
ir 

co
ns

en
t b

ef
or

e 
pr

ov
id

in
g 

th
ei

r i
de

nt
ify

in
g 

de
ta

ils
 to

 
th

e 
pr

ac
tit

io
ne

r . 
Th

ey
 n

ot
e 

th
at

: “
Th

e 
pr

ac
tit

io
ne

r m
us

t 
be

 p
ro

vi
de

d 
w

ith
 e

no
ug

h 
in

fo
rm

at
io

n 
ab

ou
t t

he
 c

on
du

ct
, 

he
al

th
 o

r p
er

fo
rm

an
ce

 
co

nc
er

ns
 ra

is
ed

 in
 th

e 
no

tifi
ca

tio
n 

so
 a

s 
to

 e
na

bl
e 

th
em

 to
 re

sp
on

d .
  I

n 
m

an
y 

ca
se

s,
 it

 w
ill 

no
t b

e 
po

ss
ib

le
 to

 
pr

og
re

ss
 a

 m
at

te
r w

ith
ou

t t
he

 
no

tifi
er

 b
ei

ng
 a

 w
itn

es
s 

in
 a

ny
 

re
su

lti
ng

 p
an

el
, s

ec
tio

n 
17

8 
or

 
tri

bu
na

l p
ro

ce
ed

in
gs

 . A
hp

ra
 

th
er

ef
or

e 
ca

nn
ot

 g
ua

ra
nt

ee
 

an
on

ym
ity

 o
r c

om
pl

et
e 

co
nfi

de
nt

ia
lit

y.
”

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
A 

pa
ne

l h
ea

rin
g 

is
 n

ot
 o

pe
n 

to
 

th
e 

pu
bl

ic
 .

H
ow

ev
er

, fi
na

l t
rib

un
al

 
he

ar
in

gs
 (i

f t
he

 m
at

te
r g

oe
s 

to
 a

 tr
ib

un
al

) a
re

 o
pe

n 
to

 th
e 

pu
bl

ic
 .



212 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

AH
PR

A 
N

at
io

na
l B

oa
rd

s 
co

m
pr

is
e 

bo
th

 c
om

m
un

ity
 

m
em

be
rs

 (o
pe

n 
to

 a
ny

on
e)

 
an

d 
pr

ac
tit

io
ne

r m
em

be
rs

 
(p

eo
pl

e 
re

gi
st

er
ed

 in
 

a 
re

le
va

nt
 p

ro
fe

ss
io

n)
 . 

Th
ey

 a
re

 a
pp

oi
nt

ed
 b

y 
a 

M
in

is
te

ria
l C

ou
nc

il .
H

ea
lth

 P
an

el
s 

co
m

pr
is

e 
at

 le
as

t o
ne

 m
em

be
r w

ho
 

is
 “a

 re
gi

st
er

ed
 h

ea
lth

 
pr

ac
tit

io
ne

r i
n 

th
e 

sa
m

e 
he

al
th

 p
ro

fe
ss

io
n 

as
 th

e 
pr

ac
tit

io
ne

r w
ho

 is
 th

e 
su

bj
ec

t o
f t

he
 h

ea
rin

g;
 

at
 le

as
t o

ne
 m

em
be

r i
s 

a 
m

ed
ic

al
 p

ra
ct

iti
on

er
 w

ith
 

re
le

va
nt

 e
xp

er
tis

e 
ab

ou
t t

he
 

m
at

te
r t

ha
t i

s 
th

e 
su

bj
ec

t 
of

 th
e 

he
ar

in
g;

 a
nd

 a
t l

ea
st

 
on

e 
m

em
be

r i
s 

no
t, 

an
d 

ha
s 

no
t b

ee
n,

 a
 re

gi
st

er
ed

 
he

al
th

 p
ra

ct
iti

on
er

 in
 th

e 
sa

m
e 

he
al

th
 p

ro
fe

ss
io

n 
as

 
th

e 
pr

ac
tit

io
ne

r w
ho

 is
 th

e 
su

bj
ec

t o
f t

he
 h

ea
rin

g .
”

Pe
rfo

rm
an

ce
 P

an
el

s 
re

qu
ire

 
th

at
 “a

t l
ea

st
 h

al
f, 

bu
t n

o 
m

or
e 

th
an

 tw
o-

th
ird

s 
of

 th
e 

m
em

be
rs

 m
us

t b
e 

pe
op

le
 

w
ho

 a
re

 re
gi

st
er

ed
 h

ea
lth

 
pr

ac
tit

io
ne

rs
 in

 th
e 

sa
m

e 
he

al
th

 p
ro

fe
ss

io
n 

as
 th

e 
pr

ac
tit

io
ne

r w
ho

 is
 th

e 
su

bj
ec

t o
f t

he
 h

ea
rin

g;
 a

nd
 

at
 le

as
t o

ne
 m

em
be

r m
us

t 
be

 a
 p

er
so

n 
w

ho
 re

pr
es

en
ts

 
th

e 
co

m
m

un
ity

 .”
Tr

ib
un

al
s 

ha
ve

 “M
em

be
rs

” 
w

ho
 a

re
 s

im
ila

r t
o 

ju
di

ci
al

 
offi

ce
rs

.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

gu
id

el
in

es
 in

cl
ud

e 
th

e 
fo

llo
w

in
g 

st
at

em
en

t:
“T

he
 n

ot
ifi

ca
tio

n 
pr

oc
es

s 
is

 
de

si
gn

ed
 to

 b
e 

ac
ce

ss
ib

le
, 

in
fo

rm
at

iv
e,

 re
sp

on
si

ve
 a

nd
 

in
de

pe
nd

en
t . 

Ah
pr

a 
w

ill 
pr

ov
id

e 
no

tifi
er

s 
as

si
st

an
ce

 
in

 m
ak

in
g 

a 
no

tifi
ca

tio
n 

– 
fo

r 
ex

am
pl

e,
 if

 a
cc

es
s 

to
 a

n 
in

te
rp

re
te

r o
r t

ra
ns

la
to

r i
s 

re
qu

ire
d,

 a
rra

ng
em

en
ts

 w
ill 

be
 

m
ad

e 
th

ro
ug

h 
th

e 
Tr

an
sl

at
in

g 
an

d 
In

te
rp

re
tin

g 
Se

rv
ic

e 
(T

IS
 N

at
io

na
l) .

” A
H

PR
A 

al
so

 
ac

ce
pt

s 
ca

lls
 th

ro
ug

h 
th

e 
N

at
io

na
l R

el
ay

 S
er

vi
ce

 .



213Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

So
ci

al
 

Se
rv

ic
es

A
ge

d 
C

ar
e 

Q
ua

lit
y 

an
d 

Sa
fe

ty
 C

om
m

is
si

on
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 c

an
 m

ak
e 

a 
co

m
pl

ai
nt

, i
nc

lu
di

ng
:

• 
“p

eo
pl

e 
re

ce
iv

in
g 

ag
ed

 
ca

re
• 

pa
rtn

er
s,

 fa
m

ily
 

m
em

be
rs

, f
rie

nd
s,

 
re

pr
es

en
ta

tiv
es

 a
nd

 
ca

re
rs

 o
f p

eo
pl

e 
re

ce
iv

in
g 

ag
ed

 c
ar

e
• 

ad
vo

ca
te

s
• 

ag
ed

 c
ar

e 
st

aff
 a

nd
 

vo
lu

nt
ee

rs
• 

he
al

th
 a

nd
 m

ed
ic

al
 

pr
of

es
si

on
al

s .
”

C
om

pl
ai

nt
s 

ca
n 

be
 

m
ad

e 
ab

ou
t a

n 
ag

ed
 

ca
re

 s
er

vi
ce

 fu
nd

ed
 

by
 th

e 
C

om
m

on
w

ea
lth

 
G

ov
er

nm
en

t, 
su

ch
 a

s:
• 

“re
si

de
nt

ia
l c

ar
e 

or
 

re
si

de
nt

ia
l r

es
pi

te
 c

ar
e

• 
H

om
e 

C
ar

e 
Pa

ck
ag

es
• 

C
om

m
on

w
ea

lth
 H

om
e 

Su
pp

or
t P

ro
gr

am
m

e
• 

fle
xi

bl
e 

ca
re

, i
nc

lu
di

ng
 

Tr
an

si
tio

n 
ca

re
, a

nd
 th

e 
N

at
io

na
l A

bo
rig

in
al

 a
nd

 
To

rre
s 

St
ra

it 
Is

la
nd

er
 

Fl
ex

ib
le

 A
ge

d 
C

ar
e 

Pr
og

ra
m

m
e .

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
Th

e 
fo

llo
w

in
g 

co
m

pl
ai

nt
 

ca
te

go
rie

s 
ar

e 
lis

te
d 

in
 th

e 
on

lin
e 

co
m

pl
ai

nt
s 

fo
rm

:

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 lo
dg

e 
a 

co
m

pl
ai

nt
 e

ith
er

 
on

lin
e,

 b
y 

m
ai

l o
r b

y 
ph

on
e .

 
Th

e 
C

om
m

is
si

on
 w

ill 
co

nt
ac

t t
he

 c
om

pl
ai

na
nt

 
w

ith
in

 2
4-

48
 h

ou
rs

 a
fte

r 
re

ce
iv

in
g 

th
e 

co
m

pl
ai

nt
, 

if 
th

e 
co

m
pl

ai
na

nt
 h

as
 

pr
ov

id
ed

 th
ei

r c
on

ta
ct

 
de

ta
ils

 .
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ca

n 
ta

ke
 th

re
e 

di
ffe

re
nt

 fo
rm

s:
1.

O
pe

n 
C

om
pl

ai
nt

• 
Th

e 
co

m
pl

ai
na

nt
’s

 
id

en
tit

y 
w

ill 
be

 k
no

w
n 

by
 b

ot
h 

th
e 

C
om

m
is

si
on

 
an

d 
th

e 
se

rv
ic

e 
pr

ov
id

er
• 

Th
e 

C
om

m
is

si
on

 w
ill 

be
 a

bl
e 

to
 k

ee
p 

th
e 

co
m

pl
ai

na
nt

 in
fo

rm
ed

 
th

ro
ug

ho
ut

 th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s

• 
Th

e 
C

om
pl

ai
na

nt
 w

ill 
ha

ve
 re

vi
ew

 ri
gh

ts
 .

2.
 C

on
fid

en
tia

l C
om

pl
ai

nt
• 

Th
e 

co
m

pl
ai

na
nt

’s
 

id
en

tit
y 

w
ill 

on
ly

 
be

 k
no

w
n 

by
 th

e 
C

om
m

is
si

on
• 

Th
e 

C
om

m
is

si
on

 
w

ill 
“e

nd
ea

vo
ur

 n
ot

 
to

 d
is

cl
os

e”
 th

e 
co

m
pl

ai
na

nt
’s

 id
en

tit
y 

to
 th

e 
se

rv
ic

e 
pr

ov
id

er
 

th
ro

ug
ho

ut
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

U
po

n 
re

ce
iv

in
g 

a 
co

m
pl

ai
nt

, 
th

e 
C

om
m

is
si

on
 w

ill:
• 

G
at

he
r a

s 
m

uc
h 

in
fo

rm
at

io
n 

ab
ou

t t
he

 
co

m
pl

ai
nt

 a
s 

po
ss

ib
le

• 
Ex

pl
ai

n 
th

e 
co

m
pl

ai
nt

s 
re

so
lu

tio
n 

pr
oc

es
s 

to
 th

e 
co

m
pl

ai
na

nt
• 

As
se

ss
 th

e 
co

m
pl

ai
nt

 
an

d 
“lo

ok
 a

t t
he

 s
af

et
y,

 
di

gn
ity

, r
ig

ht
s 

an
d 

w
is

he
s 

of
 th

e 
pe

rs
on

 re
ce

iv
in

g 
ag

ed
 c

ar
e 

th
e 

qu
al

ity
 

of
 c

ar
e 

an
d 

se
rv

ic
es

 
be

in
g 

de
liv

er
ed

; a
nd

 
th

e 
se

rv
ic

e 
pr

ov
id

er
’s

 
re

sp
on

si
ve

ne
ss

 to
 th

e 
co

m
pl

ai
nt

”
Th

is
 a

ss
es

sm
en

t w
ill 

de
te

rm
in

e 
th

e 
ur

ge
nc

y 
of

 th
e 

co
m

pl
ai

nt
 a

nd
 th

e 
be

st
 w

ay
 

to
 p

ro
ce

ed
 to

 re
so

lv
e 

it .
Th

e 
C

om
m

is
si

on
 m

ay
 “a

ls
o:

• 
co

nt
ac

t t
he

 c
on

su
m

er
 (o

r 
th

ei
r r

ep
re

se
nt

at
iv

e)
 to

 
co

nfi
rm

 if
 th

ey
 w

is
h 

[th
e 

C
om

m
is

si
on

] t
o 

ex
am

in
e 

th
e 

co
nc

er
n 

or
 c

om
pl

ai
nt

• 
re

vi
ew

 b
as

ic
 in

fo
rm

at
io

n 
ab

ou
t t

he
 c

on
su

m
er

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

e 
C

om
m

is
si

on
 o

ut
lin

es
 th

e 
fo

llo
w

in
g 

po
ss

ib
le

 o
ut

co
m

es
:

• 
Ag

re
em

en
t: 

“T
he

 
co

m
pl

ai
na

nt
 a

nd
 th

e 
se

rv
ic

e 
pr

ov
id

er
 b

ot
h 

ag
re

e 
th

at
 th

e 
co

nc
er

ns
 h

av
e 

be
en

 a
dd

re
ss

ed
 a

nd
 th

e 
is

su
es

 re
so

lv
ed

 .”
• 

Ad
dr

es
se

d:
 T

he
 

C
om

m
is

si
on

 “i
s 

sa
tis

fie
d 

th
at

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
ha

s 
ad

dr
es

se
d 

th
e 

is
su

e .
”

• 
D

ire
ct

io
n 

is
su

ed
: T

he
 

C
om

m
is

si
on

 “b
el

ie
ve

[s
] 

th
e 

se
rv

ic
e 

pr
ov

id
er

 
is

 n
ot

 m
ee

tin
g 

th
ei

r 
re

sp
on

si
bi

lit
ie

s,
 [a

nd
] 

ca
n 

di
re

ct
 th

em
 to

 m
ak

e 
ch

an
ge

s .
 A

 d
ire

ct
io

n 
re

qu
ire

s 
th

e 
se

rv
ic

e 
pr

ov
id

er
 to

 d
em

on
st

ra
te

 
ho

w
 th

ey
 h

av
e 

m
et

 o
r w

ill 
m

ee
t t

he
ir 

re
sp

on
si

bi
lit

ie
s .

”
• 

R
ef

er
re

d 
fo

r c
om

pl
ia

nc
e 

ac
tio

n:
 T

he
 C

om
m

is
si

on
 

“c
an

 re
fe

r a
 m

at
te

r t
o 

th
e 

D
ep

ar
tm

en
t o

f H
ea

lth
 

to
 c

on
si

de
r c

om
pl

ia
nc

e 
ac

tio
n .

 T
hi

s 
m

ay
 b

e 
w

he
re

 
[th

e 
C

om
m

is
si

on
 is

] 
co

nc
er

ne
d 

th
e 

se
rv

ic
e

https://www.agedcarequality.gov.au/making-complaint/lodge-complaint
https://www.agedcarequality.gov.au/making-complaint/lodge-complaint


214 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
Ph

ys
ic

al
 e

nv
iro

nm
en

t
• 

Pe
rs

on
al

 p
ro

pe
rty

• 
M

ed
ic

at
io

n 
m

an
ag

em
en

t
• 

H
ea

lth
 a

nd
 p

er
so

na
l 

ca
re

• 
Fo

od
 a

nd
 c

at
er

in
g

• 
Ab

us
e

• 
C

on
su

lta
tio

n 
an

d 
co

m
m

un
ic

at
io

n
• 

C
ho

ic
e 

an
d 

di
gn

ity
• 

Fa
lls

 a
nd

 fa
lls

 
pr

ev
en

tio
n

• 
Pe

rs
on

ne
l a

nd
 s

ta
ff 

co
nd

uc
t

• 
Se

cu
rit

y 
of

 te
nu

re
• 

Fi
na

nc
ia

l
• 

O
th

er
In

 a
dd

iti
on

, t
he

 C
om

m
is

si
on

 
pr

ov
id

es
 th

e 
fo

llo
w

in
g 

ex
am

pl
es

 o
f c

om
m

on
 

co
m

pl
ai

nt
s 

it 
ca

n 
as

si
st

 
w

ith
:

• 
“h

ea
lth

 c
ar

e,
 fo

r 
ex

am
pl

e 
w

ou
nd

 c
ar

e,
 

m
ed

ic
at

io
n 

an
d 

ca
re

 
as

se
ss

m
en

t
• 

pe
rs

on
al

 c
ar

e 
as

si
st

an
ce

, f
or

 e
xa

m
pl

e 
sh

ow
er

in
g,

 d
is

pe
ns

in
g 

m
ed

ic
at

io
n,

 fe
ed

in
g 

an
d 

m
ob

ilit
y

• 
co

m
m

un
ic

at
io

n,
 

fo
r e

xa
m

pl
e 

ho
w

 
in

fo
rm

at
io

n 
is

 s
ha

re
d 

w
ith

 y
ou

 a
nd

 h
ow

 
yo

ur
 q

ue
st

io
ns

 a
re

 
re

sp
on

de
d 

to
, i

nc
lu

di
ng

 
co

m
pl

ai
nt

s

• 
Th

e 
C

om
m

is
si

on
 w

ill 
be

 a
bl

e 
to

 k
ee

p 
th

e 
co

m
pl

ai
na

nt
 in

fo
rm

ed
 

th
ro

ug
ho

ut
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s
• 

Th
e 

co
m

pl
ai

na
nt

 w
ill 

ha
ve

 re
vi

ew
 ri

gh
ts

 .
3.

 A
no

ny
m

ou
s 

C
om

pl
ai

nt
• 

N
ei

th
er

 th
e 

C
om

m
is

si
on

 
no

r t
he

 s
er

vi
ce

 
pr

ov
id

er
 w

ill 
kn

ow
 th

e 
co

m
pl

ai
na

nt
’s

 id
en

tit
y

• 
Th

e 
C

om
m

is
si

on
 w

ill 
no

t b
e 

ab
le

 to
 k

ee
p 

th
e 

co
m

pl
ai

na
nt

 
in

fo
rm

ed
 th

ro
ug

ho
ut

 th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s

• 
Th

e 
co

m
pl

ai
na

nt
 w

ill 
no

t 
ha

ve
 ri

gh
ts

 to
 re

vi
ew

 
th

e 
ou

tc
om

e 
of

 th
e 

co
m

pl
ai

nt
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

An
yo

ne
 c

an
 m

ak
e 

a 
co

m
pl

ai
nt

; t
he

y 
do

n’
t n

ee
d 

to
 b

e 
th

e 
vi

ct
im

-s
ur

vi
vo

r . 
W

he
re

 th
e 

vi
ct

im
-s

ur
vi

vo
r 

is
 n

ot
 th

e 
co

m
pl

ai
na

nt
, t

he
 

C
om

m
is

si
on

 m
ay

 s
til

l t
ak

e 
th

ei
r i

nt
er

es
ts

 in
to

 a
cc

ou
nt

 
by

 re
co

gn
is

in
g 

th
em

 a
s 

an
 

“o
th

er
 p

ar
ty

” s
ig

ni
fic

an
tly

 
im

pa
ct

ed
 b

y 
th

e 
m

at
te

r . 
In

 s
uc

h 
ca

se
s 

th
e 

vi
ct

im
-

su
rv

iv
or

 d
oe

s 
no

t h
av

e 
to

 
gi

ve
 c

on
se

nt
, h

ow
ev

er
 th

e 
co

m
pl

ai
na

nt
 is

 s
tro

ng
ly

 
en

co
ur

ag
ed

 to
 in

fo
rm

 th
e 

vi
ct

im
-s

ur
vi

vo
r t

ha
t t

he
y 

ar
e 

lo
dg

in
g 

a 
co

m
pl

ai
nt

 
th

at
 re

la
te

s 
to

 th
e 

vi
ct

im
-

su
rv

iv
or

 .

• 
un

de
rta

ke
 a

 m
or

e 
de

ta
ile

d 
re

vi
ew

 o
f t

he
 

se
rv

ic
e 

pr
ov

id
er

’s
 h

is
to

ry
• 

en
ga

ge
 w

ith
 re

le
va

nt
 

pe
op

le
, f

or
 e

xa
m

pl
e 

th
e 

la
un

dr
y 

st
aff

 if
 th

e 
co

m
pl

ai
nt

 is
 a

bo
ut

 
la

un
dr

y 
• 

re
vi

ew
 a

ny
 o

th
er

 
in

fo
rm

at
io

n 
th

at
 is

 
ne

ce
ss

ar
y 

an
d 

re
le

va
nt

 
to

 th
e 

co
m

pl
ai

nt
 .”

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

Th
e 

C
om

m
is

si
on

 n
ot

es
 

th
at

 u
nd

er
 th

e 
A

ge
d 

C
ar

e 
A

ct
 1

99
7,

 c
om

pu
ls

or
y 

re
po

rti
ng

 p
ro

vi
si

on
s 

ex
is

t 
fo

r p
eo

pl
e 

in
 re

si
de

nt
ia

l 
ag

ed
 c

ar
e 

ho
m

es
; r

eq
ui

rin
g 

ag
ed

 c
ar

e 
st

aff
 o

r s
er

vi
ce

 
pr

ov
id

er
s 

to
:

• 
“re

po
rt 

su
sp

ic
io

ns
 

or
 a

lle
ga

tio
ns

 o
f 

as
sa

ul
ts

 w
ith

in
 2

4 
ho

ur
s 

to
 lo

ca
l p

ol
ic

e 
an

d 
th

e 
D

ep
ar

tm
en

t o
f 

H
ea

lth
 . T

hi
s 

m
ay

 b
e 

un
re

as
on

ab
le

 u
se

 o
f 

fo
rc

e 
or

 u
nl

aw
fu

l s
ex

ua
l 

co
nt

ac
t .

• 
re

po
rt 

m
is

si
ng

 
re

si
de

nt
s 

to
 lo

ca
l p

ol
ic

e 
an

d 
w

ith
in

 2
4 

ho
ur

s 
to

 th
e 

D
ep

ar
tm

en
t 

of
 H

ea
lth

 in
 c

er
ta

in
 

ci
rc

um
st

an
ce

s .
”

pr
ov

id
er

 h
as

 n
ot

 c
om

pl
ie

d 
w

ith
, o

r i
s 

no
t c

om
pl

yi
ng

 
w

ith
, i

ts
 re

sp
on

si
bi

lit
ie

s 
or

 
ha

s 
fa

ile
d 

to
 c

om
pl

y 
w

ith
 

di
re

ct
io

ns
 .”

• 
N

o 
fu

rth
er

 a
ct

io
n:

 T
he

 
C

om
m

is
si

on
 “m

ay
 n

ot
 

ta
ke

 fu
rth

er
 a

ct
io

n 
if 

th
e 

m
at

te
r i

s 
su

bj
ec

t t
o 

le
ga

l 
pr

oc
ee

di
ng

s 
or

 a
 c

or
on

ia
l 

in
qu

iry
, o

r i
f t

he
 p

er
so

n 
re

ce
iv

in
g 

ca
re

 d
oe

s 
no

t w
an

t t
he

 c
om

pl
ai

nt
 

to
 b

e 
ex

am
in

ed
, o

r i
f 

ci
rc

um
st

an
ce

s 
do

 n
ot

 
w

ar
ra

nt
 fu

rth
er

 a
ct

io
n .

”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
ot

 s
pe

ci
fie

d 
on

 th
e 

w
eb

si
te

. 
H

ow
ev

er
, s

ee
 c

om
pl

ia
nc

e 
fra

m
ew

or
k 

fro
m

 p
re

vi
ou

s 
G

ui
de

lin
es

 .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

It 
is

 u
nc

le
ar

 w
he

th
er

 m
at

te
rs

 
co

nc
lu

di
ng

 in
 a

gr
ee

m
en

t, 
or

 
by

 b
ei

ng
 a

dd
re

ss
ed

 b
y 

th
e 

se
rv

ic
e 

pr
ov

id
er

, a
re

 fo
llo

w
ed

 
up

 .



215Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
st

aff
 ro

le
s,

 fo
r e

xa
m

pl
e 

ho
w

 th
ey

 d
o 

th
ei

r j
ob

 
an

d 
pr

ov
id

e 
ca

re
• 

liv
in

g 
en

vi
ro

nm
en

t, 
fo

r e
xa

m
pl

e 
sa

fe
ty

, 
se

cu
rit

y,
 a

nd
 c

le
an

in
g

• 
so

m
e 

fe
es

 a
nd

 c
ha

rg
es

 
in

 c
ar

e 
ag

re
em

en
ts

• 
ch

oi
ce

 a
nd

 p
re

fe
re

nc
es

, 
fo

r e
xa

m
pl

e 
sh

ow
er

in
g 

an
d 

m
ea

l a
rra

ng
em

en
ts

 
an

d 
ta

ilo
re

d 
ac

tiv
iti

es
 .”

Th
e 

C
om

m
is

si
on

 c
an

no
t d

o 
th

e 
fo

llo
w

in
g:

• 
“e

xa
m

in
e 

co
nc

er
ns

 
ab

ou
t a

n 
ag

ed
 c

ar
e 

se
rv

ic
e 

th
at

 is
n’

t f
un

de
d 

by
 th

e 
Au

st
ra

lia
n 

G
ov

er
nm

en
t

• 
ex

am
in

e 
co

nc
er

ns
 

th
at

 a
re

 n
ot

 re
la

te
d 

to
 

a 
se

rv
ic

e 
pr

ov
id

er
’s

 
re

sp
on

si
bi

lit
ie

s 
un

de
r 

th
e 

Ag
ed

 C
ar

e 
Ac

t 
19

97
 o

r t
he

ir 
fu

nd
in

g 
ag

re
em

en
t w

ith
 th

e 
Au

st
ra

lia
n 

G
ov

er
nm

en
t

• 
sa

y 
w

ho
 s

ho
ul

d 
m

ak
e 

fin
an

ci
al

, l
eg

al
 o

r h
ea

lth
 

de
ci

si
on

s 
on

 b
eh

al
f 

of
 s

om
eo

ne
 re

ce
iv

in
g 

ag
ed

 c
ar

e
• 

co
m

m
en

t o
n 

th
e 

se
rv

ic
e 

pr
ov

id
er

’s
 e

m
pl

oy
m

en
t 

ar
ra

ng
em

en
ts

 s
uc

h 
as

 
w

ag
es

 o
r e

m
pl

oy
m

en
t 

co
nd

iti
on

s

Th
e 

C
om

m
is

si
on

 s
ta

te
s 

th
at

 a
 p

er
so

n 
re

ce
iv

in
g 

ag
ed

 c
ar

e 
ha

s 
th

e 
fo

llo
w

in
g 

rig
ht

s:
• 

to
 “c

om
pl

ai
n 

w
ith

ou
t f

ea
r 

of
 re

tri
bu

tio
n

• 
yo

ur
 p

er
so

na
l p

riv
ac

y 
– 

by
 m

ak
in

g 
a 

co
m

pl
ai

nt
 

co
nfi

de
nt

ia
lly

 o
r 

an
on

ym
ou

sl
y

• 
be

 in
vo

lv
ed

 in
 d

ec
is

io
ns

 
th

at
 a

ffe
ct

 y
ou

• 
be

 tr
ea

te
d 

w
ith

 d
ig

ni
ty

 
an

d 
re

sp
ec

t
• 

be
 fr

ee
 fr

om
 

di
sc

rim
in

at
io

n
• 

go
od

 q
ua

lit
y 

ca
re

 th
at

 
m

ee
ts

 y
ou

r n
ee

ds
• 

fu
ll 

an
d 

eff
ec

tiv
e 

us
e 

of
 y

ou
r p

er
so

na
l, 

ci
vi

l, 
le

ga
l a

nd
 c

on
su

m
er

s 
rig

ht
s 

an
d;

 a
dv

oc
ac

y 
su

pp
or

t .”
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

Th
e 

C
om

m
is

si
on

 re
fe

rs
 

co
m

pl
ai

na
nt

s 
an

d/
or

 
pe

op
le

 re
ce

iv
in

g 
ag

ed
 

ca
re

 to
 th

e 
N

at
io

na
l A

ge
d 

C
ar

e 
Ad

vo
ca

cy
 s

er
vi

ce
 

pr
ov

id
ed

 b
y 

th
e 

Au
st

ra
lia

n 
G

ov
er

nm
en

t .
Th

e 
C

om
m

is
si

on
 a

ls
o 

off
er

s 
to

 a
ss

is
t c

om
pl

ai
na

nt
s 

to
 

ac
ce

ss
 a

dv
oc

ac
y 

su
pp

or
t 

du
rin

g 
th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s .
It 

do
es

 n
ot

 s
pe

ci
fy

 th
e 

ro
le

 
of

 la
w

ye
rs

 .

Th
e 

C
om

m
is

si
on

’s
 o

nl
in

e 
co

m
pl

ai
nt

s 
fo

rm
 a

ls
o 

st
at

es
 th

at
 w

he
re

 a
 m

at
te

r 
“in

vo
lv

es
 a

 s
er

io
us

 is
su

e 
aff

ec
tin

g 
th

e 
sa

fe
ty

, h
ea

lth
 

or
 w

el
lb

ei
ng

 o
f a

 p
er

so
n 

re
ce

iv
in

g 
ag

ed
 c

ar
e,

 o
r i

f i
t 

re
la

te
s 

to
 th

e 
co

m
m

is
si

on
 

of
 a

 s
er

io
us

 o
ffe

nc
e”

, t
he

y 
“m

ay
 b

e 
ob

lig
ed

 to
 re

fe
r 

re
le

va
nt

 m
at

er
ia

l t
o 

th
e 

ap
pr

op
ria

te
 e

xt
er

na
l a

ge
nc

y,
 

in
cl

ud
in

g 
ap

pr
op

ria
te

 h
ea

lth
 

pr
of

es
si

on
al

 re
gu

la
to

ry
 

bo
di

es
 a

nd
 th

e 
po

lic
e .

”
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

is
 is

 n
ot

 s
pe

ci
fie

d 
on

 th
e 

C
om

m
is

si
on

’s
 w

eb
si

te
. 

H
ow

ev
er

, t
he

 p
re

vi
ou

s 
G

ui
de

lin
es

 fo
r t

he
 A

ge
d 

C
ar

e 
C

om
pl

ai
nt

s 
Sc

he
m

e 
(c

ur
re

nt
ly

 u
nd

er
 re

vi
ew

), 
st

ip
ul

at
e 

th
at

 th
e 

re
la

tio
ns

hi
p 

ca
n 

va
ry

 fr
om

 a
ct

in
g 

in
 a

 
su

pp
or

t r
ol

e,
 to

 o
ne

 o
f a

ct
iv

e 
in

ve
st

ig
at

io
n.

 S
pe

ci
fic

al
ly,

 it
 

st
at

ed
:

“T
he

 S
ch

em
e’

s 
re

so
lu

tio
n 

ap
pr

oa
ch

es
 ra

ng
e 

fro
m

 
su

pp
or

tin
g 

th
e 

co
m

pl
ai

na
nt

 
to

 re
so

lv
e 

th
ei

r c
on

ce
rn

s 
w

ith
 th

e 
se

rv
ic

e 
pr

ov
id

er
, 

th
ro

ug
h 

to
 o

ffi
ce

rs
 

in
ve

st
ig

at
in

g 
th

e 
co

m
pl

ai
nt

 . 

H
ow

ev
er

, f
or

 m
at

te
rs

 w
he

re
 

di
re

ct
io

ns
 a

re
 is

su
ed

 o
r f

ur
th

er
 

co
m

pl
ia

nc
e 

ac
tio

ns
 a

re
 ta

ke
n,

 
th

e 
C

om
m

is
si

on
 a

nd
/o

r t
he

 
C

om
m

on
w

ea
lth

 D
ep

ar
tm

en
t o

f 
H

ea
lth

 “m
on

ito
r t

he
 d

ire
ct

io
n 

to
 e

ns
ur

e 
th

e 
se

rv
ic

e 
pr

ov
id

er
 

im
pl

em
en

ts
 th

e 
ac

tio
ns

 th
ey

 
or

 [t
he

 C
om

m
is

si
on

] h
av

e 
ou

tli
ne

d .
” 

If 
[th

e 
C

om
m

is
si

on
] a

re
 

co
nc

er
ne

d 
th

e 
se

rv
ic

e 
pr

ov
id

er
 h

as
 n

ot
 c

om
pl

ie
d 

w
ith

 o
r i

s 
no

t c
om

pl
yi

ng
 w

ith
 

its
 re

sp
on

si
bi

lit
ie

s,
 in

cl
ud

in
g 

w
he

re
 th

e 
se

rv
ic

e 
pr

ov
id

er
 

ha
s 

fa
ile

d 
to

 c
om

pl
y 

w
ith

 
di

re
ct

io
ns

, [
th

e 
C

om
m

is
si

on
] 

m
ay

 g
iv

e 
co

ns
id

er
at

io
n 

to
 

co
m

m
en

ci
ng

 c
om

pl
ia

nc
e 

ac
tio

n .
”

C
om

pl
ia

nc
e 

ac
tio

n 
m

ay
 

in
vo

lv
e 

pu
bl

is
hi

ng
 th

e 
na

m
e 

an
d 

de
ta

ils
 o

f t
he

 s
er

vi
ce

 
pr

ov
id

er
 o

n 
a 

no
n-

co
m

pl
ia

nc
e 

re
gi

st
er

 w
hi

ch
 is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fo
r 1

 m
on

th
, b

ef
or

e 
be

in
g 

m
ov

ed
 to

 th
e 

ar
ch

iv
es

 .
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

H
ow

ev
er

, t
he

 p
re

vi
ou

s 
G

ui
de

lin
es

 s
ta

te
d:



216 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
pr

ov
id

e 
le

ga
l a

dv
ic

e
• 

as
k 

se
rv

ic
e 

pr
ov

id
er

s 
to

 te
rm

in
at

e 
so

m
eo

ne
’s

 
em

pl
oy

m
en

t
• 

in
ve

st
ig

at
e 

th
e 

ca
us

e 
of

 
de

at
h;

 th
is

 is
 th

e 
ro

le
 o

f 
th

e 
co

ro
ne

r
• 

al
w

ay
s 

de
te

rm
in

e 
w

he
th

er
 o

r n
ot

 a
 

sp
ec

ifi
c 

ev
en

t o
cc

ur
re

d,
 

es
pe

ci
al

ly
 if

 w
e 

re
ce

iv
e 

co
nfl

ic
tin

g 
ac

co
un

ts
 o

f 
th

e 
ev

en
t

• 
pr

ov
id

e 
cl

in
ic

al
 a

dv
ic

e 
ab

ou
t w

ha
t t

re
at

m
en

t a
 

pe
rs

on
 s

ho
ul

d 
re

ce
iv

e .
”

Th
e 

C
om

m
is

si
on

 a
ls

o 
no

te
s 

th
at

 it
 m

ay
 n

ot
 b

e 
ab

le
 

to
 c

on
si

de
r a

n 
is

su
e 

th
at

 
fa

lls
 w

ith
in

 it
s 

re
m

it 
if,

 fo
r 

ex
am

pl
e,

 it
 is

 th
e 

su
bj

ec
t 

of
 le

ga
l p

ro
ce

ed
in

gs
 o

r 
a 

co
ro

ni
al

 in
qu

iry
 . I

t a
ls

o 
st

at
es

 th
at

 th
ey

 m
ay

 n
ot

 
be

 a
bl

e 
to

 ta
ke

 a
ct

io
n 

in
 a

 m
at

te
r w

he
re

 “t
he

 
pe

rs
on

 re
ce

iv
in

g 
ca

re
 d

oe
s 

no
t w

an
t t

he
 c

om
pl

ai
nt

 
ex

am
in

ed
 .”

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

N
o 

ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

 a
re

 e
xp

lic
itl

y 
st

at
ed

, h
ow

ev
er

 th
e 

C
om

m
is

si
on

 s
ta

te
s 

th
at

 it
 

w
ill 

ac
ce

pt
 a

nd
 c

on
si

de
r 

an
y 

ev
id

en
ce

 g
iv

en
 to

 it
 b

y 
th

e 
co

m
pl

ai
na

nt
 o

r s
er

vi
ce

 
pr

ov
id

er
 . T

hi
s 

m
ay

W
he

re
 n

ec
es

sa
ry

, t
he

 
Sc

he
m

e 
ha

s 
th

e 
po

w
er

 to
 

di
re

ct
 a

 s
er

vi
ce

 p
ro

vi
de

r 
to

 d
em

on
st

ra
te

 th
at

 it
 is

 
m

ee
tin

g 
its

 re
sp

on
si

bi
lit

ie
s 

un
de

r t
he

 A
ct

 o
r, 

if 
th

e 
co

nc
er

ns
 a

re
 p

ar
tic

ul
ar

ly
 

se
rio

us
, t

o 
re

fe
r t

he
 

in
fo

rm
at

io
n 

fo
r c

om
pl

ia
nc

e 
ac

tio
n .

”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
A 

ra
ng

e 
of

 d
iff

er
en

t 
ap

pr
oa

ch
es

 c
an

 b
e 

us
ed

, 
w

ith
 th

e 
fo

cu
s 

be
in

g 
“th

e 
be

st
 o

ut
co

m
e 

fo
r t

he
 p

er
so

n 
re

ce
iv

in
g 

ag
ed

 c
ar

e,
 a

s 
qu

ic
kl

y 
as

 p
os

si
bl

e .
” T

he
se

 
ap

pr
oa

ch
es

 in
cl

ud
e:

• 
Ea

rly
 re

so
lu

tio
n:

 W
he

re
 

th
e 

C
om

m
is

si
on

 h
el

ps
 

th
e 

co
m

pl
ai

na
nt

 to
 

m
an

ag
e 

th
e 

co
m

pl
ai

nt
 . 

Th
is

 m
ay

 in
vo

lv
e 

lia
is

in
g 

w
ith

 th
e 

re
le

va
nt

 
se

rv
ic

e 
pr

ov
id

er
 o

n 
th

e 
co

m
pl

ai
na

nt
’s

 b
eh

al
f, 

ad
vi

si
ng

 b
ot

h 
pa

rti
es

 a
s 

to
 th

ei
r r

es
pe

ct
iv

e 
rig

ht
s 

an
d 

re
sp

on
si

bi
lit

ie
s,

 
an

d 
ar

ra
ng

in
g 

ad
vo

ca
cy

 
su

pp
or

t f
or

 th
e 

co
m

pl
ai

na
nt

 .
• 

Se
rv

ic
e 

pr
ov

id
er

 
re

so
lu

tio
n:

 T
he

 
C

om
m

is
si

on
 c

an
 re

qu
es

t 
th

at
 th

e 
se

rv
ic

e 
pr

ov
id

er
 

“e
xa

m
in

e 
th

e 
co

nc
er

n 
w

ith
in

 a
 s

et
 ti

m
ef

ra
m

e”
, 

w
ith

 th
e 

ai
m

 o
f t

he
 

co
m

pl
ai

nt
 b

ei
ng

 re
so

lv
ed

 
be

tw
ee

n 
th

e 
tw

o 
pa

rti
es

 
as

 q
ui

ck
ly

 a
s 

po
ss

ib
le

 .

“S
ec

tio
n 

96
-2

(1
) o

f t
he

 A
ct

 
pr

ov
id

es
 th

at
 th

e 
Se

cr
et

ar
y 

m
ay

, i
n 

w
rit

in
g,

 d
el

eg
at

e 
to

 a
n 

offi
ce

r o
f t

he
 d

ep
ar

tm
en

t o
r t

o 
th

e 
Ag

ed
 C

ar
e 

C
om

m
is

si
on

er
 

(A
C

C
) a

ll 
or

 a
ny

 o
f t

he
 p

ow
er

s 
of

 th
e 

Se
cr

et
ar

y 
un

de
r t

he
 

Ac
t, 

th
e 

re
gu

la
tio

ns
 o

r a
ny

 
pr

in
ci

pl
es

 m
ad

e 
un

de
r S

ec
tio

n 
96

 .1
 . P

ow
er

s 
th

at
 a

ut
ho

ris
ed

 
offi

ce
rs

 h
av

e 
in

cl
ud

e:
• 

m
on

ito
rin

g 
po

w
er

s
• 

th
e 

po
w

er
 to

 e
nt

er
 

pr
em

is
es

 w
ith

 a
n 

oc
cu

pi
er

’s
 c

on
se

nt
• 

th
e 

po
w

er
 to

 a
sk

 p
eo

pl
e 

to
 

an
sw

er
 q

ue
st

io
ns

, a
nd

 th
e 

po
w

er
 to

 a
sk

 th
e 

oc
cu

pi
er

 
of

 p
re

m
is

es
 to

 a
ss

is
t .”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Fo

r a
ll 

po
ss

ib
le

 re
so

lu
tio

n 
op

tio
ns

, t
he

 C
om

m
is

si
on

 
pr

ov
id

es
 w

rit
te

n 
fe

ed
ba

ck
 to

 
bo

th
 p

ar
tie

s,
 th

at
 “o

ut
lin

es
 th

e 
is

su
es

, p
ro

ce
ss

, i
nf

or
m

at
io

n 
us

ed
 to

 c
om

e 
to

 [t
he

ir]
 

de
ci

si
on

, a
nd

 th
e 

ou
tc

om
e .

”
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
“O

nc
e 

a 
co

m
pl

ai
nt

 is
 fi

na
lis

ed
 

by
 th

e 
C

om
m

is
si

on
,



217Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

in
cl

ud
e:

 “c
or

re
sp

on
de

nc
e,

 
do

cu
m

en
ts

, p
ol

ic
ie

s,
 

nu
rs

in
g 

fil
es

 a
nd

 
ph

ot
og

ra
ph

s .
” A

ny
 p

ho
to

s 
pr

ov
id

ed
 w

ill 
ne

ed
 to

 b
e 

do
ne

 s
o 

w
ith

 th
e 

co
ns

en
t o

f 
th

e 
pe

rs
on

 in
 th

e 
ph

ot
o .

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

, 
th

e 
C

om
m

is
si

on
 s

ta
te

s 
th

at
 

w
he

re
 a

 c
om

pl
ai

nt
 is

 m
ad

e 
by

 s
om

eo
ne

 o
th

er
 th

an
 th

e 
pe

rs
on

 in
 a

ge
d 

ca
re

, “
th

e 
pe

rs
on

 re
ce

iv
in

g 
ag

ed
 c

ar
e 

ha
s 

a 
rig

ht
 to

 k
no

w
 a

nd
 a

 
rig

ht
 to

 b
e 

in
vo

lv
ed

 .”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

• 
C

on
ci

lia
tio

n:
 T

he
 

C
om

m
is

si
on

 ta
ke

s 
a 

m
or

e 
ac

tiv
e 

ro
le

 in
 

fa
ci

lit
at

in
g 

di
sc

us
si

on
s 

be
tw

ee
n 

th
e 

co
m

pl
ai

na
nt

 
an

d 
se

rv
ic

e 
pr

ov
id

er
 in

 
an

 a
tte

m
pt

 to
 re

so
lv

e 
an

y 
co

nc
er

ns
 . T

hi
s 

co
ul

d 
ta

ke
 th

e 
fo

rm
 o

f f
or

m
al

 
an

d 
in

fo
rm

al
 d

is
cu

ss
io

ns
 

ov
er

 th
e 

ph
on

e 
or

 in
 

pe
rs

on
 . I

n 
th

is
 o

pt
io

n,
 th

e 
C

om
m

is
si

on
 d

oc
um

en
ts

 
th

e 
pr

oc
es

s 
an

d 
bo

th
 

pa
rti

es
 a

re
 p

ro
vi

de
d 

w
ith

 
w

rit
te

n 
fe

ed
ba

ck
 o

n 
th

e 
m

at
te

r .
• 

In
ve

st
ig

at
io

n:
 T

he
 

C
om

m
is

si
on

 a
ct

iv
el

y 
in

ve
st

ig
at

es
 a

 c
om

pl
ai

nt
 . 

In
ve

st
ig

at
io

ns
 m

ay
 

ra
ng

e 
fro

m
 “s

im
pl

e”
 to

 
“c

om
pl

ex
”, 

fo
r e

xa
m

pl
e 

in
vo

lv
in

g 
th

e 
co

lle
ct

io
n 

of
 

do
cu

m
en

ts
/in

fo
rm

at
io

n 
th

ro
ug

h 
to

 c
on

du
ct

in
g 

si
te

 v
is

its
, “

an
al

ys
in

g 
re

co
rd

s 
an

d 
co

nd
uc

tin
g 

in
te

rv
ie

w
s .

” W
rit

te
n 

fe
ed

ba
ck

 is
 p

ro
vi

de
d 

to
 

bo
th

 p
ar

tie
s 

th
ro

ug
ho

ut
 

th
e 

in
ve

st
ig

at
io

n 
pr

oc
es

s 
an

d 
w

he
n 

th
e 

in
ve

st
ig

at
io

n 
ha

s 
co

nc
lu

de
d 

to
 a

dv
is

e 
of

 
th

e 
ou

tc
om

e .

co
m

pl
ai

na
nt

s 
an

d 
se

rv
ic

e 
pr

ov
id

er
s 

ha
ve

 re
vi

ew
 ri

gh
ts

 if
 

th
ey

 a
re

 n
ot

 s
at

is
fie

d 
w

ith
 th

e 
ou

tc
om

e .
• 

C
om

pl
ai

na
nt

s 
ca

n 
se

ek
 re

vi
ew

 b
y 

th
e 

C
om

m
is

si
on

er
 a

bo
ut

 
a 

de
ci

si
on

 to
 ta

ke
 n

o 
fu

rth
er

 a
ct

io
n 

or
 to

 e
nd

 a
 

re
so

lu
tio

n 
pr

oc
es

s
• 

Se
rv

ic
e 

pr
ov

id
er

s 
ca

n 
se

ek
 

re
vi

ew
 a

bo
ut

 a
 d

ec
is

io
n 

to
 

en
d 

a 
re

so
lu

tio
n 

pr
oc

es
s”

D
ec

is
io

ns
 c

an
 o

nl
y 

be
 

re
vi

ew
ed

 a
fte

r t
he

 in
iti

al
 

co
m

pl
ai

nt
s 

pr
oc

es
s 

ha
s 

be
en

 
fin

al
is

ed
. A

 p
ar

ty
 s

ee
ki

ng
 

a 
re

vi
ew

 m
us

t s
ub

m
it 

an
 

ap
pl

ic
at

io
n 

w
ith

in
 4

2 
da

ys
 o

f 
re

ce
iv

in
g 

th
ei

r l
et

te
r o

ut
lin

in
g 

th
e 

in
iti

al
 d

ec
is

io
n,

 a
nd

 
m

us
t s

ta
te

 th
e 

re
as

on
s 

th
ey

 
ar

e 
se

ek
in

g 
a 

re
vi

ew
 . T

he
 

ap
pl

ic
at

io
n 

ca
n 

be
 m

ad
e 

by
 

ph
on

e,
 e

m
ai

l o
r p

os
t .

“A
 re

vi
ew

 o
ffi

ce
r w

ho
 w

as
 

no
t i

nv
ol

ve
d 

in
 h

an
dl

in
g 

th
e 

or
ig

in
al

 c
om

pl
ai

nt
 w

ill 
co

ns
id

er
 [t

he
] r

eq
ue

st
. [

Th
e 

C
om

m
is

si
on

] w
ill 

in
iti

al
ly

 
re

vi
ew

 th
e 

or
ig

in
al

 d
ec

is
io

n 
to

 s
ee

 if
 it

 w
as

 ri
gh

t . 
If 

[th
e 

C
om

m
is

si
on

] t
hi

nk
[s

] t
he

 
de

ci
si

on
 m

ay
 h

av
e 

be
en

 
w

ro
ng

, 



218 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
M

ed
ia

tio
n:

 W
he

re
 a

 
“s

us
ta

in
ab

le
 o

ut
co

m
e”

 is
 

no
t a

bl
e 

to
 b

e 
ac

hi
ev

ed
, 

th
e 

C
om

m
is

si
on

 m
ay

 
en

co
ur

ag
e 

th
e 

pa
rti

es
 

to
 e

ng
ag

e 
in

 m
ed

ia
tio

n .
 

Th
is

 in
cu

rs
 a

 c
os

t, 
w

hi
ch

 
m

us
t b

e 
di

sc
us

se
d 

by
 

th
e 

pa
rti

es
 in

vo
lv

ed
 .

Th
e 

pr
ev

io
us

 G
ui

de
lin

es
 fo

r 
th

e 
Ag

ed
 C

ar
e 

C
om

pl
ai

nt
s 

Sc
he

m
e 

(c
ur

re
nt

ly
 u

nd
er

 
re

vi
ew

), 
st

at
ed

: “
Th

e 
Sc

he
m

e 
fo

cu
se

s 
on

 
re

so
lu

tio
n 

an
d 

pr
om

ot
io

n 
of

 q
ua

lit
y 

im
pr

ov
em

en
t a

nd
 

en
fo

rc
em

en
t w

he
re

 re
qu

ire
d .

 
Th

e 
co

m
pl

ai
nt

s 
fra

m
ew

or
k 

pr
ov

id
es

 fo
r t

he
 p

ro
te

ct
io

n 
of

 
ca

re
 re

ci
pi

en
ts

 th
ro

ug
h 

th
e 

re
so

lu
tio

n 
of

 c
om

pl
ai

nt
s 

in
 

a 
m

an
ne

r t
ha

t i
s 

co
ns

is
te

nt
 

w
ith

 g
oo

d 
pr

ac
tic

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t . 
Th

e 
fra

m
ew

or
k 

ai
m

s 
to

 
re

so
lv

e 
th

e 
is

su
e/

s 
in

 a
 

co
m

pl
ai

nt
 in

 a
 m

an
ne

r 
th

at
 w

ill 
ac

hi
ev

e 
th

e 
m

os
t 

tim
el

y,
 p

ro
po

rti
on

at
e 

an
d 

ap
pr

op
ria

te
 o

ut
co

m
e 

fo
r 

th
e 

ca
re

 re
ci

pi
en

t . 
Th

e 
Sc

he
m

e 
w

ill 
re

fe
r m

at
te

rs
 

fo
r c

om
pl

ia
nc

e 
ac

tio
n 

w
he

re
 

th
er

e 
ar

e 
se

rio
us

 c
on

ce
rn

s 
re

ga
rd

in
g 

th
e 

sa
fe

ty
, h

ea
lth

 
an

d 
w

el
lb

ei
ng

 o
f c

ar
e 

re
ci

pi
en

ts
 .”

[th
ey

] w
ill 

w
or

k 
w

ith
 b

ot
h 

pa
rti

es
 to

 th
e 

co
m

pl
ai

nt
 to

 
co

m
pl

et
e 

a 
ne

w
 re

so
lu

tio
n 

pr
oc

es
s.

 If
 [t

he
y]

 th
in

k 
th

e 
de

ci
si

on
 w

as
 ri

gh
t, 

[th
ey

] w
ill 

no
t r

e-
op

en
 [t

he
] c

om
pl

ai
nt

. 
[T

he
 c

om
pl

ai
na

nt
] w

ill 
be

 
ad

vi
se

d 
of

 th
e 

ou
tc

om
e 

ei
th

er
 

w
ay

. [
Th

e 
C

om
m

is
si

on
] c

an
 

re
vi

ew
 a

 d
ec

is
io

n 
on

ly
 o

nc
e .

”
If 

a 
pa

rty
 is

 n
ot

 s
at

is
fie

d 
af

te
r 

a 
re

vi
ew

 h
as

 b
ee

n 
co

m
pl

et
ed

, 
th

ey
 a

re
 e

nc
ou

ra
ge

d 
to

 
co

nt
ac

t t
he

 C
om

m
on

w
ea

lth
 

O
m

bu
ds

m
an

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

C
om

m
is

si
on

 n
ot

es
 

th
at

 u
nd

er
 th

e 
A

ge
d 

C
ar

e 
A

ct
 1

99
7,

 c
om

pu
ls

or
y 

re
po

rti
ng

 p
ro

vi
si

on
s 

ex
is

t f
or

 
pe

op
le

 in
 re

si
de

nt
ia

l a
ge

d 
ca

re
 

ho
m

es
; r

eq
ui

rin
g 

ag
ed

 c
ar

e 
st

aff
 o

r s
er

vi
ce

 p
ro

vi
de

rs
 to

:
• 

“re
po

rt 
su

sp
ic

io
ns

 o
r 

al
le

ga
tio

ns
 o

f a
ss

au
lts

 
w

ith
in

 2
4 

ho
ur

s 
to

 lo
ca

l 
po

lic
e 

an
d 

th
e 

D
ep

ar
tm

en
t 

of
 H

ea
lth

 . T
hi

s 
m

ay
 b

e 
un

re
as

on
ab

le
 u

se
 o

f f
or

ce
 

or
 u

nl
aw

fu
l s

ex
ua

l c
on

ta
ct

 .



219Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
“T

he
 c

om
pl

ai
na

nt
 a

nd
 

ap
pr

ov
ed

 p
ro

vi
de

r 
ha

ve
 b

ot
h 

in
te

rn
al

 a
nd

 
ex

te
rn

al
 e

xa
m

in
at

io
n 

an
d 

re
co

ns
id

er
at

io
n 

rig
ht

s .
”

In
te

rn
al

 e
xa

m
in

at
io

n 
an

d 
re

co
ns

id
er

at
io

n 
rig

ht
s:

“A
t a

ny
 ti

m
e 

th
ro

ug
ho

ut
 th

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
pr

oc
es

s,
 th

e 
co

m
pl

ai
na

nt
 

an
d 

ap
pr

ov
ed

 p
ro

vi
de

r 
ca

n 
ra

is
e 

co
nc

er
ns

 a
bo

ut
 

th
e 

pr
oc

es
s 

an
d 

th
es

e 
w

ill 
be

 ta
ke

n 
in

to
 a

cc
ou

nt
 b

y 
th

e 
Sc

he
m

e .
 In

 a
dd

iti
on

, 
on

ce
 a

 d
ec

is
io

n 
ha

s 
be

en
 

m
ad

e,
 th

e 
pa

rti
es

 in
vo

lv
ed

 
in

 th
e 

co
m

pl
ai

nt
 c

an
 a

sk
 

fo
r a

n 
ex

am
in

at
io

n 
an

d 
re

co
ns

id
er

at
io

n 
to

 b
e 

ca
rri

ed
 

ou
t . 

“
E

xt
er

na
l e

xa
m

in
at

io
n 

an
d 

re
co

ns
id

er
at

io
n 

rig
ht

s:
 

“If
 e

ith
er

 th
e 

co
m

pl
ai

na
nt

 
or

 a
pp

ro
ve

d 
pr

ov
id

er
 

is
 d

is
sa

tis
fie

d 
w

ith
 th

e 
Sc

he
m

e’
s 

pr
oc

es
se

s 
an

d/
or

 
de

ci
si

on
s 

th
ey

 c
an

 re
qu

es
t 

th
at

 th
e 

AC
C

 re
vi

ew
 th

es
e 

pr
oc

es
se

s 
an

d/
or

 d
ec

is
io

ns
 

re
ga

rd
in

g 
co

m
pl

ai
nt

s 
m

ad
e 

ab
ou

t s
er

vi
ce

s 
co

ve
re

d 
un

de
r t

he
 A

ct
 .”

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 .

• 
re

po
rt 

m
is

si
ng

 re
si

de
nt

s 
to

 
lo

ca
l p

ol
ic

e 
an

d 
w

ith
in

 2
4 

ho
ur

s 
to

 th
e 

D
ep

ar
tm

en
t 

of
 H

ea
lth

 in
 c

er
ta

in
 

ci
rc

um
st

an
ce

s .
”

Th
e 

C
om

m
is

si
on

’s
 o

nl
in

e 
co

m
pl

ai
nt

s 
fo

rm
 a

ls
o 

st
at

es
 

th
at

 w
he

re
 a

 m
at

te
r “

in
vo

lv
es

 
a 

se
rio

us
 is

su
e 

aff
ec

tin
g 

th
e 

sa
fe

ty
, h

ea
lth

 o
r w

el
lb

ei
ng

 
of

 a
 p

er
so

n 
re

ce
iv

in
g 

ag
ed

 
ca

re
, o

r i
f i

t r
el

at
es

 to
 th

e 
co

m
m

is
si

on
 o

f a
 s

er
io

us
 

off
en

ce
”, 

th
ey

 “m
ay

 b
e 

ob
lig

ed
 

to
 re

fe
r r

el
ev

an
t m

at
er

ia
l t

o 
th

e 
ap

pr
op

ria
te

 e
xt

er
na

l a
ge

nc
y,

 
in

cl
ud

in
g 

ap
pr

op
ria

te
 h

ea
lth

 
pr

of
es

si
on

al
 re

gu
la

to
ry

 b
od

ie
s 

an
d 

th
e 

po
lic

e .
”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
om

pl
ai

na
nt

s 
ca

n 
ch

oo
se

 to
 

re
m

ai
n 

an
on

ym
ou

s 
or

 u
se

 
a 

ps
eu

do
ny

m
 w

he
n 

lo
dg

in
g 

th
ei

r c
om

pl
ai

nt
 . H

ow
ev

er
, 

in
 s

om
e 

ca
se

s 
th

is
 m

ay
 n

ot
 

be
 p

os
si

bl
e 

or
 p

ra
ct

ic
al

 –
 fo

r 
ex

am
pl

e,
 th

e 
C

om
m

is
si

on
 

m
ay

 “b
e 

le
ga

lly
 re

qu
ire

d 
to

 
de

al
 w

ith
 [t

he
 c

om
pl

ai
na

nt
] 

in
 a

n 
id

en
tifi

ed
 fo

rm
,” 

su
ch

 
as

 w
he

n 
a 

re
so

lu
tio

n 
is

 n
ot

 
po

ss
ib

le
 w

ith
ou

t k
no

w
in

g 
a 

co
m

pl
ai

na
nt

’s
 n

am
e.



220 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

Th
e 

C
om

m
is

si
on

 re
fe

rs
 

to
 “o

th
er

 p
ar

tie
s”

 a
s 

th
os

e 
pa

rti
es

 o
th

er
 th

an
 th

e 
co

m
pl

ai
na

nt
 a

nd
 s

er
vi

ce
 

pr
ov

id
er

, w
ho

 m
ay

 h
av

e 
an

 
in

te
re

st
 in

 a
 p

ar
tic

ul
ar

 m
at

te
r 

an
d 

w
ho

 th
e 

C
om

m
is

si
on

 
m

ay
 “c

on
su

lt 
w

ith
 a

nd
 

ke
ep

 in
fo

rm
ed

 a
bo

ut
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s”
 . 

Ex
am

pl
es

 m
ay

 in
cl

ud
e:

• 
“th

e 
pe

rs
on

 re
ce

iv
in

g 
ag

ed
 c

ar
e

• 
an

 a
dv

oc
at

e 
no

m
in

at
ed

 
by

 th
e 

pe
rs

on
 re

ce
iv

in
g 

ag
ed

 c
ar

e
• 

a 
le

ga
lly

 a
pp

oi
nt

ed
 

re
pr

es
en

ta
tiv

e 
of

 th
e 

pe
rs

on
 re

ce
iv

in
g 

ag
ed

 
ca

re
• 

a 
pe

rs
on

 w
ith

 a
 

si
gn

ifi
ca

nt
 re

la
tio

ns
hi

p 
to

 th
e 

pe
rs

on
 re

ce
iv

in
g 

ag
ed

 c
ar

e 
(s

uc
h 

as
 a

 
pa

rtn
er

 o
r c

lo
se

 re
la

tiv
e)

• 
or

ga
ni

sa
tio

ns
 s

uc
h 

as
 

po
lic

e 
an

d 
ho

sp
ita

ls
 .”

“O
th

er
 p

ar
tie

s”
 d

o 
no

t h
av

e 
re

vi
ew

 ri
gh

ts
, a

nd
 a

re
 n

ot
 

en
tit

le
d 

to
 re

ce
iv

e 
fe

ed
ba

ck
 

on
 th

e 
pr

og
re

ss
 o

f t
he

 
co

m
pl

ai
nt

 .

Th
e 

C
om

m
is

si
on

 m
ay

 d
is

cl
os

e 
a 

co
m

pl
ai

na
nt

’s
 p

er
so

na
l 

in
fo

rm
at

io
n 

to
 th

ird
 p

ar
tie

s 
“fo

r 
th

e 
pu

rp
os

es
 o

f c
ar

ry
in

g 
ou

t 
on

e 
or

 m
or

e 
of

 o
ur

 s
ta

tu
to

ry
 

fu
nc

tio
ns

 o
r a

ct
iv

iti
es

”, 
or

 fo
r “

re
fe

rra
l t

o 
an

ot
he

r 
or

ga
ni

sa
tio

n 
th

at
 m

on
ito

rs
 

he
al

th
 a

nd
 a

ge
d 

ca
re

 q
ua

lit
y 

an
d 

pr
of

es
si

on
al

 s
ta

nd
ar

ds
, 

su
ch

 a
s 

th
e 

Au
st

ra
lia

n 
H

ea
lth

 
Pr

ac
tit

io
ne

r R
eg

ul
at

io
n 

Ag
en

cy
, t

he
 D

ep
ar

tm
en

t o
f 

H
ea

lth
, s

ta
te

 c
or

on
er

s 
an

d 
he

al
th

 c
om

pl
ai

nt
s 

en
tit

ie
s .

”
Th

e 
C

om
m

is
si

on
 w

ill 
“e

ns
ur

e 
th

at
 a

ny
 re

qu
es

t [
th

e 
co

m
pl

ai
na

nt
] m

ak
e[

s]
 fo

r 
co

nfi
de

nt
ia

lit
y 

is
 c

om
pl

ie
d 

w
ith

 
un

le
ss

 d
oi

ng
 s

o 
w

ill,
 o

r i
s 

lik
el

y 
to

, p
la

ce
 th

e 
sa

fe
ty

, h
ea

lth
 o

r 
w

el
l-b

ei
ng

 o
f a

ny
 p

er
so

n 
at

 
ris

k .
”

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
It 

ap
pe

ar
s 

on
ly

 if
 a

 n
on

-
co

m
pl

ia
nc

e 
or

de
r a

ris
es

 o
ut

 o
f 

a 
fa

ile
d 

di
re

ct
io

n,
 th

at
 it

 w
ou

ld
 

ap
pe

ar
 o

n 
th

e 
re

gi
st

er
 .

Th
e 

pr
ev

io
us

 G
ui

de
lin

es
 

st
at

ed
:

“In
fo

rm
at

io
n 

on
 th

e 
Sc

he
m

e’
s 

co
m

pl
ai

nt
s 

ac
tiv

ity
 c

an
 b

e 
fo

un
d 

in
 th

e 
an

nu
al

 ‘R
ep

or
t 

on
 th

e



221Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

“H
ow

ev
er

, t
he

 
C

om
m

is
si

on
 h

as
 d

is
cr

et
io

n 
to

 g
iv

e 
fe

ed
ba

ck
 a

bo
ut

 th
e 

re
so

lu
tio

n 
pr

oc
es

s 
to

 a
ny

 
ot

he
r p

er
so

n 
or

 o
rg

an
is

at
io

n 
th

at
 h

as
 s

uffi
ci

en
t i

nt
er

es
t 

in
 th

e 
m

at
te

r…
G

en
er

al
ly

 
th

e 
pe

rs
on

 re
ce

iv
in

g 
ag

ed
 

ca
re

, o
r t

he
ir 

no
m

in
at

ed
 

or
 le

ga
l r

ep
re

se
nt

at
iv

e 
(if

 
no

t t
he

 p
er

so
n 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
), 

is
 n

ot
 

en
tit

le
d 

to
 fe

ed
ba

ck
 o

r 
re

vi
ew

 ri
gh

ts
 . H

ow
ev

er
 th

e 
C

om
m

is
si

on
 w

ou
ld

 u
su

al
ly

 
co

ns
ul

t t
he

 p
er

so
n 

re
ce

iv
in

g 
ag

ed
 c

ar
e 

or
 th

ei
r n

om
in

at
ed

 
or

 le
ga

l r
ep

re
se

nt
at

iv
e 

be
fo

re
 a

 d
ec

is
io

n 
is

 m
ad

e 
th

at
 w

ou
ld

 a
ffe

ct
 th

ei
r 

in
te

re
st

s 
an

d 
pr

ov
id

e 
th

em
 

w
ith

 fe
ed

ba
ck

 a
bo

ut
 th

e 
de

ci
si

on
 a

fte
r i

t i
s 

m
ad

e .
”

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d 
on

 th
e 

C
om

m
is

si
on

’s
 w

eb
si

te
.

H
ow

ev
er

, t
he

 p
re

vi
ou

s 
G

ui
de

lin
es

 fo
r t

he
 A

ge
d 

C
ar

e 
C

om
pl

ai
nt

s 
Sc

he
m

e 
(c

ur
re

nt
ly

 u
nd

er
 re

vi
ew

), 
st

at
ed

:

O
pe

ra
tio

n 
of

 th
e 

Ag
ed

 C
ar

e 
Ac

t 1
99

7’
 (R

O
AC

A)
. T

he
 

de
pa

rtm
en

t h
as

 m
ad

e 
a 

co
m

m
itm

en
t t

o 
re

po
rt 

pu
bl

ic
ly

 
ab

ou
t t

he
 w

or
k 

of
 th

e 
Sc

he
m

e .
 

Th
is

 is
 a

ch
ie

ve
d 

th
ro

ug
h 

m
on

ito
rin

g 
an

d 
m

ea
su

rin
g 

th
e 

Sc
he

m
e’

s 
pe

rfo
rm

an
ce

 
ag

ai
ns

t a
 s

et
 o

f p
er

fo
rm

an
ce

 
in

di
ca

to
rs

 a
nd

 s
at

is
fa

ct
io

n 
in

di
ce

s .
 S

ch
em

e 
pe

rfo
rm

an
ce

 
w

ill 
be

 re
po

rte
d 

in
 R

O
AC

A 
an

d 
th

e 
de

pa
rtm

en
t’s

 a
nn

ua
l r

ep
or

t 
an

d 
qu

ar
te

rly
 p

er
fo

rm
an

ce
 

re
po

rts
 .”

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

 th
e 

C
om

m
is

si
on

 n
ot

es
 th

at
 it

 c
an

’t 
co

ns
id

er
 a

 m
at

te
r t

ha
t i

s 
un

de
r 

in
ve

st
ig

at
io

n 
by

 th
e 

C
or

on
er

s 
C

ou
rt .

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

C
om

m
is

si
on

 c
an

 a
rra

ng
e 

in
te

rp
re

tin
g 

as
si

st
an

ce
, 

in
cl

ud
in

g 
Ab

or
ig

in
al

 in
te

rp
re

te
r 

se
rv

ic
es

, a
nd

 a
ss

is
ta

nc
e



222 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

“O
ffi

ce
rs

 c
om

e 
fro

m
 a

 
w

id
e 

ra
ng

e 
of

 d
is

ci
pl

in
es

 
in

cl
ud

in
g 

re
gi

st
er

ed
 n

ur
se

s,
 

al
lie

d 
he

al
th

 p
ro

fe
ss

io
na

ls
, 

po
lic

e 
offi

ce
rs

, l
aw

ye
rs

, 
co

un
se

llo
rs

, m
ed

ia
to

rs
 a

nd
 

ad
m

in
is

tra
to

rs
 . 

O
n 

jo
in

in
g 

th
e 

Sc
he

m
e 

al
l 

offi
ce

rs
 m

us
t: 

• 
co

m
pl

et
e 

m
an

da
to

ry
 

tra
in

in
g

• 
ob

ta
in

 a
 c

ur
re

nt
 p

ol
ic

e 
ce

rti
fic

at
e,

 a
nd

• 
de

cl
ar

e 
an

y 
co

nfl
ic

ts
 o

f 
in

te
re

st
s .

 
O

ffi
ce

rs
 a

re
 p

ub
lic

 s
er

va
nt

s 
an

d 
ar

e 
re

qu
ire

d 
to

 u
ph

ol
d 

th
e 

Au
st

ra
lia

n 
Pu

bl
ic

 S
er

vi
ce

 
(A

PS
) v

al
ue

s 
in

 a
cc

or
da

nc
e 

w
ith

 th
e 

AP
S 

C
od

e 
of

 
C

on
du

ct
 .”

th
ro

ug
h 

th
e 

N
at

io
na

l R
el

ay
 

Se
rv

ic
e 

fo
r p

eo
pl

e 
w

ho
 a

re
 

he
ar

in
g 

or
 s

pe
ec

h 
im

pa
ire

d .
 

Th
e 

pr
ev

io
us

 g
ui

de
lin

es
 

(c
ur

re
nt

ly
 u

nd
er

 re
vi

ew
) a

ls
o 

st
ip

ul
at

ed
 e

xp
ec

ta
tio

ns
 o

f s
ta

ff 
to

 re
du

ce
 a

cc
es

s 
ba

rri
er

s 
fo

r 
di

ffe
re

nt
 g

ro
up

s.
Th

e 
C

om
m

is
si

on
 a

ls
o 

st
at

es
 

th
e 

fo
llo

w
in

g:
 “P

le
as

e 
no

te
 

th
at

 th
e 

ag
ed

 c
ar

e 
la

w
 

se
ek

s 
to

 p
ro

te
ct

 v
ul

ne
ra

bl
e 

pe
op

le
 re

ce
iv

in
g 

ag
ed

 c
ar

e,
 

no
t t

o 
re

st
ric

t t
he

ir 
se

xu
al

 
fre

ed
om

s .
 R

es
id

en
ts

 h
av

e 
th

e 
rig

ht
 to

 s
el

ec
t a

nd
 

m
ai

nt
ai

n 
pe

rs
on

al
, i

nt
im

at
e 

an
d 

se
xu

al
 re

la
tio

ns
hi

ps
 w

ith
 

ot
he

rs
 w

ith
ou

t f
ea

r, 
cr

iti
ci

sm
 

or
 re

st
ric

tio
n .

 T
hi

s 
in

cl
ud

es
 

re
si

de
nt

s 
w

ith
 a

 m
en

ta
l o

r 
co

gn
iti

ve
 im

pa
irm

en
t .”



223Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
ep

ar
tm

en
t o

f S
oc

ia
l 

Se
rv

ic
es

W
ho

 c
an

 c
om

pl
ai

n?
C

lie
nt

s 
off

 D
SS

 o
r a

 D
SS

-
fu

nd
ed

 s
er

vi
ce

 p
ro

vi
de

r .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
m

ay
 re

la
te

 to
:

• 
“U

nr
ea

so
na

bl
e 

de
la

y;
• 

in
ad

eq
ua

te
 s

er
vi

ce
, 

ex
pl

an
at

io
n 

or
 re

as
on

s;
• 

le
ga

l e
rro

r;
• 

fa
ct

ua
l e

rro
r i

n 
de

ci
si

on
 

m
ak

in
g 

pr
oc

es
s;

• 
hu

m
an

 e
rro

r;
• 

pr
oc

ed
ur

al
 d

efi
ci

en
cy

;
• 

di
sc

rim
in

at
or

y 
ac

tio
n 

or
 

de
ci

si
on

;
• 

fla
w

ed
 a

dm
in

is
tra

tiv
e 

pr
oc

es
s;

 o
r

• 
in

ad
eq

ua
te

 k
no

w
le

dg
e/

tra
in

in
g 

of
 s

ta
ff.

• 
un

pr
of

es
si

on
al

 
be

ha
vi

ou
r b

y 
an

 o
ffi

ce
r;

• 
br

ea
ch

 o
f d

ut
y/

m
is

co
nd

uc
t b

y 
an

 
offi

ce
r; 

• 
fra

ud
 a

nd
 c

om
pl

ia
nc

e 
is

su
es

”
C

om
pl

ai
nt

s 
re

ga
rd

in
g 

Em
pl

oy
m

en
t S

er
vi

ce
s 

– 
w

he
re

 th
e 

co
m

pl
ai

na
nt

 
be

lie
ve

s 
a 

se
rv

ic
e 

pr
ov

id
er

 
is

 n
ot

 c
om

pl
yi

ng
 w

ith
 th

e 
N

at
io

na
l S

ta
nd

ar
ds

 fo
r 

D
is

ab
ilit

y 
se

rv
ic

es
 –

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 s

ub
m

it 
th

ei
r 

co
m

pl
ai

nt
 b

y 
ph

on
e,

 fa
x,

 
em

ai
l, 

m
ai

l o
r o

nl
in

e 
us

in
g 

an
 o

nl
in

e 
co

m
pl

ai
nt

s 
fo

rm
 .

A 
te

am
 m

em
be

r w
ill:

• 
di

sc
us

s 
th

e 
co

m
pl

ai
na

nt
’s

 c
on

ce
rn

s 
w

ith
 th

em
,

• 
ad

vi
se

 th
e 

co
m

pl
ai

na
nt

 
ab

ou
t w

he
re

 in
 D

SS
 

th
ei

r c
om

pl
ai

nt
 w

ill 
be

 
as

si
gn

ed
 to

, a
nd

 w
ill 

ke
ep

 th
em

 in
fo

rm
ed

 o
f 

its
 p

ro
gr

es
s,

• 
fo

rm
al

ly
 re

gi
st

er
 th

ei
r 

co
m

pl
ai

nt
 .

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
ac

ce
pt

ed
, b

ut
 D

SS
 

no
te

 it
 is

 d
iffi

cu
lt 

to
 

as
se

ss
 th

es
e 

co
m

pl
ai

nt
s 

co
m

pr
eh

en
si

ve
ly .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/

ad
vo

ca
te

s
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt 

to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tra

to
r 

or
 c

on
te

xt
Th

e 
co

m
pl

ai
nt

 b
od

y 
m

ay
 b

e 
bo

th
 th

e 
pe

rp
et

ra
to

r a
nd

 th
e 

in
ve

st
ig

at
or

 o
f t

he
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 c

le
ar

 . I
t a

pp
ea

rs
 th

at
 

D
SS

 in
ve

st
ig

at
es

 e
ac

h 
co

m
pl

ai
nt

 a
s 

it 
se

es
 fi

t.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tra
to

r 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
A 

w
rit

te
n 

re
sp

on
se

 is
 p

ro
vi

de
d 

to
 th

e 
co

m
pl

ai
na

nt
 w

ith
in

 2
8 

da
ys

 . I
f t

he
 is

su
e 

is
 c

om
pl

ex
, 

th
is

 ti
m

ef
ra

m
e 

m
ay

 b
e 

ex
te

nd
ed

, a
nd

 th
e 

co
m

pl
ai

na
nt

 
w

ill 
be

 a
dv

is
ed

 a
cc

or
di

ng
ly .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s,

 w
ith

in
 2

8 
da

ys
 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ar

e 
re

fe
rre

d 
to

 th
e 

C
om

m
on

w
ea

lth
 

O
m

bu
ds

m
an

 if
 u

ns
at

is
fie

d 
w

ith
 

th
e 

ou
tc

om
e .

https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/complaints-page
https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/complaints-page
https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/feedback-form


224 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

ar
e 

di
re

ct
ed

 fi
rs

t t
o 

th
e 

pr
ov

id
er

, t
he

n 
to

 th
e 

N
at

io
na

l C
us

to
m

er
 

Se
rv

ic
e 

Li
ne

 (N
C

SL
) o

r 
th

e 
C

om
pl

ai
nt

s 
R

es
ol

ut
io

n 
R

ef
er

ra
l S

er
vi

ce
 (C

R
R

S)
 .

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

To
 c

on
si

de
r a

 c
om

pl
ai

nt
, 

D
SS

 re
qu

ire
:

• 
D

et
ai

ls
 o

f t
he

 c
om

pl
ai

nt
, 

an
d

• 
D

et
ai

ls
 o

f a
ny

 a
tte

m
pt

s 
th

e 
co

m
pl

ai
na

nt
 h

as
 

m
ad

e 
to

 re
so

lv
e 

th
e 

m
at

te
r .

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 in

cl
ud

e 
“th

e 
m

ai
n 

fa
ct

s,
 in

 a
 lo

gi
ca

l 
or

de
r” 

in
 th

ei
r c

om
pl

ai
nt

 . 
Th

is
 in

cl
ud

es
 th

ei
r c

on
ta

ct
 

de
ta

ils
, “

re
le

va
nt

 d
at

es
 

an
d 

tim
es

, d
es

cr
ip

tio
n 

of
 

th
e 

co
m

pl
ai

nt
” a

nd
 a

ny
 

“re
le

va
nt

 d
oc

um
en

ta
tio

n”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 c

le
ar

 .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
D

SS
 s

ta
ff 

w
ill 

se
ek

 th
e 

co
m

pl
ai

na
nt

’s
 c

on
se

nt
 

be
fo

re
 d

is
cl

os
in

g/
re

qu
es

tin
g 

an
y 

of
 th

ei
r p

er
so

na
l 

in
fo

rm
at

io
n .

 O
nl

in
e 

co
ns

en
t 

ca
n 

be
 s

ub
m

itt
ed

 w
he

n 
co

m
pl

et
in

g 
th

e 
O

nl
in

e 
C

om
pl

ai
nt

s 
or

 F
ee

db
ac

k,
 

En
qu

iry
 o

r C
om

pl
im

en
ts

 
Fo

rm
 . C

om
pl

ai
na

nt
s 

ha
ve

 
th

e 
rig

ht
 to

 w
ith

dr
aw

 th
ei

r 
pe

rs
on

al
 in

fo
rm

at
io

n 
fro

m
 

th
e 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

pr
oc

es
s 

at
 a

ny
 ti

m
e .

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/feedback-form
https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/feedback-form
https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/feedback-form
https://www.dss.gov.au/contact/feedback-compliments-complaints-and-enquiries/feedback-form


225Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.



226 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ju
st

ic
e

A
us

tr
al

ia
n 

H
um

an
 

R
ig

ht
s 

C
om

m
is

si
on

W
ho

 c
an

 c
om

pl
ai

n?
An

y 
pe

rs
on

 li
vi

ng
 in

 
Au

st
ra

lia
 c

an
 m

ak
e 

a 
co

m
pl

ai
nt

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
:

C
om

pl
ai

nt
s 

ca
n 

re
la

te
 to

 
ei

th
er

:
1 .

 
U

nl
aw

fu
l d

is
cr

im
in

at
io

n,
 

ha
ra

ss
m

en
t a

nd
 

bu
lly

in
g 

(o
n 

th
e 

ba
si

s 
of

 s
ex

, d
is

ab
ilit

y,
 ra

ce
 

or
 a

ge
; o

r i
n 

th
e 

ar
ea

 o
f 

em
pl

oy
m

en
t b

as
ed

 o
n 

cr
im

in
al

 re
co

rd
, t

ra
de

 
un

io
n 

ac
tiv

ity
, p

ol
iti

ca
l 

op
in

io
n,

 re
lig

io
n 

or
 

so
ci

al
 o

rig
in

)
2 .

 
Al

le
ge

d 
br

ea
ch

es
 o

f 
hu

m
an

 ri
gh

ts
 b

y 
th

e 
C

om
m

on
w

ea
lth

 a
nd

 it
s 

ag
en

ci
es

 .
Li

m
ita

tio
n 

pe
rio

ds
“T

he
 P

re
si

de
nt

 o
f t

he
 

C
om

m
is

si
on

 c
an

 d
ec

id
e 

no
t t

o 
in

ve
st

ig
at

e 
a 

co
m

pl
ai

nt
 a

lle
gi

ng
 

un
la

w
fu

l d
is

cr
im

in
at

io
n 

w
he

re
 th

e 
co

m
pl

ai
nt

 h
as

 
be

en
 lo

dg
ed

 m
or

e 
th

an
 6

 
m

on
th

s 
af

te
r t

he
 a

lle
ge

d 
ev

en
t(s

) h
ap

pe
ne

d .
 If

 th
e 

al
le

ge
d 

ev
en

ts
 fa

ll 
ou

ts
id

e 
of

 th
is

 ti
m

ef
ra

m
e,

 th
e 

co
m

pl
ai

na
nt

 m
us

t e
xp

la
in

 
th

e 
re

as
on

s 
fo

r t
he

 d
el

ay
 in

 
m

ak
in

g 
a 

co
m

pl
ai

nt
 to

 th
e 

C
om

m
is

si
on

 .

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
e 

AH
R

C
 o

nl
y 

ac
ce

pt
s 

w
rit

te
n 

co
m

pl
ai

nt
s 

– 
ei

th
er

 
on

lin
e,

 o
r v

ia
 h

ar
d 

co
py

 
se

nt
 th

ro
ug

h 
th

e 
po

st
 . T

he
y 

ca
n 

al
so

 s
en

d 
co

m
pl

ai
na

nt
s 

a 
co

m
pl

ai
nt

 fo
rm

 a
nd

 
he

lp
 th

em
 to

 fi
ll 

ou
t t

he
 

co
m

pl
ai

nt
 fo

rm
 .

Th
e 

fo
llo

w
in

g 
pr

oc
es

s 
ap

pl
ie

s:
1 .

 
C

om
pl

ai
na

nt
s 

m
us

t fi
ll 

ou
t a

 c
om

pl
ai

nt
 fo

rm
, 

ei
th

er
 o

nl
in

e 
th

ro
ug

h 
th

e 
AH

R
C

 w
eb

si
te

, o
r i

n 
ha

rd
 c

op
y 

fo
rm

at
, s

en
t 

to
 th

e 
AH

R
C

 b
y 

m
ai

l .
2 .

 
Th

e 
AH

R
C

 c
on

ta
ct

s 
th

e 
co

m
pl

ai
na

nt
 to

 s
ee

k 
fu

rth
er

 in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 .

3 .
 

Th
e 

AH
R

C
 c

on
ta

ct
s 

th
e 

re
sp

on
de

nt
 to

 
no

tif
y 

th
em

 a
bo

ut
 th

e 
co

m
pl

ai
nt

, a
nd

 p
ro

vi
de

s 
th

em
 a

 c
op

y 
of

 th
e 

co
m

pl
ai

nt
 . 

4 .
 

Th
e 

C
om

m
is

si
on

 m
ay

 
th

en
 a

sk
 th

e 
re

sp
on

de
nt

 
to

 fo
rm

al
ly

 re
sp

on
d 

to
 

th
e 

co
m

pl
ai

nt
 .

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
no

t a
cc

ep
te

d .
 W

ith
ou

t 
a 

co
m

pl
ai

na
nt

’s
 id

en
tit

y,
 

th
e 

AH
R

C
 s

ta
te

s 
th

at
 it

 
is

 “u
na

bl
e 

to
 e

ffe
ct

iv
el

y 
as

se
ss

, i
nv

es
tig

at
e 

or
 

co
nc

ilia
te

 [a
] c

om
pl

ai
nt

.”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

AH
R

C
 is

 a
n 

im
pa

rti
al

 
th

ird
 p

ar
ty

 th
at

 d
oe

s 
no

t a
dv

oc
at

e 
fo

r e
ith

er
 

th
e 

co
m

pl
ai

na
nt

 o
r t

he
 

re
sp

on
de

nt
 d

ur
in

g 
th

e 
co

nc
ilia

tio
n 

pr
oc

es
s .

Th
ey

 s
ta

te
: “

O
ur

 ro
le

 is
 to

 
as

si
st

 th
e 

pa
rti

es
 to

 c
on

si
de

r 
di

ffe
re

nt
 o

pt
io

ns
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 a

nd
 p

ro
vi

de
 

in
fo

rm
at

io
n 

ab
ou

t p
os

si
bl

e 
te

rm
s 

of
 s

et
tle

m
en

t .”
 

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

AH
R

C
 u

se
s 

th
e 

pr
oc

es
s 

of
 c

on
ci

lia
tio

n 
to

 re
so

lv
e 

co
m

pl
ai

nt
s .

 It
 is

 c
on

si
de

re
d 

“a
n 

in
fo

rm
al

, q
ui

ck
 a

nd
 c

os
t 

eff
ec

tiv
e 

w
ay

” t
o 

re
so

lv
e 

co
m

pl
ai

nt
s .

C
on

ci
lia

tio
n 

co
nf

er
en

ce
s 

m
ay

 b
e 

fa
ci

lit
at

ed
 th

ro
ug

h 
fa

ce
 to

 fa
ce

 m
ee

tin
gs

, v
ia

 
ph

on
e 

co
nf

er
en

ce
s 

or
 in

 
so

m
e 

ca
se

s,
 th

ro
ug

h 
w

rit
te

n 
co

m
m

un
ic

at
io

n 
(e

 .g
 . l

et
te

rs
) .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
C

om
pl

ai
nt

 o
ut

co
m

es
 d

ep
en

d 
on

 w
ha

t t
he

 re
sp

ec
tiv

e 
pa

rti
es

 
ar

e 
w

illi
ng

 to
 a

gr
ee

 o
n .

 T
he

y 
m

ay
 in

cl
ud

e,
 fo

r e
xa

m
pl

e:
 

“a
n 

ap
ol

og
y,

 re
in

st
at

em
en

t t
o 

a 
jo

b,
 c

om
pe

ns
at

io
n 

fo
r l

os
t 

w
ag

es
, c

ha
ng

es
 to

 a
 p

ol
ic

y 
or

 
de

ve
lo

pi
ng

 a
nd

 p
ro

m
ot

in
g 

an
ti-

di
sc

rim
in

at
io

n 
po

lic
ie

s .
”

Th
e 

AH
R

C
 a

ls
o 

st
at

es
: 

“C
om

pl
ai

nt
s 

ar
e 

re
so

lv
ed

 
in

 c
on

ci
lia

tio
n 

on
 a

 ‘w
ith

ou
t 

ad
m

is
si

on
 o

f l
ia

bi
lit

y’ 
ba

si
s.

”
If 

th
e 

pa
rti

es
 c

an
no

t a
gr

ee
 o

n 
a 

re
so

lu
tio

n,
 th

e 
AH

R
C

 m
ay

 
m

ak
e 

a 
fin

al
 d

ec
is

io
n.

 T
hi

s 
m

ay
 in

cl
ud

e:
• 

N
ot

 c
on

tin
ui

ng
 w

ith
 a

 
co

m
pl

ai
nt

 (w
he

re
 th

e 
C

om
m

is
si

on
 is

 o
f t

he
 v

ie
w

 
th

at
 th

e 
co

m
pl

ai
nt

 h
as

 
be

en
 a

de
qu

at
el

y 
de

al
t w

ith
, 

or
 is

 n
ot

 s
at

is
fie

d 
th

at
 th

e 
co

m
pl

ai
nt

 h
as

 s
ub

st
an

ce
)

• 
R

ep
or

tin
g 

th
e 

m
at

te
r t

o 
th

e 
Fe

de
ra

l A
tto

rn
ey

-G
en

er
al

, 
an

d 
re

co
m

m
en

di
ng

 
co

m
pe

ns
at

io
n 

be
 m

ad
e 

to
 th

e 
co

m
pl

ai
na

nt
 (w

he
re

 
th

e 
co

m
pl

ai
nt

 is
 e

ith
er

 n
ot

 
re

so
lv

ed
 o

r d
is

co
nt

in
ue

d,
 

an
d 

th
e 

AH
R

C
 b

el
ie

ve
s 

a 
br

ea
ch

 o
f h

um
an

 ri
gh

ts
 

or
 d

is
cr

im
in

at
io

n 
ha

s 
oc

cu
rre

d)
 .

https://humanrights.gov.au/complaints
https://humanrights.gov.au/complaints


227Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Fo
r c

om
pl

ai
nt

s 
un

de
r t

he
 

S
ex

 D
is

cr
im

in
at

io
n 

A
ct

 
19

84
 (C

th
), 

th
e 

re
le

va
nt

 
tim

e 
fra

m
e 

is
 2

4 
m

on
th

s .
Fo

r c
om

pl
ai

nt
s 

al
le

gi
ng

 
hu

m
an

 ri
gh

ts
 b

re
ac

he
s 

an
d 

di
sc

rim
in

at
io

n 
in

 
em

pl
oy

m
en

t u
nd

er
 th

e 
IL

O
 

C
on

ve
nt

io
n,

 th
e 

re
le

va
nt

 
tim

e 
fra

m
e 

is
 1

2 
m

on
th

s .
”

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
Fo

r u
nl

aw
fu

l d
is

cr
im

in
at

io
n:

Ac
co

rd
in

g 
to

 th
e 

re
le

va
nt

 
le

gi
sl

at
io

n,
 th

e 
co

m
pl

ai
nt

 
m

us
t b

e 
ab

ou
t s

om
et

hi
ng

 
th

at
 c

ou
ld

 b
e 

co
ns

id
er

ed
 

un
la

w
fu

l d
is

cr
im

in
at

io
n .

 T
he

 
co

m
pl

ai
na

nt
 is

 a
sk

ed
 to

 
pr

ov
id

e 
as

 m
uc

h 
de

ta
il 

as
 

po
ss

ib
le

 a
nd

 e
xp

la
in

 w
hy

 
th

ey
 b

el
ie

ve
 th

e 
ev

en
t(s

) i
n 

qu
es

tio
n 

co
ns

tit
ut

e 
un

la
w

fu
l 

di
sc

rim
in

at
io

n .
Fo

r h
um

an
 ri

gh
ts

 b
re

ac
he

s:
Th

e 
co

m
pl

ai
na

nt
 is

 
as

ke
d 

to
 “p

ro
vi

de
 a

ny
 

re
le

va
nt

 in
fo

rm
at

io
n 

an
d 

do
cu

m
en

ts
” t

o 
th

e 
C

om
m

is
si

on
 to

 s
up

po
rt 

th
e 

al
le

ga
tio

ns
 b

ei
ng

 m
ad

e .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

Th
e 

vi
ct

im
-s

ur
vi

vo
r i

s 
as

su
m

ed
 to

 b
e 

th
e 

pe
rs

on
 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 .  

H
ow

ev
er

, t
he

re
 is

 p
ro

vi
si

on
 

fo
r s

om
eo

ne
 to

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
so

m
eo

ne
 

el
se

’s
 b

eh
al

f. 
W

he
re

 th
is

 
oc

cu
rs

, t
he

 v
ic

tim
-s

ur
vi

vo
r 

m
us

t p
ro

vi
de

 a
ut

ho
ris

at
io

n 
fo

r s
om

eo
ne

 e
ls

e 
to

 a
ct

 o
n 

th
ei

r b
eh

al
f b

y 
co

m
pl

et
in

g 
an

 ‘A
ut

ho
rit

y 
to

 A
ct

’ f
or

m
. 

Th
is

 fo
rm

 s
ho

ul
d 

be
 

su
bm

itt
ed

 a
lo

ng
 w

ith
 th

e 
co

m
pl

ai
nt

 fo
rm

 a
t t

he
 ti

m
e 

of
 lo

dg
in

g 
th

e 
co

m
pl

ai
nt

 .
R

ol
e 

of
 la

w
ye

rs
/

ad
vo

ca
te

s
La

w
ye

rs
 a

nd
 a

dv
oc

at
es

 a
re

 
no

t r
eq

ui
re

d,
 h

ow
ev

er
 a

re
 

pe
rm

itt
ed

 . T
he

 A
H

R
C

 c
an

 
as

si
st

 th
e 

pa
rti

es
 to

 e
ng

ag
e 

le
ga

l o
r a

dv
oc

ac
y 

se
rv

ic
es

 
(e

 .g
 . C

om
m

un
ity

 L
eg

al
 

C
en

tre
s)

, b
y 

pr
ov

id
in

g 
th

e 
re

le
va

nt
 c

on
ta

ct
 d

et
ai

ls
 o

f 
su

ch
 s

er
vi

ce
s .

Th
e 

AH
R

C
 c

on
ci

lia
to

r 
de

te
rm

in
es

 th
e 

pa
ra

m
et

er
s 

of
 e

ac
h 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 –
 fo

r e
xa

m
pl

e,
 

w
ho

 w
ill 

pa
rti

ci
pa

te
 a

nd
 h

ow
 

it 
w

ill 
ru

n .
 It

 c
an

 a
ls

o 
ar

ra
ng

e 
sp

ec
ia

l a
ss

is
ta

nc
e 

fo
r t

he
 

pa
rti

es
 (e

 .g
 . i

nt
er

pr
et

er
s)

 
an

d 
al

lo
w

s 
su

pp
or

t p
eo

pl
e 

to
 

be
 p

re
se

nt
 .

Th
e 

AH
R

C
 s

ta
te

s:
 “T

he
 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 
is

 n
ot

 a
 p

ub
lic

 h
ea

rin
g,

 a
 

co
ur

t o
f l

aw
 o

r a
 tr

ib
un

al
 . 

Th
at

 m
ea

ns
 p

ar
tie

s 
do

 n
ot

 
ha

ve
 to

 p
ro

ve
 o

r d
is

pr
ov

e 
th

e 
co

m
pl

ai
nt

 . I
ns

te
ad

 
co

nc
ilia

tio
n 

al
lo

w
s 

pe
op

le
 

to
 s

ta
te

 th
ei

r p
oi

nt
 o

f v
ie

w,
 

di
sc

us
s 

th
e 

is
su

es
 in

 d
is

pu
te

 
an

d 
se

ttl
e 

th
e 

m
at

te
r o

n 
th

ei
r 

ow
n 

te
rm

s .
”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
vi

ct
im

-s
ur

vi
vo

r i
s 

co
ns

id
er

ed
 th

e 
co

m
pl

ai
na

nt
 

(u
nl

es
s 

th
ey

 h
av

e 
au

th
or

is
ed

 
so

m
eo

ne
 e

ls
e 

to
 a

ct
 o

n 
th

ei
r 

be
ha

lf)
 . 

A 
su

pp
or

t p
er

so
n 

ca
n 

al
so

 
be

 p
re

se
nt

 h
ow

ev
er

 th
ei

r 
ro

le
 is

 re
st

ric
te

d 
to

 m
or

al
 

su
pp

or
t a

nd
 a

re
 n

ot
 u

su
al

ly
 

ex
pe

ct
ed

 to
 s

pe
ak

 o
n 

th
e 

vi
ct

im
-s

ur
vi

vo
r’s

 b
eh

al
f o

r 
pl

ay
 a

n 
ac

tiv
e 

ro
le

 in
 th

e 
pr

oc
es

s

W
he

re
 a

 m
at

te
r i

s 
no

t r
es

ol
ve

d 
or

 d
is

co
nt

in
ue

d,
 c

om
pl

ai
na

nt
s 

ca
n 

al
so

 d
ec

id
e 

to
 ta

ke
 th

ei
r 

co
m

pl
ai

nt
 to

 th
e 

Fe
de

ra
l C

ou
rt 

of
 A

us
tra

lia
 o

r t
he

 F
ed

er
al

 
C

irc
ui

t C
ou

rt 
of

 A
us

tra
lia

 . 
H

ow
ev

er
, t

he
 A

H
R

C
 n

ot
es

 
th

at
 in

 s
om

e 
ca

se
s 

th
is

 is
 

on
ly

 p
os

si
bl

e 
if 

th
e 

co
ur

t 
gr

an
ts

 a
 c

om
pl

ai
na

nt
 le

av
e 

to
 

co
m

m
en

ce
 s

uc
h 

le
ga

l a
ct

io
n .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
Fo

r u
nl

aw
fu

l d
is

cr
im

in
at

io
n:

N
o;

 re
fe

rre
d 

to
 in

di
vi

du
al

 le
ga

l 
ac

tio
n .

Fo
r h

um
an

 ri
gh

ts
 b

re
ac

he
s:

“If
 th

e 
Pr

es
id

en
t i

s 
of

 th
e 

op
in

io
n 

th
at

 th
er

e 
ha

s 
be

en
 

a 
br

ea
ch

 o
f h

um
an

 ri
gh

ts
, 

th
e 

Pr
es

id
en

t m
ay

 re
po

rt 
th

e 
m

at
te

r t
o 

th
e 

Fe
de

ra
l A

tto
rn

ey
-

G
en

er
al

 . T
hi

s 
re

po
rt 

m
ay

 
in

cl
ud

e 
re

co
m

m
en

da
tio

ns
, f

or
 

ex
am

pl
e,

 th
e 

Pr
es

id
en

t m
ay

 
re

co
m

m
en

d 
th

e 
re

sp
on

de
nt

 
ch

an
ge

 it
s 

po
lic

ie
s 

or
 

pr
ac

tic
es

 .”



228 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
An

 ‘A
ut

ho
rit

y 
to

 A
ct

’ f
or

m
 

al
lo

w
s 

a 
vi

ct
im

-s
ur

vi
vo

r t
o 

no
m

in
at

e 
so

m
eo

ne
 e

ls
e 

to
 a

ct
 o

n 
th

ei
r b

eh
al

f . 
Th

is
 

in
cl

ud
es

 a
gr

ee
in

g 
th

at
 

“o
ffi

ce
rs

 o
f t

he
 C

om
m

is
si

on
 

w
ill 

de
al

 d
ire

ct
ly

 w
ith

 [t
he

ir 
no

m
in

at
ed

 p
er

so
n]

 in
 

re
la

tio
n 

to
 th

is
 c

om
pl

ai
nt

”, 
in

cl
ud

in
g 

sh
ar

in
g 

re
le

va
nt

 
in

fo
rm

at
io

n/
do

cu
m

en
ts

, a
nd

 
di

sc
us

si
ng

 th
e 

co
m

pl
ai

nt
 

w
ith

 th
e 

C
om

m
is

si
on

 . 
Th

e 
vi

ct
im

-s
ur

vi
vo

r c
an

 
w

ith
dr

aw
 th

e 
au

th
or

ity
 

to
 a

ct
 a

t a
ny

 ti
m

e 
by

 
co

nt
ac

tin
g 

th
e 

C
om

m
is

si
on

 .
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

o 
– 

ca
n 

re
la

te
 to

 a
n 

in
di

vi
du

al
 p

er
pe

tra
to

r o
r 

or
ga

ni
sa

tio
n .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
re

sp
on

de
nt

 c
an

 b
e 

an
 

in
di

vi
du

al
 o

r a
n 

or
ga

ni
sa

tio
n .

W
he

re
 th

ey
 a

re
 a

n 
or

ga
ni

sa
tio

n,
 th

at
 

or
ga

ni
sa

tio
n 

is
 e

xp
ec

te
d 

to
 

pr
ov

id
e 

a 
re

pr
es

en
ta

tiv
e 

to
 

pa
rti

ci
pa

te
 in

 th
e 

pr
oc

es
s 

w
ho

 u
nd

er
st

an
ds

 th
e 

pu
rp

os
e 

of
 c

on
ci

lia
tio

n 
an

d 
ha

s 
th

e 
au

th
or

ity
 to

 a
ct

 o
n 

be
ha

lf 
of

 th
e 

or
ga

ni
sa

tio
n .

Th
e 

AH
R

C
 w

ill 
co

nt
ac

t t
he

 
re

sp
on

de
nt

 a
fte

r a
 c

om
pl

ai
nt

 
ha

s 
be

en
 m

ad
e 

ag
ai

ns
t 

th
em

 . T
he

y 
w

ill 
pr

ov
id

e 
th

e 
re

sp
on

de
nt

 w
ith

 a
 c

op
y 

of
 th

e 
co

m
pl

ai
nt

, s
ee

k 
th

e 
re

sp
on

de
nt

’s
 v

ie
w

s 
on

 th
e 

co
m

pl
ai

nt
, a

nd
 a

llo
w

 th
em

 
to

 re
sp

on
d .

 T
he

y 
w

ill 
th

en
 

be
 in

vi
te

d 
to

 p
ar

tic
ip

at
e 

in
 

th
e 

co
nc

ilia
tio

n 
pr

oc
es

s 
if 

de
em

ed
 a

pp
ro

pr
ia

te
 (n

o 
m

en
tio

n 
of

 w
ha

t i
s 

de
em

ed
 

ap
pr

op
ria

te
) .

Th
e 

AH
R

C
 c

an
 c

om
pe

l 
re

sp
on

de
nt

s 
to

 p
ro

vi
de

 
in

fo
rm

at
io

n 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
, a

nd
 c

om
pe

l 
th

em
 (i

nd
iv

id
ua

ls
 a

nd
 

or
ga

ni
sa

tio
ns

) t
o 

at
te

nd
 

co
nc

ilia
tio

n .

An
y 

en
fo

rc
em

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 

in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 ta

ke
 

ac
tio

n
Th

e 
AH

R
C

 s
ta

te
s 

th
at

 “i
t 

is
 n

ot
 a

 c
ou

rt 
an

d 
ca

nn
ot

 
de

te
rm

in
e 

th
at

 d
is

cr
im

in
at

io
n 

ha
s 

ha
pp

en
ed

 .” 
H

ow
ev

er
, i

t 
do

es
 h

av
e 

th
e 

le
ga

l p
ow

er
 

to
 c

om
pe

l r
es

po
nd

en
ts

 to
 

pr
od

uc
e 

in
fo

rm
at

io
n 

an
d 

at
te

nd
 

co
nc

ilia
tio

n 
w

he
n 

a 
co

m
pl

ai
nt

 
ha

s 
be

en
 lo

dg
ed

 a
ga

in
st

 th
em

 .
Ar

e 
w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Fo
r m

at
te

rs
 w

he
re

 a
 re

so
lu

tio
n 

is
 a

gr
ee

d 
by

 th
e 

pa
rti

es
:

Th
e 

AH
R

C
 s

ta
te

s 
th

at
 

th
e 

co
nc

ilia
to

r “
pr

ov
id

es
 

in
fo

rm
at

io
n 

ab
ou

t t
he

 la
w

 a
nd

 
ho

w
 th

e 
la

w
 m

ay
 a

pp
ly

” i
n 

th
e 

ci
rc

um
st

an
ce

s,
 a

s 
w

el
l a

s 
ho

w
 

si
m

ila
r c

om
pl

ai
nt

s 
ha

ve
 b

ee
n 

re
so

lv
ed

; a
nd

 c
an

 a
ss

is
t t

he
 

pa
rti

es
 to

 “t
hi

nk
 a

bo
ut

 w
ay

s 
to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

” . 
Th

is
 

ca
n 

cu
lm

in
at

e 
in

 a
 w

rit
te

n 
co

nc
ilia

tio
n 

ag
re

em
en

t, 
w

hi
ch

 
th

e 
AH

R
C

 c
an

 a
ss

is
t t

he
 

pa
rti

es
 to

 n
eg

ot
ia

te
 a

nd
 w

rit
e 

up
 . I

t t
he

n 
st

at
es

: “
W

he
re

 a
 

co
m

pl
ai

nt
 is

 re
so

lv
ed

, t
he

 
C

om
m

is
si

on
 w

ill 
fin

al
is

e 
th

e 
co

m
pl

ai
nt

 .” 
It 

is
 n

ot
 c

le
ar

 w
ha

t 
th

e 
fin

al
is

at
io

n 
pr

oc
es

s 
en

ta
ils

 
(i .

e .
 w

he
th

er
 it

 is
 d

on
e 

in
 

w
rit

in
g)

 .



229Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
Th

e 
AH

R
C

 s
ta

te
s:

 “T
he

 
m

aj
or

ity
 o

f c
on

ci
lia

to
rs

 
at

 th
e 

C
om

m
is

si
on

 a
re

 
na

tio
na

lly
 a

cc
re

di
te

d 
un

de
r 

th
e 

N
at

io
na

l M
ed

ia
to

r 
Ac

cr
ed

ita
tio

n 
Sy

st
em

 . F
or

 
m

or
e 

in
fo

rm
at

io
n,

 v
is

it 
th

e 
M

ed
ia

to
r S

ta
nd

ar
ds

 B
oa

rd
 

w
eb

si
te

 a
t w

w
w .

m
sb

 .o
rg

 .a
u .

”

Fo
r m

at
te

rs
 w

he
re

 a
 re

so
lu

tio
n 

is
 n

ot
 a

gr
ee

d:
W

he
re

 d
ec

is
io

ns
 a

re
 m

ad
e 

by
 

th
e 

C
om

m
is

si
on

 th
ro

ug
ho

ut
 

th
e 

co
m

pl
ai

nt
s/

co
nc

ilia
tio

n 
pr

oc
es

s,
 th

e 
AH

R
C

 s
ta

te
s 

th
at

 
it 

w
ill 

“e
xp

la
in

 w
hy

” . 
H

ow
ev

er
 it

 
do

es
 n

ot
 s

tip
ul

at
e 

w
ha

t f
or

m
at

 
su

ch
 e

xp
la

na
tio

ns
 w

ill 
ta

ke
 .

W
he

re
 th

e 
AH

R
C

 d
ec

id
es

 to
 

re
fe

r a
 m

at
te

r t
o 

th
e 

Fe
de

ra
l 

At
to

rn
ey

 G
en

er
al

, t
hi

s 
w

ill 
be

 
in

 th
e 

fo
rm

at
 o

f a
 re

po
rt,

 w
ith

 
w

rit
te

n 
re

co
m

m
en

da
tio

ns
 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

Fo
r p

ot
en

tia
l u

nl
aw

fu
l 

di
sc

rim
in

at
io

n:
Th

e 
AH

R
C

 c
an

no
t d

et
er

m
in

e 
w

he
th

er
 a

 c
om

pl
ai

nt
 

ac
tu

al
ly

 c
on

st
itu

te
s 

un
la

w
fu

l 
di

sc
rim

in
at

io
n .

 H
ow

ev
er

 
co

m
pl

ai
na

nt
s 

ca
n 

ta
ke

 th
ei

r 
m

at
te

r t
o 

th
e 

Fe
de

ra
l C

ou
rt 

of
 

Au
st

ra
lia

/F
ed

er
al

 C
irc

ui
t C

ou
rt 

if 
th

ei
r m

at
te

r i
s 

no
t r

es
ol

ve
d 

th
ro

ug
h 

th
e 

AH
R

C
 c

on
ci

lia
tio

n 
pr

oc
es

s .
 T

hi
s 

m
us

t b
e 

do
ne

 
w

ith
in

 6
0 

da
ys

 fr
om

 w
he

n 
th

e 
AH

R
C

 fi
na

lis
es

 th
e 

co
m

pl
ai

nt
. 

Th
e 

AH
R

C
 d

oe
s 

no
t t

ak
e 

th
e 

co
m

pl
ai

nt
 to

 e
ith

er
 c

ou
rt 

on
 

be
ha

lf 
of

 th
e 

co
m

pl
ai

na
nt

 .

http://www.msb.org.au/


230 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Fo
r b

re
ac

he
s 

of
 h

um
an

 ri
gh

ts
:

U
nc

le
ar

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

AH
R

C
 is

 e
xt

er
na

l t
o 

th
e 

C
JS

; h
ow

ev
er

 c
an

 m
ak

e 
re

co
m

m
en

da
tio

ns
 to

 th
e 

Fe
de

ra
l A

tto
rn

ey
 G

en
er

al
 .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

co
nc

ilia
tio

n 
pr

oc
es

s 
is

 
co

ns
id

er
ed

 c
on

fid
en

tia
l f

or
 

bo
th

 p
ar

tie
s .

 A
ny

th
in

g 
sa

id
 o

r 
do

ne
 d

ur
in

g 
th

e 
co

nc
ilia

tio
n 

pr
oc

es
s 

ca
nn

ot
 b

e 
m

ad
e 

pu
bl

ic
, a

nd
 “g

en
er

al
ly

” c
an

no
t 

be
 u

se
d 

in
 a

ny
 fu

tu
re

 c
ou

rt 
ac

tio
n 

re
ga

rd
in

g 
th

e 
co

m
pl

ai
nt

 . 
(T

he
re

 is
 a

pp
ar

en
tly

 
lim

ite
d 

ci
rc

um
st

an
ce

s 
w

he
re

 in
fo

rm
at

io
n 

fro
m

 th
e 

co
nc

ilia
tio

n 
pr

oc
es

s 
m

ay
 b

e 
co

ns
id

er
ed

 b
y 

a 
co

ur
t –

 b
ut

 
th

is
 is

 n
ot

 s
tip

ul
at

ed
) .



231Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
Pa

rti
es

 a
re

 a
sk

ed
 n

ot
 to

 m
ak

e 
pu

bl
ic

 w
ha

t i
s 

sa
id

/d
on

e 
in

 th
e 

co
nc

ilia
tio

n 
pr

oc
es

s .
H

ow
ev

er
 th

e 
AH

R
C

 h
as

 a
 

C
on

ci
lia

tio
n 

R
eg

is
te

r t
ha

t 
“p

ro
vi

de
s 

su
m

m
ar

ie
s 

of
 a

 
se

le
ct

io
n 

of
 c

om
pl

ai
nt

s 
th

at
 

ha
ve

 b
ee

n 
re

so
lv

ed
 th

ro
ug

h 
th

e 
[C

om
m

is
si

on
’s

] c
on

ci
lia

tio
n 

pr
oc

es
s .

” T
he

 c
om

pl
ai

nt
s 

pr
ov

id
ed

 in
 th

e 
R

eg
is

te
r a

re
 

de
-id

en
tifi

ed
 a

nd
 a

re
 “r

es
ol

ve
d 

on
 a

 ‘w
ith

ou
t a

dm
is

si
on

 o
f 

lia
bi

lit
y’

 b
as

is
.” 

C
om

pl
ai

nt
 d

at
a 

is
 p

ub
lis

he
d 

in
 

th
e 

AH
R

C
’s

 a
nn

ua
l r

ep
or

ts
.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
If 

th
e 

AH
R

C
 d

ec
id

es
 to

 re
fe

r 
a 

m
at

te
r t

o 
th

e 
Fe

de
ra

l 
At

to
rn

ey
 G

en
er

al
 b

ec
au

se
 it

 
be

lie
ve

s 
a 

br
ea

ch
 o

f h
um

an
 

rig
ht

s 
ha

s 
oc

cu
rre

d,
 a

 re
po

rt 
w

ith
 re

co
m

m
en

da
tio

ns
 to

 
co

m
pe

ns
at

e 
co

m
pl

ai
na

nt
s 

m
ay

 b
e 

ta
bl

ed
 in

 p
ar

lia
m

en
t .



232 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d;
 a

lth
ou

gh
 

co
m

pl
ai

nt
s 

re
la

te
d 

to
 s

ex
 

di
sc

rim
in

at
io

n,
 d

is
ab

ilit
y 

di
sc

rim
in

at
io

n,
 ra

ce
 

di
sc

rim
in

at
io

n 
an

d 
ag

e 
di

sc
rim

in
at

io
n 

ar
e 

co
ns

id
er

ed
 

in
 th

e 
co

nt
ex

t o
f t

he
ir 

sp
ec

ifi
c 

an
ti-

di
sc

rim
in

at
io

n 
le

gi
sl

at
io

n .
 C

om
pl

ai
na

nt
s 

m
ay

 c
on

ta
ct

 th
e 

C
om

m
is

si
on

 
us

in
g 

th
e 

N
at

io
na

l R
el

ay
 

Se
rv

ic
e,

 h
ow

ev
er

 it
 is

 u
nc

le
ar

 
w

he
th

er
 c

om
pl

ai
nt

s 
w

ou
ld

 b
e 

ac
ce

pt
ed

 in
 th

is
 m

an
ne

r, 
as

 a
ll 

co
m

pl
ai

nt
s 

ar
e 

re
qu

ire
d 

to
 b

e 
re

ce
iv

ed
 in

 w
rit

in
g .



233Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

C
om

m
on

w
ea

lth
 

O
m

bu
ds

m
an

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 c
an

 m
ak

e 
a 

co
m

pl
ai

nt
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

:
Th

e 
co

m
pl

ai
nt

 m
us

t b
e 

ab
ou

t o
ne

 o
f t

he
 fo

llo
w

in
g 

or
ga

ni
sa

tio
ns

 a
nd

 a
ge

nc
ie

s:
• 

AS
IC

• 
Se

rv
ic

es
 A

us
tra

lia
• 

N
D

IS
• 

Au
st

ra
lia

n 
Fe

de
ra

l 
Po

lic
e

• 
D

ef
en

ce
 F

or
ce

• 
D

ep
ar

tm
en

t o
f H

om
e 

Aff
ai

rs
• 

Au
st

ra
lia

n 
Bo

rd
er

 F
or

ce
• 

Th
e 

AC
T 

O
m

bu
ds

m
an

• 
O

th
er

 o
rg

an
is

at
io

ns
:

• 
Pr

iv
at

e 
ed

uc
at

io
n 

pr
ov

id
er

s
• 

Th
e 

Po
st

al
 In

du
st

ry
 

(e
 .g

 . A
us

tra
lia

 P
os

t, 
St

ar
Tr

ac
k,

 F
ed

Ex
, 

C
he

qu
e-

M
at

es
, D

 &
 D

 
M

ai
lin

g 
Se

rv
ic

es
)

• 
Pr

iv
at

e 
H

ea
lth

 
In

su
ra

nc
e 

Fu
nd

s
• 

VE
T 

St
ud

en
t L

oa
ns

Th
e 

O
m

bu
ds

m
an

 a
ls

o 
ha

s 
re

sp
on

si
bi

lit
y 

fo
r:

• 
ov

er
si

gh
t o

f t
he

 
C

om
m

on
w

ea
lth

 P
ub

lic
 

In
te

re
st

 
D

is
cl

os
ur

e 
sc

he
m

e

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ca

n 
m

ak
e 

th
ei

r c
om

pl
ai

nt
:

• 
by

 c
om

pl
et

in
g 

an
 o

nl
in

e 
co

m
pl

ai
nt

 fo
rm

,
• 

by
 p

ho
ne

• 
in

 w
rit

in
g

• 
in

 p
er

so
n,

 o
r

• 
by

 fa
x .

Th
e 

co
m

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s 

m
ay

 v
ar

y 
co

ns
id

er
ab

ly
 d

ep
en

di
ng

 o
n 

th
e 

na
tu

re
 o

f t
he

 c
om

pl
ai

nt
, 

th
e 

ag
en

cy
/b

od
y 

it 
re

la
te

s 
to

, a
nd

 th
e 

co
m

pl
ex

ity
 o

f 
th

e 
m

at
te

r i
n 

qu
es

tio
n .

 
O

m
bu

ds
m

an
 in

ve
st

ig
at

or
s 

ha
ve

 a
 la

rg
e 

de
gr

ee
 o

f 
di

sc
re

tio
n 

w
he

n 
de

ci
di

ng
 o

n 
ho

w
 to

 p
ro

ce
ss

 c
om

pl
ai

nt
s .

 
Th

e 
tim

e 
it 

ta
ke

s 
to

 d
ea

l 
w

ith
 e

ac
h 

co
m

pl
ai

nt
 c

an
 

th
er

ef
or

e 
va

ry
; f

ro
m

 b
ei

ng
 

de
al

t w
ith

 q
ui

ck
ly

 to
 ta

ki
ng

 
m

on
th

s 
to

 in
ve

st
ig

at
e .

Fo
rm

 o
f c

om
pl

ai
nt

Th
e 

O
m

bu
ds

m
an

 
ac

ce
pt

s 
an

on
ym

ou
s 

or
 ‘w

hi
st

le
-b

lo
w

er
’ 

co
m

pl
ai

nt
s .

 H
ow

ev
er

, 
th

ey
 s

ta
te

 th
at

 th
ey

 “w
ill 

no
t n

or
m

al
ly

 in
ve

st
ig

at
e 

un
le

ss
 th

e 
co

m
pl

ai
nt

 
ra

is
es

 a
 s

er
io

us
 m

at
te

r 
an

d 
th

er
e 

is
 s

uffi
ci

en
t 

in
fo

rm
at

io
n 

in
 th

e 
co

m
pl

ai
nt

 
to

 e
na

bl
e 

us
 to

 c
on

du
ct

 a
n 

in
ve

st
ig

at
io

n .
”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

O
m

bu
ds

m
an

 p
er

fo
rm

s 
a 

ra
ng

e 
of

 ro
le

s,
 in

cl
ud

in
g:

• 
“h

an
dl

in
g 

co
m

pl
ai

nt
s

• 
co

nd
uc

tin
g 

in
ve

st
ig

at
io

ns
• 

pe
rfo

rm
in

g 
au

di
ts

 a
nd

 
in

sp
ec

tio
ns

• 
en

co
ur

ag
in

g 
go

od
 

ad
m

in
is

tra
tio

n .
”

Th
e 

O
m

bu
ds

m
an

 c
on

si
de

rs
 

its
el

f “
th

e 
ov

er
si

gh
t b

od
y 

w
he

n 
it 

co
m

es
 to

 [a
 

pe
rs

on
’s

] c
om

pl
ai

nt
.” 

It 
ai

m
s 

to
 a

ss
is

t a
 c

om
pl

ai
na

nt
 

w
he

re
 th

ey
 a

re
 m

ak
in

g 
a 

co
m

pl
ai

nt
 a

ga
in

st
 a

n 
ag

en
cy

/s
er

vi
ce

 p
ro

vi
de

r, 
an

d 
to

 in
ve

st
ig

at
e 

fu
rth

er
 if

 
th

at
 a

ge
nc

y/
se

rv
ic

e 
pr

ov
id

er
 

do
es

 n
ot

 p
ro

vi
de

 a
 s

ui
ta

bl
e 

re
sp

on
se

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
W

he
re

 d
ee

m
ed

 n
ec

es
sa

ry
, 

th
e 

O
m

bu
ds

m
an

 m
ay

 
co

nd
uc

t a
n 

in
ve

st
ig

at
io

n 
in

to
 

a 
co

m
pl

ai
nt

 . 

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
W

he
re

 th
e 

O
m

bu
ds

m
an

 
fin

ds
 th

at
 a

 c
om

pl
ai

nt
 is

 
su

bs
ta

nt
ia

te
d,

 b
ot

h 
th

e 
co

m
pl

ai
na

nt
 a

nd
 a

ge
nc

y/
se

rv
ic

e 
pr

ov
id

er
 w

ill 
be

 
in

fo
rm

ed
 o

f t
ha

t d
ec

is
io

n .
In

 a
dd

iti
on

, t
he

 O
m

bu
ds

m
an

 
m

ay
 m

ak
e 

re
co

m
m

en
da

tio
ns

 
to

 th
e 

ag
en

cy
/s

er
vi

ce
 p

ro
vi

de
r . 

“R
ec

om
m

en
da

tio
ns

 a
re

 a
im

ed
 

at
 a

dd
re

ss
in

g 
ac

tio
ns

 o
r 

in
ac

tio
n 

w
hi

ch
 is

: 
• 

C
on

tra
ry

 to
 la

w
 

• 
U

nj
us

t 
• 

O
pp

re
ss

iv
e 

or
 im

pr
op

er
ly

 
di

sc
rim

in
at

or
y 

• 
U

nr
ea

so
na

bl
e 

(in
cl

ud
in

g 
un

re
as

on
ab

le
 d

el
ay

, 
pr

oc
ed

ur
al

 d
efi

ci
en

ci
es

, 
fla

w
ed

 p
ro

ce
ss

es
) 

• 
Ba

se
d 

w
ho

lly
 o

r p
ar

tly
 o

n 
a 

m
is

ta
ke

 o
f l

aw
 o

r f
ac

t 
• 

O
th

er
w

is
e,

 in
 a

ll 
th

e 
ci

rc
um

st
an

ce
s,

 w
ro

ng
”

R
ec

om
m

en
da

tio
ns

 m
ay

 
in

cl
ud

e:
• 

“th
at

 th
e 

ag
en

cy
 s

ho
ul

d 
re

co
ns

id
er

 o
r c

ha
ng

e 
its

 
ac

tio
n 

or
 d

ec
is

io
n”

 th
at

 le
d 

to
 th

e 
co

m
pl

ai
nt

• 
“th

at
 a

 la
w,

 ru
le

 o
r 

pr
oc

ed
ur

e 
sh

ou
ld

 b
e 

ch
an

ge
d”

 a
nd

/o
r

• 
th

at
 th

e 
ag

en
cy

 s
ho

ul
d 

ta
ke

 a
ct

io
n 

to
 re

m
ed

y 
th

e 
si

tu
at

io
n

https://www.ombudsman.gov.au/Our-responsibilities
https://www.ombudsman.gov.au/Our-responsibilities
https://www.ombudsman.gov.au/Our-responsibilities/making-a-disclosure
https://www.ombudsman.gov.au/Our-responsibilities/making-a-disclosure
https://www.ombudsman.gov.au/Our-responsibilities/making-a-disclosure
https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=oco-complaint-form
https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=oco-complaint-form


234 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
in

sp
ec

tio
n 

an
d 

m
on

ito
rin

g 
of

 c
er

ta
in

 
co

ve
rt 

an
d 

in
tru

si
ve

 
po

w
er

s 
by

 p
ol

ic
e 

an
d 

ot
he

r l
aw

 e
nf

or
ce

m
en

t 
ag

en
ci

es
 .

W
ith

in
 e

ac
h 

of
 th

e 
ab

ov
e 

ca
te

go
rie

s,
 th

er
e 

m
ay

 b
e 

re
qu

ire
m

en
ts

 a
s 

to
 w

ho
 c

an
 

lo
dg

e 
a 

co
m

pl
ai

nt
 .

Th
e 

O
m

bu
ds

m
an

 c
on

si
de

rs
 

w
he

th
er

 th
e 

ac
tio

ns
 o

f t
he

 
ab

ov
e 

ag
en

ci
es

 w
er

e:
• 

w
ro

ng
• 

un
ju

st
• 

un
la

w
fu

l
• 

di
sc

rim
in

at
or

y,
 o

r
• 

un
fa

ir .
Th

er
e 

is
 n

o 
ex

pl
ic

it 
m

en
tio

n 
of

 in
ve

st
ig

at
in

g 
di

ffe
re

nt
 

ty
pe

s 
of

 a
bu

se
, n

eg
le

ct
, 

ex
pl

oi
ta

tio
n,

 v
io

le
nc

e .
Li

m
ita

tio
n 

pe
rio

ds
Li

m
ita

tio
n 

pe
rio

ds
 v

ar
y 

fo
r 

ea
ch

 o
f t

he
 c

at
eg

or
ie

s/
ag

en
ci

es
 fo

r w
hi

ch
 th

e 
O

m
bu

ds
m

an
 h

as
 p

ow
er

s 
to

 
in

ve
st

ig
at

e .
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

A 
co

m
pl

ai
nt

 s
ho

ul
d 

in
cl

ud
e 

“c
op

ie
s 

of
 a

ll 
re

le
va

nt
 c

or
re

sp
on

de
nc

e 
w

ith
 th

e 
ag

en
cy

 th
at

 [t
he

 
co

m
pl

ai
na

nt
 is

] m
ak

in
g 

a 
co

m
pl

ai
nt

 a
bo

ut
 a

nd
 a

ny
 

re
fe

re
nc

e 
nu

m
be

rs
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

Th
e 

co
m

pl
ai

nt
 c

an
 b

e 
m

ad
e 

by
 th

e 
vi

ct
im

-s
ur

vi
vo

r, 
or

 th
ey

 c
an

 re
qu

es
t t

ha
t 

so
m

eo
ne

 e
ls

e 
m

ak
es

 a
 

co
m

pl
ai

nt
 o

n 
th

ei
r b

eh
al

f .
Th

ey
 n

ee
d 

to
 g

iv
e 

co
ns

en
t 

if 
so

m
eo

ne
 e

ls
e 

is
 m

ak
in

g 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r b

eh
al

f, 
w

ho
 is

 n
ot

 th
ei

r l
eg

al
 

gu
ar

di
an

 .
R

ol
e 

of
 la

w
ye

rs
/

ad
vo

ca
te

s
N

ot
 s

pe
ci

fie
d.

St
ep

s 
in

 th
e 

in
ve

st
ig

at
io

n 
pr

oc
es

s 
in

cl
ud

e:
• 

Th
e 

re
le

va
nt

 a
ge

nc
y 

be
in

g 
no

tifi
ed

 th
at

 th
ey

 
w

ill 
be

 in
ve

st
ig

at
ed

• 
Th

e 
O

m
bu

ds
m

an
 w

ill 
re

qu
es

t c
om

m
en

ts
 

an
d 

in
fo

rm
at

io
n 

fro
m

 
th

e 
ag

en
cy

 a
bo

ut
 th

e 
re

le
va

nt
 c

om
pl

ai
nt

• 
O

nc
e 

th
e 

in
ve

st
ig

at
io

n 
ha

s 
be

en
 c

on
du

ct
ed

, t
he

 
O

m
bu

ds
m

an
 w

ill 
ad

vi
se

 
th

e 
co

m
pl

ai
na

nt
 o

f t
he

ir 
de

ci
si

on
 a

nd
 th

e 
re

as
on

s 
fo

r i
t .

• 
Th

e 
co

m
pl

ai
na

nt
 is

 
th

en
 p

ro
vi

de
d 

w
ith

 th
e 

op
po

rtu
ni

ty
 to

 re
sp

on
d 

an
d 

to
 “s

ub
m

it 
an

y 
fu

rth
er

 in
fo

rm
at

io
n 

or
 

ar
gu

m
en

ts
”

• 
Th

e 
O

m
bu

ds
m

an
 

m
ay

 th
en

 c
on

du
ct

 
fu

rth
er

 in
ve

st
ig

at
io

n 
if 

ne
ce

ss
ar

y .
• 

Fi
na

lly
, t

he
 O

m
bu

ds
m

an
 

w
ill 

cl
os

e 
th

e 
in

ve
st

ig
at

io
n 

an
d 

w
ill 

ad
vi

se
 th

e 
re

le
va

nt
 

ag
en

cy
/s

er
vi

ce
 p

ro
vi

de
r 

of
 th

ei
r fi

nd
in

gs
 a

nd
 

re
co

m
m

en
da

tio
ns

 .
Th

e 
O

m
bu

ds
m

an
 a

ls
o 

st
at

es
:

“If
 a

n 
in

ve
st

ig
at

io
n 

is
 

un
de

rta
ke

n,
 th

e 
O

m
bu

ds
m

an
 

Ac
t p

ro
vi

de
s 

a 
hi

gh
 d

eg
re

e 
of

 fl
ex

ib
ilit

y 
in

 d
ec

id
in

g 
ho

w
 

th
e 

in
ve

st
ig

at
io

n 
w

ill 
be

Po
te

nt
ia

l r
em

ed
ie

s 
in

cl
ud

e:
• 

Im
pr

ov
ed

 c
om

m
un

ic
at

io
n 

(e
xp

la
in

in
g 

an
d 

gi
vi

ng
 

re
as

on
s)

• 
Ac

tio
ns

 a
nd

 d
ec

is
io

ns
• 

R
ed

uc
in

g 
de

la
y

• 
su

sp
en

di
ng

 o
r p

os
tp

on
in

g 
ac

tio
n

• 
R

ec
on

si
de

rin
g 

or
 c

ha
ng

in
g 

a 
de

ci
si

on
• 

Fi
na

nc
ia

l c
om

pe
ns

at
io

n
• 

Ap
ol

og
ie

s
Im

po
rta

nt
ly,

 th
e 

O
m

bu
ds

m
an

 
“c

an
no

t o
ve

rri
de

 th
e 

de
ci

si
on

s 
of

 a
ge

nc
ie

s,
 o

r c
om

pe
l t

he
m

 
to

 c
om

pl
y 

w
ith

 h
is

 o
r h

er
 

re
co

m
m

en
da

tio
ns

 .”
H

ow
ev

er
, i

f a
n 

ag
en

cy
/s

er
vi

ce
 

pr
ov

id
er

 fa
ils

 to
 a

cc
ep

t o
r 

fo
llo

w
 th

e 
O

m
bu

ds
m

an
’s

 
re

co
m

m
en

da
tio

ns
, t

he
 

O
m

bu
ds

m
an

 m
ay

 d
ec

id
e 

to
 

su
bm

it 
a 

fo
rm

al
 re

po
rt 

to
 th

e 
re

le
va

nt
 m

in
is

te
r, 

th
e 

Pr
im

e 
M

in
is

te
r, 

or
 th

e 
Pa

rli
am

en
t, 

w
he

re
 th

ey
 b

el
ie

ve
 it

 is
 in

 th
e 

pu
bl

ic
 in

te
re

st
 to

 d
o 

so
 .

R
ol

es
 o

f p
er

pe
tra

to
r 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 

https://www.ombudsman.gov.au/Our-responsibilities/our-inspections-role


235Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

“T
he

re
 s

ho
ul

d 
be

 
en

ou
gh

 in
fo

rm
at

io
n 

fo
r t

he
 

O
m

bu
ds

m
an

 to
 u

nd
er

st
an

d 
th

e 
ci

rc
um

st
an

ce
s 

of
 [t

he
] 

co
m

pl
ai

nt
 a

nd
 d

ec
id

e 
ho

w
 to

 d
ea

l w
ith

 it
 .” 

Th
is

 
m

ay
 in

cl
ud

e 
th

e 
fo

llo
w

in
g 

in
fo

rm
at

io
n:

• 
W

ha
t h

ap
pe

ne
d

• 
W

he
re

 th
e 

ev
en

ts
 to

ok
 

pl
ac

e
• 

W
he

n 
(ti

m
e 

an
d 

da
te

)
• 

W
ho

 w
as

 in
vo

lv
ed

• 
An

y 
w

itn
es

se
s 

to
 th

es
e 

ev
en

ts
 

• 
An

y 
m

ed
ic

al
 e

vi
de

nc
e,

 
ph

ot
og

ra
ph

s 
or

 
do

cu
m

en
ts

 w
hi

ch
 m

ay
 

be
 re

le
va

nt
• 

An
y 

ac
tio

n 
al

re
ad

y 
ta

ke
n 

in
 re

la
tio

n 
to

 th
e 

co
m

pl
ai

nt
• 

W
ha

t a
ct

io
n 

or
 o

ut
co

m
e 

th
e 

co
m

pl
ai

na
nt

 is
 

se
ek

in
g

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g:
R

eg
ar

di
ng

 le
ga

l 
ca

pa
ci

ty
/s

ub
st

itu
te

d 
de

ci
si

on
-m

ak
in

g,
 th

e 
O

m
bu

ds
m

an
 s

ta
te

s 
th

at
 

th
e 

vi
ct

im
-s

ur
vi

vo
r n

ee
ds

 
to

 p
ro

vi
de

 c
on

se
nt

 fo
r 

th
ei

r r
ep

re
se

nt
at

iv
e 

to
 

co
m

m
un

ic
at

e 
w

ith
 th

e 
C

O
 

by
 c

om
pl

et
in

g 
a 

‘P
er

m
is

si
on

 
fo

r a
no

th
er

 p
er

so
n 

to
 a

ct
 

on
 m

y 
be

ha
lf’

 fo
rm

 a
nd

 
m

ai
lin

g 
or

 e
m

ai
lin

g 
it 

to
 th

e 
O

m
bu

ds
m

an
 . 

co
nd

uc
te

d .
 T

hi
s 

en
ab

le
s 

th
e 

m
os

t r
el

ev
an

t, 
pr

ac
tic

ab
le

 
an

d 
effi

ci
en

t a
pp

ro
ac

h 
to

 b
e 

se
le

ct
ed

 . M
os

t i
nv

es
tig

at
io

ns
 

ar
e 

co
nd

uc
te

d 
in

fo
rm

al
ly,

 
an

d 
m

ay
 e

nt
ai

l t
el

ep
ho

ne
 

an
d/

or
 e

m
ai

l c
on

ta
ct

 
be

tw
ee

n 
th

e 
O

m
bu

ds
m

an
 

in
ve

st
ig

at
io

n 
offi

ce
r a

nd
 

th
e 

ag
en

cy
 c

on
ta

ct
 o

ffi
ce

r. 
An

 in
ve

st
ig

at
io

n 
ca

n 
be

 
as

 s
im

pl
e 

as
 o

ne
 o

r t
w

o 
te

le
ph

on
e 

ca
lls

, o
r a

s 
co

m
pl

ex
 a

s 
re

qu
iri

ng
 

re
vi

ew
 o

f m
an

y 
ag

en
cy

 
fil

es
 a

nd
 d

oc
um

en
ts

, f
or

m
al

 
in

te
rv

ie
w

s,
 a

nd
 o

bt
ai

ni
ng

 
in

de
pe

nd
en

t s
pe

ci
al

is
t 

ad
vi

ce
 .”

Ro
le

 o
f v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

vi
ct

im
-s

ur
vi

vo
r (

or
 th

e 
co

m
pl

ai
na

nt
, o

n 
th

ei
r b

eh
al

f),
 

is
:

• 
re

qu
ire

d 
to

 p
ro

vi
de

 
as

 m
uc

h 
in

fo
rm

at
io

n 
ab

ou
t t

he
ir 

co
m

pl
ai

nt
 

as
 p

os
si

bl
e 

to
 th

e 
O

m
bu

ds
m

an
• 

in
fo

rm
ed

 a
bo

ut
 

th
e 

de
ci

si
on

 o
f t

he
 

O
m

bu
ds

m
an

 a
fte

r a
n 

in
ve

st
ig

at
io

n 
ha

s 
be

en
 

co
nd

uc
te

d
• 

pe
rm

itt
ed

 to
 m

ak
e 

fu
rth

er
 

co
m

m
en

ts
 o

r p
ro

vi
de

 
fu

rth
er

 in
fo

rm
at

io
n 

in
 

re
sp

on
se

 to
 th

at
 d

ec
is

io
n 

in
fo

rm
ed

 a
bo

ut
 th

e 
O

m
bu

ds
m

an
’s

 fi
na

l 
de

ci
si

on
 o

n 
th

e 
m

at
te

r .

sy
st

em
ic

 re
sp

on
se

:
W

hi
le

 th
e 

O
m

bu
ds

m
an

 c
an

no
t 

co
m

pe
l a

ge
nc

ie
s 

to
 c

om
pl

y 
w

ith
 th

ei
r r

ec
om

m
en

da
tio

ns
, 

th
ey

 m
ak

e 
re

co
m

m
en

da
tio

ns
 

in
 a

n 
at

te
m

pt
 to

 “i
nfl

ue
nc

e 
sy

st
em

ic
 im

pr
ov

em
en

t i
n 

pu
bl

ic
 a

dm
in

is
tra

tio
n .

”
Th

ro
ug

h 
its

 in
ve

st
ig

at
io

n 
pr

oc
es

s,
 th

e 
O

m
bu

ds
m

an
 

at
te

m
pt

s 
to

 p
ut

 p
re

ss
ur

e 
on

 
re

le
va

nt
 a

ge
nc

ie
s 

to
: 

• 
Ta

ke
 re

sp
on

si
bi

lit
y

• 
Ac

t p
ro

m
pt

ly
• 

Be
 fa

ir 
an

d 
pr

op
or

tio
na

te
• 

Lo
ok

 a
t a

ll 
th

e 
ci

rc
um

st
an

ce
s

C
on

si
de

r a
lte

rn
at

iv
e 

di
sp

ut
e 

re
so

lu
tio

n
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

O
m

bu
ds

m
an

 fo
llo

w
s 

up
 

on
 a

ge
nc

ie
s/

se
rv

ic
e 

pr
ov

id
er

s 
fo

r w
ho

m
 it

 h
as

 m
ad

e 
re

co
m

m
en

da
tio

ns
, w

ith
in

 th
e 

tim
ef

ra
m

e 
sp

ec
ifi

ed
 w

he
n 

th
e 

re
co

m
m

en
da

tio
ns

 w
er

e 
in

iti
al

ly
 m

ad
e .

 It
 a

sk
s 

th
es

e 
ag

en
ci

es
 to

 p
ro

vi
de

 e
vi

de
nc

e 
of

 h
av

in
g 

im
pl

em
en

te
d 

th
e 

re
co

m
m

en
da

tio
ns

 . T
he

 
O

m
bu

ds
m

an
 th

en
 p

ub
lis

he
s 

“s
um

m
ar

y 
re

po
rts

” o
n 

th
e 

pr
og

re
ss

 o
f r

el
ev

an
t 

ag
en

ci
es

 in
 im

pl
em

en
tin

g 
th

e 
re

co
m

m
en

da
tio

ns
 .

http://www.ombudsman.gov.au/__data/assets/pdf_file/0018/24408/obo_form.pdf
http://www.ombudsman.gov.au/__data/assets/pdf_file/0018/24408/obo_form.pdf
http://www.ombudsman.gov.au/__data/assets/pdf_file/0018/24408/obo_form.pdf


236 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d,
 a

lth
ou

gh
 

it 
ap

pe
ar

s 
as

 th
ou

gh
 

co
m

pl
ai

nt
s 

ar
e 

as
su

m
ed

 
to

 b
e 

lo
dg

ed
 a

ga
in

st
 

ag
en

ci
es

/o
rg

an
is

at
io

ns
 .

R
ol

e 
of

 p
er

pe
tra

to
r 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

ag
en

cy
/s

er
vi

ce
 p

ro
vi

de
r 

is
:

• 
co

nt
ac

te
d 

by
 th

e 
O

m
bu

ds
m

an
 a

nd
 

ad
vi

se
d 

th
at

 a
 c

om
pl

ai
nt

 
ha

s 
be

en
 m

ad
e 

ag
ai

ns
t 

th
em

• 
re

qu
ire

d 
to

 p
ro

vi
de

 a
ny

 
re

le
va

nt
 in

fo
rm

at
io

n 
an

d 
co

m
m

en
ts

 in
 re

la
tio

n 
to

 th
e 

co
m

pl
ai

nt
, t

o 
th

e 
O

m
bu

ds
m

an
 in

ve
st

ig
at

or
• 

in
fo

rm
ed

 a
bo

ut
 

th
e 

de
ci

si
on

 o
f t

he
 

O
m

bu
ds

m
an

 a
fte

r a
n 

in
ve

st
ig

at
io

n 
ha

s 
be

en
 

co
nd

uc
te

d
• 

pe
rm

itt
ed

 to
 m

ak
e 

fu
rth

er
 

co
m

m
en

ts
 o

r p
ro

vi
de

 
fu

rth
er

 in
fo

rm
at

io
n 

in
 

re
sp

on
se

 to
 th

at
 d

ec
is

io
n 

in
fo

rm
ed

 a
bo

ut
 th

e 
O

m
bu

ds
m

an
’s

 fi
na

l 
de

ci
si

on
 o

n 
th

e 
m

at
te

r .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 
in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 ta
ke

 
ac

tio
n

U
nd

er
 th

e 
O

m
bu

ds
m

an
 A

ct
, 

th
e 

O
m

bu
ds

m
an

 h
as

 “w
id

e 
po

w
er

s 
to

 o
bt

ai
n 

in
fo

rm
at

io
n 

fo
r t

he
 in

ve
st

ig
at

io
n 

of
 

co
m

pl
ai

nt
s .

” T
he

se
 in

cl
ud

e 
th

e 
po

w
er

 to
:

• 
“re

qu
ire

 a
 p

er
so

n 
or

 a
ge

nc
y 

to
 p

ro
vi

de
 d

oc
um

en
ts

 
or

 o
th

er
 w

rit
te

n 
re

co
rd

s 
re

le
va

nt
 to

 a
n 

in
ve

st
ig

at
io

n 
(s

 9
 o

f t
he

 O
m

bu
ds

m
an

 
Ac

t)
• 

re
qu

ire
 a

 p
er

so
n 

to
 a

tte
nd

 a
 

sp
ec

ifi
ed

 p
la

ce
 a

nd
 a

ns
w

er
 

qu
es

tio
ns

 (s
 9

)
• 

ex
am

in
e 

w
itn

es
se

s 
on

 o
at

h 
or

 a
ffi

rm
at

io
n 

(s
 1

3)
.”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
D

ur
in

g 
th

e 
in

ve
st

ig
at

io
n 

pr
oc

es
s

W
he

re
 a

 c
om

pl
ai

na
nt

 is
 n

ot
 

sa
tis

fie
d 

w
ith

 th
e 

in
iti

al
 fi

nd
in

gs
 

of
 th

e 
O

m
bu

ds
m

an
, t

he
y 

ar
e 

gi
ve

n 
th

e 
op

po
rtu

ni
ty

 to
 

pr
ov

id
e:

• 
“a

dd
iti

on
al

 e
vi

de
nc

e
• 

ex
tra

 in
fo

rm
at

io
n 

or
 [t

he
ir]

 
vi

ew
 o

f t
he

 fa
ct

s



237Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

C
om

m
on

w
ea

lth
 

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

 T
he

y 
ar

e 
as

si
st

ed
 b

y 
“S

en
io

r 
As

si
st

an
ts

” w
ith

 e
xp

er
tis

e 
in

 p
ar

tic
ul

ar
 a

re
as

 o
f 

in
ve

st
ig

at
io

n .

• 
th

e 
re

as
on

s 
[th

ey
] d

is
ag

re
e 

w
ith

 [t
he

 O
m

bu
ds

m
an

’s
] 

de
ci

si
on

 .
Th

e 
O

ffi
ce

r w
ill 

us
e 

th
is

 
in

fo
rm

at
io

n 
to

 re
co

ns
id

er
 th

ei
r 

de
ci

si
on

 .”
R

ev
ie

w
 o

f t
he

 fi
na

l d
ec

is
io

n
O

nc
e 

a 
fin

al
 d

ec
is

io
n 

ha
s 

be
en

 
m

ad
e,

 th
e 

co
m

pl
ai

na
nt

 c
an

 
re

qu
es

t t
ha

t t
he

 O
m

bu
ds

m
an

 
re

vi
ew

s 
it .

 T
hi

s 
re

qu
es

t m
us

t 
be

 m
ad

e 
in

 w
rit

in
g 

w
ith

in
 3

 
m

on
th

s 
of

 th
e 

de
ci

si
on

 b
ei

ng
 

m
ad

e .
 T

he
 re

vi
ew

 w
ill 

be
 

co
nd

uc
te

d 
by

 a
 s

en
io

r o
ffi

ce
r 

no
t i

nv
ol

ve
d 

in
 th

e 
or

ig
in

al
 

in
ve

st
ig

at
io

n .
Th

e 
“re

qu
es

t f
or

 re
vi

ew
 m

us
t 

cl
ea

rly
 id

en
tif

y 
w

hy
 [t

he
y]

 
be

lie
ve

 th
e 

or
ig

in
al

 d
ec

is
io

n 
w

as
 w

ro
ng

, a
nd

 p
ro

vi
de

 
an

y 
re

le
va

nt
 s

up
po

rti
ng

 
in

fo
rm

at
io

n 
or

 e
vi

de
nc

e .
” N

ot
 

ev
er

y 
re

qu
es

t f
or

 re
vi

ew
 w

ill 
be

 g
ra

nt
ed

 .
If 

gr
an

te
d,

 “t
he

 re
vi

ew
 w

ill 
co

ns
id

er
:

• 
th

e 
pr

oc
es

s 
ad

op
te

d 
by

 
th

e 
in

ve
st

ig
at

in
g 

offi
ce

r 
an

d 
w

he
th

er
 it

 w
as

 fa
ir 

an
d 

ad
eq

ua
te

 to
 a

dd
re

ss
 a

ll 
th

e 
co

m
pl

ai
nt

 is
su

es
 ra

is
ed

,
• 

th
e 

m
er

it 
of

 th
e 

offi
ce

r’s
 

co
nc

lu
si

on
s,

 a
nd



238 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
w

he
th

er
 th

e 
in

ve
st

ig
at

in
g 

offi
ce

r p
ro

pe
rly

 e
xp

la
in

ed
 

th
ei

r d
ec

is
io

n .
Th

e 
re

vi
ew

 o
ffi

ce
r m

ay
:

• 
up

ho
ld

 th
e 

de
ci

si
on

 o
f t

he
 

or
ig

in
al

 in
ve

st
ig

at
io

n 
offi

ce
r

• 
ch

an
ge

 th
e 

de
ci

si
on

 o
f t

he
 

or
ig

in
al

 in
ve

st
ig

at
io

n 
offi

ce
r

• 
se

nd
 th

e 
m

at
te

r b
ac

k 
to

 
th

e 
or

ig
in

al
 in

ve
st

ig
at

io
n 

offi
ce

r o
r a

no
th

er
 o

ffi
ce

r 
fo

r f
ur

th
er

 in
ve

st
ig

at
io

n 
or

 
be

tte
r e

xp
la

na
tio

n .
”

M
at

te
rs

 w
ill 

on
ly

 b
e 

re
vi

ew
ed

 
on

ce
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
Th

e 
O

m
bu

ds
m

an
 h

as
 s

om
e 

ov
er

si
gh

t p
ow

er
s 

of
 fe

de
ra

l 
po

lic
e 

ag
en

ci
es

, i
nc

lu
di

ng
 

po
w

er
s 

to
 a

ud
it 

an
d 

in
sp

ec
t 

va
rio

us
 p

ro
gr

am
s/

si
te

s .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
O

nl
y 

th
e 

pe
rs

on
 w

ho
 h

as
 

m
ad

e 
a 

co
m

pl
ai

nt
, o

r t
he

 
pe

rs
on

 th
ey

 h
av

e 
co

ns
en

te
d 

to
 a

ct
 o

n 
th

ei
r b

eh
al

f, 
ca

n 
ac

ce
ss

 in
fo

rm
at

io
n 

ab
ou

t t
he

ir 
co

m
pl

ai
nt

 .



239Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

ty
pe

s 
of

 in
fo

rm
at

io
n 

th
e 

O
m

bu
ds

m
an

 c
an

 s
ha

re
 

in
cl

ud
e:

• 
“c

or
re

sp
on

de
nc

e 
to

 th
e 

O
ffi

ce
 re

ce
iv

ed
 fr

om
 

th
e 

pe
rs

on
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

• 
co

rre
sp

on
de

nc
e 

to
 th

em
 

fro
m

 o
ur

 O
ffi

ce
.

• 
re

co
rd

s 
of

 te
le

ph
on

e 
an

d 
pe

rs
on

al
 d

is
cu

ss
io

ns
 

in
vo

lv
in

g 
th

em
, 

un
le

ss
 th

os
e 

re
co

rd
s 

co
nt

ai
n 

se
ns

iti
ve

 
in

fo
rm

at
io

n .
 In

 th
is

 c
as

e,
 

no
n-

se
ns

iti
ve

 p
or

tio
ns

 m
ay

 
be

 d
is

cl
os

ed
 .

• 
ot

he
r d

oc
um

en
ts

—
su

ch
 a

s 
co

pi
es

 o
f c

or
re

sp
on

de
nc

e 
be

tw
ee

n 
th

em
se

lv
es

 a
nd

 
th

e 
ag

en
cy

, w
hi

ch
 re

la
te

s 
to

 th
ei

r c
om

pl
ai

nt
—

w
he

re
 

w
e 

ar
e 

sa
tis

fie
d 

th
at

 th
e 

pe
rs

on
 w

ou
ld

 h
av

e 
al

re
ad

y 
se

en
 th

em
 .

• 
so

m
e 

do
cu

m
en

ts
 c

re
at

ed
 

w
he

n 
w

e 
ha

ve
 a

ss
es

se
d 

a 
co

m
pl

ai
nt

 o
f a

bu
se

 in
 

D
ef

en
ce

 .”
Th

os
e 

se
ek

in
g 

ot
he

r 
in

fo
rm

at
io

n 
ne

ed
 to

 fi
ll 

ou
t a

 fo
rm

al
 F

re
ed

om
 o

f 
In

fo
rm

at
io

n 
(F

O
I) 

re
qu

es
t .

“T
he

 O
m

bu
ds

m
an

 A
ct

 p
ro

vi
de

s 
pr

ot
ec

tio
n 

fo
r a

n 
ag

en
cy

 
or

 p
er

so
n 

w
ho

 g
iv

es
 th

e 
O

m
bu

ds
m

an
 in

fo
rm

at
io

n 
w

he
n 

https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=enquiry-form
https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=enquiry-form


240 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

re
qu

es
te

d,
 o

r b
ec

au
se

 it
 

re
as

on
ab

ly
 a

pp
ea

rs
 re

le
va

nt
 

to
 a

n 
in

ve
st

ig
at

io
n .

 In
fo

rm
at

io
n 

gi
ve

n 
to

 th
e 

O
m

bu
ds

m
an

’s
 

offi
ce

: 
• 

ca
nn

ot
 b

e 
us

ed
 in

 e
vi

de
nc

e 
ag

ai
ns

t t
he

 p
er

so
n 

(o
th

er
 

th
an

 fo
r g

iv
in

g 
fa

ls
e 

or
 

m
is

le
ad

in
g 

in
fo

rm
at

io
n)

 
• 

do
es

 n
ot

 b
re

ac
h 

th
e 

Pr
iv

ac
y 

Ac
t 1

98
8 

• 
do

es
 n

ot
 a

ffe
ct

 a
 c

la
im

 
th

at
 m

ay
 b

e 
m

ad
e 

fo
r l

eg
al

 
pr

of
es

si
on

al
 p

riv
ile

ge
 .”

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fro
m

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
Th

is
 is

 u
nc

le
ar

 . T
he

 
O

m
bu

ds
m

an
 h

as
 

an
 In

fo
rm

at
io

n 
Pu

bl
ic

at
io

n 
Sc

he
m

e,
 b

ut
 th

is
 d

oe
s 

no
t 

se
em

 to
 c

ov
er

 in
fo

rm
at

io
n 

ab
ou

t i
nd

iv
id

ua
l c

om
pl

ai
nt

s 
th

at
 h

av
e 

be
en

 re
so

lv
ed

 .
In

fo
rm

at
io

n 
m

ay
 a

ls
o 

be
 

ac
ce

ss
ib

le
 th

ro
ug

h 
Fr

ee
do

m
 o

f 
In

fo
rm

at
io

n 
re

qu
es

ts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
O

m
bu

ds
m

an
 c

an
 m

ak
e 

re
co

m
m

en
da

tio
ns

 to
 a

ge
nc

ie
s 

w
ith

in
 it

s 
re

m
it,

 a
s 

w
el

l a
s 

th
e 

Au
st

ra
lia

n 
Pa

rli
am

en
t, 

ab
ou

t 
po

te
nt

ia
l p

ol
ic

y 
an

d 
la

w
 re

fo
rm

 
op

po
rtu

ni
tie

s .
 It

 a
ls

o

https://www.ombudsman.gov.au/Our-responsibilities/seeking-information/information-publication-scheme
https://www.ombudsman.gov.au/Our-responsibilities/seeking-information/information-publication-scheme
https://www.ombudsman.gov.au/Our-responsibilities/seeking-information/freedom-of-information
https://www.ombudsman.gov.au/Our-responsibilities/seeking-information/freedom-of-information


241Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

m
ak

es
 s

ub
m

is
si

on
s 

to
 

go
ve

rn
m

en
t i

nq
ui

rie
s,

 a
nd

 
pr

od
uc

es
 a

 ra
ng

e 
of

 is
su

es
 

pa
pe

rs
/ a

ss
es

sm
en

ts
/b

et
te

r 
pr

ac
tic

e 
gu

id
es

 e
tc

 . a
im

ed
 a

t 
im

pr
ov

in
g 

pu
bl

ic
 a

dm
in

is
tra

tio
n 

at
 th

e 
sy

st
em

ic
 le

ve
l .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Se
e 

sp
ec

ia
l p

ro
vi

si
on

s 
fo

r t
he

 
In

di
ge

no
us

 c
om

m
un

ity
, a

nd
 

sp
ec

ia
l p

ro
vi

si
on

s 
fo

r p
eo

pl
e 

w
ith

 d
is

ab
ilit

y .
 T

he
y 

al
so

 
as

si
st

 c
om

pl
ai

na
nt

s 
w

ho
 n

ee
d 

as
si

st
an

ce
 fr

om
 tr

an
sl

at
io

n 
an

d 
in

te
rp

re
tin

g 
se

rv
ic

es
, o

r 
w

ho
 w

is
h 

to
 c

om
pl

ai
n 

us
in

g 
th

e 
N

at
io

na
l R

el
ay

 S
er

vi
ce

 .

https://www.ombudsman.gov.au/what-we-do/indigenous
https://www.ombudsman.gov.au/what-we-do/working-with-people-with-disability
https://www.ombudsman.gov.au/what-we-do/working-with-people-with-disability


242 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
is

ab
ili

ty
 

Sp
ec

ifi
c

N
D

IS
 Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 
C

om
m

is
si

on

W
ho

 c
an

 c
om

pl
ai

n?
N

D
IS

 p
ar

tic
ip

an
ts

 .  
An

 
N

D
IS

 p
ar

tic
ip

an
t i

s 
de

fin
ed

 
as

 p
er

so
n 

w
ith

 d
is

ab
ilit

y 
w

ho
 re

ce
iv

es
 s

up
po

rts
 

or
 s

er
vi

ce
s 

fro
m

 a
n 

N
D

IS
 p

ro
vi

de
r w

ho
 is

 a
 

pa
rti

ci
pa

nt
 in

 th
e 

N
at

io
na

l 
D

is
ab

ilit
y 

In
su

ra
nc

e .
 R

ef
er

 
to

 s
ec

tio
ns

 2
8,

 2
9 

an
d 

30
 

of
 th

e 
N

at
io

na
l D

is
ab

ili
ty

 
In

su
ra

nc
e 

S
ch

em
e 

A
ct

 
20

13
 .

C
om

pl
ai

nt
s 

ab
ou

t n
on

 
N

D
IS

 fu
nd

ed
 s

er
vi

ce
s 

ar
e 

ex
cl

ud
ed

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
Th

e 
co

m
pl

ai
nt

 c
an

 a
pp

ly
 to

: 
• 

N
D

IS
 s

er
vi

ce
s 

an
d 

su
pp

or
ts

 th
at

 w
er

e 
no

t 
pr

ov
id

ed
 in

 a
 s

af
e 

or
 

re
sp

ec
tfu

l w
ay

• 
N

D
IS

 s
er

vi
ce

s 
an

d 
su

pp
or

ts
 th

at
 w

er
e 

no
t p

ro
vi

de
d 

to
 a

n 
ap

pr
op

ria
te

 s
ta

nd
ar

d;
• 

an
d 

ho
w

 a
 N

D
IS

 
pr

ov
id

er
 h

as
 m

an
ag

ed
 

a 
co

m
pl

ai
nt

 a
bo

ut
 

se
rv

ic
es

 a
nd

 s
up

po
rt 

pr
ov

id
ed

 to
 a

 N
D

IS
 

pa
rti

ci
pa

nt
 .  

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

di
re

ct
ly

 to
 th

e 
C

om
m

is
si

on
 . 

C
om

pl
ai

na
nt

s 
ca

n 
co

m
pl

ai
n 

vi
a 

th
e 

te
le

ph
on

e 
or

 s
ub

m
itt

in
g 

an
 o

nl
in

e 
co

m
pl

ai
nt

s 
fo

rm
 .

In
 o

rd
er

 fo
r N

D
IS

 p
ro

vi
de

rs
 

to
 b

e 
re

gi
st

er
ed

 th
ey

 
m

us
t h

av
e 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t a

nd
 

re
so

lu
tio

n 
sy

st
em

 in
 p

la
ce

 .  
Th

e 
C

om
m

is
si

on
 d

oe
s 

no
t a

pp
ea

r t
o 

pr
ov

id
e 

de
ta

il 
on

 h
ow

 it
 in

te
ra

ct
s 

w
ith

 c
om

pl
ai

nt
s 

to
 a

 lo
ca

l 
co

m
pl

ai
nt

s 
bo

dy
, a

pa
rt 

fro
m

 
en

co
ur

ag
in

g 
pe

op
le

 to
 g

o 
th

er
e 

fir
st

. 
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ca

n 
be

 m
ad

e 
ov

er
 th

e 
ph

on
e,

 v
ia

 th
e 

N
at

io
na

l R
el

ay
 S

er
vi

ce
 o

r 
on

lin
e,

 u
si

ng
 th

e 
co

m
pl

ai
nt

 
co

nt
ac

t f
or

m
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

Th
e 

co
m

pl
ai

nt
 d

oe
s 

no
t 

ap
pe

ar
 to

 n
ee

d 
to

 c
om

e 
fro

m
 th

e 
vi

ct
im

-s
ur

vi
vo

r . 
Th

e 
N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 C

om
m

is
si

on
 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

an
d 

R
es

ol
ut

io
n 

G
ui

da
nc

e 
do

cu
m

en
t i

nd
ic

at
es

 th
at

 
th

e 
pa

rti
ci

pa
nt

’s
 fa

m
ily

, 
fri

en
ds

, c
ar

er
s,

 g
ua

rd
ia

ns
 

or
 a

dv
oc

at
e 

ca
n 

m
ak

e 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r b

eh
al

f .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

U
nl

aw
fu

l c
on

du
ct

 o
r 

cr
im

in
al

 m
at

te
rs

 w
ill 

be
 

re
fe

rre
d 

to
 s

ta
te

 o
r t

er
rit

or
y 

po
lic

e .
 In

 a
cc

or
da

nc
e 

w
ith

 
th

e 
N

at
io

na
l D

is
ab

ili
ty

 
In

su
ra

nc
e 

S
ch

em
e 

(C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

an
d 

R
es

ol
ut

io
n)

 R
ul

es
 

20
18

, N
D

IS
 p

ro
vi

de
rs

’, 
m

us
t r

ef
er

 a
ny

 p
os

si
bl

e 
co

m
m

itm
en

t o
f a

 c
rim

in
al

 
off

en
ce

 to
 th

e 
ap

pr
op

ria
te

 
la

w
 e

nf
or

ce
m

en
t .

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

N
D

IS
 Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 C
om

m
is

si
on

 
• 

“re
sp

on
ds

 to
 c

on
ce

rn
s,

 
co

m
pl

ai
nt

s 
an

d 
re

po
rta

bl
e 

in
ci

de
nt

s,
 

in
cl

ud
in

g 
ab

us
e 

an
d 

ne
gl

ec
t o

f N
D

IS
 

pa
rti

ci
pa

nt
s 

• 
pr

om
ot

es
 th

e 
N

D
IS

 
pr

in
ci

pl
es

 o
f c

ho
ic

e 
an

d 
co

nt
ro

l, 
an

d 
w

or
ks

 to
 

em
po

w
er

 p
ar

tic
ip

an
ts

 to
 

ex
er

ci
se

 th
ei

r r
ig

ht
s 

to
 

ac
ce

ss
 q

ua
lit

y 
se

rv
ic

es
 

as
 in

fo
rm

ed
, p

ro
te

ct
ed

 
co

ns
um

er
s

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

e 
N

D
IS

 p
ro

vi
de

r, 
fo

r 
ex

am
pl

e,
 m

ay
 b

e 
re

qu
ire

d 
to

 m
ak

e 
ch

an
ge

s 
to

 th
ei

r 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
sy

st
em

s,
 e

ns
ur

e 
al

l s
er

vi
ce

 
us

er
’s

 b
eh

av
io

ur
 s

up
po

rt 
pl

an
s 

ar
e 

up
 to

 d
at

e,
 e

ns
ur

e 
m

an
ag

em
en

t t
ak

e 
pa

rt 
in

 
pa

rti
cu

la
r t

ra
in

in
g 

or
 th

e 
C

om
m

is
si

on
 m

ay
 d

ec
id

e 
to

 
en

d 
th

e 
co

m
pl

ai
nt

 .  
A 

se
rv

ic
e 

pr
ov

id
er

 o
r w

or
ke

r m
ay

 b
e 

de
re

gi
st

er
ed

 .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
on

e 
sp

ec
ifi

ed
.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
N

D
IS

 p
ro

vi
de

r m
ay

 b
e 

re
qu

ire
d 

to
 re

po
rt 

ba
ck

 to
 th

e 
C

om
m

is
si

on
 o

n 
an

y 
ac

tio
n 

th
ey

 h
ey

 h
av

e 
be

en
 re

qu
ire

d 
to

 ta
ke

 . I
f t

he
 c

om
pl

ai
nt

 ra
is

es
 

se
rio

us
 c

om
pl

ia
nc

e 
is

su
es

, t
he

 
C

om
m

is
si

on
 h

as
 th

e 
po

w
er

 to
 

ta
ke

 a
ct

io
n .

 

https://www.ndiscommission.gov.au/
https://www.ndiscommission.gov.au/
https://www.ndiscommission.gov.au/


243Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
W

ith
 th

e 
co

m
pl

ai
na

nt
’s

 
co

ns
en

t t
he

 C
om

m
is

si
on

 
w

ill 
as

k 
th

e 
se

rv
ic

e 
pr

ov
id

er
 

to
 p

ro
du

ce
 in

fo
rm

at
io

n 
an

d 
do

cu
m

en
ts

 . T
he

 
C

om
pl

ai
na

nt
 m

ay
 a

ls
o 

to
 b

e 
as

ke
d 

to
 p

ro
du

ce
 

do
cu

m
en

ts
 a

nd
 in

fo
rm

at
io

n .
  

Fo
llo

w
in

g 
th

e 
re

so
lu

tio
n 

of
 

a 
co

m
pl

ai
nt

, i
n 

m
on

ito
rin

g 
th

e 
se

rv
ic

e 
pr

ov
id

er
’s

 
re

sp
on

se
, t

he
 C

om
m

is
si

on
 

m
ay

 re
qu

es
t f

ur
th

er
 

do
cu

m
en

ta
tio

n,
 c

on
ta

ct
 

pe
op

le
 in

vo
lv

ed
 in

 th
e 

co
m

pl
ai

nt
, v

is
it 

th
e 

se
rv

ic
e 

or
 ta

lk
 to

 o
th

er
 p

eo
pl

e 
aff

ec
te

d 
by

 th
e 

is
su

es
 

in
cl

ud
in

g 
ot

he
r p

eo
pl

e 
w

ith
 

di
sa

bi
lit

y 
an

d 
st

aff
. 

Ro
le

 o
f l

eg
al

 c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
A 

pe
rs

on
 c

an
 m

ak
e 

a 
co

m
pl

ai
nt

 o
n 

be
ha

lf 
of

 a
 

pe
rs

on
 w

ith
 d

is
ab

ilit
y .

 
A 

gu
ar

di
an

 is
 li

st
ed

 a
s 

so
m

eo
ne

 w
ho

 is
 a

bl
e 

to
 

m
ak

e 
a 

co
m

pl
ai

nt
 to

 th
e 

C
om

m
is

si
on

 . H
ow

ev
er

, 
th

e 
C

om
m

is
si

on
 d

oe
s 

no
t 

ap
pe

ar
 to

 p
ro

vi
de

 d
et

ai
l 

on
 h

ow
 a

 c
om

pl
ai

nt
 w

or
ks

 
w

he
re

 s
om

eo
ne

 h
as

 a
 

gu
ar

di
an

 . (
se

e 
N

D
IS

 
Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 
C

om
m

is
si

on
 C

om
pl

ai
nt

s 
M

an
ag

em
en

t a
nd

 
R

es
ol

ut
io

n 
G

ui
da

nc
e 

Ve
rs

io
n 

2 .
1 

- S
ep

te
m

be
r 

20
19

R
ol

e 
of

 la
w

ye
rs

/
ad

vo
ca

te
s

Th
e 

pe
rs

on
 c

an
 s

ee
k 

su
pp

or
t f

ro
m

 fa
m

ily
, f

rie
nd

 
or

 in
de

pe
nd

en
t a

dv
oc

at
e .

• 
re

qu
ire

s 
N

D
IS

 p
ro

vi
de

rs
 

to
 u

ph
ol

d 
pa

rti
ci

pa
nt

s’
 

rig
ht

s 
to

 b
e 

fre
e 

fro
m

 
ha

rm
• 

re
gi

st
er

s 
an

d 
re

gu
la

te
s 

N
D

IS
 p

ro
vi

de
rs

 a
nd

 
ov

er
se

es
 th

e 
ne

w
 N

D
IS

 
C

od
e 

of
 C

on
du

ct
 a

nd
 

N
D

IS
 P

ra
ct

ic
e 

St
an

da
rd

s 
• 

pr
ov

id
es

 g
ui

da
nc

e 
an

d 
be

st
 p

ra
ct

ic
e 

in
fo

rm
at

io
n 

to
 N

D
IS

 p
ro

vi
de

rs
 

on
 h

ow
 to

 c
om

pl
y 

w
ith

 th
ei

r r
eg

is
tra

tio
n 

re
sp

on
si

bi
lit

ie
s 

• 
m

on
ito

rs
 c

om
pl

ia
nc

e 
ag

ai
ns

t t
he

 N
D

IS
 C

od
e 

of
 C

on
du

ct
 a

nd
 N

D
IS

 
Pr

ac
tic

e 
St

an
da

rd
s,

 
in

cl
ud

in
g 

un
de

rta
ki

ng
 

in
ve

st
ig

at
io

ns
 a

nd
 ta

ki
ng

 
en

fo
rc

em
en

t a
ct

io
n 

• 
m

on
ito

rs
 th

e 
us

e 
of

 
re

st
ric

tiv
e 

pr
ac

tic
es

 
w

ith
in

 th
e 

N
D

IS
 w

ith
 

th
e 

ai
m

 o
f r

ed
uc

in
g 

an
d 

el
im

in
at

in
g 

su
ch

 
pr

ac
tic

es
 

• 
is

 w
or

ki
ng

 in
 

co
lla

bo
ra

tio
n 

w
ith

 s
ta

te
s 

an
d 

te
rri

to
rie

s 
to

 d
es

ig
n 

an
d 

im
pl

em
en

t n
at

io
na

lly
 

co
ns

is
te

nt
 N

D
IS

 w
or

ke
r 

sc
re

en
in

g
• 

fo
cu

se
s 

on
 e

du
ca

tio
n,

 
ca

pa
ci

ty
 b

ui
ld

in
g 

an
d 

de
ve

lo
pm

en
t f

or
 p

eo
pl

e 
w

ith
 d

is
ab

ilit
y,

 N
D

IS
 

pr
ov

id
er

s 
an

d 
w

or
ke

rs

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 
in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 ta
ke

 
ac

tio
n

Th
e 

C
om

m
is

si
on

 h
as

 
in

ve
st

ig
at

io
n 

po
w

er
s .

 
“T

he
 N

D
IS

 C
om

m
is

si
on

 m
ay

 
de

ci
de

 a
n 

is
su

e 
ra

is
ed

 in
 a

 
co

m
pl

ai
nt

 is
 b

et
te

r d
ea

lt 
w

ith
 

th
ro

ug
h 

co
m

pl
ia

nc
e 

ac
tio

n,
 

in
cl

ud
in

g 
an

 in
ve

st
ig

at
io

n .
 

Th
is

 m
ay

 in
cl

ud
e 

is
su

es
 

w
he

re
 w

e 
id

en
tif

y 
se

rio
us

 
co

nc
er

ns
 a

nd
 ri

sk
s 

to
 p

eo
pl

e 
w

ith
 d

is
ab

ilit
y,

 s
uc

h 
as

 
al

le
ga

tio
ns

 o
f a

bu
se

, a
ss

au
lt 

or
 n

eg
le

ct
 . U

nl
aw

fu
l c

on
du

ct
 

an
d 

cr
im

in
al

 m
at

te
rs

 w
ill 

be
 

re
fe

rre
d 

to
 th

e 
ap

pr
op

ria
te

 
po

lic
e 

au
th

or
iti

es
 in

 e
ac

h 
st

at
e,

 
an

d 
w

e 
w

ill 
co

nt
in

ue
 to

 h
an

dl
e 

th
e 

no
n-

cr
im

in
al

 e
le

m
en

ts
 o

f 
th

e 
co

m
pl

ai
nt

 . T
he

 N
D

IS
 w

ill 
co

m
pl

y 
w

ith
 it

s 
pr

oc
ed

ur
al

 
fa

irn
es

s 
gu

id
el

in
es

 in
 a

ny
 

in
ve

st
ig

at
io

n 
it 

un
de

rta
ke

s .
” 

(s
ee

 H
ow

 to
 m

ak
e 

a 
co

m
pl

ai
nt

 
ab

ou
t a

 p
ro

vi
de

r |
 N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 C

om
m

is
si

on
 

(n
di

sc
om

m
is

si
on

 .g
ov

 .a
u)

)
Se

ct
io

n 
29

 o
f t

he
 N

at
io

na
l 

D
is

ab
ilit

y 
In

su
ra

nc
e 

S
ch

em
e 

(C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

an
d 

R
es

ol
ut

io
n)

 R
ul

es
 2

01
8,

 
en

ab
le

 th
e 

C
om

m
is

si
on

er
 to

 
br

in
g 

ow
n 

m
ot

io
n 

in
qu

ire
s 

ar
is

in
g 

ou
t o

f a
 c

om
pl

ai
nt

 o
r 

se
rie

s 
of

 c
om

pl
ai

nt
s 

ab
ou

t 
su

pp
or

ts
 o

r s
er

vi
ce

s 
by

 N
D

IS
 

pr
ov

id
er

s .
  

https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/about/complaints
https://www.ndiscommission.gov.au/about/complaints
https://www.ndiscommission.gov.au/about/complaints
https://www.ndiscommission.gov.au/about/complaints


244 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
on

e 
sp

ec
ifi

ed

• 
fa

ci
lit

at
es

 in
fo

rm
at

io
n 

sh
ar

in
g 

w
ith

 th
e 

N
at

io
na

l D
is

ab
ilit

y 
In

su
ra

nc
e 

Ag
en

cy
 

(N
D

IA
), 

st
at

e 
an

d 
te

rri
to

ry
 a

ut
ho

rit
ie

s 
an

d 
ot

he
r C

om
m

on
w

ea
lth

 
re

gu
la

to
ry

 b
od

ie
s .

”
(S

ee
 W

ha
t w

e 
do

 | 
N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 C

om
m

is
si

on
 

(n
di

sc
om

m
is

si
on

 .g
ov

 .a
u)

)
N

ot
e 

th
is

 h
ig

hl
ig

ht
s 

th
e 

du
al

 
ro

le
 o

f t
he

 C
om

m
is

si
on

 
as

 th
ey

 a
re

 a
ct

in
g 

as
 

co
m

pl
ai

nt
s 

m
ec

ha
ni

sm
 fo

r 
in

di
vi

du
al

 p
ar

tic
ip

an
ts

 o
f t

he
 

N
D

IS
 w

hi
ls

t r
eg

ul
at

in
g 

N
D

IS
 

pr
ov

id
er

s 
an

d 
sc

re
en

in
g 

N
D

IS
 w

or
ke

rs
 . 

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 re

so
lv

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 th
ei

r 
pr

ov
id

er
 a

t fi
rs

t i
ns

ta
nc

e.
 

Th
e 

C
om

m
is

si
on

 w
ill 

sp
ea

k 
to

 th
e 

co
m

pl
ai

na
nt

 a
nd

 
th

e 
se

rv
ic

e 
pr

ov
id

er
 to

 s
ee

 
if 

a 
qu

ic
k 

re
so

lu
tio

n 
ca

n 
be

 a
ch

ie
ve

d .
 If

 th
is

 is
 n

ot
 

su
cc

es
sf

ul
, a

 c
on

ci
lia

tio
n 

w
ill 

ta
ke

 p
la

ce
 . A

lte
rn

at
iv

el
y,

 
th

e 
C

om
m

is
si

on
 c

an
 d

ec
id

e 
to

 c
on

du
ct

 a
n 

in
ve

st
ig

at
io

n,
 

pa
rti

cu
la

rly
 if

 it
 in

vo
lv

es
 

vi
ol

en
ce

, a
bu

se
 o

r n
eg

le
ct

 . 
Pr

oc
ed

ur
al

 fa
irn

es
s 

gu
id

el
in

es
 w

ill 
be

 c
om

pl
ie

d 
w

ith
 . 

Fu
rth

er
 

“(4
)  

An
 in

qu
iry

 m
ay

 b
e 

ca
rri

ed
 o

ut
 a

s 
th

e 
C

om
m

is
si

on
er

 th
in

ks
 fi

t 
an

d 
th

e 
C

om
m

is
si

on
er

 is
 

no
t b

ou
nd

 b
y 

an
y 

ru
le

s 
of

 e
vi

de
nc

e .
(5

)  
W

ith
ou

t l
im

iti
ng

 
su

bs
ec

tio
n 

(4
), 

th
e 

C
om

m
is

si
on

er
 m

ay
:

(a
)  

co
ns

ul
t w

ith
 o

th
er

 
pe

rs
on

s,
 b

od
ie

s 
an

d 
go

ve
rn

m
en

ts
 o

n 
m

at
te

rs
 re

la
tin

g 
to

 
th

e 
in

qu
iry

; o
r

(b
)  

re
qu

es
t i

nf
or

m
at

io
n 

th
at

 is
 re

le
va

nt
 to

 
th

e 
in

qu
iry

 fr
om

 a
ny

 
pe

rs
on

; o
r

(c
)  

pr
ov

id
e 

op
po

rtu
ni

tie
s 

fo
r p

eo
pl

e 
w

ith
 

di
sa

bi
lit

y 
to

 
pa

rti
ci

pa
te

 in
 th

e 
in

qu
iry

 .
(6

)  
Th

e 
C

om
m

is
si

on
er

 m
ay

 
pr

ep
ar

e 
an

d 
pu

bl
is

h 
a 

re
po

rt 
se

tti
ng

 o
ut

 h
is

 o
r 

he
r fi

nd
in

gs
 in

 re
la

tio
n 

to
 

th
e 

in
qu

iry
 .”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s

https://www.ndiscommission.gov.au/about/what-we-do
https://www.ndiscommission.gov.au/about/what-we-do
https://www.ndiscommission.gov.au/about/what-we-do
https://www.ndiscommission.gov.au/about/what-we-do


245Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
vi

ct
im

-s
ur

vi
vo

r p
la

ys
 

a 
ro

le
 in

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n .
 T

he
 C

om
m

is
si

on
 

“w
or

ks
 c

lo
se

ly
 w

ith
 p

eo
pl

e 
an

d 
th

ei
r N

D
IS

 p
ro

vi
de

rs
 

to
 e

ns
ur

e 
pe

op
le

 a
re

 n
ot

 
di

sa
dv

an
ta

ge
d 

in
 a

ny
 

w
ay

 b
ec

au
se

 th
ey

 h
av

e 
m

ad
e 

a 
co

m
pl

ai
nt

 . I
f a

 
co

m
pl

ai
nt

 is
 a

 p
ro

te
ct

ed
 

di
sc

lo
su

re
 u

nd
er

 th
e 

Ac
t 

it 
is

 a
 s

er
io

us
 o

ffe
nc

e 
to

 
ca

us
e 

or
 th

re
at

en
 to

 c
au

se
 

a 
de

tri
m

en
t t

o 
a 

pe
rs

on
 

fo
r m

ak
in

g 
th

e 
di

sc
lo

su
re

 .” 
(s

ee
 N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 C

om
m

is
si

on
 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

an
d 

R
es

ol
ut

io
n 

G
ui

da
nc

e 
Ve

rs
io

n 
2 .

1 
- S

ep
te

m
be

r 
20

19
)  

Pa
rti

ci
pa

tio
n 

in
 

co
nc

ilia
tio

n 
is

 v
ol

un
ta

ry
 .

Fu
rth

er
, p

ur
su

an
t t

o 
 s

 . 
18

 (4
) (

c)
  o

f t
he

 N
at

io
na

l 
D

is
ab

ili
ty

 In
su

ra
nc

e 
S

ch
em

e 
(C

om
pl

ai
nt

s 
M

an
ag

em
en

t 
an

d 
R

es
ol

ut
io

n)
 R

ul
es

 
20

18
, i

n 
de

ci
di

ng
 

w
he

th
er

 to
 c

on
tin

ue
 to

 
de

al
 w

ith
 a

 c
om

pl
ai

nt
 

on
ce

 a
 c

om
pl

ai
na

nt
 h

as
 

w
ith

dr
aw

n 
th

e 
co

m
pl

ai
nt

 
on

e 
of

 th
e 

fa
ct

or
s 

th
at

 th
e 

C
om

m
is

si
on

er
 n

ee
ds

 to
 

ta
ke

 in
to

 a
cc

ou
nt

 is
 w

he
th

er
 

th
e 

co
m

pl
ai

nt
 h

as
 b

ee
n 

w
ith

dr
aw

n 
on

 th
e 

ba
si

s 
of

 
vi

ct
im

is
at

io
n,

 c
oe

rc
io

n 
or

 
du

re
ss

 . 

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ca

n 
as

k 
fo

r t
he

 d
ec

is
io

n 
to

 b
e 

re
vi

ew
ed

 . T
hi

s 
is

 c
al

le
d 

a 
re

co
ns

id
er

at
io

n .
 A

pp
lic

at
io

ns
 

fo
r r

ec
on

si
de

ra
tio

n 
m

us
t b

e 
m

ad
e 

w
ith

in
 4

2 
da

ys
 .  

If 
co

m
pl

ai
na

nt
s 

ar
e 

no
t 

sa
tis

fie
d 

w
ith

 h
ow

 th
e 

co
m

pl
ai

nt
 w

as
 h

an
dl

ed
 

th
ey

 c
an

 ra
is

e 
it 

w
ith

 th
e 

C
om

m
on

w
ea

lth
 O

m
bu

ds
m

an
 

bu
t t

he
y 

ca
nn

ot
 c

ha
ng

e 
th

e 
C

om
m

is
si

on
’s

 d
ec

is
io

n.
  

O
n 

th
e 

co
m

pl
ai

nt
s 

se
ct

io
n 

of
 th

e 
w

eb
si

te
 it

 s
ta

te
s 

“If
 

yo
u 

ar
e 

no
t s

at
is

fie
d 

w
ith

 o
ur

 
re

sp
on

se
, y

ou
 c

an
 ra

is
e 

yo
ur

 
co

nc
er

ns
 w

ith
 th

e 
O

ffi
ce

 o
f t

he
 

C
om

m
on

w
ea

lth
 O

m
bu

ds
m

an
 .  

Th
ey

 c
an

 lo
ok

 a
t h

ow
 w

e 
ha

nd
le

d 
yo

ur
 c

om
pl

ai
nt

, 
bu

t t
he

y 
ca

nn
ot

 c
ha

ng
e 

ou
r 

de
ci

si
on

 . “
Al

te
rn

at
iv

el
y 

s .
 2

6 
1 

(a
) o

f t
he

 
N

at
io

na
l D

is
ab

ili
ty

 In
su

ra
nc

e 
S

ch
em

e 
(C

om
pl

ai
nt

s 
M

an
ag

em
en

t a
nd

 R
es

ol
ut

io
n)

 
R

ul
es

 2
01

8 
“A

 c
om

pl
ai

na
nt

, 
or

 a
 p

er
so

n 
w

ith
 d

is
ab

ilit
y 

aff
ec

te
d 

by
 a

n 
is

su
e 

ra
is

ed
 b

y 
a 

co
m

pl
ai

nt
, m

ay
 a

pp
ly

https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2019-09/complaintmanagementresolutionguidance-v21-september19.pdf
https://www.ombudsman.gov.au/what-we-do/Can-we-help-you
https://www.ombudsman.gov.au/what-we-do/Can-we-help-you


246 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

D
IS

 s
er

vi
ce

 p
ro

vi
de

rs
 

pl
ay

 a
 ro

le
 in

 c
on

ci
lia

tio
n .

 
Pa

rti
ci

pa
tio

n 
in

 c
on

ci
lia

tio
n 

is
 v

ol
un

ta
ry

 .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

on
e 

sp
ec

ifi
ed

.

to
 th

e 
C

om
m

is
si

on
er

 fo
r 

re
co

ns
id

er
at

io
n 

of
 a

 d
ec

is
io

n 
by

 th
e 

C
om

m
is

si
on

er
 u

nd
er

 
pa

ra
gr

ap
h 

16
(3

)(a
) t

o 
ta

ke
 n

o 
fu

rth
er

 a
ct

io
n 

on
 th

e 
co

m
pl

ai
nt

 
or

 a
n 

is
su

e 
ra

is
ed

 in
 th

e 
co

m
pl

ai
nt

 .”
Th

e 
C

om
m

is
si

on
er

 m
ay

 re
vi

ew
 

a 
de

ci
si

on
 e

ith
er

 b
y 

ap
pl

ic
at

io
n 

or
 o

n 
th

ei
r o

w
n 

m
ot

io
n 

as
 

pe
r s

ec
tio

ns
 2

7 
an

d 
28

 o
f t

he
 

N
at

io
na

l D
is

ab
ili

ty
 In

su
ra

nc
e 

S
ch

em
e 

(C
om

pl
ai

nt
s 

M
an

ag
em

en
t a

nd
 R

es
ol

ut
io

n)
 

R
ul

es
 2

01
8 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

U
nl

aw
fu

l c
on

du
ct

 o
r c

rim
in

al
 

m
at

te
rs

 w
ill 

be
 re

fe
rre

d 
to

 s
ta

te
 

or
 te

rri
to

ry
 p

ol
ic

e .
 



247Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Se
ct

io
n 

31
 o

f t
he

 N
at

io
na

l 
D

is
ab

ilit
y 

In
su

ra
nc

e 
S

ch
em

e 
(C

om
pl

ai
nt

s 
M

an
ag

em
en

t a
nd

 
R

es
ol

ut
io

n)
 R

ul
es

 2
01

8 
st

at
e 

th
at

 
“  

(1
)  

N
ot

hi
ng

 in
 th

is
 

in
st

ru
m

en
t p

re
ve

nt
s 

th
e 

C
om

m
is

si
on

er
 fr

om
 

re
fe

rri
ng

 a
n 

is
su

e 
ra

is
ed

 
in

 a
 c

om
pl

ai
nt

 to
 th

e 
M

in
is

te
r, 

th
e 

Ag
en

cy
, o

r 
an

y 
ot

he
r p

er
so

n 
or

 b
od

y .
(2

)  
Th

e 
C

om
m

is
si

on
er

 
m

ay
 c

on
tin

ue
 to

 d
ea

l 
w

ith
 a

n 
is

su
e 

ra
is

ed
 

in
 a

 c
om

pl
ai

nt
 e

ve
n 

if 
th

e 
C

om
m

is
si

on
er

 h
as

 
re

fe
rre

d 
th

e 
is

su
e 

un
de

r 
su

bs
ec

tio
n 

(1
) .”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

M
em

be
rs

 o
f t

he
 p

ub
lic

 w
ill 

ge
ne

ra
lly

 h
av

e 
th

e 
rig

ht
 to

 
re

m
ai

n 
an

on
ym

ou
s 

or
 u

se
 a

 
ps

eu
do

ny
m

 . H
ow

ev
er

, t
hi

s 
is

 
no

t a
lw

ay
s 

po
ss

ib
le

 . 
Ac

co
rd

in
g 

to
 th

e 
pr

iv
ac

y 
po

lic
y 

“T
he

 N
D

IS
 C

om
m

is
si

on
 

un
de

rs
ta

nd
s 

th
at

 a
no

ny
m

ity
 

is
 a

n 
im

po
rta

nt
 e

le
m

en
t o

f 
pr

iv
ac

y 
an

d 
so

m
e 

m
em

be
rs

 
of

 th
e 

pu
bl

ic
 m

ay
 w

is
h 

to
 b

e 
an

on
ym

ou
s 

w
he

n 
in

te
ra

ct
in

g 
w

ith
 th

e 
N

D
IS

 C
om

m
is

si
on

 . 



248 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

N
D

IS
 C

om
m

is
si

on
 

al
so

 u
nd

er
st

an
ds

 s
om

e 
m

em
be

rs
 o

f t
he

 p
ub

lic
 m

ay
 

w
is

h 
to

 u
se

 a
 p

se
ud

on
ym

 . 
G

en
er

al
ly,

 m
em

be
rs

 o
f t

he
 

pu
bl

ic
 w

ill 
ha

ve
 th

e 
rig

ht
 to

 
re

m
ai

n 
an

on
ym

ou
s 

or
 a

do
pt

 
a 

ps
eu

do
ny

m
 w

he
n 

de
al

in
g 

w
ith

 th
e 

N
D

IS
 C

om
m

is
si

on
 . 

H
ow

ev
er

, i
t i

s 
no

t a
lw

ay
s 

po
ss

ib
le

 to
 re

m
ai

n 
an

on
ym

ou
s 

or
 a

do
pt

 a
 p

se
ud

on
ym

 a
nd

 th
e 

N
D

IS
 C

om
m

is
si

on
 w

ill 
in

fo
rm

 
yo

u 
w

he
n 

th
is

 is
 th

e 
ca

se
 .”

Fu
rth

er
, s

 . 1
9 

of
 th

e 
N

at
io

na
l 

D
is

ab
ili

ty
 In

su
ra

nc
e 

S
ch

em
e 

(C
om

pl
ai

nt
s 

M
an

ag
em

en
t a

nd
 

R
es

ol
ut

io
n)

 R
ul

es
 

20
18

 s
ta

te
s 

“(1
)  

Th
e 

C
om

m
is

si
on

er
 m

us
t 

ta
ke

 re
as

on
ab

le
 s

te
ps

 
to

 e
ns

ur
e 

th
at

 a
 re

qu
es

t 
fo

r c
on

fid
en

tia
lit

y 
un

de
r 

su
bs

ec
tio

n 
15

(3
) i

s 
co

m
pl

ie
d 

w
ith

 .



249Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

(2
)  

H
ow

ev
er

, t
he

 
C

om
m

is
si

on
er

 m
ay

 
de

ci
de

 n
ot

 to
 c

om
pl

y 
w

ith
 th

e 
co

nfi
de

nt
ia

lit
y 

re
qu

es
t i

f t
he

 
C

om
m

is
si

on
er

 c
on

si
de

rs
 

th
at

 d
oi

ng
 s

o 
w

ill,
 o

r i
s 

lik
el

y 
to

, p
la

ce
 a

t r
is

k 
th

e 
sa

fe
ty

, h
ea

lth
 o

r 
w

el
lb

ei
ng

 o
f a

ny
 o

f t
he

 
fo

llo
w

in
g 

pe
rs

on
s:

(a
)  

th
e 

co
m

pl
ai

na
nt

;
(b

)  
a 

pe
rs

on
 w

ith
 

di
sa

bi
lit

y 
aff

ec
te

d 
by

 a
n 

is
su

e 
ra

is
ed

 
in

 th
e 

co
m

pl
ai

nt
;

(c
)  

an
y 

ot
he

r p
er

so
n .

(3
)  

Th
e 

C
om

m
is

si
on

er
 m

us
t 

ta
ke

 a
ll 

re
as

on
ab

le
 

st
ep

s 
to

 n
ot

ify
 th

e 
co

m
pl

ai
na

nt
 b

ef
or

e 
de

ci
di

ng
 n

ot
 to

 k
ee

p 
in

fo
rm

at
io

n 
co

nfi
de

nt
ia

l 
th

at
 th

e 
co

m
pl

ai
na

nt
 

ha
s 

re
qu

es
te

d 
be

 k
ep

t 
co

nfi
de

nt
ia

l.”
W

ha
t i

nf
or

m
at

io
n 

is
 p

ub
lic

ly
 

av
ai

la
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 
re

so
lu

tio
n?

N
on

e 
sp

ec
ifi

ed
. 



250 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

w
eb

si
te

 a
nd

 th
e 

 N
at

io
na

l 
D

is
ab

ili
ty

 In
su

ra
nc

e 
S

ch
em

e 
(C

om
pl

ai
nt

s 
M

an
ag

em
en

t a
nd

 
R

es
ol

ut
io

n)
 R

ul
es

 2
01

8 
do

 n
ot

 
m

en
tio

n 
an

y 
pu

bl
ic

 re
po

rti
ng

 
on

 c
om

pl
ai

nt
 re

so
lu

tio
n .

 
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
on

e 
sp

ec
ifi

ed
.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
C

om
pl

ai
nt

s 
in

fo
rm

at
io

n 
is

 
av

ai
la

bl
e 

in
 m

ul
tip

le
 la

ng
ua

ge
s 

an
d 

tra
ns

la
to

rs
 a

re
 a

va
ila

bl
e .

 
In

fo
rm

at
io

n 
is

 b
ei

ng
 tr

an
sl

at
ed

 
in

to
 a

 ra
ng

e 
of

 la
ng

ua
ge

s 
ov

er
 th

e 
co

m
in

g 
m

on
th

s .
 

In
fo

rm
at

io
n 

is
 c

ur
re

nt
ly

 
av

ai
la

bl
e 

in
 e

le
ve

n 
la

ng
ua

ge
s,

 
in

cl
ud

in
g 

in
fo

rm
at

io
n 

ab
ou

t 
m

ak
in

g 
a 

co
m

pl
ai

nt
 . T

he
 

co
m

pl
ai

nt
’s

 fa
ct

 s
he

et
 p

ro
vi

de
s 

th
e 

nu
m

be
r f

or
 th

e 
Tr

an
sl

at
in

g 
an

d 
In

te
rp

re
te

r S
er

vi
ce

 .



251Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

C
om

pl
ai

nt
s 

R
es

ol
ut

io
n 

an
d 

R
ef

er
ra

l 
Se

rv
ic

e 

W
ho

 c
an

 c
om

pl
ai

n?
C

lie
nt

s 
of

 D
is

ab
ilit

y 
Em

pl
oy

m
en

t S
er

vi
ce

s,
 

Au
st

ra
lia

n 
D

is
ab

ilit
y 

En
te

rp
ris

es
 a

nd
 

C
om

m
on

w
ea

lth
 fu

nd
ed

 
ad

vo
ca

cy
 s

er
vi

ce
s 

or
 th

ei
r 

ad
vo

ca
te

 o
r n

om
in

ee
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

Br
ea

ch
es

 o
f t

he
 N

at
io

na
l 

St
an

da
rd

s 
fo

r D
is

ab
ilit

y 
Se

rv
ic

es
, f

or
 e

xa
m

pl
e 

ex
pl

oi
ta

tio
n 

– 
no

t g
et

tin
g 

th
e 

rig
ht

 p
ay

, u
ns

af
e 

an
d 

po
or

 w
or

k 
co

nd
iti

on
s,

 
ab

us
e 

an
d 

ne
gl

ec
t, 

la
ck

 
of

 s
up

po
rt,

 b
ei

ng
 u

nf
ai

rly
 

ex
ite

d 
fro

m
 a

 s
er

vi
ce

 . 
Li

m
ita

tio
n 

pe
rio

ds
2 

ye
ar

s
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
C

om
pl

ai
nt

s 
R

es
ol

ut
io

n 
an

d 
R

ef
er

ra
l 

Se
rv

ic
e .

 
Fo

rm
 o

f c
om

pl
ai

nt
Te

le
ph

on
e,

 N
at

io
na

l R
el

ay
 

Se
rv

ic
e,

 T
ra

ns
la

tin
g 

an
d 

In
te

rp
re

tin
g 

Se
rv

ic
e 

an
d 

on
lin

e 
co

m
pl

ai
nt

 fo
rm

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d
R

ol
e 

of
 la

w
ye

rs
/

ad
vo

ca
te

s
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
C

R
R

S-
di

re
ct

ed
 lo

ca
l 

re
so

lu
tio

n 
- a

ss
is

t t
he

 
co

m
pl

ai
na

nt
 a

nd
 th

e 
se

rv
ic

e 
to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 

to
ge

th
er

 . 
In

ve
st

ig
at

io
n 

–C
R

R
S 

w
ill 

co
nt

ac
t t

he
 s

er
vi

ce
 a

nd
 fi

nd
 

ou
t w

ha
t h

ap
pe

ne
d 

an
d 

m
ay

 
m

ak
e 

re
co

m
m

en
da

tio
ns

 to
 

ad
dr

es
s 

th
e 

co
m

pl
ai

nt
 . 

Se
lf-

di
re

ct
ed

 lo
ca

l r
es

ol
ut

io
n 

– 
as

si
st

 th
e 

co
m

pl
ai

na
nt

 b
y 

pr
ov

id
in

g 
su

gg
es

tio
ns

 a
nd

 
co

nfi
de

nc
e 

to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 w
ith

 th
e 

se
rv

ic
e 

th
em

se
lv

es
 . 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

on
e 

sp
ec

ifi
ed

.
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
on

e 
sp

ec
ifi

ed
.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

on
e 

sp
ec

ifi
ed

.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
C

R
R

S 
ha

s 
in

ve
st

ig
at

io
n 

po
w

er
s

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
on

e 
sp

ec
ifi

ed
.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
on

e 
sp

ec
ifi

ed
.

https://www.jobaccess.gov.au/complaints/crrs
https://www.jobaccess.gov.au/complaints/crrs
https://www.jobaccess.gov.au/complaints/crrs


252 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

 
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

on
e 

sp
ec

ifi
ed

.

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
N

on
e 

sp
ec

ifi
ed

.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
on

e 
sp

ec
ifi

ed
.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Tr

an
sl

at
in

g 
an

d 
in

te
rp

re
tin

g 
se

rv
ic

e



253Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
e 

N
at

io
na

l D
is

ab
ili

ty
 

A
bu

se
 a

nd
 N

eg
le

ct
 

H
ot

lin
e

N
ot

e-
 th

is
 is

 a
 re

fe
rra

l 
pa

th
w

ay
 to

 c
om

pl
ai

nt
 

m
ec

ha
ni

sm
s:

 
“T

he
 N

at
io

na
l D

is
ab

ilit
y 

Ab
us

e 
an

d 
N

eg
le

ct
 

H
ot

lin
e 

(th
e 

‘H
ot

lin
e’

) h
as

 
a 

vi
si

on
 o

f a
 s

oc
ia

lly
 ju

st
, 

ac
ce

ss
ib

le
 a

nd
 in

cl
us

iv
e 

co
m

m
un

ity
 in

 w
hi

ch
 th

e 
hu

m
an

 ri
gh

ts
, c

iti
ze

ns
hi

p,
 

co
nt

rib
ut

io
n 

an
d 

po
te

nt
ia

l 
of

 p
eo

pl
e 

w
ith

 d
is

ab
ilit

y 
ar

e 
re

sp
ec

te
d .

To
 th

is
 e

nd
, t

he
 H

ot
lin

e 
pr

ov
id

es
 n

at
io

na
l a

cc
es

s 
fo

r t
he

 re
po

rti
ng

 o
f 

ab
us

e 
an

d 
ne

gl
ec

t o
f 

pe
op

le
 w

ith
 d

is
ab

ilit
y 

an
d 

w
or

ks
 to

 p
ro

m
ot

e 
fa

ir 
an

d 
ju

st
 tr

ea
tm

en
t o

f 
pe

op
le

 w
ith

 d
is

ab
ilit

y;
 to

 
ac

hi
ev

e 
so

ci
al

 ju
st

ic
e,

 
eq

ua
lit

y 
an

d 
th

e 
sa

m
e 

rig
ht

s,
 re

sp
on

si
bi

lit
ie

s,
 

op
po

rtu
ni

tie
s,

 a
cc

es
s 

an
d 

pa
rti

ci
pa

tio
n 

as
 o

th
er

 
pe

op
le

 in
 A

us
tra

lia
n 

so
ci

et
y .

”

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
on

e 
ca

n 
co

nt
ac

t t
he

 
H

ot
lin

e,
 in

cl
ud

in
g 

fa
m

ily
 

m
em

be
rs

, f
rie

nd
s,

 s
er

vi
ce

 
pr

ov
id

er
s 

or
 a

 p
er

so
n 

w
ith

 
di

sa
bi

lit
y .

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“A

bu
se

 is
 th

e 
‘v

io
la

tio
n 

of
 

an
 in

di
vi

du
al

’s
 h

um
an

 o
r 

ci
vi

l r
ig

ht
s,

 th
ro

ug
h 

th
e 

ac
t o

r a
ct

io
ns

 o
f a

no
th

er
 

pe
rs

on
 o

r p
er

so
ns

.’
N

eg
le

ct
 is

 a
 ‘f

ai
lu

re
 to

 
pr

ov
id

e 
th

e 
ne

ce
ss

ar
y 

ca
re

, a
id

 o
r g

ui
da

nc
e 

to
 d

ep
en

de
nt

 a
du

lts
 

or
 c

hi
ld

re
n 

by
 th

os
e 

re
sp

on
si

bl
e 

fo
r t

he
ir 

ca
re

.’
Ty

pe
s 

of
 a

bu
se

 m
ay

 
in

cl
ud

e:
• 

Ph
ys

ic
al

 a
bu

se
 - 

su
ch

 
as

 p
un

ch
in

g,
 h

itt
in

g,
 

sl
ap

pi
ng

, b
ur

ni
ng

 e
tc

 .
• 

Se
xu

al
 a

bu
se

 - 
fo

rc
in

g 
so

m
eo

ne
 to

 ta
ke

 p
ar

t i
n 

se
xu

al
 a

ct
iv

ity
 a

ga
in

st
 

th
ei

r w
ill

• 
Ps

yc
ho

lo
gi

ca
l o

r 
em

ot
io

na
l a

bu
se

 - 
th

re
at

en
in

g,
 h

ar
as

si
ng

 
or

 in
tim

id
at

in
g 

a 
pe

rs
on

• 
C

on
st

ra
in

ts
 a

nd
 

re
st

ric
tiv

e 
pr

ac
tic

es
 - 

re
st

ra
in

in
g 

or
 is

ol
at

in
g 

pe
op

le
 o

th
er

 th
an

 fo
r 

m
ed

ic
al

 n
ec

es
si

ty
 o

r 
to

 p
re

ve
nt

 im
m

ed
ia

te
 

se
lf-

ha
rm

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
e 

H
ot

lin
e 

is
 a

va
ila

bl
e 

M
on

da
y 

to
 F

rid
ay

 9
am

 to
 

7p
m

 (A
ES

T)
 .

Fo
rm

 o
f c

om
pl

ai
nt

“T
o 

m
ak

e 
a 

re
po

rt,
 

co
nt

ac
t t

he
 H

ot
lin

e 
on

 
18

00
 8

80
 0

52
 o

r s
en

d 
an

 e
m

ai
l t

o:
 h

ot
lin

e@
w

or
kf

oc
us

 .c
om

 .:
“W

he
n 

yo
u 

ca
ll 

th
e 

ho
tli

ne
 

yo
u 

w
ill 

be
 a

sk
ed

 fo
r 

pe
rm

is
si

on
 to

 re
po

rt:
• 

Yo
ur

 n
am

e,
 a

dd
re

ss
 

an
d 

ag
e

• 
So

m
e 

in
fo

rm
at

io
n 

ab
ou

t 
th

e 
se

rv
ic

e 
or

 s
itu

at
io

n 
w

he
re

 th
e 

ab
us

e 
or

 
ne

gl
ec

t i
s 

ha
pp

en
in

g,
 o

r 
ha

s 
ha

pp
en

ed
• 

Th
e 

na
m

e 
of

 th
e 

pe
rs

on
 

or
 p

er
so

ns
 re

sp
on

si
bl

e 
fo

r t
he

 a
bu

se
 o

r n
eg

le
ct

• 
Th

e 
na

m
e,

 a
ge

 a
nd

 
ad

dr
es

s 
of

 th
e 

pe
rs

on
 

be
in

g 
ab

us
ed

 o
r 

ne
gl

ec
te

d .
Yo

u 
w

ill 
al

so
 n

ee
d 

to
 g

iv
e 

pe
rm

is
si

on
 fo

r t
he

 H
ot

lin
e 

to
 p

as
s 

in
fo

rm
at

io
n 

on
 

to
 o

th
er

 o
rg

an
is

at
io

ns
 

w
ho

 c
an

 in
ve

st
ig

at
e 

yo
ur

 
re

po
rt .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 . A
ny

 re
po

rt
 to

 
po

lic
e 

pr
om

pt
ed

N
ot

 a
pp

lic
ab

le
 .  

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

H
ot

lin
e 

is
 fu

nd
ed

 B
y 

th
e 

D
ep

ar
tm

en
t o

f S
oc

ia
l 

Se
rv

ic
es

 . 
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

“T
he

 N
at

io
na

l D
is

ab
ilit

y 
Ab

us
e 

an
d 

N
eg

le
ct

 H
ot

lin
e 

(T
he

 H
ot

lin
e)

, i
s 

a 
fre

e,
 

in
de

pe
nd

en
t a

nd
 c

on
fid

en
tia

l 
se

rv
ic

e 
fo

r r
ep

or
tin

g 
ab

us
e 

an
d 

ne
gl

ec
t o

f p
eo

pl
e 

w
ith

 
di

sa
bi

lit
y .

”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“If

 a
 c

al
le

r r
ep

or
ts

 a
bu

se
 o

r 
ne

gl
ec

t i
n 

a 
go

ve
rn

m
en

t-
fu

nd
ed

 s
er

vi
ce

, t
he

 H
ot

lin
e 

w
ill 

re
fe

r t
he

 re
po

rt 
to

 th
e 

go
ve

rn
m

en
t b

od
y 

th
at

 fu
nd

s 
th

e 
se

rv
ic

e .
 T

he
 fu

nd
in

g 
bo

dy
 

w
ill 

in
ve

st
ig

at
e 

th
e 

re
po

rt .
Ty

pe
s 

of
 g

ov
er

nm
en

t-f
un

de
d 

se
rv

ic
es

 u
se

d 
by

 p
eo

pl
e 

w
ith

 d
is

ab
ilit

y 
in

cl
ud

e 
op

en
 

or
 s

up
po

rte
d 

em
pl

oy
m

en
t, 

ac
co

m
m

od
at

io
n,

 c
om

m
un

ity
 

se
rv

ic
es

, a
nd

 re
sp

ite
 c

ar
e 

se
rv

ic
es

 .
If 

a 
ca

lle
r r

ep
or

ts
 a

bu
se

 o
r 

ne
gl

ec
t i

n 
an

y 
ot

he
r s

itu
at

io
n,

 
th

e 
H

ot
lin

e 
w

ill 
re

fe
r t

he
 

re
po

rt 
to

 a
n 

ag
en

cy
 a

bl
e 

to
 

in
ve

st
ig

at
e 

or
 a

dd
re

ss
 th

e 
re

po
rt 

e .
g .

 a
n 

om
bu

ds
m

an
 o

r 
co

m
pl

ai
nt

s-
ha

nd
lin

g 
bo

dy
 .”

Th
e 

H
ot

lin
e 

w
ill 

re
fe

r t
o 

th
e 

N
D

IS
 Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 
C

om
m

is
si

on
 re

ga
rd

in
g 

an
y 

N
D

IS
 re

la
te

d 
co

m
pl

ai
nt

s 
Th

e 
H

ot
lin

e 
w

ill 
re

fe
r t

o 
th

e 
N

SW
 A

ge
in

g 
an

d 
D

is
ab

ilit
y 

C
om

m
is

si
on

er
 re

ga
rd

in
g 

an
y 

do
m

es
tic

 c
om

pl
ai

nt
s 

w
ith

in
 

N
ew

 S
ou

th
 W

al
es

 . 

https://www.jobaccess.gov.au/complaints/hotline
https://www.jobaccess.gov.au/complaints/hotline
https://www.jobaccess.gov.au/complaints/hotline
mailto:hotline@workfocus.com
mailto:hotline@workfocus.com


254 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
Fi

na
nc

ia
l a

bu
se

 - 
th

e 
w

ro
ng

fu
l u

se
 o

f a
no

th
er

 
pe

rs
on

’s
 a

ss
et

s 
or

 
de

ny
in

g 
a 

pe
rs

on
 th

e 
us

e 
of

 th
ei

r o
w

n 
as

se
ts

• 
Le

ga
l o

r c
iv

il 
ab

us
e 

- d
en

ia
l o

f a
cc

es
s 

to
 

ju
st

ic
e 

or
 le

ga
l s

ys
te

m
s 

th
at

 a
re

 a
va

ila
bl

e 
to

 
ot

he
r c

iti
ze

ns
• 

Sy
st

em
ic

 a
bu

se
 - 

fa
ilu

re
 to

 re
co

gn
is

e,
 

pr
ov

id
e 

or
 a

tte
m

pt
 to

 
pr

ov
id

e 
ad

eq
ua

te
 o

r 
ap

pr
op

ria
te

 s
er

vi
ce

s,
 

in
cl

ud
in

g 
se

rv
ic

es
 th

at
 

ar
e 

ap
pr

op
ria

te
 to

 th
at

 
pe

rs
on

’s
 a

ge
, g

en
de

r, 
cu

ltu
re

, n
ee

ds
 o

r 
pr

ef
er

en
ce

s .
Ty

pe
s 

of
 n

eg
le

ct
 m

ay
 

in
cl

ud
e:

• 
Ph

ys
ic

al
 n

eg
le

ct
 - 

fa
ilu

re
 to

 p
ro

vi
de

 
ad

eq
ua

te
 fo

od
, s

he
lte

r, 
cl

ot
hi

ng
 a

nd
 p

ro
te

ct
io

n .
 

Su
pe

rv
is

io
n 

m
ed

ic
al

 
or

 d
en

ta
l c

ar
e 

th
at

 
pl

ac
es

 p
eo

pl
e 

at
 u

nd
ue

 
ris

k 
th

ro
ug

h 
un

sa
fe

 
en

vi
ro

nm
en

ts
 o

r 
pr

ac
tic

es
• 

Pa
ss

iv
e 

ne
gl

ec
t -

 
w

ith
ho

ld
in

g 
or

 fa
ilu

re
 to

 
pr

ov
id

e 
th

e 
ne

ce
ss

iti
es

 
of

 li
fe

• 
W

ilf
ul

 d
ep

riv
at

io
n 

- w
ilf

ul
ly

 d
en

yi
ng

 a
 

pe
rs

on
 a

ss
is

ta
nc

e 
an

d 
th

er
eb

y 
ex

po
si

ng
 

th
at

 p
er

so
n 

to
 th

e 
ris

k 
of

 p
hy

si
ca

l, 
m

en
ta

l o
r 

em
ot

io
na

l h
ar

m

R
ol

e 
of

 la
w

ye
rs

/
ad

vo
ca

te
s

Th
e 

H
ot

lin
e 

w
ill 

en
co

ur
ag

e 
th

e 
no

tifi
er

 to
 s

ee
k 

ad
vo

ca
cy

 s
up

po
rt 

if 
ne

ed
ed

 . 

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

  
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

  
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

  
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

 



255Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
Em

ot
io

na
l n

eg
le

ct
 - 

re
st

ric
tin

g 
th

e 
so

ci
al

, 
in

te
lle

ct
ua

l a
nd

 
em

ot
io

na
l g

ro
w

th
 o

r 
w

el
l-b

ei
ng

 o
f a

 p
er

so
n .

”
Th

e 
H

ot
lin

e 
ca

nn
ot

 a
ss

is
t 

w
ith

 N
D

IS
 c

om
pl

ai
nt

s .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 a
pp

lic
ab

le
 –

 re
fe

rra
l 

se
rv

ic
e .

 

W
ha

t i
nf

or
m

at
io

n 
is

 p
ub

lic
ly

 
av

ai
la

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n?
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 a

pp
lic

ab
le

 –
 re

fe
rra

l 
se

rv
ic

e .
  

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Pe
op

le
 w

ho
 a

re
 d

ea
f, 

he
ar

in
g 

or
 s

pe
ec

h 
im

pa
ire

d 
ca

n 
us

e 
th

e 
N

at
io

na
l R

el
ay

 S
er

vi
ce

 . 
Pe

op
le

 w
ho

 s
pe

ak
 a

 la
ng

ua
ge

 
ot

he
r t

ha
n 

En
gl

is
h 

ca
n 

us
e 

th
e 

Tr
an

sl
at

in
g 

an
d 

In
te

rp
re

tin
g 

Se
rv

ic
e .

 



256 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Ju
ri

sd
ic

tio
n:

 A
CT

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Ed
uc

at
io

n
A

C
T 

Ed
uc

at
io

n 
D

ire
ct

or
at

e
W

ho
 c

an
 c

om
pl

ai
n?

“A
ny

bo
dy

 –
 p

ar
en

t, 
st

ud
en

t, 
ca

re
r, 

or
 

m
em

be
r o

f t
he

 
co

m
m

un
ity

 .”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
N

ot
 s

pe
ci

fie
d.

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

as
ke

d 
to

 “p
ro

vi
de

 in
fo

rm
at

io
n 

th
at

 is
 ti

m
el

y,
 a

cc
ur

at
e 

an
d 

co
m

pl
et

e .
”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d;
 h

ow
ev

er
 

it 
ap

pe
ar

s 
co

m
pl

ai
nt

s 
ca

n 
re

la
te

 to
 a

 s
ch

oo
l a

s 
a 

w
ho

le
, o

r a
 s

ch
oo

l’s
 

re
sp

on
se

 to
 a

n 
is

su
e .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 ra
is

e 
th

ei
r c

on
ce

rn
s 

w
ith

 
th

e 
re

le
va

nt
 s

ch
oo

l i
n 

th
e 

fir
st

 
in

st
an

ce
 .

W
he

re
 a

 re
so

lu
tio

n 
is

 n
ot

 
re

ac
he

d,
 o

r t
he

 c
om

pl
ai

na
nt

 
is

 u
nh

ap
py

 w
ith

 th
e 

ou
tc

om
e,

 
th

ey
 c

an
 th

en
 c

om
pl

ai
n 

to
 th

e 
D

ire
ct

or
at

e .
 T

he
y 

ca
n 

do
 s

o 
us

in
g 

th
e 

on
lin

e 
Ed

uc
at

io
n 

D
ire

ct
or

at
e 

co
nt

ac
t f

or
m

 . W
rit

te
n 

co
m

pl
ai

nt
s 

ca
n 

al
so

 b
e 

m
ad

e .
Th

is
 c

om
pl

ai
nt

 is
 th

en
 re

fe
rre

d 
to

 
th

e 
“re

le
va

nt
 b

us
in

es
s 

ar
ea

” i
n 

th
e 

D
ire

ct
or

at
e 

fo
r a

ct
io

n .
 

O
nc

e 
co

m
pl

ai
nt

s 
ha

ve
 b

ee
n 

es
ca

la
te

d,
 th

e 
D

ire
ct

or
at

e 
w

ill:
• 

ad
vi

se
 c

om
pl

ai
na

nt
s 

w
ith

in
 

30
 d

ay
s 

of
 h

av
in

g 
re

ce
iv

ed
 

th
e 

co
m

pl
ai

nt
• 

as
si

st
 c

om
pl

ai
na

nt
s 

to
 

do
cu

m
en

t t
he

 c
om

pl
ai

nt
 if

 
re

qu
ire

d
• 

as
k 

co
m

pl
ai

na
nt

s 
w

ha
t 

ou
tc

om
e 

or
 re

so
lu

tio
n 

th
ey

 
ar

e 
lo

ok
in

g 
fo

r
• 

ke
ep

 th
em

 in
fo

rm
ed

 
th

ro
ug

ho
ut

 th
e 

pr
oc

es
s,

 
in

cl
ud

in
g 

ad
vi

si
ng

 th
em

 
ab

ou
t t

he
 o

ut
co

m
e 

of
 th

e 
co

m
pl

ai
nt

 a
nd

, w
he

re
 

ap
pr

op
ria

te
, a

ny
 a

ct
io

ns
 

ta
ke

n .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d;

 th
ou

gh
 

co
m

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 ta

ke
 th

ei
r 

co
m

pl
ai

nt
 to

 p
ol

ic
e 

if 
a 

ch
ild

 
is

 in
 d

an
ge

r .
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

e 
co

m
pl

ai
nt

 b
od

y 
m

ay
 b

e 
bo

th
 th

e 
pe

rp
et

ra
to

r (
ei

th
er

 
di

re
ct

ly,
 o

r t
hr

ou
gh

 fu
nd

ed
 

se
rv

ic
es

) a
nd

 th
e 

in
ve

st
ig

at
or

 
of

 th
e 

co
m

pl
ai

nt
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

It 
ta

ke
s 

th
e 

fo
rm

 o
f a

n 
“in

ve
st

ig
at

io
n .

” 
W

he
n 

a 
w

rit
te

n 
co

m
pl

ai
nt

 is
 

lo
dg

ed
, t

he
 D

ire
ct

or
at

e 
w

ill:
• 

de
ve

lo
p 

a 
pl

an
 a

bo
ut

 
ho

w
 to

 fa
irl

y 
pr

og
re

ss
 

th
e 

m
an

ag
em

en
t o

f a
nd

/
or

 in
ve

st
ig

at
e 

a 
w

rit
te

n 
co

m
pl

ai
nt

 a
nd

 w
ill 

in
fo

rm
 

th
e 

co
m

pl
ai

na
nt

 a
bo

ut
 

th
e 

pl
an

Ra
ng

e 
of

 p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

 P
ar

t o
f t

he
 

co
m

pl
ai

nt
s 

pr
oc

es
s 

in
vo

lv
es

 
as

ki
ng

 th
e 

co
m

pl
ai

na
nt

 w
ha

t 
re

so
lu

tio
n 

th
ey

 a
re

 lo
ok

in
g 

fo
r .

Ro
le

s 
of

 p
er

pe
tra

to
r 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

W
ith

 c
om

pl
ai

na
nt

s’ 
pe

rm
is

si
on

, f
ee

db
ac

k 
ar

is
in

g 
fro

m
 c

om
pl

ai
nt

s 
is

 s
ha

re
d 

w
ith

 “r
el

ev
an

t a
re

as
” o

f 
th

e 
D

ire
ct

or
at

e 
“to

 in
fo

rm
 

se
rv

ic
e 

im
pr

ov
em

en
t” 

an
d 

“im
pr

ov
em

en
ts

 to
 p

ol
ic

y,
 

pr
oc

ed
ur

e 
an

d 
pr

ac
tic

e .
”

An
y 

en
fo

rc
em

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
“S

ec
tio

n 
22

 o
f t

he
 E

du
ca

tio
n 

Ac
t 2

00
4 

re
qu

ire
s 

th
e 

D
ire

ct
or

-G
en

er
al

 to
 im

pl
em

en
t 

a 
co

m
pl

ai
nt

s 
po

lic
y 

fo
r p

ub
lic

 
sc

ho
ol

s 
[a

nd
] i

nv
es

tig
at

e 
co

m
pl

ai
nt

s 
ab

ou
t t

he
 

ad
m

in
is

tra
tio

n,
 m

an
ag

em
en

t 
an

d 
op

er
at

io
n 

of
 A

C
T 

pu
bl

ic
 

sc
ho

ol
s 

th
at

 a
re

 n
ot

 fr
iv

ol
ou

s 
or

 v
ex

at
io

us
…

”

https://www.education.act.gov.au/support-for-our-students/complaints-feedback-and-enquiries
https://www.education.act.gov.au/support-for-our-students/complaints-feedback-and-enquiries
https://www.accesscanberra.act.gov.au/s/feedback-and-complaints
https://www.accesscanberra.act.gov.au/s/feedback-and-complaints


257Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Fo
rm

 o
f c

om
pl

ai
nt

C
om

pl
ai

nt
s 

ca
n 

be
 c

on
fid

en
tia

l, 
an

d 
ca

n 
al

so
 b

e 
m

ad
e 

an
on

ym
ou

sl
y .

 In
 c

as
e 

of
 th

e 
la

tte
r, 

th
is

 c
an

 a
ffe

ct
 th

e 
ab

ilit
y 

of
 th

e 
D

ire
ct

or
at

e 
to

 in
ve

st
ig

at
e,

 
re

so
lv

e 
an

d 
re

sp
on

d 
to

 th
e 

co
m

pl
ai

nt
 e

ffe
ct

iv
el

y.
 It

 a
ls

o 
aff

ec
ts

 th
e 

D
ire

ct
or

at
e’

s 
ab

ilit
y 

to
 p

ro
vi

de
 th

e 
co

m
pl

ai
na

nt
 w

ith
 

fe
ed

ba
ck

 o
n 

th
e 

ou
tc

om
e 

of
 th

e 
co

m
pl

ai
nt

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

• 
te

ll 
pe

op
le

 w
ho

 a
re

 th
e 

su
bj

ec
t o

f t
he

 c
om

pl
ai

nt
 

w
ha

t t
he

 c
om

pl
ai

nt
 is

 
ab

ou
t a

nd
 th

e 
id

en
tit

y 
of

 th
e 

pe
rs

on
 w

ho
 h

as
 

m
ad

e 
th

e 
co

m
pl

ai
nt

• 
ap

pl
y 

pr
oc

ed
ur

al
 fa

irn
es

s 
pr

in
ci

pl
es

• 
de

ci
de

, c
as

e 
by

 c
as

e,
 

w
he

th
er

 to
 in

ve
st

ig
at

e 
an

on
ym

ou
s 

co
m

pl
ai

nt
s

• 
m

ai
nt

ai
n 

a 
co

m
pl

ai
nt

 
re

gi
st

er
 in

cl
ud

in
g 

da
te

 
re

ce
iv

ed
, c

om
pl

ai
nt

 
de

ta
ils

 a
nd

 o
ut

co
m

e .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d;
 th

ey
 m

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
 o

r m
ay

 n
ot

 
be

 . I
t i

s 
no

t c
le

ar
 w

he
th

er
 

th
ey

 w
ou

ld
 b

e 
in

fo
rm

ed
 

ab
ou

t t
he

 c
om

pl
ai

nt
 if

 th
ey

 
w

er
e 

no
t t

he
 c

om
pl

ai
na

nt
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

ey
 a

re
 th

e 
su

bj
ec

t o
f 

in
ve

st
ig

at
io

n .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
w

ho
 a

re
 

un
sa

tis
fie

d 
w

ith
 th

e 
ou

tc
om

e 
ca

n 
pu

rs
ue

 th
e 

co
m

pl
ai

nt
 w

ith
 

th
e 

AC
T 

O
m

bu
ds

m
an

 o
r A

C
T 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
om

pl
ai

nt
s 

ar
e 

ha
nd

le
d 

“c
on

fid
en

tia
lly

 a
nd

 
im

pa
rti

al
ly .

” “
Th

e 
D

ire
ct

or
at

e 
m

ay
 n

ot
 p

ro
vi

de
 in

fo
rm

at
io

n 
to

 c
om

pl
ai

na
nt

s 
w

he
re

 it
 

im
pa

ct
s 

on
 th

e 
pr

iv
ac

y 
of

 
ot

he
rs

 .”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fro

m
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
Se

ct
io

n 
22

 o
f t

he
 E

du
ca

tio
n 

Ac
t 2

00
4 

re
qu

ire
s 

th
e 

D
ire

ct
or

-G
en

er
al

 to
 

im
pl

em
en

t a
 c

om
pl

ai
nt

s 
po

lic
y 

fo
r p

ub
lic

 s
ch

oo
ls

; 
in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
ab

ou
t t

he
 a

dm
in

is
tra

tio
n,

 
m

an
ag

em
en

t a
nd

 o
pe

ra
tio

n 
of

 A
C

T 
pu

bl
ic

 s
ch

oo
ls

 th
at

 
ar

e 
no

t f
riv

ol
ou

s 
or

 v
ex

at
io

us
; 

an
d 

re
po

rt 
in

 a
n 

an
nu

al



258 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

re
po

rt 
th

e 
de

ta
ils

 a
bo

ut
 th

e 
nu

m
be

r o
f c

om
pl

ai
nt

s 
th

at
 

w
er

e 
in

ve
st

ig
at

ed
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
C

om
pl

ai
nt

 d
at

a 
is

 u
se

d 
“to

 
im

pr
ov

e 
sc

ho
ol

 s
er

vi
ce

s 
or

 c
la

rif
y 

po
lic

ie
s 

an
d 

pr
oc

ed
ur

es
 .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

D
ire

ct
or

at
e 

st
at

es
 th

at
 

it 
pr

ov
id

es
 “i

nt
er

pr
et

in
g 

an
d 

tra
ns

la
tio

n 
se

rv
ic

es
” a

s 
w

el
l 

as
 “c

om
m

un
ic

at
io

n 
su

pp
or

t 
fo

r p
eo

pl
e 

w
ho

 a
re

 d
ea

f o
r 

ha
rd

 o
f h

ea
rin

g 
an

d 
th

os
e 

w
ith

 a
 s

pe
ec

h 
im

pa
irm

en
t .”

 
H

ow
ev

er
 it

 d
oe

s 
no

t s
tip

ul
at

e 
se

pa
ra

te
 a

cc
es

s 
op

tio
ns

 fo
r 

pe
op

le
 w

ith
 th

es
e 

ne
ed

s .



259Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

H
ea

lth
A

C
T 

H
ea

lth
 S

er
vi

ce
s 

C
om

m
is

si
on

er
 

W
ho

 c
an

 c
om

pl
ai

n?
“A

 p
er

so
n 

ac
ce

ss
in

g 
or

 
us

in
g 

a 
se

rv
ic

e”
, o

r 
“a

 p
er

so
n’

s 
ca

re
r, 

ad
vo

ca
te

 o
r l

eg
al

 
re

pr
es

en
ta

tiv
e 

on
 th

ei
r 

be
ha

lf .
”

Th
e 

C
om

m
is

si
on

er
 

ca
n 

al
so

 u
nd

er
ta

ke
 a

 
C

om
m

is
si

on
 In

iti
at

ed
 

C
om

pl
ai

nt
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

“T
he

 H
ea

lth
 S

er
vi

ce
s 

C
om

m
is

si
on

er
 c

an
 d

ea
l 

w
ith

 c
om

pl
ai

nt
s 

ab
ou

t a
ll 

he
al

th
 s

er
vi

ce
s 

pr
ov

id
ed

 
in

 th
e 

AC
T 

– 
pu

bl
ic

 
an

d 
pr

iv
at

e,
 s

er
vi

ce
s 

pr
ov

id
ed

 in
 a

 h
os

pi
ta

l, 
a 

ge
ne

ra
l p

ra
ct

ic
e 

an
d 

al
l i

nd
iv

id
ua

l r
eg

is
te

re
d 

pr
ac

tit
io

ne
rs

 .”
Th

is
 m

ay
 in

cl
ud

e,
 fo

r 
ex

am
pl

e,
 c

as
es

 w
he

re
:

• 
“A

 h
ea

lth
 p

ro
vi

de
r 

re
fu

se
s 

ac
ce

ss
 o

r 
tra

ns
fe

r o
f m

ed
ic

al
 

re
co

rd
s

• 
A 

he
al

th
 p

ro
vi

de
r 

in
ap

pr
op

ria
te

ly
 

sh
ar

es
 h

ea
lth

 
in

fo
rm

at
io

n
• 

A 
he

al
th

 re
co

rd
 

in
cl

ud
es

 in
co

rre
ct

 
in

fo
rm

at
io

n 
or

 a
 

he
al

th
 p

ro
vi

de
r h

as
 

in
co

rre
ct

ly
 in

te
rp

re
te

d 
th

e 
in

fo
rm

at
io

n 
in

 a
 

he
al

th
 re

co
rd

 .”

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 
fil

l i
n 

an
 o

nl
in

e 
fo

rm
 (a

nd
 c

an
 

al
so

 c
on

ta
ct

 th
e 

C
om

m
is

si
on

 b
y 

ph
on

e 
fo

r a
ss

is
ta

nc
e 

in
 d

oi
ng

 
so

) .
O

nc
e 

a 
co

m
pl

ai
nt

 h
as

 b
ee

n 
lo

dg
ed

, t
he

 C
om

m
is

si
on

 w
ill:

• 
C

on
ta

ct
 th

e 
pe

rs
on

 o
r 

or
ga

ni
sa

tio
n 

th
at

 is
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

, a
nd

 
pr

ov
id

e 
th

em
 w

ith
 a

 c
op

y 
of

 
th

e 
co

m
pl

ai
nt

• 
As

k 
th

at
 in

di
vi

du
al

/
or

ga
ni

sa
tio

n 
to

 p
ro

vi
de

 a
 

re
sp

on
se

 to
 th

e 
co

m
pl

ai
nt

• 
Ad

vi
se

 th
e 

co
m

pl
ai

na
nt

 
ab

ou
t t

ha
t r

es
po

ns
e

• 
In

 s
om

e 
ca

se
s,

 in
fo

rm
 

ot
he

r p
ar

tie
s 

“m
en

tio
ne

d 
in

 
[th

e]
 c

om
pl

ai
nt

” a
bo

ut
 th

e 
co

m
pl

ai
nt

 .
Th

e 
C

om
m

is
si

on
 w

ill 
th

en
 

de
ci

de
 w

he
th

er
 to

 c
on

tin
ue

 
w

ith
 th

e 
m

at
te

r o
r n

ot
; a

nd
 m

ay
 

de
ci

de
 to

 re
co

m
m

en
d 

re
so

lv
in

g 
th

e 
m

at
te

r t
hr

ou
gh

 c
on

ci
lia

tio
n .

Fo
rm

 o
f c

om
pl

ai
nt

C
om

pl
ai

nt
s 

ar
e 

ke
pt

 c
on

fid
en

tia
l 

an
d 

in
 s

om
e 

ca
se

s 
ca

n 
be

 m
ad

e 
an

on
ym

ou
sl

y,
 o

r b
e 

ha
nd

le
d 

“b
y 

ke
ep

in
g 

th
e 

co
m

pl
ai

na
nt

/n
ot

ifi
er

 
an

on
ym

ou
s .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r m
ay

 
ha

ve
 s

om
eo

ne
 c

om
pl

ai
n 

on
 th

ei
r 

be
ha

lf .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

C
om

m
is

si
on

 is
 a

n 
in

de
pe

nd
en

t a
ge

nc
y,

 a
nd

 
is

 im
pa

rti
al

 to
 th

e 
pa

rti
es

 
in

vo
lv

ed
 in

 c
on

ci
lia

tio
n .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

C
om

m
is

si
on

 g
en

er
al

ly
 

tri
es

 to
 re

so
lv

e 
he

al
th

 
re

la
te

d 
co

m
pl

ai
nt

s 
th

ro
ug

h 
co

nc
ilia

tio
n 

w
ith

 th
e 

he
al

th
 

se
rv

ic
e 

or
 w

ith
 th

e 
he

al
th

 
pr

ac
tit

io
ne

r . 
“C

on
ci

lia
tio

n 
is

 s
im

ila
r t

o 
m

ed
ia

tio
n,

 a
nd

 
no

t l
ik

e 
a 

Tr
ib

un
al

 o
r C

ou
rt 

he
ar

in
g .

”
“T

he
 c

on
ci

lia
to

r c
an

 p
ro

vi
de

 
in

fo
rm

at
io

n 
to

 a
ss

is
t t

he
 

pa
rti

es
 to

 re
ac

h 
a 

re
so

lu
tio

n”
 

an
d 

he
lp

 th
e 

pa
rti

es
 “t

o 
ex

pl
or

e 
w

ay
s 

of
 re

so
lv

in
g 

th
e 

co
m

pl
ai

nt
, a

nd
 a

ls
o 

ai
d 

ne
go

tia
tio

n 
to

 in
cr

ea
se

 
th

e 
ch

an
ce

 o
f g

et
tin

g 
an

 
ag

re
em

en
t .”

“T
he

 c
on

ci
lia

to
r c

an
 a

ls
o 

pr
ov

id
e 

in
fo

rm
at

io
n 

ab
ou

t 
ho

w
 o

th
er

 c
om

pl
ai

nt
s 

ha
ve

 
be

en
 re

so
lv

ed
 .”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“T

he
 k

in
ds

 o
f a

ct
io

ns
 th

at
 

ar
e 

ag
re

ed
 u

po
n 

to
 re

so
lv

e 
a 

co
m

pl
ai

nt
 d

ep
en

ds
 o

n 
w

ha
t 

th
e 

pa
rti

es
 a

re
 o

pe
n 

to
, a

nd
 

w
ha

t t
he

 c
om

pl
ai

nt
 is

 a
bo

ut
 . 

Ex
am

pl
es

 o
f a

ct
io

ns
 w

hi
ch

 
m

ay
 le

ad
 to

 re
so

lu
tio

n 
ar

e:
• 

An
 a

po
lo

gy
, 

st
at

em
en

t o
f r

eg
re

t, 
or

 
ac

kn
ow

le
dg

em
en

t o
f 

di
st

re
ss

;
• 

Im
pr

ov
ed

 c
om

m
un

ic
at

io
n 

pa
th

w
ay

s;
• 

An
 a

gr
ee

m
en

t t
o 

in
tro

du
ce

 c
ha

ng
es

 to
 

pr
ac

tic
es

 o
r p

ol
ic

ie
s;

• 
A 

co
m

m
itm

en
t t

o 
tra

in
 

re
le

va
nt

 s
ta

ff;
• 

R
e-

in
st

at
em

en
t t

o 
a 

jo
b,

 o
r a

n 
off

er
 o

f 
em

pl
oy

m
en

t;
• 

R
e-

in
st

at
em

en
t o

f a
 

se
rv

ic
e,

 o
r c

ha
ng

e 
to

 
ho

w
 it

 is
 p

ro
vi

de
d,

 o
r b

y 
w

ho
m

;
• 

Fi
na

nc
ia

l c
om

pe
ns

at
io

n 
fo

r m
on

et
ar

y 
lo

ss
 o

r 
in

ju
ry

 to
 fe

el
in

gs
, o

r i
n 

re
co

gn
iti

on
 o

f a
 s

er
vi

ce
 

le
ad

in
g 

to
 a

 p
oo

r 
ou

tc
om

e .
”

If 
th

e 
pa

rti
es

 c
an

no
t r

es
ol

ve
 

th
e 

co
m

pl
ai

nt
 a

t c
on

ci
lia

tio
n,

 
th

e 
C

om
m

is
si

on
 m

ay
 re

qu
es

t 
fu

rth
er

 in
fo

rm
at

io
n 

be
fo

re
 

m
ak

in
g 

a 
fin

al
 d

ec
is

io
n.

https://hrc.act.gov.au/health/
https://hrc.act.gov.au/health/


260 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

“T
he

 C
om

m
is

si
on

er
 

m
ay

 in
iti

at
e 

a 
co

m
pl

ai
nt

 
w

he
re

:
• 

th
e 

co
m

pl
ai

na
nt

 
ha

s 
w

ith
dr

aw
n 

th
e 

co
m

pl
ai

nt
 fo

r 
an

y 
re

as
on

 b
ut

 
th

e 
co

m
m

is
si

on
 is

 
sa

tis
fie

d 
th

at
 it

 is
 in

 
th

e 
pu

bl
ic

 in
te

re
st

 
to

 c
on

si
de

r t
he

 
co

m
pl

ai
nt

• 
Th

e 
co

m
pl

ai
nt

 
ap

pe
ar

s 
to

 re
ve

al
 a

 
sy

st
em

ic
 p

ro
bl

em
 

ab
ou

t a
n 

ac
tiv

ity
 o

r a
 

se
rv

ic
e

• 
th

e 
co

m
pl

ai
nt

, i
f 

su
bs

ta
nt

ia
te

d,
 ra

is
es

 
a 

si
gn

ifi
ca

nt
 is

su
e 

fo
r 

th
e 

AC
T,

 o
r a

n 
is

su
e 

of
 p

ub
lic

 s
af

et
y .

• 
It 

m
ay

 b
e 

po
ss

ib
le

 fo
r 

ac
tio

n 
in

 re
la

tio
n 

to
 

th
e 

co
m

pl
ai

nt
 to

 b
e 

ta
ke

n 
un

de
r a

no
th

er
 

Ac
t i

f t
he

 c
om

pl
ai

nt
 is

 
su

bs
ta

nt
ia

te
d 

by
, f

or
 

ex
am

pl
e,

 re
po

rti
ng

 a
 

he
al

th
 p

ro
fe

ss
io

na
l t

o 
a 

he
al

th
 p

ro
fe

ss
io

n 
bo

ar
d 

or
 m

ak
in

g 
an

 a
pp

lic
at

io
n 

fo
r 

an
 o

cc
up

at
io

n 
di

sc
ip

lin
e 

or
de

r i
n 

re
la

tio
n 

to
 th

e 
he

al
th

 
pr

of
es

si
on

al
 to

 th
e 

AC
AT

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
La

w
ye

rs
 a

nd
 a

dv
oc

at
es

 m
ay

 
be

 a
llo

w
ed

 in
 th

e 
co

nc
ilia

tio
n 

pr
oc

es
s,

 w
ith

 th
e 

C
om

m
is

si
on

’s
 

pe
rm

is
si

on
 . T

he
 C

om
m

is
si

on
er

 
co

ns
id

er
s 

th
is

 o
n 

a 
ca

se
-b

y-
ca

se
 b

as
is

 .
Th

e 
C

om
m

is
si

on
 s

ta
te

s:
• 

“A
dv

oc
at

es
 a

nd
 la

w
ye

rs
 c

an
 

he
lp

 th
ei

r c
lie

nt
s 

pr
ep

ar
e 

fo
r 

co
nc

ilia
tio

n 
by

:
• 

gi
vi

ng
 a

dv
ic

e 
ab

ou
t t

he
 la

w
 

in
cl

ud
in

g 
sp

ea
ki

ng
 fr

an
kl

y 
ab

ou
t t

he
 s

tre
ng

th
s 

an
d 

w
ea

kn
es

se
s 

of
 th

ei
r c

lie
nt

’s
 

ca
se

;
• 

pr
ov

id
in

g 
in

fo
rm

at
io

n 
ab

ou
t 

w
ha

t c
ou

ld
 h

ap
pe

n 
if 

th
e 

co
m

pl
ai

nt
 is

 n
ot

 re
so

lv
ed

 a
t 

co
nc

ilia
tio

n;
• 

he
lp

in
g 

th
ei

r c
lie

nt
 w

ei
gh

 
up

 th
e 

be
ne

fit
s 

an
d 

ris
ks

 o
f 

ta
ki

ng
 le

ga
l (

or
 o

th
er

) a
ct

io
n 

on
 th

e 
co

m
pl

ai
nt

 if
 it

 is
 n

ot
 

re
so

lv
ed

;
• 

su
pp

or
tin

g 
an

d 
en

co
ur

ag
in

g 
th

ei
r c

lie
nt

 to
 ta

ke
 a

n 
ac

tiv
e 

ro
le

 in
 th

e 
co

nc
ilia

tio
n 

w
he

re
 

ap
pr

op
ria

te
;

• 
as

si
st

in
g 

th
e 

cl
ie

nt
 to

 th
in

k 
ab

ou
t a

ll 
of

 th
e 

di
ffe

re
nt

 
op

tio
ns

 fo
r r

es
ol

ut
io

n;
• 

ha
vi

ng
 th

ei
r c

lie
nt

 ra
nk

 h
ow

 
im

po
rta

nt
 e

ac
h 

op
tio

n 
is

 
to

 th
em

, a
nd

 a
ls

o 
ca

re
fu

lly
 

co
ns

id
er

 h
ow

 th
ey

 m
ig

ht
 

co
m

pr
om

is
e 

so
 a

s 
to

 re
ac

h 
a 

re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
;

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
“T

he
 c

om
pl

ai
na

nt
 a

nd
 

th
e 

re
sp

on
de

nt
 a

re
 th

e 
m

ai
n 

pe
op

le
 in

vo
lv

ed
 in

 a
 

co
nc

ilia
tio

n 
pr

oc
es

s .
”

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 . I

n 
ad

di
tio

n,
 “a

ny
 

re
pr

es
en

ta
tiv

e 
of

 a
 c

om
pa

ny
 

or
 o

rg
an

is
at

io
n 

ne
ed

s 
to

 b
e 

aw
ar

e 
th

at
 c

on
ci

lia
tio

n 
is

 
fo

cu
se

d 
on

 re
so

lu
tio

n,
 a

nd
 

m
us

t h
av

e 
au

th
or

ity
 to

 m
ak

e 
de

ci
si

on
s 

to
 a

ch
ie

ve
 th

is
 

en
d .

”
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Su
pp

or
t p

eo
pl

e 
ar

e 
w

el
co

m
e 

to
 a

cc
om

pa
ny

 th
e 

pa
rti

es
 

to
 th

e 
co

nc
ilia

tio
n .

 T
he

re
 is

 
no

 m
en

tio
n 

of
 in

de
pe

nd
en

t 
m

on
ito

rs
 .

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

C
om

m
is

si
on

er
s 

ar
e 

ap
po

in
te

d 
offi

ci
al

s 
w

ho
 

ha
ve

 le
ga

l a
nd

/o
r i

nd
us

try
 

ex
pe

rie
nc

e 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
s 

ar
ea

 .

“T
he

 C
om

m
is

si
on

er
 c

an
 

al
so

 fi
na

lis
e 

co
m

pl
ai

nt
s 

fo
r 

ot
he

r r
ea

so
ns

 . F
or

 e
xa

m
pl

e,
 

w
he

re
 th

e 
C

om
m

is
si

on
er

 is
 

sa
tis

fie
d 

th
at

 a
 re

as
on

ab
le

 
ex

pl
an

at
io

n 
ha

s 
be

en
 

pr
ov

id
ed

 b
y 

th
e 

re
sp

on
de

nt
, 

w
he

re
 th

e 
co

m
pl

ai
nt

 d
oe

s 
no

t h
av

e 
m

er
it 

or
 h

as
 a

lre
ad

y 
be

en
 d

ea
lt 

w
ith

 b
y 

an
ot

he
r 

ag
en

cy
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 c

le
ar

 .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
Th

e 
AC

T 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

 h
an

dl
es

 
co

m
pl

ai
nt

s 
ab

ou
t t

he
 

pr
ov

is
io

n 
of

 h
ea

lth
 s

er
vi

ce
s 

in
 th

e 
AC

T 
an

d 
co

m
pl

ai
nt

s 
ab

ou
t a

cc
es

s 
to

 a
nd

 in
te

gr
ity

 
of

 h
ea

lth
 re

co
rd

s 
in

 th
e 

AC
T 

un
de

r t
he

 A
C

T 
H

ea
lth

 
R

ec
or

ds
 (P

riv
ac

y 
an

d 
Ac

ce
ss

) A
ct

 1
99

7 .

https://www.legislation.act.gov.au/a/1997-125/
https://www.legislation.act.gov.au/a/1997-125/
https://www.legislation.act.gov.au/a/1997-125/


261Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
If 

th
e 

co
m

pl
ai

nt
 ra

is
es

 
sy

st
em

ic
 is

su
es

, o
r 

m
ay

 s
ig

ni
fic

an
tly

 
aff

ec
t a

n 
in

di
vi

du
al

;
• 

If 
th

e 
co

m
pl

ai
nt

 
ra

is
es

 s
er

io
us

 p
ub

lic
 

sa
fe

ty
 o

r o
th

er
 p

ub
lic

 
in

te
re

st
 is

su
es

;
• 

Th
e 

de
tri

m
en

t 
po

te
nt

ia
lly

 s
uff

er
ed

 
by

 a
 c

om
pl

ai
na

nt
 

or
 re

sp
on

de
nt

 if
 th

e 
C

om
m

is
si

on
 e

le
ct

ed
 

to
 ta

ke
 s

uc
h 

ac
tio

n;
• 

Th
e 

gr
ou

p 
aff

ec
te

d 
is

 
pa

rti
cu

la
rly

 v
ul

ne
ra

bl
e 

eg
 c

hi
ld

re
n,

 d
et

ai
ne

es
 

or
 p

er
so

ns
 w

ith
 

se
ve

re
 d

is
ab

ilit
y .

”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 “p

ro
vi

de
 

as
 m

uc
h 

de
ta

il 
as

 
po

ss
ib

le
 a

bo
ut

 w
ha

t 
ha

pp
en

ed
, w

he
n 

th
e 

ev
en

ts
 o

cc
ur

re
d 

an
d 

w
ho

 
w

as
 in

vo
lv

ed
 .”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
A 

pe
rs

on
’s

 c
ar

er
, 

ad
vo

ca
te

 o
r l

eg
al

 
re

pr
es

en
ta

tiv
e 

ca
n 

m
ak

e 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r 

be
ha

lf .

• 
de

ci
di

ng
 w

ith
 th

ei
r c

lie
nt

 w
ha

t 
th

e 
co

nc
ilia

tio
n 

ag
re

em
en

t 
w

ill 
lo

ok
 li

ke
, a

nd
 w

ha
t i

t w
ill 

co
nt

ai
n .

”

Al
so

, “
Se

ct
io

n 
48

 o
f t

he
 H

R
C

 
Ac

t p
ro

vi
de

s 
th

e 
C

om
m

is
si

on
 

w
ith

 th
e 

po
w

er
 to

 o
n 

its
 o

w
n 

in
iti

at
iv

e 
co

ns
id

er
:

• 
an

 a
ct

 o
r s

er
vi

ce
 

th
at

 a
pp

ea
rs

 to
 th

e 
co

m
m

is
si

on
 to

 b
e 

an
 a

ct
 

or
 s

er
vi

ce
 a

bo
ut

 w
hi

ch
 

a 
pe

rs
on

 c
ou

ld
 m

ak
e,

 
bu

t h
as

 n
ot

 m
ad

e,
 a

 
co

m
pl

ai
nt

 u
nd

er
 th

is
 A

ct
; 

or
• 

a 
ch

ild
re

n 
an

d 
yo

un
g 

pe
op

le
 s

er
vi

ce
 c

om
pl

ai
nt

• 
a 

di
sa

bi
lit

y 
se

rv
ic

e 
co

m
pl

ai
nt

• 
a 

co
m

pl
ai

nt
 a

bo
ut

 
se

rv
ic

es
 fo

r o
ld

er
 p

eo
pl

e
• 

a 
he

al
th

 s
er

vi
ce

s 
co

m
pl

ai
nt

• 
an

y 
ot

he
r m

at
te

r r
el

at
ed

 
to

 th
e 

co
m

m
is

si
on

’s
 

fu
nc

tio
ns

 .”
H

ow
ev

er
, “

th
e 

C
om

m
is

si
on

 
is

 n
ot

 a
 c

ou
rt 

an
d 

do
es

 n
ot

 
ha

ve
 th

e 
po

w
er

 to
 d

ec
id

e 
if 

w
ha

t [
th

e 
co

m
pl

ai
nt

 is
] a

bo
ut

 
is

 d
is

cr
im

in
at

io
n 

or
 a

 b
re

ac
h 

of
…

rig
ht

s .
”

Po
w

er
s 

to
 c

om
pe

l p
ar

tie
s 

to
 

pr
ov

id
e 

in
fo

rm
at

io
n,

 a
nd

/o
r 

to
 m

on
ito

r o
ut

co
m

es
 a

re
 n

ot
 

cl
ea

r .



262 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

C
an

 b
e 

an
 in

di
vi

du
al

 o
r 

or
ga

ni
sa

tio
n .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
“If

 a
n 

ag
re

em
en

t c
an

 b
e 

re
ac

he
d 

by
 th

e 
co

m
pl

ai
na

nt
 

an
d 

re
sp

on
de

nt
, t

he
 

co
nc

ilia
to

r i
s 

re
qu

ire
d 

to
 w

rit
e 

up
 a

 c
on

ci
lia

tio
n 

ag
re

em
en

t, 
an

d 
he

lp
s 

th
e 

pa
rti

es
 to

 
ne

go
tia

te
 m

ut
ua

lly
 a

gr
ee

ab
le

 
w

or
di

ng
 .”

“F
or

 d
is

cr
im

in
at

io
n 

co
m

pl
ai

nt
s,

 th
e 

C
om

m
is

si
on

 
is

 re
qu

ire
d 

to
 re

gi
st

er
 a

 
co

nc
ilia

tio
n 

ag
re

em
en

t 
w

ith
 th

e 
AC

T 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 .”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

“W
he

n 
th

e 
C

om
m

is
si

on
 

cl
os

es
 a

 d
is

cr
im

in
at

io
n 

co
m

pl
ai

nt
 w

he
re

 c
on

ci
lia

tio
n 

ha
s 

no
t l

ed
 to

 a
gr

ee
m

en
t, 

th
e 

co
m

pl
ai

na
nt

 g
et

s 
60

 
da

ys
 to

 a
sk

 th
e 

C
om

m
is

si
on

 
to

 re
fe

r t
he

 c
om

pl
ai

nt
 to

 th
e 

AC
AT

, u
nl

es
s 

th
e 

co
m

pl
ai

nt
 

is
 w

ith
dr

aw
n .

 T
he

 A
C

AT
 c

an
 

de
ci

de
 w

he
th

er
 u

nl
aw

fu
l 

di
sc

rim
in

at
io

n 
ha

s 
oc

cu
rre

d,
 

an
d 

if 
so

 w
ha

t o
rd

er
s 

it 
sh

ou
ld

 m
ak

e .
”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
 

N
ot

 s
pe

ci
fie

d.
 H

ow
ev

er
, t

he
 

C
om

m
is

si
on

 h
as

 a
 c

lo
se

 
w

or
ki

ng
 re

la
tio

ns
hi

p 
w

ith
 

AH
PR

A .



263Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“C
on

ci
lia

tio
n 

is
 c

on
fid

en
tia

l. 
Th

is
 m

ea
ns

 th
at

 th
e 

C
om

m
is

si
on

 c
an

no
t g

iv
e 

in
fo

rm
at

io
n 

ab
ou

t w
ha

t 
ha

pp
en

s 
at

 c
on

ci
lia

tio
n 

to
 th

e 
AC

T 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 (A

C
AT

) o
r a

 C
ou

rt 
if 

an
y 

fu
rth

er
 le

ga
l a

ct
io

n 
oc

cu
rs

 .”
“T

he
re

 is
 a

ls
o 

a 
le

ga
l 

ob
lig

at
io

n 
on

 b
ot

h 
pa

rti
es

 to
 

m
ai

nt
ai

n 
th

e 
co

nfi
de

nt
ia

lit
y 

of
 a

ny
 c

on
ci

lia
tio

n 
as

 s
et

 o
ut

 
in

 s
ec

tio
n 

99
 o

f t
he

 H
um

an
 

R
ig

ht
s 

C
om

m
is

si
on

 A
ct

 
20

05
 .”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 d

at
a,

 a
nd

 d
e-

id
en

tifi
ed

 e
xa

m
pl

es
 o

f 
co

m
pl

ai
nt

s 
ar

e 
pr

ov
id

ed
 in

 
th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
ro

le
 o

f t
he

 H
ea

lth
 

Se
rv

ic
e 

C
om

m
is

si
on

er
 a

ls
o 

in
cl

ud
es

:
• 

“s
up

po
rti

ng
 im

pr
ov

em
en

ts
 

in
 th

e 
pr

ov
is

io
n 

of
 h

ea
lth

 
se

rv
ic

es



264 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
pr

om
ot

in
g 

aw
ar

en
es

s 
of

 th
e 

rig
ht

s 
of

 u
se

rs
 o

f 
he

al
th

 s
er

vi
ce

s
• 

ra
is

in
g 

aw
ar

en
es

s 
of

 
th

e 
re

sp
on

si
bi

lit
ie

s 
of

 
pr

ov
id

er
s 

of
 h

ea
lth

 
se

rv
ic

es
 .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d 
fo

r t
he

 H
ea

lth
 

Se
rv

ic
es

 C
om

m
is

si
on

er
 

sp
ec

ifi
ca

lly
, b

ut
 y

es
 fo

r t
he

 
br

oa
de

r H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
 .



265Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
C

T 
H

ea
lth

Th
e 

D
ep

ar
tm

en
t c

ol
le

ct
s 

“c
on

su
m

er
 fe

ed
ba

ck
” i

n 
th

e 
fo

rm
 o

f c
om

pl
im

en
ts

, 
co

m
m

en
ts

 o
r c

om
pl

ai
nt

s .
C

om
pl

ai
na

nt
s 

ar
e 

di
re

ct
ed

 to
 p

ro
vi

de
 

fe
ed

ba
ck

 a
bo

ut
:

• 
a 

pr
iv

at
e 

he
al

th
 

se
rv

ic
e,

 to
 th

e 
AC

T 
H

ea
lth

 S
er

vi
ce

s 
C

om
m

is
si

on
er

, o
r 

AH
PR

A;
 o

r
• 

a 
pu

bl
ic

 h
ea

lth
 

se
rv

ic
e,

 to
 th

e 
de

pa
rtm

en
t’s

 in
te

rn
al

 
co

ns
um

er
 fe

ed
ba

ck
 

m
ec

ha
ni

sm
 .

O
th

er
 p

eo
pl

e 
ca

n 
pr

ov
id

e 
fe

ed
ba

ck
 o

n 
be

ha
lf 

of
 

a 
co

ns
um

er
 o

f a
 p

ub
lic

 
he

al
th

 s
er

vi
ce

 if
 th

ey
 

co
m

pl
et

e 
a 

“re
le

as
e 

of
 

in
fo

rm
at

io
n 

fo
rm

 .”

Fo
r c

om
pl

ai
nt

s 
ab

ou
t a

 p
ub

lic
 

he
al

th
 s

er
vi

ce
, c

om
pl

ai
na

nt
s 

ar
e 

di
re

ct
ed

 to
 a

n 
on

lin
e 

fo
rm

 w
ith

 
qu

es
tio

ns
 in

cl
ud

in
g:

• 
“W

ha
t w

ou
ld

 y
ou

 li
ke

 to
 te

ll 
us

?”
• 

“W
ha

t w
ou

ld
 y

ou
 li

ke
 to

 
ha

pp
en

?”
Th

er
e 

do
es

 n
ot

 a
pp

ea
r t

o 
be

 a
ny

 
pu

bl
ic

 in
fo

rm
at

io
n 

ab
ou

t h
ow

 th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s 

op
er

at
es

 .

Th
e 

de
pa

rtm
en

t r
ef

er
s 

to
 th

e 
Au

st
ra

lia
n 

C
ha

rte
r 

of
 H

ea
lth

ca
re

 R
ig

ht
s,

 
de

ve
lo

pe
d 

by
 th

e 
Au

st
ra

lia
n 

C
om

m
is

si
on

 o
n 

Sa
fe

ty
 

an
d 

Q
ua

lit
y 

in
 H

ea
lth

ca
re

 
as

 g
ui

di
ng

 it
s 

re
sp

on
se

 to
 

co
m

pl
ai

nt
s .

Th
e 

ou
tc

om
es

 o
f t

he
 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

pr
oc

es
s 

ar
e 

no
t s

pe
ci

fie
d.

https://health.act.gov.au/about-our-health-system/consumer-feedback
https://health.act.gov.au/about-our-health-system/consumer-feedback/i-want-provide-feedback-about-public-health-service
https://health.act.gov.au/about-our-health-system/consumer-feedback/i-want-provide-feedback-about-public-health-service
https://health.act.gov.au/about-our-health-system/consumer-feedback/i-want-provide-feedback-about-public-health-service
https://health.act.gov.au/about-our-health-system/consumer-feedback/i-want-provide-feedback-behalf-someone-else
https://health.act.gov.au/about-our-health-system/consumer-feedback/i-want-provide-feedback-behalf-someone-else


266 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

So
ci

al
 

Se
rv

ic
es

A
C

T 
D

ep
ar

tm
en

t o
f 

C
om

m
un

ity
 S

er
vi

ce
s

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 c
an

 c
om

pl
ai

n 
ab

ou
t a

 s
er

vi
ce

 p
ro

vi
de

d .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

an
 re

la
te

 to
 a

ny
 

di
ss

at
is

fa
ct

io
n 

w
ith

 a
 

se
rv

ic
e 

pr
ov

id
ed

 b
y 

th
e 

C
om

m
un

ity
 S

er
vi

ce
s 

D
ire

ct
or

at
e 

or
 a

ge
nc

ie
s/

pr
ov

id
er

s 
th

at
 it

 fu
nd

s .
 

Th
e 

ex
am

pl
es

 it
 p

ro
vi

de
s 

“in
cl

ud
e:

• 
un

re
as

on
ab

le
 d

el
ay

;
• 

in
ad

eq
ua

te
 a

dv
ic

e;
• 

fa
ilu

re
 to

 a
pp

ly
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
es

;
• 

hu
m

an
 o

r f
ac

tu
al

 
er

ro
r, 

le
ga

l e
rro

r, 
un

pr
of

es
si

on
al

 
be

ha
vi

ou
r/a

tti
tu

de
 o

f 
an

 o
ffi

ce
r;

• 
un

re
as

on
ab

le
, h

ar
sh

 
or

 d
is

cr
im

in
at

or
y 

ac
tio

n;
 a

nd
• 

ac
ce

ss
 to

 s
er

vi
ce

s 
an

d 
re

so
ur

ce
s .

”
Its

 c
om

pl
ai

nt
s 

po
lic

y 
ca

te
go

ris
es

 c
om

pl
ai

nt
s 

in
to

 th
e 

fo
llo

w
in

g 
gr

ou
ps

:
• 

R
es

po
ns

iv
en

es
s

• 
O

bj
ec

tiv
ity

 a
nd

 
fa

irn
es

s
• 

Ac
ce

ss
 to

 s
er

vi
ce

s 
an

d 
re

so
ur

ce
s

Pr
oc

es
s 

to
 c

om
pl

ai
n 

“A
 c

om
pl

ai
nt

 c
an

 b
e 

su
bm

itt
ed

 
by

 e
m

ai
l, 

ph
on

e,
 m

ai
l o

r i
n 

pe
rs

on
 b

y 
co

nt
ac

tin
g”

:
• 

Th
e 

pe
rs

on
 in

 th
e 

re
le

va
nt

 
se

rv
ic

e 
th

ey
 h

av
e 

be
en

 
de

al
in

g 
w

ith
;

• 
Th

e 
C

om
pl

ai
nt

 U
ni

t f
ro

m
 th

e 
ar

ea
 p

ro
vi

di
ng

 th
e 

se
rv

ic
e;

• 
Th

e 
Q

ua
lit

y,
 C

om
pl

ai
nt

s 
an

d 
R

eg
ul

at
io

n 
Br

an
ch

; o
r

• 
Th

e 
D

ire
ct

or
at

e’
s 

m
ai

n 
co

nt
ac

t p
oi

nt
 .”

Le
ve

l 1
: F

ro
nt

lin
e 

st
aff

 
“T

he
 s

er
vi

ce
 p

ro
vi

de
r s

ho
ul

d 
be

 g
iv

en
 th

e 
fir

st
 o

pp
or

tu
ni

ty
 to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

 . T
hi

s 
is

 
of

te
n 

th
e 

qu
ic

ke
st

 a
nd

 e
as

ie
st

 
w

ay
 to

 a
dd

re
ss

 [t
he

] c
on

ce
rn

s.
 

M
ak

in
g 

a 
co

m
pl

ai
nt

 s
ho

ul
d 

be
 d

on
e 

in
 w

rit
in

g 
an

d 
[th

e 
C

om
pl

ai
na

nt
] s

ho
ul

d 
re

ce
iv

e 
an

 a
ck

no
w

le
dg

em
en

t t
ha

t 
[th

ei
r] 

co
m

pl
ai

nt
 h

as
 b

ee
n 

re
ce

iv
ed

 w
ith

in
 4

8 
ho

ur
s.

 [T
he

ir]
 

co
m

pl
ai

nt
 w

ill 
be

 re
so

lv
ed

 b
y 

st
aff

 w
ith

in
 s

ev
en

 (7
) d

ay
s 

w
he

re
 

po
ss

ib
le

 .”
Le

ve
l 2

: C
om

pl
ai

nt
s 

M
an

ag
er

 in
 

R
el

ev
an

t B
us

in
es

s 
U

ni
t 

“S
ho

ul
d 

[th
e 

C
om

pl
ai

na
nt

] 
re

m
ai

n 
di

ss
at

is
fie

d 
w

ith
 th

e 
re

sp
on

se
 to

 [t
he

ir]
 c

om
pl

ai
nt

, 
[th

ey
 s

ho
ul

d]
 c

on
ta

ct
 th

e 
M

an
ag

er
 o

f t
he

 s
er

vi
ce

 a
re

a 
w

he
re

 [t
he

ir]
 c

om
pl

ai
nt

 h
as

 
or

ig
in

at
ed

 . T
he

 M
an

ag
er

 w
ill 

lia
is

e 
w

ith
 th

e 
C

om
pl

ai
nt

s 
U

ni
t o

f 
th

e 
ar

ea
 b

ef
or

e 
co

nt
ac

tin
g 

[th
e 

C
om

pl
ai

na
nt

].”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“W
he

n 
de

te
rm

in
in

g 
ho

w
 a

 
co

m
pl

ai
nt

 w
ill 

be
 m

an
ag

ed
, 

[th
e 

D
ire

ct
or

at
e 

w
ill]

 fi
rs

t 
co

ns
id

er
 th

e 
ris

k 
to

 a
ll 

pa
rti

es
 

an
d 

se
ek

 to
 u

nd
er

st
an

d:
• 

ho
w

 s
er

io
us

, c
om

pl
ic

at
ed

 
or

 u
rg

en
t t

he
 c

om
pl

ai
nt

 is
;

• 
w

he
th

er
 th

e 
co

m
pl

ai
nt

 
ra

is
es

 c
on

ce
rn

s 
ab

ou
t 

a 
pe

rs
on

’s
 h

ea
lth

 a
nd

 
sa

fe
ty

;
• 

ho
w

 th
e 

pe
rs

on
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 is
 b

ei
ng

 
aff

ec
te

d;
• 

th
e 

co
ns

eq
ue

nc
es

 
if 

re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
 is

 d
el

ay
ed

;
• 

w
he

th
er

 a
 re

so
lu

tio
n 

re
qu

ire
s 

th
e 

in
vo

lv
em

en
t 

of
 o

th
er

 o
rg

an
is

at
io

ns
; 

an
d

• 
w

ha
t C

SD
 re

po
rti

ng
 

ca
te

go
ry

 th
e 

co
m

pl
ai

nt
 

fa
lls

 in
to

”
A

ny
 re

po
rt 

to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tra

to
r o

r 
co

nt
ex

t
If 

a 
co

m
pl

ai
nt

 is
 b

ei
ng

 
in

ve
st

ig
at

ed
 a

t L
ev

el
 1

 o
r 2

, 
th

en
 th

e 
co

m
pl

ai
nt

 h
an

dl
er

 
m

ay
 a

ls
o 

be
 th

e 
pe

rp
et

ra
to

r 
or

 th
e 

di
re

ct
 fu

nd
er

 o
f t

he
 

pe
rp

et
ra

to
r .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Po

ss
ib

le
 o

ut
co

m
es

 a
re

 
un

cl
ea

r .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

Th
e 

D
ire

ct
or

at
e 

no
te

s 
th

at
 

as
 a

 re
su

lt 
of

 in
ve

st
ig

at
in

g 
co

m
pl

ai
nt

s,
 it

 m
ay

 b
e 

ab
le

 
to

 m
ak

e 
re

co
m

m
en

da
tio

ns
 

fo
r a

ct
io

n 
or

 im
pr

ov
em

en
t 

of
 s

er
vi

ce
 d

el
iv

er
y .

 F
or

 
ex

am
pl

e,
 it

 s
ta

te
s 

th
at

 
co

m
pl

ai
nt

s 
al

lo
w

 th
e 

D
ire

ct
or

at
e 

to
:

• 
“id

en
tif

y 
kn

ow
le

dg
e 

ga
ps

• 
re

co
gn

is
e 

op
po

rtu
ni

tie
s 

fo
r i

m
pr

ov
em

en
t

• 
fix

 s
ys

te
m

ic
 is

su
es

, a
nd

• 
bu

ild
 b

et
te

r r
el

at
io

ns
hi

ps
 .”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
D

ire
ct

or
at

e 
st

at
es

 
th

at
 th

ey
 “m

on
ito

r t
he

 
im

pl
em

en
ta

tio
n 

of
 a

gr
ee

d 
re

co
m

m
en

da
tio

ns
 to

 e
ns

ur
e 

th
e 

co
nt

in
uo

us
 im

pr
ov

em
en

t 
of

 s
er

vi
ce

s”
, h

ow
ev

er
 d

oe
s 

no
t p

ro
vi

de
 d

et
ai

ls
 a

s 
to

 w
ha

t 
th

is
 s

pe
ci

fic
al

ly
 e

nt
ai

ls
.

https://www.communityservices.act.gov.au/quality-complaints-and-regulation
https://www.communityservices.act.gov.au/quality-complaints-and-regulation


267Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
Pr

iv
ac

y 
an

d 
di

sc
lo

su
re

• 
C

om
m

un
ic

at
io

n
• 

Fa
ilu

re
 to

 a
pp

ly
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
e

• 
U

np
ro

fe
ss

io
na

l 
be

ha
vi

ou
r/a

tti
tu

de
 o

f 
an

 o
ffi

ce
r

• 
C

om
pl

ai
nt

s 
in

vo
lv

in
g 

th
ird

 p
ar

tie
s

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

ex
pe

ct
ed

 to
 p

ro
vi

de
 

as
 m

uc
h 

in
fo

rm
at

io
n 

as
 p

os
si

bl
e 

ab
ou

t t
he

ir 
co

nc
er

ns
 . F

ai
lu

re
 to

 
do

 s
o 

m
ay

 im
pa

ct
 th

e 
in

ve
st

ig
at

io
n 

pr
oc

es
s .

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
“A

 c
om

pl
ai

nt
 c

an
 b

e 
m

ad
e 

by
 o

ne
 p

er
so

n,
 

jo
in

tly
 w

ith
 s

om
eb

od
y 

el
se

, o
r c

an
 b

e 
lo

dg
ed

 
on

 a
no

th
er

 p
er

so
n’

s 
be

ha
lf .

” C
om

pl
ai

na
nt

s 
ar

e 
ex

pe
ct

ed
 to

 le
t t

he
 

D
ire

ct
or

at
e 

kn
ow

 if
 th

ey
 

re
qu

ire
 a

ss
is

ta
nc

e 
to

 
ac

ce
ss

 th
ei

r s
er

vi
ce

 .
Th

ei
r c

om
pl

ai
nt

s 
po

lic
y 

fu
rth

er
 s

ta
te

s:

Le
ve

l 3
: Q

ua
lit

y,
 C

om
pl

ai
nt

s 
an

d 
R

eg
ul

at
io

n 
B

ra
nc

h 
Th

is
 le

ve
l h

an
dl

es
 c

om
pl

ex
 

co
m

pl
ai

nt
s 

an
d 

in
de

pe
nd

en
t 

in
te

rn
al

 re
vi

ew
s 

of
 c

om
pl

ai
nt

s 
fro

m
 le

ve
ls

 1
 a

nd
 2

 . I
f [

a 
le

ve
l 

1 
or

 2
] c

om
pl

ai
nt

 re
m

ai
ns

 
un

re
so

lv
ed

, t
he

 s
er

vi
ce

 
ar

ea
 m

ay
 c

on
ta

ct
 Q

C
R

 to
 

es
ca

la
te

 [t
he

] c
om

pl
ai

nt
 o

r [
th

e 
C

om
pl

ai
na

nt
] w

ill 
be

 d
ire

ct
ed

 
to

 c
on

ta
ct

 th
e 

C
SD

 C
om

pl
ai

nt
s 

Se
ni

or
 In

ve
st

ig
at

or
 d

ire
ct

ly .
”

“A
ll 

ar
ea

s 
of

 th
e 

D
ire

ct
or

at
e 

re
sp

on
d 

to
 c

om
pl

ai
nt

s 
in

 li
ne

 
w

ith
 th

e 
D

ire
ct

or
at

e’
s 

C
om

pl
ai

nt
 

H
an

dl
in

g 
an

d 
M

an
ag

em
en

t 
Po

lic
y .

 T
he

 P
ol

ic
y 

se
ts

 o
ut

 th
e 

re
qu

ire
m

en
t t

ha
t c

om
pl

ai
nt

s a
re

 
ac

kn
ow

le
dg

ed
 w

ith
in

 2
 d

ay
s o

f 
be

in
g 

re
ce

iv
ed

 b
y 

th
e 

re
le

va
nt

 a
re

a 
an

d 
th

at
 c

om
pl

ai
nt

s r
eq

ui
rin

g 
a 

re
sp

on
se

 a
re

 re
pl

ie
d 

to
 w

ith
in

 3
0 

da
ys

. ”
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ar

e 
pr

ef
er

re
d 

in
 

w
rit

in
g .

 T
he

y 
ca

n 
be

 m
ad

e 
an

on
ym

ou
sl

y 
if 

de
si

re
d .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

Ac
co

rd
in

g 
to

 th
e 

C
om

pl
ai

nt
s 

Po
lic

y,
 th

e 
pe

rs
on

 m
ak

in
g 

a 
co

m
pl

ai
nt

 w
ill 

be
:

• 
“p

ro
vi

de
d 

w
ith

 in
fo

rm
at

io
n 

ab
ou

t [
th

e]
 c

om
pl

ai
nt

 
ha

nd
lin

g 
pr

oc
es

s;
• 

pr
ov

id
ed

 w
ith

 m
ul

tip
le

 w
ay

s 
to

 m
ak

e 
co

m
pl

ai
nt

s;

W
he

re
 a

 c
om

pl
ai

nt
 b

eg
in

s 
or

 is
 re

fe
rre

d 
to

 L
ev

el
 3

 
(th

e 
Q

ua
lit

y,
 C

om
pl

ai
nt

s 
an

d 
R

eg
ul

at
io

n 
(Q

C
R

) 
Br

an
ch

 o
f t

he
 D

ire
ct

or
at

e)
, 

th
e 

re
la

tio
ns

hi
p 

is
 m

or
e 

in
de

pe
nd

en
t –

 th
e 

Q
C

R
 b

ra
nc

h 
“o

pe
ra

te
s 

in
de

pe
nd

en
tly

 o
f a

ny
 

pr
og

ra
m

, f
un

di
ng

 o
r p

ol
ic

y 
st

re
am

 w
ith

in
 th

e 
C

om
m

un
ity

 
Se

rv
ic

es
 D

ire
ct

or
at

e 
(C

SD
) . 

It 
pr

ov
id

es
 a

 c
om

pl
ai

nt
s 

re
so

lu
tio

n 
an

d 
in

te
rn

al
 

re
vi

ew
 fu

nc
tio

n 
fo

r t
he

 
D

ire
ct

or
-G

en
er

al
 a

nd
 a

im
s 

to
 d

el
iv

er
 a

nd
 m

ai
nt

ai
n 

hi
gh

 q
ua

lit
y 

se
rv

ic
es

 . Q
C

R
 

al
so

 u
nd

er
ta

ke
s 

co
m

pl
ex

 
in

ve
st

ig
at

io
ns

 a
t t

he
 re

qu
es

t 
of

 th
e 

D
ire

ct
or

-G
en

er
al

 o
r 

ot
he

r E
xe

cu
tiv

e 
w

ith
in

 C
SD

 .”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

e 
C

om
pl

ai
nt

 M
an

ag
em

en
t 

sy
st

em
 c

om
pr

is
es

 6
 s

te
ps

:
1 .

 
R

ec
ei

ve
2 .

 
Ac

kn
ow

le
dg

e
3 .

 
Ad

dr
es

s 
& 

in
ve

st
ig

at
e

4 .
 

Pr
ov

id
e 

re
as

on
s 

fo
r 

de
ci

si
on

5 .
 

C
lo

si
ng

 th
e 

co
m

pl
ai

nt
, 

re
co

rd
in

g 
ke

ep
in

g 
an

d 
re

vi
ew

6 .
 

An
al

ys
e 

an
d 

re
po

rt 
da

ta
 fo

r c
on

tin
uo

us
 

im
pr

ov
em

en
t .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“T
he

 S
en

io
r I

nv
es

tig
at

or
 

do
es

 n
ot

 h
av

e 
th

e 
po

w
er

 
to

 c
ha

ng
e 

a 
de

ci
si

on
, 

ho
w

ev
er

, c
an

 u
nd

er
ta

ke
 a

n 
in

ve
st

ig
at

io
n 

to
 e

xa
m

in
e 

ho
w

 
a 

de
ci

si
on

 w
as

 m
ad

e .
”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
 C

om
pl

ai
na

nt
s 

re
ce

iv
e 

a 
w

rit
te

n 
re

sp
on

se
 th

at
 

co
m

pr
is

es
:

• 
“th

e 
ou

tc
om

e 
of

 th
e 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n 

an
d 

an
y 

ac
tio

n 
ta

ke
n;

• 
th

e 
re

as
on

 (s
) f

or
 [t

he
] 

de
ci

si
on

s;
• 

an
y 

re
m

ed
y 

or
 re

so
lu

tio
n 

(s
) …

pr
op

os
ed

 to
 b

e 
pu

t 
in

 p
la

ce
;

• 
op

tio
ns

 fo
r r

ev
ie

w
 

av
ai

la
bl

e 
to

 th
e 

co
m

pl
ai

na
nt

, s
uc

h 
as

 
in

te
rn

al
 re

vi
ew

, e
xt

er
na

l 
re

vi
ew

 o
r a

pp
ea

l; 
an

d
• 

[c
om

pl
ai

na
nt

s’
] r

ig
ht

s 
to

 a
cc

es
s 

in
fo

rm
at

io
n 

in
 a

cc
or

da
nc

e 
w

ith
 

th
e 

Fr
ee

do
m

 o
f 

In
fo

rm
at

io
n 

Ac
t 2

01
6 .

”

https://www.communityservices.act.gov.au/quality-complaints-and-regulation/complaints_and_advocacy/complaint-handling-and-management-policy
https://www.communityservices.act.gov.au/quality-complaints-and-regulation/complaints_and_advocacy/complaint-handling-and-management-policy
https://www.communityservices.act.gov.au/quality-complaints-and-regulation/complaints_and_advocacy/complaint-handling-and-management-policy
https://www.communityservices.act.gov.au/quality-complaints-and-regulation/complaints_and_advocacy/complaint-handling-and-management-policy


268 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

“If
 a

 c
om

pl
ai

na
nt

 p
re

fe
rs

 
an

ot
he

r p
er

so
n 

or
 

or
ga

ni
sa

tio
n 

to
 a

ss
is

t o
r 

re
pr

es
en

t t
he

m
 in

 th
e 

m
ak

in
g 

an
d/

or
 re

so
lu

tio
n 

of
 th

ei
r c

om
pl

ai
nt

, 
w

e 
w

ill 
co

m
m

un
ic

at
e 

w
ith

 th
em

 th
ro

ug
h 

th
ei

r r
ep

re
se

nt
at

iv
e 

if 
th

at
 is

 th
ei

r w
is

h .
 

An
yo

ne
 m

ay
 re

pr
es

en
t 

a 
pe

rs
on

 w
is

hi
ng

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
 w

ith
 

th
ei

r w
rit

te
n 

co
ns

en
t 

(e
g 

an
 a

dv
oc

at
e,

 
fa

m
ily

 m
em

be
r, 

le
ga

l o
r c

om
m

un
ity

 
re

pr
es

en
ta

tiv
e,

 m
em

be
r 

of
 P

ar
lia

m
en

t, 
or

 a
 

re
pr

es
en

ta
tiv

e 
fro

m
 

an
ot

he
r o

rg
an

is
at

io
n)

”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
C

an
 b

e 
an

 in
di

vi
du

al
, 

se
rv

ic
e 

pr
ov

id
er

, 
or

 m
ul

tip
le

 s
er

vi
ce

 
pr

ov
id

er
s .

• 
lis

te
ne

d 
to

, t
re

at
ed

 w
ith

 
re

sp
ec

t b
y 

st
aff

 a
nd

 a
ct

iv
el

y 
in

vo
lv

ed
 in

 th
e 

co
m

pl
ai

nt
 

pr
oc

es
s 

w
he

re
 p

os
si

bl
e 

an
d 

ap
pr

op
ria

te
; a

nd
• 

pr
ov

id
ed

 w
ith

 re
as

on
s 

fo
r 

[th
e 

D
ire

ct
or

at
e’

s]
 d

ec
is

io
n(

s)
 

an
d 

an
y 

op
tio

ns
 fo

r r
ed

re
ss

 
or

 re
vi

ew
”

In
 tu

rn
, C

om
pl

ai
na

nt
s 

ar
e 

re
sp

on
si

bl
e 

fo
r:

• 
“tr

ea
tin

g 
st

aff
…

w
ith

 c
ou

rte
sy

 
an

d 
re

sp
ec

t
• 

cl
ea

rly
 id

en
tif

yi
ng

 to
 th

e 
be

st
 

of
 th

ei
r a

bi
lit

y 
th

e 
is

su
es

 
of

 c
om

pl
ai

nt
, o

r a
sk

in
g 

fo
r 

he
lp

 fr
om

 th
e 

st
aff

 o
f C

SD
 to

 
as

si
st

 th
em

 in
 d

oi
ng

 s
o

• 
pr

ov
id

in
g 

to
 th

e 
be

st
 o

f 
th

ei
r a

bi
lit

y 
al

l t
he

 re
le

va
nt

 
in

fo
rm

at
io

n 
av

ai
la

bl
e 

to
 th

em
 

at
 th

e 
tim

e 
of

 m
ak

in
g 

th
e 

co
m

pl
ai

nt
• 

be
in

g 
ho

ne
st

 in
 a

ll 
co

m
m

un
ic

at
io

ns
…

• 
in

fo
rm

in
g…

st
aff

 o
f a

ny
 o

th
er

 
ac

tio
n 

th
ey

 h
av

e 
ta

ke
n 

in
 

re
la

tio
n 

to
 th

ei
r c

om
pl

ai
nt

• 
co

op
er

at
in

g 
w

ith
 th

e 
st

aff
 

w
ho

 a
re

 a
ss

ig
ne

d 
to

 
as

se
ss

/ i
nv

es
tig

at
e/

re
so

lv
e 

/
de

te
rm

in
e 

or
 o

th
er

w
is

e 
de

al
 

w
ith

 th
ei

r c
om

pl
ai

nt
 .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Th

e 
D

ire
ct

or
at

e 
ca

n 
ad

vi
se

 
co

m
pl

ai
na

nt
s 

ab
ou

t h
ow

 to
 

ac
ce

ss
 th

e 
su

pp
or

t o
f e

xt
er

na
l 

ad
vo

ca
cy

 o
rg

an
is

at
io

ns
 .

“T
he

 Q
C

R
 b

ra
nc

h 
pr

ov
id

es
 th

e 
se

rv
ic

es
 o

f 
a 

Se
ni

or
 In

ve
st

ig
at

or
 w

ho
 

ca
n 

ex
am

in
e 

co
m

pl
ex

 
co

m
pl

ai
nt

s,
 re

vi
ew

 th
e 

co
m

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s,

 
an

d 
re

vi
ew

 th
e 

ou
tc

om
e 

of
 

ad
m

in
is

tra
tiv

e 
de

ci
si

on
s .

 
Th

e 
Se

ni
or

 In
ve

st
ig

at
or

 
do

es
 n

ot
 h

av
e 

th
e 

po
w

er
 

to
 c

ha
ng

e 
a 

de
ci

si
on

, 
ho

w
ev

er
, c

an
 u

nd
er

ta
ke

 a
n 

in
ve

st
ig

at
io

n 
to

 e
xa

m
in

e 
ho

w
 

a 
de

ci
si

on
 w

as
 m

ad
e .

 T
he

 
Se

ni
or

 In
ve

st
ig

at
or

 c
an

 a
ls

o 
m

ak
e 

re
co

m
m

en
da

tio
ns

 to
 

bu
si

ne
ss

 a
re

as
 in

 re
la

tio
n 

to
 h

ow
 th

ei
r s

ys
te

m
s 

an
d 

pr
oc

es
se

s 
m

ay
 b

e 
im

pr
ov

ed
 

ba
se

d 
on

 th
e 

ou
tc

om
es

 o
f a

n 
in

ve
st

ig
at

io
n .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

C
om

pl
ai

na
nt

s 
w

ill 
be

 
in

fo
rm

ed
 a

bo
ut

:
• 

“w
ho

 is
 h

an
dl

in
g 

th
ei

r 
co

m
pl

ai
nt

 a
nd

 h
ow

 to
 

co
nt

ac
t t

he
m

;
• 

ho
w

 th
e 

co
m

pl
ai

nt
 w

ill 
be

 
ha

nd
le

d;
• 

w
ha

t i
ss

ue
s 

ar
e 

be
in

g 
co

ns
id

er
ed

;
• 

th
e 

ex
pe

ct
ed

 ti
m

ef
ra

m
es

 
fo

r o
ur

 a
ct

io
ns

;
• 

th
e 

pr
og

re
ss

 o
f t

he
 

co
m

pl
ai

nt
 a

nd
 re

as
on

s 
fo

r a
ny

 d
el

ay
;

• 
th

ei
r l

ik
el

y 
in

vo
lv

em
en

t i
n 

th
e 

pr
oc

es
s;

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

nt
s 

at
 L

ev
el

s 
1 

or
 2

 
ca

n 
be

 e
sc

al
at

ed
 u

p 
to

 L
ev

el
 

3 .
 If

 c
om

pl
ai

na
nt

s 
re

m
ai

n 
un

sa
tis

fie
d 

af
te

r a
 L

ev
el

 3
 

in
ve

st
ig

at
io

n,
 th

ey
 c

an
 ta

ke
 

th
ei

r c
om

pl
ai

nt
 to

 th
e 

AC
T 

O
m

bu
ds

m
an

 o
r t

he
 H

um
an

 
R

ig
ht

s 
C

om
m

is
si

on
 . T

he
y 

ca
n 

al
so

 ta
ke

 th
ei

r c
om

pl
ai

nt
 

to
 th

e 
Pr

iv
ac

y 
C

om
m

is
si

on
er

 
or

 th
e 

AC
T 

C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
C

om
pl

ai
nt

s 
Po

lic
y 

st
at

es
 

th
at

 th
e 

D
ire

ct
or

at
e 

“w
ill 

en
su

re
 th

at
 p

eo
pl

e 
m

ak
in

g 
co

m
pl

ai
nt

s 
ar

e 
no

t a
dv

er
se

ly
 

aff
ec

te
d 

be
ca

us
e 

a 
co

m
pl

ai
nt

 
ha

s 
be

en
 m

ad
e 

by
 th

em
 o

r 
on

 th
ei

r b
eh

al
f .”

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

C
om

pl
ai

nt
s 

Po
lic

y 
st

at
es

:
“T

he
 R

ep
or

ta
bl

e 
C

on
du

ct
 

Sc
he

m
e 

is
 a

lle
ga

tio
n 

ba
se

d .
 

Em
pl

oy
er

s 
(d

es
ig

na
te

d 
en

tit
ie

s)
 c

ov
er

ed
 b

y 
th

e 
Sc

he
m

e 
m

us
t r

ep
or

t 
al

le
ga

tio
ns

, o
ffe

nc
es

 o
r 

co
nv

ic
tio

ns
 re

la
tin

g 
to

 
ch

ild
-re

la
te

d 
m

is
co

nd
uc

t 
by

 a
n 

em
pl

oy
ee

 to
 th

e 
O

m
bu

ds
m

an
 .



269Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
th

e 
po

ss
ib

le
 o

r l
ik

el
y 

ou
tc

om
e 

of
 th

ei
r 

co
m

pl
ai

nt
; a

nd
• 

th
ei

r r
ev

ie
w

 ri
gh

ts
 

an
d 

w
ha

t t
o 

do
 n

ex
t i

f 
no

t s
at

is
fie

d 
w

ith
 th

e 
ou

tc
om

e .
”

H
ow

ev
er

, i
t i

s 
no

t c
le

ar
 w

ha
t 

th
e 

ro
le

 o
f a

 v
ic

tim
-s

ur
vi

vo
r 

is
 in

 th
is

 p
ro

ce
ss

, i
f t

he
y 

ar
e 

no
t a

ls
o 

th
e 

co
m

pl
ai

na
nt

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Pe
op

le
 w

ho
 a

re
 th

e 
su

bj
ec

t o
f a

 c
om

pl
ai

nt
 a

re
 

“re
sp

on
si

bl
e 

fo
r:

• 
co

op
er

at
in

g 
w

ith
 th

e 
st

aff
 

of
 C

SD
 w

ho
 a

re
 a

ss
ig

ne
d 

to
 h

an
dl

e 
th

e 
co

m
pl

ai
nt

, 
pa

rti
cu

la
rly

 w
he

re
 th

ey
 

ar
e 

ex
er

ci
si

ng
 a

 la
w

fu
l 

po
w

er
 in

 re
la

tio
n 

to
 a

 
pe

rs
on

 o
r b

od
y 

w
ith

in
 

th
ei

r j
ur

is
di

ct
io

n
• 

pr
ov

id
in

g 
al

l r
el

ev
an

t 
in

fo
rm

at
io

n 
in

 th
ei

r 
po

ss
es

si
on

 to
 C

SD
 o

r 
its

 a
ut

ho
ris

ed
 s

ta
ff 

w
he

n 
re

qu
ire

d 
to

 d
o 

so
 b

y 
a 

pr
op

er
ly

 a
ut

ho
ris

ed
 

di
re

ct
io

n 
or

 n
ot

ic
e

• 
be

in
g 

ho
ne

st
 in

 a
ll 

co
m

m
un

ic
at

io
ns

 w
ith

 
C

SD
 s

ta
ff 

• 
tre

at
in

g 
th

e 
st

aff
 C

SD
 

w
ith

 c
ou

rte
sy

 a
nd

 re
sp

ec
t 

at
 a

ll 
tim

es
 a

nd
 in

 a
ll 

ci
rc

um
st

an
ce

s

It 
do

es
 n

ot
 m

at
te

r w
he

th
er

 
th

e 
em

pl
oy

ee
 e

ng
ag

ed
 in

 
th

e 
co

nd
uc

t i
n 

th
e 

co
ur

se
 o

f 
em

pl
oy

m
en

t o
r w

he
th

er
 a

 
ch

ild
 c

on
se

nt
s 

to
 th

e 
co

nd
uc

t . 
Th

e 
R

ep
or

ta
bl

e 
C

on
du

ct
 

Sc
he

m
e 

do
es

 n
ot

 in
te

rfe
re

 
w

ith
 re

po
rti

ng
 o

bl
ig

at
io

ns
 to

 
AC

T 
Po

lic
in

g 
or

 C
hi

ld
, Y

ou
th

 
an

d 
Fa

m
ilie

s,
 o

r a
ny

 o
th

er
 

re
le

va
nt

 p
ro

fe
ss

io
na

l b
od

ie
s .

If 
em

pl
oy

ee
s 

su
sp

ec
t c

rim
in

al
 

co
nd

uc
t h

as
 o

cc
ur

re
d,

 
th

ey
 s

ho
ul

d 
re

po
rt 

to
 A

C
T 

Po
lic

in
g 

in
 th

e 
fir

st
 in

st
an

ce
. 

R
ep

or
ta

bl
e 

C
on

du
ct

 C
on

ta
ct

 
O

ffi
ce

rs
 h

av
e 

be
en

 a
pp

oi
nt

ed
 

fo
r t

he
 D

ire
ct

or
at

e 
an

d 
if 

a 
co

m
pl

ai
nt

 is
 c

on
si

de
re

d 
a 

po
te

nt
ia

l b
re

ac
h 

un
de

r t
he

 
R

ep
or

ta
bl

e 
C

on
du

ct
 S

ch
em

e,
 

it 
w

ill 
be

 re
fe

rre
d 

to
 C

SD
s 

Pe
op

le
 M

an
ag

em
en

t (
H

R
) 

an
d 

a 
re

po
rt 

w
ill 

be
 m

ad
e 

to
 

th
e 

AC
T 

O
m

bu
ds

m
an

 .”
An

y 
co

nfi
de

nt
ia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
“A

ll 
co

m
pl

ai
nt

s 
ar

e 
tre

at
ed

 
w

ith
 c

on
fid

en
tia

lit
y 

an
d 

pe
rs

on
al

 in
fo

rm
at

io
n 

is
 c

ol
le

ct
ed

, m
an

ag
ed

, 
us

ed
 a

nd
 d

is
cl

os
ed

 in
 

st
ric

t c
om

pl
ia

nc
e 

w
ith

 
th

e 
re

qu
ire

m
en

ts
 o

f 
th

e 
In

fo
rm

at
io

n 
Pr

iv
ac

y 
Ac

t 
20

14
 a

nd
 th

e 
H

ea
lth

 R
ec

or
ds

 
(P

riv
ac

y 
an

d 
Ac

ce
ss

) A
ct

 
19

97
 .”



270 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
re

fra
in

in
g 

fro
m

 ta
ki

ng
 a

ny
 

de
tri

m
en

ta
l a

ct
io

n 
ag

ai
ns

t 
th

e 
co

m
pl

ai
na

nt
 in

 
re

pr
is

al
 fo

r t
he

m
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 .”
“If

 s
ub

je
ct

s 
of

 a
 c

om
pl

ai
nt

 
fa

il 
to

 c
om

pl
y 

w
ith

 th
es

e 
re

sp
on

si
bi

lit
ie

s,
 a

ct
io

n 
m

ay
 

be
 ta

ke
n 

un
de

r r
el

ev
an

t l
aw

s 
an

d/
or

 c
od

es
 o

f c
on

du
ct

 .”
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
Th

is
 is

 d
ep

en
de

nt
 o

n 
th

e 
le

ve
l o

f c
om

pl
ai

nt
 . 

At
 L

ev
el

 1
 th

e 
co

m
pl

ai
nt

 
re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
 

is
 a

 s
er

vi
ce

 p
ro

vi
de

r . 
Le

ve
l 

2 
is

 a
 d

ep
ar

tm
en

t o
ffi

ci
al

 
re

sp
on

si
bl

e 
fo

r o
ve

rs
ee

in
g 

th
at

 s
er

vi
ce

 p
ro

vi
de

r . 
Le

ve
l 3

 is
 a

n 
in

de
pe

nd
en

t 
in

ve
st

ig
at

or
 w

ho
 is

 s
ui

ta
bl

y 
qu

al
ifi

ed
 in

 c
om

pl
ai

nt
s 

m
an

ag
em

en
t .

C
om

pl
ai

nt
s 

ar
e 

“d
ea

lt 
w

ith
 

in
 a

 c
on

fid
en

tia
l m

an
ne

r a
nd

 
w

ill 
on

ly
 b

e 
di

sc
us

se
d 

w
ith

 
th

e 
pe

op
le

 d
ire

ct
ly

 in
vo

lv
ed

 in
 

m
an

ag
in

g 
an

d 
re

sp
on

di
ng

 to
 

th
e 

co
m

pl
ai

nt
 . A

s 
pa

rt 
of

 a
n 

in
ve

st
ig

at
io

n 
in

to
 a

 c
om

pl
ai

nt
, 

al
le

ga
tio

ns
 m

ay
 b

e 
di

sc
us

se
d 

w
ith

 th
e 

re
le

va
nt

 s
ta

ff 
w

he
re

 
ap

pr
op

ria
te

 in
 li

ne
 w

ith
 

na
tu

ra
l j

us
tic

e 
pr

in
ci

pl
es

 .”
In

 a
dd

iti
on

, t
he

 C
om

pl
ai

nt
s 

Po
lic

y 
no

te
s 

th
at

:
 “D

ue
 to

 p
riv

ac
y 

an
d 

co
nfi

de
nt

ia
lit

y 
co

ns
id

er
at

io
ns

 
it 

m
ay

 n
ot

 b
e 

po
ss

ib
le

 to
 

ad
vi

se
 th

e 
co

m
pl

ai
na

nt
 

of
 a

 s
pe

ci
fic

 o
ut

co
m

e 
of

 a
 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n 

w
he

re
 

it 
re

la
te

s 
to

 a
 s

ta
ff 

m
em

be
r.”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 c
le

ar
 . H

ow
ev

er
, “

Th
e 

P
ub

lic
 In

te
re

st
 D

is
cl

os
ur

e 
A

ct
 2

01
2 

ap
pl

ie
s 

in
 re

sp
ec

t 
of

 d
is

cl
os

ur
es

/c
om

pl
ai

nt
s 

w
hi

ch
 s

ug
ge

st
 s

er
io

us
 o

r 
sy

st
em

ic
 c

on
ce

rn
s 

th
at

 
m

ay
 b

rin
g 

ha
rm

 d
ire

ct
ly

 
or

 in
di

re
ct

ly
 to

 th
e 

ge
ne

ra
l 

pu
bl

ic
, n

ow
, o

r i
n 

th
e 

fu
tu

re
 .” 

Pu
bl

ic
 in

te
re

st
 d

is
cl

os
ur

es
 

m
ay

 c
on

ce
rn

 m
at

te
rs

 re
la

tin
g 

to
 c

or
ru

pt
 c

on
du

ct
, f

ra
ud

 
or

 th
ef

t, 
offi

ci
al

 m
is

co
nd

uc
t 

or
 m

al
ad

m
in

is
tra

tio
n,

 
ha

ra
ss

m
en

t, 
in

tim
id

at
io

n 
or

 
di

sc
rim

in
at

io
n,

 o
r p

ra
ct

ic
es

 
en

da
ng

er
in

g 
th

e 
he

al
th

 o
r 

sa
fe

ty
 o

f s
ta

ff,
 th

e 
co

m
m

un
ity

 
or

 e
nv

iro
nm

en
t .



271Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“C

SD
 c

om
pl

ai
nt

s 
ha

nd
lin

g 
st

aff
 w

ill 
an

al
ys

e 
co

m
pl

ai
nt

s 
da

ta
 a

nd
 fe

ed
ba

ck
 o

n 
a 

qu
ar

te
rly

 b
as

is
 . T

hi
s 

w
ill 

be
 

un
de

rta
ke

n 
at

 L
ev

el
 T

w
o 

co
m

pl
ai

nt
s 

an
d 

ab
ov

e 
to

 
en

su
re

 s
ta

nd
ar

d 
pe

rfo
rm

an
ce

 
m

ea
su

re
s 

ha
ve

 b
ee

n 
de

ve
lo

pe
d 

an
d 

im
pl

em
en

te
d 

to
 in

fo
rm

 q
ua

rte
rly

 re
po

rts
 

to
 th

e 
D

ire
ct

or
-G

en
er

al
 . 

Th
e 

da
ta

 p
ro

vi
de

d 
by

 th
e 

Bu
si

ne
ss

 U
ni

ts
 is

 c
om

pi
le

d 
by

 Q
C

R
 a

nd
 a

na
ly

se
d 

to
 

id
en

tif
y 

tre
nd

s,
 a

nd
 d

ev
el

op
 

re
co

m
m

en
da

tio
ns

 a
bo

ut
 h

ow
 

to
 im

pr
ov

e 
se

rv
ic

es
 .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

D
ire

ct
or

at
e 

se
ek

s 
to

 
m

ak
e 

its
 in

fo
rm

at
io

n 
an

d 
se

rv
ic

es
 a

cc
es

si
bl

e 
by

 
pr

ov
id

in
g 

al
te

rn
at

iv
e 

re
ad

in
g 

fo
rm

at
s 

an
d 

tra
ns

la
tio

n/
in

te
rp

re
ta

tio
n 

as
si

st
an

ce
 

(e
 .g

 . t
he

 N
at

io
na

l R
el

ay
 

Se
rv

ic
e 

an
d 

in
te

rp
re

te
r 

se
rv

ic
es

 fo
r l

an
gu

ag
es

 o
th

er
 

th
an

 E
ng

lis
h)

 .



272 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Ju
st

ic
e

A
C

T 
Ju

st
ic

e 
an

d 
C

om
m

un
ity

 S
af

et
y 

D
ire

ct
or

at
e

W
ho

 c
an

 c
om

pl
ai

n?
An

y 
cl

ie
nt

s 
or

 
st

ak
eh

ol
de

rs
 o

f t
he

 
D

ire
ct

or
at

e .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ar

e 
co

ns
id

er
ed

 th
at

 re
la

te
 to

 
th

e 
“p

er
fo

rm
an

ce
, q

ua
lit

y,
 

or
 re

sp
on

si
ve

ne
ss

” o
f t

he
 

D
ire

ct
or

at
es

’ s
er

vi
ce

s.
C

om
pl

ai
nt

s 
w

ill 
no

t b
e 

in
ve

st
ig

at
ed

 if
 a

ny
 o

f t
he

 
fo

llo
w

in
g 

ap
pl

y:
• 

“T
he

re
 is

 in
su

ffi
ci

en
t 

in
fo

rm
at

io
n 

to
 

in
ve

st
ig

at
e 

th
e 

co
m

pl
ai

nt
 .

• 
Th

e 
D

ire
ct

or
at

e 
is

 n
ot

 
re

sp
on

si
bl

e 
fo

r t
he

 
le

gi
sl

at
io

n 
go

ve
rn

in
g 

th
e 

co
m

pl
ai

nt
 .

• 
Th

e 
co

m
pl

ai
nt

 is
 

m
or

e 
ap

pr
op

ria
te

ly
 

in
ve

st
ig

at
ed

 b
y 

an
ot

he
r b

od
y 

su
ch

 
as

 A
C

T 
Po

lic
in

g,
 

Tr
an

sp
or

t C
an

be
rra

 
an

d 
C

ity
 S

er
vi

ce
s 

D
ire

ct
or

at
e 

or
 th

e 
C

hi
ef

 M
in

is
te

r, 
Tr

ea
su

ry
 a

nd
 

Ec
on

om
ic

 
D

ev
el

op
m

en
t 

D
ire

ct
or

at
e .

• 
Th

er
e 

is
 le

gi
sl

at
io

n 
th

at
 p

ro
vi

de
s 

an
 

ap
pr

op
ria

te
 o

r 
sp

ec
ifi

c 
ha

nd
lin

g 
m

ec
ha

ni
sm

 .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

th
ro

ug
h 

th
e 

Ac
ce

ss
 C

an
be

rra
 

w
eb

si
te

; o
r l

od
ge

d 
by

 m
ai

l, 
em

ai
l, 

ph
on

e 
or

 in
 p

er
so

n .
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ca

n 
be

 a
no

ny
m

ou
s,

 
th

ou
gh

 th
is

 m
ay

 im
pa

ct
 th

e 
ab

ilit
y 

of
 th

e 
D

ire
ct

or
at

e 
to

 
pr

ov
id

e 
th

e 
co

m
pl

ai
na

nt
 w

ith
 a

 
w

rit
te

n 
ou

tc
om

e .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
C

om
pl

ai
na

nt
s 

ar
e 

ex
pe

ct
ed

 
to

 “c
oo

pe
ra

te
 fu

lly
 d

ur
in

g 
th

e 
co

m
pl

ai
nt

 m
an

ag
em

en
t p

ro
ce

ss
” 

af
te

r l
od

gi
ng

 a
 c

om
pl

ai
nt

, 
in

cl
ud

in
g 

“p
ro

m
pt

ly
 p

ro
vi

di
ng

 
an

y 
ad

di
tio

na
l i

nf
or

m
at

io
n 

th
at

 
m

ay
 re

la
te

 to
 th

e 
m

at
te

r .”
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

D
ire

ct
or

at
e 

m
ay

 h
av

e 
pe

rp
et

ra
te

d 
th

e 
be

ha
vi

ou
r 

be
in

g 
in

ve
st

ig
at

ed
, o

r 
m

ay
 fu

nd
 s

er
vi

ce
s 

be
in

g 
in

ve
st

ig
at

ed
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

D
ire

ct
or

at
e 

ad
op

ts
 a

n 
in

ve
st

ig
at

iv
e 

pr
oc

es
s:

• 
Th

ey
 a

ck
no

w
le

dg
e 

re
ce

ip
t o

f t
he

 c
om

pl
ai

nt
 

w
ith

in
 5

 w
or

ki
ng

 d
ay

s .
• 

Th
e 

co
m

pl
ai

nt
 is

 
as

se
ss

ed
 to

 d
ec

id
e 

w
he

th
er

 a
n 

in
ve

st
ig

at
io

n 
is

 w
ar

ra
nt

ed
 . T

hi
s 

pr
oc

es
s 

m
ay

 b
e 

pe
rfo

rm
ed

 b
y 

th
e 

re
le

va
nt

 
bu

si
ne

ss
 u

ni
t, 

or
 “a

no
th

er
 

im
pa

rti
al

 a
re

a”
 o

f t
he

 
D

ire
ct

or
at

e,
 w

he
re

 a
 

pe
rc

ei
ve

d 
co

nfl
ic

t o
f 

in
te

re
st

 e
xi

st
s .

• 
If 

th
e 

co
m

pl
ai

nt
 c

an
 b

e 
re

so
lv

ed
 q

ui
ck

ly,
 a

n 
ap

ol
og

y 
or

 e
xp

la
na

tio
n 

m
ay

 b
e 

pr
ov

id
ed

 a
t t

hi
s 

ea
rly

 s
ta

ge
 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
C

om
pl

ai
na

nt
s 

ar
e 

as
ke

d 
to

 
ad

vi
se

 th
e 

D
ire

ct
or

at
e 

of
 th

e 
ou

tc
om

e 
th

ey
 a

re
 s

ee
ki

ng
 . 

O
pt

io
ns

 in
cl

ud
e 

“a
n 

ap
ol

og
y,

 
a 

di
ffe

re
nt

 d
ec

is
io

n,
 o

r 
ex

pe
di

te
d 

ac
tio

n .
”

“If
 th

e 
co

m
pl

ai
nt

 is
 

su
bs

ta
nt

ia
te

d,
 th

e 
D

ire
ct

or
at

e 
m

ay
 u

nd
er

ta
ke

 a
 ra

ng
e 

of
 

ac
tio

ns
, i

nc
lu

di
ng

 b
ut

 n
ot

 
lim

ite
d 

to
:

• 
re

so
lu

tio
n 

of
 a

ny
 is

su
es

 
ra

is
ed

 in
 th

e 
co

m
pl

ai
nt

• 
re

vi
si

on
 o

f a
 p

ol
ic

y,
 

pr
ac

tic
e 

or
 p

ro
ce

du
re

 
w

he
re

 th
e 

co
m

pl
ai

nt
 

re
ve

al
s 

sy
st

em
ic

 o
r 

pr
oc

ed
ur

al
 w

ea
kn

es
se

s
• 

st
aff

 tr
ai

ni
ng

• 
st

aff
 d

eb
rie

fin
g/

co
un

se
llin

g .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
D

ire
ct

or
at

e 
re

co
gn

is
es

 
th

at
 “t

he
 re

so
lu

tio
n 

of
 a

 
co

m
pl

ai
nt

 is
 n

ot
 th

e 
la

st
 

st
ep

 in
 e

ffe
ct

iv
e 

co
m

pl
ai

nt
 

ha
nd

lin
g .

https://justice.act.gov.au/about-us/feedback-and-complaints
https://justice.act.gov.au/about-us/feedback-and-complaints
https://justice.act.gov.au/about-us/feedback-and-complaints


273Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
Th

e 
m

at
te

r i
s 

cu
rre

nt
ly

 b
ef

or
e 

a 
C

ou
rt,

 T
rib

un
al

, 
Bo

ar
d 

or
 C

om
m

itt
ee

 .
• 

Th
er

e 
is

 n
o 

w
ay

 
of

 re
so

lv
in

g 
th

e 
co

m
pl

ai
nt

 .”
St

aff
 m

is
co

nd
uc

t i
s 

sa
id

 
to

 b
e 

in
ve

st
ig

at
ed

 “i
n 

ac
co

rd
an

ce
 w

ith
 th

e 
re

le
va

nt
 a

dm
in

is
tra

tiv
e 

po
lic

y”
 . T

hi
s 

co
ul

d 
in

cl
ud

e 
th

e 
P

ub
lic

 
In

te
re

st
 D

is
cl

os
ur

e 
A

ct
 

20
12

 .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 c
le

ar
 –

 h
ow

ev
er

 a
 

co
m

pl
ai

nt
 m

ay
 n

ot
 b

e 
in

ve
st

ig
at

ed
 if

 th
er

e 
is

 
no

t e
no

ug
h 

ev
id

en
ce

 to
 

su
bs

ta
nt

ia
te

 it
 .

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
If 

it 
is

 d
et

er
m

in
ed

 
th

at
 a

n 
in

ve
st

ig
at

io
n 

is
 n

ot
 n

ee
de

d,
 th

e 
D

ire
ct

or
at

e 
w

ill 
in

fo
rm

 
th

e 
co

m
pl

ai
na

nt
 a

nd
 

su
gg

es
t o

th
er

 a
ve

nu
es

 
fo

r c
om

pl
ai

nt
 re

so
lu

tio
n .

• 
If 

th
e 

co
m

pl
ai

nt
 c

an
no

t 
be

 re
so

lv
ed

 q
ui

ck
ly,

 a
n 

in
ve

st
ig

at
io

n 
w

ill 
th

en
 b

e 
co

nd
uc

te
d .

• 
O

nc
e 

an
 in

ve
st

ig
at

io
n 

ha
s 

co
m

pl
et

ed
, t

he
 

D
ire

ct
or

at
e 

w
ill 

in
fo

rm
 

th
e 

co
m

pl
ai

na
nt

 o
f t

he
 

ou
tc

om
e 

w
ith

in
 2

1 
da

ys
, 

an
d 

ou
tli

ne
 th

ei
r r

ig
ht

s 
to

 
a 

re
vi

ew
 .

D
iff

er
en

t a
ge

nc
ie

s 
w

ith
in

 th
e 

D
ire

ct
or

at
e 

ha
ve

 th
ei

r o
w

n 
fu

rth
er

, d
et

ai
le

d 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
po

lic
ie

s .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Pr
ov

id
es

 in
fo

rm
at

io
n 

to
 

th
e 

D
ire

ct
or

at
e 

ab
ou

t t
he

 
co

m
pl

ai
nt

 a
s 

w
el

l a
s 

th
e 

ou
tc

om
e 

th
ey

 a
re

 s
ee

ki
ng

, 
an

d 
is

 th
en

 in
fo

rm
ed

 
ab

ou
t t

he
 fi

nd
in

gs
 o

f 
th

e 
in

ve
st

ig
at

io
n 

on
ce

 
co

m
pl

et
ed

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 c
le

ar
 .

A 
co

m
pl

ai
nt

 m
ay

 p
oi

nt
 to

 
a 

sy
st

em
ic

 a
dm

in
is

tra
tiv

e 
pr

ob
le

m
 in

 th
e 

di
re

ct
or

at
e 

– 
a 

de
fe

ct
 in

 a
dm

in
is

tra
tio

n 
th

at
 

m
ay

 h
av

e 
oc

cu
rre

d 
in

 o
th

er
 

ca
se

s 
an

d 
co

ul
d 

oc
cu

r a
ga

in
 

in
 th

e 
fu

tu
re

 .” 
Th

us
 fo

llo
w

in
g 

a 
co

m
pl

ai
nt

, t
he

 D
ire

ct
or

at
e 

m
ay

 s
ee

k 
to

 u
nd

er
ta

ke
: 

“re
vi

si
on

 o
f a

 p
ol

ic
y,

 p
ra

ct
ic

e 
or

 p
ro

ce
du

re
 w

he
re

 th
e 

co
m

pl
ai

nt
 re

ve
al

s 
sy

st
em

ic
 

or
 p

ro
ce

du
ra

l w
ea

kn
es

se
s .

”
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

th
e 

co
m

pl
ai

nt
 c

an
no

t b
e 

re
so

lv
ed

, t
he

 c
om

pl
ai

na
nt

 
w

ill 
be

 a
dv

is
ed

 o
f a

lte
rn

at
iv

e 
re

vi
ew

 m
ec

ha
ni

sm
s,

 s
uc

h 
as

 
th

e 
AC

T 
O

m
bu

ds
m

an
, A

C
T 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
, 

O
ffi

ce
 o

f t
he

 In
fo

rm
at

io
n 

C
om

m
is

si
on

er
, o

r P
ub

lic
 

In
te

re
st

 D
is

cl
os

ur
e 

O
ffi

ce
rs

.



274 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
“T

he
 d

ire
ct

or
at

e 
is

 a
ls

o 
un

ab
le

 to
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
in

 s
om

e 
ci

rc
um

st
an

ce
s,

 in
cl

ud
in

g 
w

he
re

…
th

e 
co

m
pl

ai
nt

 is
 m

or
e 

ap
pr

op
ria

te
ly

 in
ve

st
ig

at
ed

 b
y 

an
ot

he
r b

od
y 

su
ch

 a
s 

AC
T 

Po
lic

in
g 

or
 th

e 
C

hi
ef

 M
in

is
te

r, 
Tr

ea
su

ry
 a

nd
 E

co
no

m
ic

 
D

ev
el

op
m

en
t D

ire
ct

or
at

e .
”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

D
ire

ct
or

at
e 

st
at

es
 th

e 
fo

llo
w

in
g:

“A
ll 

pa
rti

es
 in

vo
lv

ed
 in

 a
 

co
m

pl
ai

nt
 h

av
e 

th
e 

rig
ht

 
to

 e
xp

ec
t a

pp
ro

pr
ia

te
 

co
nfi

de
nt

ia
lit

y.
 It

 is
 p

os
si

bl
e;

 
ho

w
ev

er
, t

ha
t m

ai
nt

ai
ni

ng
 

co
nfi

de
nt

ia
lit

y 
m

ay
 

co
m

pr
om

is
e 

th
e 

eff
ec

tiv
en

es
s 

of
 th

e 
in

ve
st

ig
at

io
n 

in
to

 th
e 

co
m

pl
ai

nt
 .  

Th
is

 u
su

al
ly

 
oc

cu
rs

 b
ec

au
se

 o
f t

he
 

re
qu

ire
m

en
ts

 o
f p

ro
ce

du
ra

l 
fa

irn
es

s 
to

 th
e 

su
bj

ec
t o

f t
he

 
co

m
pl

ai
nt

 . I
f y

ou
 re

qu
es

t 
th

at
 w

e 
m

ai
nt

ai
n 

yo
ur

 
co

nfi
de

nt
ia

lit
y 

at
 a

ll 
tim

es
, 

w
e 

w
ill 

ad
vi

se
 y

ou
 o

f a
ny

 
lim

ita
tio

ns
 th

is
 m

ay
 p

la
ce

 o
n 

th
e 

in
ve

st
ig

at
io

n 
an

d 
po

ss
ib

le
 

ou
tc

om
es

 .”



275Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

It 
ap

pe
ar

s 
no

ne
, a

pa
rt 

fro
m

 
de

-id
en

tifi
ed

 d
at

a 
th

at
 w

ou
ld

 
ap

pe
ar

 in
 a

nn
ua

l r
ep

or
ts

; 
un

le
ss

 th
e 

co
m

pl
ai

nt
 is

 
su

ffi
ci

en
tly

 s
er

io
us

 to
 w

ar
ra

nt
 

pu
bl

ic
 in

te
re

st
 d

is
cl

os
ur

e .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

D
ire

ct
or

at
e 

us
es

 
co

m
pl

ai
nt

 d
at

a 
an

d 
tre

nd
in

g 
an

al
ys

is
 to

 im
pr

ov
e 

se
rv

ic
e 

de
liv

er
y 

ac
ro

ss
 th

e 
de

pa
rtm

en
t . 

It 
al

so
 re

po
rts

 
on

 c
om

pl
ai

nt
s 

an
d 

co
m

pl
ai

nt
 

re
so

lu
tio

n 
to

 th
e 

D
ire

ct
or

-
G

en
er

al
 o

f t
he

 A
C

T .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

ot
 s

pe
ci

fie
d.



276 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
C

T 
O

m
bu

ds
m

an
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 c

an
 c

om
pl

ai
n .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ar
e 

as
se

ss
ed

 
to

 d
et

er
m

in
e 

w
he

th
er

 
an

 A
C

T 
go

ve
rn

m
en

t 
ag

en
cy

 h
as

 a
ct

ed
 in

 a
n 

“u
nf

ai
r, 

di
sc

rim
in

at
or

y 
or

 
un

ju
st

” m
an

ne
r –

 te
rm

ed
 

“m
al

ad
m

in
is

tra
tio

n .
” 

So
m

e 
ex

am
pl

es
 

pr
ov

id
ed

 in
cl

ud
e:

• 
“ta

ki
ng

 a
n 

un
re

as
on

ab
le

 a
m

ou
nt

 
of

 ti
m

e
• 

no
t f

ol
lo

w
in

g 
pr

oc
ed

ur
es

• 
pr

ov
id

in
g 

m
is

le
ad

in
g 

or
 in

ad
eq

ua
te

 a
dv

ic
e

• 
re

fu
si

ng
 to

 a
ns

w
er

 
re

as
on

ab
le

 
qu

es
tio

ns
 .”

Th
e 

AC
T 

O
m

bu
ds

m
an

 
al

so
 h

as
 “s

pe
ci

al
is

t 
fu

nc
tio

ns
” i

nc
lu

di
ng

 
be

in
g 

re
sp

on
si

bl
e 

fo
r 

th
e 

AC
T 

R
ep

or
ta

bl
e 

C
on

du
ct

 S
ch

em
e 

(fo
r 

ch
ild

 a
bu

se
), 

Fr
ee

do
m

 
of

 In
fo

rm
at

io
n 

sc
he

m
e,

 
ov

er
si

gh
t o

f A
C

T 
Po

lic
in

g,
 In

sp
ec

to
r 

fo
r t

he
 A

C
T 

In
te

gr
ity

 
C

om
m

is
si

on
, a

nd
 

ov
er

se
ei

ng
 th

e 
Pu

bl
ic

 
In

te
re

st
 D

is
cl

os
ur

e 
sc

he
m

e .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

in
 

w
rit

in
g,

 b
y 

ph
on

e 
or

 v
ia

 a
n 

on
lin

e 
fo

rm
 . T

he
 O

m
bu

ds
m

an
 

off
er

s 
“ti

ps
” t

o 
lo

dg
e 

eff
ec

tiv
e 

co
m

pl
ai

nt
s .

Fo
rm

 o
f c

om
pl

ai
nt

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

an
on

ym
ou

sl
y,

 h
ow

ev
er

 th
is

 m
ay

 
aff

ec
t w

he
th

er
 a

 c
om

pl
ai

nt
 is

 
ab

le
 to

 b
e 

in
ve

st
ig

at
ed

 fu
lly

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
Pr

ov
id

es
 in

fo
rm

at
io

n 
ab

ou
t a

 
co

m
pl

ai
nt

; i
s 

in
fo

rm
ed

 o
f t

he
 

ou
tc

om
e 

af
te

r a
n 

in
ve

st
ig

at
io

n .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
C

om
pl

ai
nt

s 
ar

e 
ha

nd
le

d 
ac

co
rd

in
g 

to
 th

ei
r 

se
rio

us
ne

ss
 a

nd
 c

om
pl

ex
ity

 .
Ap

pr
ox

im
at

el
y 

60
%

 o
f c

as
es

 
ar

e 
ab

le
 to

 b
e 

re
so

lv
ed

 
qu

ic
kl

y;
 th

es
e 

re
su

lt 
in

 a
 

co
m

pl
ai

na
nt

 b
ei

ng
 g

iv
en

 
ad

vi
ce

, o
r r

ef
er

re
d 

to
 a

 m
or

e 
ap

pr
op

ria
te

 a
ve

nu
e,

 w
ith

in
 

7 
da

ys
 .

A 
fu

rth
er

 3
0%

 o
f c

as
es

 
re

qu
ire

 th
e 

O
m

bu
ds

m
an

 to
 

m
ak

e 
fu

rth
er

 in
qu

iri
es

 –
 s

uc
h 

as
 fu

rth
er

 re
se

ar
ch

, r
eq

ue
st

 
fo

r m
or

e 
in

fo
rm

at
io

n 
fro

m
 

th
e 

co
m

pl
ai

na
nt

 a
nd

 re
le

va
nt

 
ag

en
cy

 –
 b

ef
or

e 
re

so
lv

in
g 

th
e 

co
m

pl
ai

nt
; u

su
al

ly
 

fin
al

is
ed

 w
ith

in
 3

0 
da

ys
.

C
om

pl
ex

 c
om

pl
ai

nt
s 

m
ay

 
le

ad
 to

 a
 m

or
e 

de
ta

ile
d 

in
ve

st
ig

at
io

n,
 w

hi
ch

 u
su

al
ly

 
ta

ke
s 

up
 to

 9
0 

da
ys

 . 
H

ow
ev

er
, t

he
 n

at
ur

e 
of

 s
uc

h 
in

ve
st

ig
at

io
n 

is
 n

ot
 c

le
ar

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

e 
O

m
bu

ds
m

an
 w

ill 
us

ua
lly

 
re

co
m

m
en

d:
• 

“th
e 

ag
en

cy
 to

 re
co

ns
id

er
 

or
 c

ha
ng

e 
its

 a
ct

io
n 

or
 

de
ci

si
on

• 
th

e 
la

w,
 ru

le
 o

r p
ro

ce
du

re
 

be
 c

ha
ng

ed
• 

th
e 

ag
en

cy
 ta

ke
 a

no
th

er
 

ac
tio

n .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
O

m
bu

ds
m

an
 c

an
 m

ak
e 

a 
ra

ng
e 

of
 re

co
m

m
en

da
tio

ns
 

no
t j

us
t t

o 
in

di
vi

du
al

 
ag

en
ci

es
, b

ut
 to

 g
ov

er
nm

en
t 

m
or

e 
br

oa
dl

y .
 It

 a
ls

o 
pr

od
uc

es
 g

ui
de

lin
es

 fo
r 

br
oa

de
r s

ec
to

rs
 to

 im
pr

ov
e 

th
ei

r c
om

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
se

s .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

O
m

bu
ds

m
an

 c
an

no
t 

co
m

pe
l a

ge
nc

ie
s 

to
 a

do
pt

 
its

 re
co

m
m

en
da

tio
ns

, 
ho

w
ev

er
 c

an
 re

po
rt 

on
 th

ei
r 

w
illi

ng
ne

ss
 o

r o
th

er
w

is
e 

to
 

do
 s

o .
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

https://www.ombudsman.act.gov.au/making-a-complaint


277Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

It 
ca

nn
ot

 in
ve

st
ig

at
e 

co
m

pl
ai

nt
s 

ab
ou

t t
he

 
fo

llo
w

in
g:

• 
C

om
m

on
w

ea
lth

 
go

ve
rn

m
en

t a
ge

nc
ie

s 
su

ch
 a

s 
C

en
tre

lin
k

• 
AC

T 
go

ve
rn

m
en

t 
m

in
is

te
rs

 o
r 

po
lit

ic
ia

ns
• 

pr
iv

at
e 

in
di

vi
du

al
s

• 
en

vi
ro

nm
en

ta
l i

ss
ue

s
• 

de
ci

si
on

s 
of

 c
ou

rts
 

an
d 

tri
bu

na
ls

• 
pu

bl
ic

 s
er

vi
ce

 
em

pl
oy

m
en

t
• 

di
sa

bi
lit

y 
se

rv
ic

es
• 

he
al

th
 s

er
vi

ce
s

• 
se

rv
ic

es
 fo

r c
hi

ld
re

n 
an

d 
yo

un
g 

pe
op

le
• 

se
rv

ic
es

 fo
r o

ld
er

 
pe

op
le

 .
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
ex

pe
ct

ed
 to

 in
cl

ud
e 

th
e 

fo
llo

w
in

g 
in

fo
rm

at
io

n 
w

ith
 

th
ei

r c
om

pl
ai

nt
:

• 
a 

de
sc

rip
tio

n 
of

 th
e 

is
su

e/
in

ci
de

nt
• 

da
te

s 
of

 e
ve

nt
s

• 
pr

io
r c

on
ta

ct
 w

ith
 th

e 
re

le
va

nt
 a

ge
nc

y
• 

de
ta

ils
 o

f w
ho

 w
as

 
in

vo
lv

ed

“O
ve

ra
ll,

 9
5 

pe
rc

en
t o

f 
co

m
pl

ai
nt

s 
sh

ou
ld

 b
e 

fin
al

is
ed

 w
ith

in
 9

0 
da

ys
, 

an
d 

99
 p

er
 c

en
t w

ith
in

 1
2 

m
on

th
s .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 p
ro

vi
de

 in
fo

rm
at

io
n/

ev
id

en
ce

 to
 s

ub
st

an
tia

te
 

th
e 

co
m

pl
ai

nt
; t

he
y 

m
ay

 
be

 a
pp

ro
ac

he
d 

fo
r f

ur
th

er
 

in
fo

rm
at

io
n 

th
ro

ug
ho

ut
 

an
 in

ve
st

ig
at

io
n,

 a
nd

 k
ep

t 
in

fo
rm

ed
 o

f i
ts

 p
ro

gr
es

s;
 a

nd
 

w
ill 

th
en

 b
e 

ad
vi

se
d 

of
 th

e 
ou

tc
om

e 
at

 th
e 

co
nc

lu
si

on
 o

f 
th

e 
pr

oc
es

s .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

pe
rp

et
ra

to
r m

ay
 

be
 a

pp
ro

ac
he

d 
by

 th
e 

O
m

bu
ds

m
an

 a
nd

 re
qu

es
te

d 
to

 a
ns

w
er

 q
ue

st
io

ns
, 

or
 p

ro
vi

de
 e

vi
de

nc
e/

in
fo

rm
at

io
n 

in
 re

la
tio

n 
to

 a
 

co
m

pl
ai

nt
 . A

t t
he

 c
on

cl
us

io
n 

of
 th

e 
in

ve
st

ig
at

io
n,

 th
e 

O
m

bu
ds

m
an

 m
ay

 m
ak

e 
re

co
m

m
en

da
tio

ns
 th

at
 th

e 
pe

rp
et

ra
to

r/s
er

vi
ce

 p
ro

vi
de

r 
ta

ke
 s

te
ps

 to
 re

so
lv

e 
an

 
is

su
e 

w
ith

 th
e 

co
m

pl
ai

na
nt

 
an

d/
or

 m
ak

e 
sy

st
em

ic
 

ch
an

ge
s 

to
 it

s 
se

rv
ic

e 
de

liv
er

y .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

th
ey

 a
re

 u
ns

at
is

fie
d 

w
ith

 
th

e 
ou

tc
om

e,
 a

 c
om

pl
ai

na
nt

 
ca

n 
re

qu
es

t a
n 

in
te

rn
al

 
re

vi
ew

 . T
hi

s 
re

qu
es

t s
ho

ul
d:

• 
be

 re
qu

es
te

d 
in

 w
rit

in
g 

w
ith

in
 th

re
e 

m
on

th
s

• 
ex

pl
ai

n 
w

hy
 th

ey
 b

el
ie

ve
 

th
e 

w
ro

ng
 d

ec
is

io
n 

w
as

 
m

ad
e,

 a
nd

 in
cl

ud
e 

an
y 

re
le

va
nt

 s
up

po
rti

ng
 

in
fo

rm
at

io
n .

If 
th

e 
re

qu
es

t t
o 

re
vi

ew
 is

 
ac

ce
pt

ed
, a

 re
vi

ew
 w

ill 
be

 
co

nd
uc

te
d 

by
 a

n 
offi

ce
r n

ot
 

pr
ev

io
us

ly
 in

vo
lv

ed
 w

ith
 

th
e 

co
m

pl
ai

nt
. T

hi
s 

offi
ce

r 
m

ay
 e

ith
er

 a
gr

ee
 w

ith
 th

e 
or

ig
in

al
 d

ec
is

io
n,

 c
ha

ng
e 

th
e 

or
ig

in
al

 d
ec

is
io

n,
 o

r s
en

d 
th

e 
m

at
te

r b
ac

k 
to

 th
e 

or
ig

in
al

 
in

ve
st

ig
at

or
 fo

r f
ur

th
er

 
in

ve
st

ig
at

io
n .

C
om

pl
ai

na
nt

s 
ca

n 
al

so
 s

ee
k 

an
 e

xt
er

na
l r

ev
ie

w
 fr

om
 th

e 
AC

T 
Su

pr
em

e 
C

ou
rt 

un
de

r 
th

e 
A

dm
in

is
tra

tiv
e 

D
ec

is
io

ns
 

(J
ud

ic
ia

l R
ev

ie
w

) A
ct

 1
98

9.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.



278 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
de

ta
ils

 o
f a

ny
 p

ho
ne

 
co

nv
er

sa
tio

ns
 o

r 
m

ee
tin

gs
• 

an
y 

re
le

va
nt

 
re

fe
re

nc
e 

nu
m

be
rs

 
pr

ov
id

ed
 b

y 
th

e 
ag

en
cy

 in
 q

ue
st

io
n

• 
an

y 
re

le
va

nt
 

ph
ot

og
ra

ph
s 

or
 

re
co

rd
s

• 
an

 o
ut

lin
e 

of
 

th
e 

st
ep

s 
th

e 
co

m
pl

ai
na

nt
 h

as
 

al
re

ad
y 

ta
ke

n 
to

 
ad

dr
es

s 
th

e 
is

su
e

• 
w

ha
t o

ut
co

m
e 

th
ey

 
ar

e 
se

ek
in

g .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
in

 d
et

ai
l. 

A 
“re

la
tiv

e,
 fr

ie
nd

, 
ad

vo
ca

te
, s

ol
ic

ito
r 

or
 w

el
fa

re
 w

or
ke

r” 
is

 
pe

rm
itt

ed
 to

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 th

e 
vi

ct
im

-s
ur

vi
vo

r; 
ho

w
ev

er
 “i

n 
so

m
e 

si
tu

at
io

ns
 [t

he
 v

ic
tim

-
su

rv
iv

or
] m

ay
 n

ee
d 

to
 

gi
ve

 c
on

se
nt

 .”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d 
in

 d
et

ai
l. 

H
ow

ev
er

, i
t n

ot
es

 th
at

 it
 

m
ay

 n
ot

 ta
ke

 a
ct

io
n 

on
 a

 
co

m
pl

ai
nt

 if
 th

e 
m

at
te

r i
s 

be
fo

re
 a

 c
ou

rt 
or

 tr
ib

un
al

 .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
N

ot
 s

pe
ci

fie
d.

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

In
fo

rm
at

io
n 

on
 in

di
vi

du
al

 
m

at
te

rs
 d

oe
s 

no
t a

pp
ea

r 
to

 b
e 

av
ai

la
bl

e;
 h

ow
ev

er
 

th
er

e 
is

 F
O

I a
nd

 p
ub

lic
 

in
te

re
st

 d
is

cl
os

ur
e 

sc
he

m
es

 . 
C

om
pl

ai
nt

 d
at

a 
is

 p
ro

vi
de

d 
to

 g
ov

er
nm

en
t i

n 
its

 a
nn

ua
l 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“In

 s
om

e 
ca

se
s,

 if
 th

e 
O

m
bu

ds
m

an
 c

on
si

de
rs

 it
 is

 
in

 th
e 

pu
bl

ic
 in

te
re

st
, a

 fo
rm

al
 

re
po

rt 
ca

n 
be

 m
ad

e 
to

 th
e 

re
le

va
nt

 M
in

is
te

r, 
th

e 
C

hi
ef

 
M

in
is

te
r, 

or
 th

e 
Le

gi
sl

at
iv

e 
As

se
m

bl
y .

”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.



279Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
C

T 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

W
ho

 c
an

 c
om

pl
ai

n?
“A

 p
er

so
n 

ac
ce

ss
in

g 
or

 
us

in
g 

a 
se

rv
ic

e”
, o

r 
“a

 p
er

so
n’

s 
ca

re
r, 

ad
vo

ca
te

 o
r l

eg
al

 
re

pr
es

en
ta

tiv
e 

on
 th

ei
r 

be
ha

lf .
”

Th
e 

C
om

m
is

si
on

er
 

ca
n 

al
so

 u
nd

er
ta

ke
 a

 
C

om
m

is
si

on
 In

iti
at

ed
 

C
om

pl
ai

nt
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

Th
e 

AC
T 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
 in

ve
st

ig
at

es
 

an
d 

co
nc

ilia
te

s 
co

m
pl

ai
nt

s 
ab

ou
t 

di
sc

rim
in

at
io

n,
 in

cl
ud

in
g 

th
at

 re
la

tin
g 

to
:

• 
D

is
cr

im
in

at
io

n 
an

d 
vi

lifi
ca

tio
n

• 
Se

xu
al

 h
ar

as
sm

en
t

• 
H

ea
lth

 s
er

vi
ce

s 
in

cl
ud

in
g 

he
al

th
 

re
co

rd
s

• 
Ve

te
rin

ar
y 

se
rv

ic
es

• 
D

is
ab

ilit
y 

se
rv

ic
es

 
in

cl
ud

in
g 

ab
us

e,
 

ne
gl

ec
t o

r 
ex

pl
oi

ta
tio

n 
of

 
a 

pe
rs

on
 w

ith
 a

 
di

sa
bi

lit
y

• 
Se

rv
ic

es
 fo

r o
ld

er
 

pe
op

le
• 

Se
rv

ic
es

 fo
r c

hi
ld

re
n 

an
d 

yo
un

g 
pe

op
le

• 
R

et
ire

m
en

t v
illa

ge
s

Pr
oc

es
s 

to
 c

om
pl

ai
n:

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 
fil

l i
n 

an
 o

nl
in

e 
fo

rm
 (a

nd
 c

an
 

al
so

 c
on

ta
ct

 th
e 

co
m

m
is

si
on

 b
y 

ph
on

e 
fo

r a
ss

is
ta

nc
e 

in
 d

oi
ng

 
so

) .
O

nc
e 

a 
co

m
pl

ai
nt

 h
as

 b
ee

n 
lo

dg
ed

, t
he

 C
om

m
is

si
on

 w
ill:

• 
C

on
ta

ct
 th

e 
pe

rs
on

 o
r 

or
ga

ni
sa

tio
n 

th
at

 is
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

, a
nd

 
pr

ov
id

e 
th

em
 w

ith
 a

 c
op

y 
of

 
th

e 
co

m
pl

ai
nt

• 
As

k 
th

at
 in

di
vi

du
al

/
or

ga
ni

sa
tio

n 
to

 p
ro

vi
de

 a
 

re
sp

on
se

 to
 th

e 
co

m
pl

ai
nt

• 
Ad

vi
se

 th
e 

co
m

pl
ai

na
nt

 
ab

ou
t t

ha
t r

es
po

ns
e

• 
In

 s
om

e 
ca

se
s,

 in
fo

rm
 

ot
he

r p
ar

tie
s 

“m
en

tio
ne

d 
in

 
[th

e]
 c

om
pl

ai
nt

” a
bo

ut
 th

e 
co

m
pl

ai
nt

 .
Th

e 
C

om
m

is
si

on
 w

ill 
th

en
 

de
ci

de
 w

he
th

er
 to

 c
on

tin
ue

 
w

ith
 th

e 
m

at
te

r o
r n

ot
; a

nd
 m

ay
 

de
ci

de
 to

 re
co

m
m

en
d 

re
so

lv
in

g 
th

e 
m

at
te

r t
hr

ou
gh

 c
on

ci
lia

tio
n .

Fo
rm

 o
f c

om
pl

ai
nt

C
om

pl
ai

nt
s 

ar
e 

ke
pt

 c
on

fid
en

tia
l 

an
d 

in
 s

om
e 

ca
se

s 
ca

n 
be

 m
ad

e 
an

on
ym

ou
sl

y,
 o

r b
e 

ha
nd

le
d 

“b
y 

ke
ep

in
g 

th
e 

co
m

pl
ai

na
nt

/n
ot

ifi
er

 
an

on
ym

ou
s .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
Th

e 
co

m
pl

ai
na

nt
 .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

C
om

m
is

si
on

 is
 a

n 
in

de
pe

nd
en

t a
ge

nc
y,

 a
nd

 
is

 im
pa

rti
al

 to
 th

e 
pa

rti
es

 
in

vo
lv

ed
 in

 c
on

ci
lia

tio
n .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

C
om

m
is

si
on

 g
en

er
al

ly
 

tri
es

 to
 re

so
lv

e 
co

m
pl

ai
nt

s 
th

ro
ug

h 
co

nc
ilia

tio
n 

w
ith

 th
e 

re
le

va
nt

 s
er

vi
ce

 p
ro

vi
de

r . 
“C

on
ci

lia
tio

n 
is

 s
im

ila
r t

o 
m

ed
ia

tio
n,

 a
nd

 n
ot

 li
ke

 a
 

Tr
ib

un
al

 o
r C

ou
rt 

he
ar

in
g .

”
“T

he
 c

on
ci

lia
to

r c
an

 p
ro

vi
de

 
in

fo
rm

at
io

n 
to

 a
ss

is
t t

he
 

pa
rti

es
 to

 re
ac

h 
a 

re
so

lu
tio

n”
 

an
d 

he
lp

 th
e 

pa
rti

es
 “t

o 
ex

pl
or

e 
w

ay
s 

of
 re

so
lv

in
g 

th
e 

co
m

pl
ai

nt
, a

nd
 a

ls
o 

ai
d 

ne
go

tia
tio

n 
to

 in
cr

ea
se

 
th

e 
ch

an
ce

 o
f g

et
tin

g 
an

 
ag

re
em

en
t .”

“T
he

 c
on

ci
lia

to
r c

an
 a

ls
o 

pr
ov

id
e 

in
fo

rm
at

io
n 

ab
ou

t 
ho

w
 o

th
er

 c
om

pl
ai

nt
s 

ha
ve

 
be

en
 re

so
lv

ed
 .”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“T

he
 k

in
ds

 o
f a

ct
io

ns
 th

at
 

ar
e 

ag
re

ed
 u

po
n 

to
 re

so
lv

e 
a 

co
m

pl
ai

nt
 d

ep
en

ds
 o

n 
w

ha
t 

th
e 

pa
rti

es
 a

re
 o

pe
n 

to
, a

nd
 

w
ha

t t
he

 c
om

pl
ai

nt
 is

 a
bo

ut
 . 

Ex
am

pl
es

 o
f a

ct
io

ns
 w

hi
ch

 
m

ay
 le

ad
 to

 re
so

lu
tio

n 
ar

e:
• 

An
 a

po
lo

gy
, 

st
at

em
en

t o
f r

eg
re

t, 
or

 
ac

kn
ow

le
dg

em
en

t o
f 

di
st

re
ss

;
• 

Im
pr

ov
ed

 c
om

m
un

ic
at

io
n 

pa
th

w
ay

s;
• 

An
 a

gr
ee

m
en

t t
o 

in
tro

du
ce

 c
ha

ng
es

 to
 

pr
ac

tic
es

 o
r p

ol
ic

ie
s;

• 
A 

co
m

m
itm

en
t t

o 
tra

in
 

re
le

va
nt

 s
ta

ff;
• 

R
e-

in
st

at
em

en
t t

o 
a 

jo
b,

 o
r a

n 
off

er
 o

f 
em

pl
oy

m
en

t;
• 

R
e-

in
st

at
em

en
t o

f a
 

se
rv

ic
e,

 o
r c

ha
ng

e 
to

 
ho

w
 it

 is
 p

ro
vi

de
d,

 o
r b

y 
w

ho
m

;
• 

Fi
na

nc
ia

l c
om

pe
ns

at
io

n 
fo

r m
on

et
ar

y 
lo

ss
 o

r 
in

ju
ry

 to
 fe

el
in

gs
, o

r i
n 

re
co

gn
iti

on
 o

f a
 s

er
vi

ce
 

le
ad

in
g 

to
 a

 p
oo

r 
ou

tc
om

e .
”

If 
th

e 
pa

rti
es

 c
an

no
t r

es
ol

ve
 

th
e 

co
m

pl
ai

nt
 a

t c
on

ci
lia

tio
n,

 
th

e 
C

om
m

is
si

on
 m

ay
 re

qu
es

t 
fu

rth
er

 in
fo

rm
at

io
n 

be
fo

re
 

m
ak

in
g 

a 
fin

al
 d

ec
is

io
n.

https://hrc.act.gov.au/
https://hrc.act.gov.au/
https://hrc.act.gov.au/discrimination/
https://hrc.act.gov.au/discrimination/
https://hrc.act.gov.au/discrimination/sexual-harassment/
https://hrc.act.gov.au/health/
https://hrc.act.gov.au/health/
https://hrc.act.gov.au/health/
https://hrc.act.gov.au/health/veterinary-surgeons/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/disability-services/
https://hrc.act.gov.au/disability/services-for-children-and-young-people/
https://hrc.act.gov.au/disability/services-for-children-and-young-people/


280 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
El

de
r a

bu
se

 –
 

ab
us

e,
 n

eg
le

ct
 

or
 e

xp
lo

ita
tio

n 
of

 
vu

ln
er

ab
le

 p
eo

pl
e 

ov
er

 6
0

• 
Ab

us
e,

 n
eg

le
ct

 
or

 e
xp

lo
ita

tio
n 

of
 

a 
pe

rs
on

 w
ith

 a
 

di
sa

bi
lit

y
• 

Se
rv

ic
es

 fo
r v

ic
tim

s 
of

 c
rim

e
• 

An
 o

cc
up

an
cy

 
di

sp
ut

e
• 

Se
xu

al
ity

 a
nd

 g
en

de
r 

id
en

tit
y 

co
nv

er
si

on
 

pr
ac

tic
es

 
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 “p

ro
vi

de
 

as
 m

uc
h 

de
ta

il 
as

 
po

ss
ib

le
 a

bo
ut

 w
ha

t 
ha

pp
en

ed
, w

he
n 

th
e 

ev
en

ts
 o

cc
ur

re
d 

an
d 

w
ho

 
w

as
 in

vo
lv

ed
 .”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
A 

pe
rs

on
’s

 c
ar

er
, 

ad
vo

ca
te

 o
r l

eg
al

 
re

pr
es

en
ta

tiv
e 

ca
n 

m
ak

e 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r 

be
ha

lf .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
La

w
ye

rs
 a

nd
 a

dv
oc

at
es

 m
ay

 
be

 a
llo

w
ed

 in
 th

e 
co

nc
ilia

tio
n 

pr
oc

es
s,

 w
ith

 th
e 

C
om

m
is

si
on

’s
 

pe
rm

is
si

on
 . T

he
 C

om
m

is
si

on
er

 
co

ns
id

er
s 

th
is

 o
n 

a 
ca

se
-b

y-
ca

se
 b

as
is

 .
Th

e 
C

om
m

is
si

on
 s

ta
te

s:
“A

dv
oc

at
es

 a
nd

 la
w

ye
rs

 c
an

 
he

lp
 th

ei
r c

lie
nt

s 
pr

ep
ar

e 
fo

r 
co

nc
ilia

tio
n 

by
:

• 
gi

vi
ng

 a
dv

ic
e 

ab
ou

t t
he

 la
w

 
in

cl
ud

in
g 

sp
ea

ki
ng

 fr
an

kl
y 

ab
ou

t t
he

 s
tre

ng
th

s 
an

d 
w

ea
kn

es
se

s 
of

 th
ei

r c
lie

nt
’s

 
ca

se
;

• 
pr

ov
id

in
g 

in
fo

rm
at

io
n 

ab
ou

t 
w

ha
t c

ou
ld

 h
ap

pe
n 

if 
th

e 
co

m
pl

ai
nt

 is
 n

ot
 re

so
lv

ed
 a

t 
co

nc
ilia

tio
n;

• 
he

lp
in

g 
th

ei
r c

lie
nt

 w
ei

gh
 

up
 th

e 
be

ne
fit

s 
an

d 
ris

ks
 o

f 
ta

ki
ng

 le
ga

l (
or

 o
th

er
) a

ct
io

n 
on

 th
e 

co
m

pl
ai

nt
 if

 it
 is

 n
ot

 
re

so
lv

ed
;

• 
su

pp
or

tin
g 

an
d 

en
co

ur
ag

in
g 

th
ei

r c
lie

nt
 to

 ta
ke

 a
n 

ac
tiv

e 
ro

le
 in

 th
e 

co
nc

ilia
tio

n 
w

he
re

 
ap

pr
op

ria
te

;
• 

as
si

st
in

g 
th

e 
cl

ie
nt

 to
 th

in
k 

ab
ou

t a
ll 

of
 th

e 
di

ffe
re

nt
 

op
tio

ns
 fo

r r
es

ol
ut

io
n;

• 
ha

vi
ng

 th
ei

r c
lie

nt
 ra

nk
 h

ow
 

im
po

rta
nt

 e
ac

h 
op

tio
n 

is
 

to
 th

em
, a

nd
 a

ls
o 

ca
re

fu
lly

 
co

ns
id

er
 h

ow
 th

ey
 m

ig
ht

 
co

m
pr

om
is

e 
so

 a
s 

to
 re

ac
h 

a 
re

so
lu

tio
n 

of
 th

e 
co

m
pl

ai
nt

;

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
“T

he
 c

om
pl

ai
na

nt
 a

nd
 

th
e 

re
sp

on
de

nt
 a

re
 th

e 
m

ai
n 

pe
op

le
 in

vo
lv

ed
 in

 a
 

co
nc

ilia
tio

n 
pr

oc
es

s .
”

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 . I

n 
ad

di
tio

n,
 “A

ny
 

re
pr

es
en

ta
tiv

e 
of

 a
 c

om
pa

ny
 

or
 o

rg
an

is
at

io
n 

ne
ed

s 
to

 b
e 

aw
ar

e 
th

at
 c

on
ci

lia
tio

n 
is

 
fo

cu
se

d 
on

 re
so

lu
tio

n,
 a

nd
 

m
us

t h
av

e 
au

th
or

ity
 to

 m
ak

e 
de

ci
si

on
s 

to
 a

ch
ie

ve
 th

is
 

en
d .

”
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Su
pp

or
t p

eo
pl

e 
ar

e 
w

el
co

m
e 

to
 a

cc
om

pa
ny

 th
e 

pa
rti

es
 

to
 th

e 
co

nc
ilia

tio
n;

 th
er

e 
is

 
no

 m
en

tio
n 

of
 in

de
pe

nd
en

t 
m

on
ito

rs
 .

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

C
om

m
is

si
on

er
s 

ar
e 

ap
po

in
te

d 
offi

ci
al

s 
w

ho
 

ha
ve

 le
ga

l a
nd

/o
r i

nd
us

try
 

ex
pe

rie
nc

e 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
s 

ar
ea

 .

“T
he

 C
om

m
is

si
on

er
 c

an
 

al
so

 fi
na

lis
e 

co
m

pl
ai

nt
s 

fo
r 

ot
he

r r
ea

so
ns

 . F
or

 e
xa

m
pl

e,
 

w
he

re
 th

e 
C

om
m

is
si

on
er

 is
 

sa
tis

fie
d 

th
at

 a
 re

as
on

ab
le

 
ex

pl
an

at
io

n 
ha

s 
be

en
 

pr
ov

id
ed

 b
y 

th
e 

re
sp

on
de

nt
, 

w
he

re
 th

e 
co

m
pl

ai
nt

 d
oe

s 
no

t h
av

e 
m

er
it 

or
 h

as
 a

lre
ad

y 
be

en
 d

ea
lt 

w
ith

 b
y 

an
ot

he
r 

ag
en

cy
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 c

le
ar

 .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
“T

he
 A

C
T 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
 c

an
 o

nl
y 

in
ve

st
ig

at
e 

in
di

vi
du

al
 

co
m

pl
ai

nt
s 

ab
ou

t u
nl

aw
fu

l 
di

sc
rim

in
at

io
n,

 h
ea

lth
 

se
rv

ic
es

, s
er

vi
ce

s 
fo

r 
ol

de
r p

eo
pl

e,
 d

is
ab

ilit
y 

se
rv

ic
es

 a
nd

 s
er

vi
ce

s 
fo

r c
hi

ld
re

n 
an

d 
yo

un
g 

pe
op

le
 . T

he
 H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

er
 d

oe
s 

no
t 

in
ve

st
ig

at
e 

in
di

vi
du

al
 

co
m

pl
ai

nt
s 

ab
ou

t b
re

ac
he

s 
of

 
th

e 
H

um
an

 R
ig

ht
s 

Ac
t, 

https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/disability/complaints-about-abuse-neglect-or-exploitation-of-vulnerable-canberrans/
https://hrc.act.gov.au/complaints/services-for-victims-of-crime-complaints/
https://hrc.act.gov.au/complaints/services-for-victims-of-crime-complaints/
https://hrc.act.gov.au/complaints/complaints-about-occupancy-disputes/
https://hrc.act.gov.au/complaints/complaints-about-occupancy-disputes/
https://hrc.act.gov.au/discrimination/
https://hrc.act.gov.au/discrimination/
https://hrc.act.gov.au/health/
https://hrc.act.gov.au/health/
https://hrc.act.gov.au/discrimination/age-discrimination/
https://hrc.act.gov.au/discrimination/age-discrimination/
https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/childrenyoungpeople/
https://hrc.act.gov.au/childrenyoungpeople/
https://hrc.act.gov.au/childrenyoungpeople/


281Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

C
an

 b
e 

an
 in

di
vi

du
al

 o
r 

or
ga

ni
sa

tio
n .

• 
de

ci
di

ng
 w

ith
 th

ei
r c

lie
nt

 w
ha

t 
th

e 
co

nc
ilia

tio
n 

ag
re

em
en

t 
w

ill 
lo

ok
 li

ke
, a

nd
 w

ha
t i

t w
ill 

co
nt

ai
n .

”

al
th

ou
gh

 [t
he

y]
 c

an
 p

ro
vi

de
 

ge
ne

ra
l i

nf
or

m
at

io
n 

ab
ou

t 
hu

m
an

 ri
gh

ts
 .”

Al
so

, “
Se

ct
io

n 
48

 o
f t

he
 H

R
C

 
Ac

t p
ro

vi
de

s 
th

e 
C

om
m

is
si

on
 

w
ith

 th
e 

po
w

er
 to

 o
n 

its
 o

w
n 

in
iti

at
iv

e 
co

ns
id

er
:

• 
an

 a
ct

 o
r s

er
vi

ce
 

th
at

 a
pp

ea
rs

 to
 th

e 
co

m
m

is
si

on
 to

 b
e 

an
 a

ct
 

or
 s

er
vi

ce
 a

bo
ut

 w
hi

ch
 

a 
pe

rs
on

 c
ou

ld
 m

ak
e,

 
bu

t h
as

 n
ot

 m
ad

e,
 a

 
co

m
pl

ai
nt

 u
nd

er
 th

is
 A

ct
; 

or
• 

a 
ch

ild
re

n 
an

d 
yo

un
g 

pe
op

le
 s

er
vi

ce
 c

om
pl

ai
nt

• 
a 

di
sa

bi
lit

y 
se

rv
ic

e 
co

m
pl

ai
nt

• 
a 

co
m

pl
ai

nt
 a

bo
ut

 
se

rv
ic

es
 fo

r o
ld

er
 p

eo
pl

e
• 

a 
he

al
th

 s
er

vi
ce

s 
co

m
pl

ai
nt

• 
an

y 
ot

he
r m

at
te

r r
el

at
ed

 
to

 th
e 

co
m

m
is

si
on

’s
 

fu
nc

tio
ns

 .”
H

ow
ev

er
, “

th
e 

C
om

m
is

si
on

 
is

 n
ot

 a
 c

ou
rt 

an
d 

do
es

 n
ot

 
ha

ve
 th

e 
po

w
er

 to
 d

ec
id

e 
if 

w
ha

t [
th

e 
co

m
pl

ai
nt

 is
] a

bo
ut

 
is

 d
is

cr
im

in
at

io
n 

or
 a

 b
re

ac
h 

of
…

rig
ht

s .
”

Po
w

er
s 

to
 c

om
pe

l p
ar

tie
s 

to
 

pr
ov

id
e 

in
fo

rm
at

io
n,

 a
nd

/o
r 

to
 m

on
ito

r o
ut

co
m

es
 is

 n
ot

 
cl

ea
r .



282 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
“If

 a
n 

ag
re

em
en

t c
an

 b
e 

re
ac

he
d 

by
 th

e 
co

m
pl

ai
na

nt
 

an
d 

re
sp

on
de

nt
, t

he
 

co
nc

ilia
to

r i
s 

re
qu

ire
d 

to
 w

rit
e 

up
 a

 c
on

ci
lia

tio
n 

ag
re

em
en

t, 
an

d 
he

lp
s 

th
e 

pa
rti

es
 to

 
ne

go
tia

te
 m

ut
ua

lly
 a

gr
ee

ab
le

 
w

or
di

ng
 .”

“F
or

 d
is

cr
im

in
at

io
n 

co
m

pl
ai

nt
s,

 th
e 

C
om

m
is

si
on

 
is

 re
qu

ire
d 

to
 re

gi
st

er
 a

 
co

nc
ilia

tio
n 

ag
re

em
en

t 
w

ith
 th

e 
AC

T 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 .”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

“W
he

n 
th

e 
C

om
m

is
si

on
 

cl
os

es
 a

 d
is

cr
im

in
at

io
n 

co
m

pl
ai

nt
 w

he
re

 c
on

ci
lia

tio
n 

ha
s 

no
t l

ed
 to

 a
gr

ee
m

en
t, 

th
e 

co
m

pl
ai

na
nt

 g
et

s 
60

 
da

ys
 to

 a
sk

 th
e 

C
om

m
is

si
on

 
to

 re
fe

r t
he

 c
om

pl
ai

nt
 to

 th
e 

AC
AT

, u
nl

es
s 

th
e 

co
m

pl
ai

nt
 

is
 w

ith
dr

aw
n .

 T
he

 A
C

AT
 c

an
 

de
ci

de
 w

he
th

er
 u

nl
aw

fu
l 

di
sc

rim
in

at
io

n 
ha

s 
oc

cu
rre

d,
 

an
d 

if 
so

 w
ha

t o
rd

er
s 

it 
sh

ou
ld

 m
ak

e .
”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.



283Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

 
Th

e 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

 a
ls

o 
ha

s 
th

e 
po

w
er

 to
 h

ea
r c

om
pl

ai
nt

s 
ab

ou
t v

ic
tim

s’
 ri

gh
ts

. P
eo

pl
e 

ca
n 

m
ak

e 
a 

co
m

pl
ai

nt
 to

 
th

e 
AC

T 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

 if
 th

ey
 b

el
ie

ve
 

th
at

 th
ei

r r
ig

ht
s 

as
 v

ic
tim

s 
m

ay
 n

ot
 h

av
e 

be
en

 
re

sp
ec

te
d 

by
 a

 ju
st

ic
e 

ag
en

cy
 .

Th
e 

C
om

m
is

si
on

 a
ls

o 
ha

s 
a 

cl
os

e 
w

or
ki

ng
 re

la
tio

ns
hi

p 
w

ith
 th

e 
re

gu
la

to
r A

H
PR

A .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
“C

on
ci

lia
tio

n 
is

 c
on

fid
en

tia
l. 

Th
is

 m
ea

ns
 th

at
 th

e 
C

om
m

is
si

on
 c

an
no

t g
iv

e 
in

fo
rm

at
io

n 
ab

ou
t w

ha
t 

ha
pp

en
s 

at
 c

on
ci

lia
tio

n 
to

 th
e 

AC
T 

C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 (A
C

AT
) o

r a
 C

ou
rt 

if 
an

y 
fu

rth
er

 le
ga

l a
ct

io
n 

oc
cu

rs
 .”

“T
he

re
 is

 a
ls

o 
a 

le
ga

l 
ob

lig
at

io
n 

on
 b

ot
h 

pa
rti

es
 to

 
m

ai
nt

ai
n 

th
e 

co
nfi

de
nt

ia
lit

y 
of

 a
ny

 c
on

ci
lia

tio
n 

as
 s

et
 o

ut
 

in
 s

ec
tio

n 
99

 o
f t

he
 H

um
an

 
R

ig
ht

s 
C

om
m

is
si

on
 A

ct
 

20
05

 .”



284 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 d

at
a,

 a
nd

 d
e-

id
en

tifi
ed

 e
xa

m
pl

es
 o

f 
co

m
pl

ai
nt

s 
ar

e 
pr

ov
id

ed
 in

 
th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“A

no
th

er
 a

sp
ec

t o
f 

th
e 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
er

’s
 ro

le
 is

 to
 

re
vi

ew
 th

e 
eff

ec
t o

f T
er

rit
or

y 
la

w
s 

on
 h

um
an

 ri
gh

ts
 

an
d 

to
 re

po
rt 

in
 w

rit
in

g 
to

 th
e 

At
to

rn
ey

-G
en

er
al

 . 
Th

e 
C

om
m

is
si

on
er

 h
as

 
co

nd
uc

te
d 

H
um

an
 R

ig
ht

s 
Au

di
ts

 o
f G

ov
er

nm
en

t 
fa

ci
lit

ie
s u

sin
g 

th
is 

po
w

er
.  T

he
 

Co
m

m
iss

io
ne

r a
lso

 a
dv

ise
s t

he
 

At
to

rn
ey

-G
en

er
al

 o
n 

an
yt

hi
ng

 
re

le
va

nt
 to

 th
e 

op
er

at
io

n 
of

 th
e 

Hu
m

an
 R

ig
ht

s A
ct

. ”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

 h
as

 s
ep

ar
at

e 
av

en
ue

s 
fo

r h
an

dl
in

g 
di

sc
rim

in
at

io
n 

ba
se

d 
on

 
ge

nd
er

, s
ex

, r
ac

e,
 a

ge
, 

di
sa

bi
lit

y 
an

d 
ot

he
r s

ta
tu

se
s .

https://hrc.act.gov.au/resources/human-rights-audits/
https://hrc.act.gov.au/resources/human-rights-audits/


285Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

D
is

ab
ili

ty
 a

nd
 

C
om

m
un

ity
 S

er
vi

ce
s 

C
om

m
is

si
on

er
A

C
T 

H
um

an
 R

ig
ht

s 
C

om
m

is
si

on
 

W
ho

 c
an

 c
om

pl
ai

n?
An

y 
vu

ln
er

ab
le

 p
er

so
n 

(in
cl

ud
in

g 
ad

ul
ts

 w
ith

 
di

sa
bi

lit
y)

, c
ar

er
, f

rie
nd

, 
fa

m
ily

 m
em

be
r, 

se
rv

ic
e 

pr
ov

id
er

 o
r o

th
er

 p
er

so
n 

co
nc

er
ne

d 
ab

ou
t t

he
 

vu
ln

er
ab

le
 p

er
so

n .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
An

y 
fo

rm
 o

f a
bu

se
, 

ne
gl

ec
t o

r e
xp

lo
ita

tio
n:

 
“A

 c
om

pl
ai

nt
 c

an
 b

e 
m

ad
e 

ab
ou

t a
ny

 p
er

so
n 

or
 s

er
vi

ce
 p

ro
vi

de
r w

ho
 

is
 p

ut
tin

g 
th

e 
vu

ln
er

ab
le

 
pe

rs
on

 a
t r

is
k 

of
, o

r 
ca

us
in

g 
th

e 
vu

ln
er

ab
le

 
pe

rs
on

 a
bu

se
, n

eg
le

ct
 o

r 
ex

pl
oi

ta
tio

n .
”

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed
.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
D

is
ab

ilit
y 

an
d 

C
om

m
un

ity
 S

er
vi

ce
s 

C
om

m
is

si
on

er
 . 

Fo
rm

 o
f c

om
pl

ai
nt

Te
le

ph
on

e,
 T

TY
, e

m
ai

l, 
on

lin
e 

co
m

pl
ai

nt
s 

fo
rm

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

An
yo

ne
 c

an
 m

ak
e 

a 
co

m
pl

ai
nt

 . 
It 

is
 n

ot
 s

pe
ci

fie
d 

w
he

th
er

 th
e 

vi
ct

im
-s

ur
vi

vo
r n

ee
ds

 to
 g

iv
e 

co
ns

en
t: 

“A
ny

on
e 

w
ho

 h
as

 
re

as
on

ab
le

 g
ro

un
ds

 to
 b

el
ie

ve
 

th
at

 a
n 

ad
ul

t w
ith

 d
is

ab
ilit

y 
or

 o
ld

er
 a

du
lt 

is
 s

ub
je

ct
 to

, 
or

 a
t r

is
k 

of
, a

bu
se

, n
eg

le
ct

 
or

 e
xp

lo
ita

tio
n 

ca
n 

m
ak

e 
an

 e
nq

ui
ry

 o
r r

ep
or

t t
o 

th
e 

C
om

m
is

si
on

 .”
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

La
w

ye
rs

 a
nd

 a
dv

oc
at

es
 m

ay
 

at
te

nd
 c

on
ci

lia
tio

ns
 b

ut
 th

e 
C

om
m

is
si

on
 n

ee
ds

 to
 b

e 
co

ns
ul

te
d 

fir
st

.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

 . 
“T

he
 ro

le
 o

f t
he

 
C

om
m

is
si

on
er

 is
 to

:
• 

ha
nd

le
 in

di
vi

du
al

 
co

m
pl

ai
nt

s 
an

d 
in

iti
at

e 
ow

n 
m

ot
io

n 
co

ns
id

er
at

io
ns

 o
f 

sy
st

em
ic

 is
su

es
• 

pr
om

ot
e 

im
pr

ov
em

en
ts

 in
 

th
e 

pr
ov

is
io

n 
of

 s
er

vi
ce

s,
• 

pr
om

ot
e 

th
e 

rig
ht

s 
of

 
us

er
s 

of
 s

er
vi

ce
s,

• 
pr

om
ot

e 
an

 a
w

ar
en

es
s 

of
 th

e 
rig

ht
s 

an
d 

re
sp

on
si

bi
lit

ie
s 

of
 

us
er

s 
an

d 
pr

ov
id

er
s 

of
 

se
rv

ic
es

 .”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
C

on
ci

lia
tio

n,
 in

ve
st

ig
at

io
n 

an
d 

re
so

lu
tio

n 
or

 p
ub

lis
hi

ng
 

a 
re

po
rt .

Th
e 

C
om

m
is

si
on

 tr
ie

s 
to

 
re

so
lv

e 
co

m
pl

ai
nt

s 
in

fo
rm

al
ly

 
if 

ne
ce

ss
ar

y 
by

 c
on

ci
lia

tio
n:

 

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
R

ep
or

t m
ay

 b
e 

pu
bl

is
he

d 
an

d 
di

re
ct

io
ns

 g
iv

en
 to

 s
er

vi
ce

 
pr

ov
id

er
s .

 
In

fo
rm

at
io

n 
m

ay
 b

e 
sh

ar
ed

 
w

ith
 th

e 
AC

T 
O

m
bu

ds
m

an
, 

Ag
ed

 C
ar

e 
Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 C
om

m
is

si
on

, 
N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 

C
om

m
is

si
on

, a
nd

 th
e 

Se
ni

or
 

Pr
ac

tit
io

ne
r .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

on
e 

sp
ec

ifi
ed

.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

on
e 

sp
ec

ifi
ed

.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

O
nl

y 
w

he
n 

th
er

e 
is

 a
 re

po
rt 

pu
bl

is
he

d .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

on
e 

sp
ec

ifi
ed

.

https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/disability/
https://hrc.act.gov.au/disability/


286 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

“W
e 

m
ay

 in
ve

st
ig

at
e 

th
e 

is
su

es
 ra

is
ed

 a
nd

 tr
y 

to
 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 

th
ro

ug
h 

co
nc

ilia
tio

n,
 o

r 
w

he
re

 w
e 

ca
nn

ot
 re

so
lv

e 
a 

co
m

pl
ai

nt
 w

e 
m

ig
ht

 
pu

bl
is

h 
a 

re
po

rt 
an

d 
m

ak
e 

re
co

m
m

en
da

tio
ns

 to
 

im
pr

ov
e 

se
rv

ic
e 

pr
ov

is
io

n .
  

O
ur

 in
te

nt
io

n 
is

 a
lw

ay
s 

to
 

im
pr

ov
e 

th
e 

sa
fe

ty
 o

f t
he

 
ad

ul
t a

nd
 u

ph
ol

d 
th

ei
r r

ig
ht

s .
” 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

on
e 

sp
ec

ifi
ed

.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
on

e 
sp

ec
ifi

ed
.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

an
on

ym
ou

sl
y .

 
C

on
ci

lia
tio

ns
 a

re
 c

on
fid

en
tia

l.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
C

om
m

is
si

on
s 

m
ak

es
 

su
bm

is
si

on
s 

to
 In

qu
iri

es
 .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

on
e 

sp
ec

ifi
ed

.
O

th
er

 
re

le
va

nt
 

no
n-

co
m

pl
ai

nt
 

bo
di

es



287Appendix A: Australian Complaint Mechanism Landscape Table

JU
R

IS
D

IC
TI

O
N

: N
SW

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Ed
uc

at
io

n
N

SW
 D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 c

an
 c

om
pl

ai
n,

 
w

ho
 re

ce
iv

es
/u

se
s 

th
e 

se
rv

ic
es

 o
f t

he
 

D
ep

ar
tm

en
t o

f E
du

ca
tio

n .
C

om
pl

ai
na

nt
s 

se
ek

in
g 

to
 c

om
pl

ai
n 

ab
ou

t 
in

de
pe

nd
en

t s
ch

oo
ls

 
sh

ou
ld

 d
o 

so
 to

 th
e 

N
ES

A 
(b

el
ow

) .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
be

 m
ad

e 
ab

ou
t:

• 
th

e 
se

rv
ic

es
 p

ro
vi

de
d 

by
 th

e 
D

ep
ar

tm
en

t
• 

an
y 

de
ci

si
on

 o
f t

he
 

D
ep

ar
tm

en
t

• 
an

y 
pr

ac
tic

e,
 p

ol
ic

y 
or

 
pr

oc
ed

ur
e,

 o
r

• 
st

aff
 b

eh
av

io
ur

 o
r 

co
nd

uc
t .

Li
m

ita
tio

n 
pe

rio
ds

Th
er

e 
is

 n
o 

se
t l

im
ita

tio
n 

pe
rio

d,
 h

ow
ev

er
 th

e 
D

ep
ar

tm
en

t n
ot

es
 th

e 
lo

ng
er

 it
 ta

ke
s 

fo
r a

n 
is

su
e/

co
nc

er
n 

to
 b

e 
ra

is
ed

, t
he

 m
or

e 
di

ffi
cu

lt 
it 

is
 to

 a
dd

re
ss

 . I
t a

ls
o 

st
at

es
:

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 b
y 

m
ai

l, 
in

 p
er

so
n 

or
 b

y 
ph

on
e .

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
ac

ce
pt

ed
, h

ow
ev

er
 th

is
 

m
ay

 a
ffe

ct
 th

e 
ab

ilit
y 

of
 th

e 
D

ep
ar

tm
en

t t
o 

re
so

lv
e 

a 
co

m
pl

ai
nt

 e
ffe

ct
iv

el
y.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, t

he
y 

ar
e 

re
qu

ire
d 

to
 p

ro
vi

de
 a

s 
m

uc
h 

in
fo

rm
at

io
n 

as
 p

os
si

bl
e 

fo
r t

he
 

co
m

pl
ai

nt
 to

 b
e 

as
se

ss
ed

 a
nd

 
ac

te
d 

up
on

 .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

“C
om

pl
ai

na
nt

s 
m

ay
 a

sk
 a

 
re

pr
es

en
ta

tiv
e 

to
 m

ak
e 

a 
co

m
pl

ai
nt

 o
n 

th
ei

r b
eh

al
f, 

fo
r 

ex
am

pl
e,

 v
ia

 a
n 

ad
vo

ca
te

, 
fa

m
ily

 m
em

be
r, 

le
ga

l o
r 

co
m

m
un

ity
 re

pr
es

en
ta

tiv
e,

 
M

em
be

r o
f P

ar
lia

m
en

t o
r 

an
ot

he
r o

rg
an

is
at

io
n .

 W
he

re
ve

r 
po

ss
ib

le
, t

he
 c

om
pl

ai
na

nt
 

sh
ou

ld
 c

on
fir

m
 in

 w
rit

in
g 

th
ei

r c
on

se
nt

 to
 h

av
e 

a 
re

pr
es

en
ta

tiv
e .

”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

U
po

n 
re

ce
ip

t o
f a

 c
om

pl
ai

nt
, 

th
e 

re
ce

iv
in

g 
st

aff
 m

em
be

r 
sh

ou
ld

 d
o 

th
e 

fo
llo

w
in

g:
1 .

 
As

se
ss

 w
he

th
er

 th
er

e 
ar

e 
an

y 
im

m
ed

ia
te

 ri
sk

s 
to

 th
e 

“im
m

ed
ia

te
 h

ea
lth

, 
sa

fe
ty

 o
r s

ec
ur

ity
” o

f a
 

pe
rs

on
 in

vo
lv

ed
;

2 .
 

As
se

ss
 w

he
th

er
 th

e 
m

at
te

r s
ho

ul
d 

be
 

es
ca

la
te

d 
or

 re
fe

rre
d 

to
 a

no
th

er
 b

od
y 

fo
r 

in
ve

st
ig

at
io

n 
(fo

r e
xa

m
pl

e 
in

 c
as

es
 o

f c
or

ru
pt

io
n,

 
cr

im
in

al
 c

on
du

ct
 o

r c
hi

ld
 

pr
ot

ec
tio

n 
co

nc
er

ns
);

3 .
 

Ke
ep

 th
e 

re
le

va
nt

 p
ar

tie
s 

up
da

te
d 

ab
ou

t t
he

se
 

as
se

ss
m

en
ts

 a
nd

 h
ow

 
th

ei
r c

om
pl

ai
nt

 w
ill 

be
 

ha
nd

le
d 

m
ov

in
g 

fo
rw

ar
d .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

“A
lle

ga
tio

ns
 o

f c
rim

in
al

 
co

nd
uc

t m
us

t b
e 

re
fe

rre
d 

to
 

N
SW

 P
ol

ic
e .

”
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

e 
D

ep
ar

tm
en

t m
ay

 b
e 

th
e 

pe
rp

et
ra

to
r o

r f
un

d 
th

e 
sc

ho
ol

 th
at

 is
 th

e 
su

bj
ec

t o
f a

 
co

m
pl

ai
nt

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

is
 is

 a
t t

he
 d

is
cr

et
io

n 
of

 c
om

pl
ai

nt
 m

an
ag

er
s .

 
C

om
pl

ai
nt

 m
an

ag
er

s 
ar

e 
re

qu
ire

d 
to

 “c
on

si
de

r a
ny

 
re

as
on

ab
le

 o
ut

co
m

es
 

su
gg

es
te

d 
by

 th
e 

co
m

pl
ai

na
nt

 a
nd

 a
ny

 
st

aff
 m

em
be

r c
om

pl
ai

ne
d 

ab
ou

t . 
H

ow
ev

er
, u

lti
m

at
el

y 
th

e 
co

m
pl

ai
nt

 m
an

ag
er

 
de

te
rm

in
es

 h
ow

 a
 c

om
pl

ai
nt

 
is

 to
 b

e 
re

so
lv

ed
 .” 

Su
ch

 a
ct

io
ns

 c
ou

ld
 in

cl
ud

e,
 

fo
r e

xa
m

pl
e:

• 
“ta

k[
in

g]
 a

ct
io

n 
to

 fi
x 

th
e 

m
at

te
r o

r i
m

pr
ov

e 
th

e 
si

tu
at

io
n

• 
ap

ol
og

is
e

• 
pr

ov
id

e 
an

 e
xp

la
na

tio
n

• 
ac

kn
ow

le
dg

e 
th

at
 th

e 
si

tu
at

io
n 

co
ul

d 
ha

ve
 

be
en

 h
an

dl
ed

 b
et

te
r o

r 
di

ffe
re

nt
ly

• 
un

de
rta

k[
in

g]
 to

 re
vi

ew
 

po
lic

ie
s 

as
 a

 re
su

lt 
of

 th
e 

co
m

pl
ai

nt
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:

https://education.nsw.gov.au/about-us/rights-and-accountability/complaints-compliments-and-suggestions
https://education.nsw.gov.au/about-us/rights-and-accountability/complaints-compliments-and-suggestions


288 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

“W
e 

m
ay

 b
e 

lim
ite

d 
in

 th
e 

ac
tio

n 
w

e 
ca

n 
ta

ke
 a

bo
ut

 
si

tu
at

io
ns

 th
at

 o
cc

ur
re

d 
so

m
e 

tim
e 

ag
o,

 a
s 

st
aff

 
m

ay
 n

o 
lo

ng
er

 w
or

k 
fo

r 
th

e 
de

pa
rtm

en
t, 

po
te

nt
ia

l 
w

itn
es

se
s 

m
ay

 n
ot

 b
e 

ab
le

 to
 b

e 
co

nt
ac

te
d,

 a
nd

 
pe

op
le

’s
 re

co
lle

ct
io

n 
of

 
ev

en
ts

 m
ay

 b
e 

aff
ec

te
d 

ov
er

 ti
m

e .
 W

e 
ca

nn
ot

 
in

ve
st

ig
at

e 
or

 ta
ke

 a
ct

io
n 

ag
ai

ns
t a

 p
er

so
n 

w
ho

 is
 

no
 lo

ng
er

 a
n 

em
pl

oy
ee

 
or

 a
 s

tu
de

nt
 a

t o
ne

 o
f o

ur
 

sc
ho

ol
s .

”
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
Th

e 
D

ep
ar

tm
en

t h
as

 a
 

fa
ct

sh
ee

t o
n 

In
fo

rm
at

io
n 

fo
r s

up
po

rt 
pe

rs
on

s 
an

d 
ad

vo
ca

te
s,

 w
hi

ch
 d

et
ai

ls
 

th
e 

ro
le

 o
f a

dv
oc

at
es

 in
 

th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n 

pr
oc

es
s:

“A
n 

ad
vo

ca
te

 is
 s

om
eo

ne
 

18
 y

ea
rs

 o
r o

ld
er

 w
ho

 
is

 a
ut

ho
ris

ed
 to

 s
pe

ak
 

fo
r t

he
 p

er
so

n 
m

ak
in

g 
th

e 
co

m
pl

ai
nt

, t
o 

re
ac

h 
a 

re
so

lu
tio

n .
 In

 m
os

t 
ca

se
s 

th
is

 w
ill 

be
 w

he
n 

th
e 

pe
rs

on
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 d
oe

s 
no

t 
ha

ve
 th

e 
ca

pa
ci

ty
 to

 
sp

ea
k 

eff
ec

tiv
el

y 
or

 fu
lly

 
un

de
rs

ta
nd

 th
e 

ac
tio

ns
 

ar
is

in
g 

fro
m

 th
e 

m
ee

tin
g .

In
 m

os
t c

as
es

, t
he

 
D

ep
ar

tm
en

t e
nc

ou
ra

ge
s 

co
m

pl
ai

na
nt

s 
to

 re
so

lv
e 

m
at

te
rs

 w
ith

 th
e 

pe
rp

et
ra

to
r 

di
re

ct
ly,

 o
r a

no
th

er
 s

ta
ff 

m
em

be
r i

n 
th

e 
re

le
va

nt
 

sc
ho

ol
 . I

t s
ta

te
s:

 “I
n 

m
an

y 
ca

se
s,

 s
ta

ff 
ca

n 
m

an
ag

e 
a 

co
m

pl
ai

nt
 m

ad
e 

di
re

ct
ly

 to
 

th
em

, e
ve

n 
if 

th
e 

co
m

pl
ai

nt
 

re
la

te
s 

to
 th

ei
r a

ct
io

ns
 . 

Fo
r e

xa
m

pl
e:

 w
he

re
 a

 
pa

re
nt

 c
om

pl
ai

ns
 to

 th
e 

cl
as

sr
oo

m
 te

ac
he

r a
bo

ut
 

th
ei

r p
ro

gr
am

m
in

g 
or

 s
tu

de
nt

 
be

ha
vi

ou
r m

an
ag

em
en

t, 
th

e 
te

ac
he

r m
ay

 b
e 

ab
le

 to
 

re
sp

on
d 

to
 th

e 
co

m
pl

ai
nt

 . 
Th

is
 o

fte
n 

al
so

 b
es

t m
ee

ts
 

th
e 

pa
re

nt
’s

 n
ee

ds
.”

So
m

e 
co

m
pl

ai
nt

s 
ar

e 
es

ca
la

te
d 

to
 th

e 
pr

in
ci

pa
l, 

w
or

kp
la

ce
 m

an
ag

er
 o

r 
ex

ec
ut

iv
e 

st
aff

 m
em

be
r.

“F
ew

” c
om

pl
ai

nt
s 

ar
e 

ex
pe

ct
ed

 to
 b

e 
es

ca
la

te
d 

to
 

th
e 

di
re

ct
or

/e
xe

cu
tiv

e 
le

ve
l o

f 
th

e 
D

ep
ar

tm
en

t .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 ra
is

e 
th

ei
r 

co
nc

er
ns

 w
ith

 th
e 

lo
ca

l 
sc

ho
ol

 o
r s

er
vi

ce
 fi

rs
t.

Th
e 

pr
in

ci
pa

l o
r w

or
kp

la
ce

 
m

an
ag

er
 w

ill 
ap

po
in

t a
 

“c
om

pl
ai

nt
 m

an
ag

er
” w

ho
 

is
 re

sp
on

si
bl

e 
fo

r m
an

ag
in

g 
th

e 
co

m
pl

ai
nt

 . D
et

ai
ls

 a
bo

ut
 

ho
w

 th
is

 p
ro

ce
ss

 o
cc

ur
s 

is
 

la
ck

in
g .

“W
he

re
 th

e 
ou

tc
om

es
 re

la
te

 
to

 w
ho

le
 o

f s
ch

oo
l o

r w
or

k 
ar

ea
 p

ro
ce

ss
es

, t
he

 p
rin

ci
pa

l 
or

 o
th

er
 w

or
kp

la
ce

 m
an

ag
er

 
sh

ou
ld

 o
ve

rs
ee

 p
ro

gr
es

s 
an

d 
/ o

r d
el

eg
at

e 
re

sp
on

si
bi

lit
y 

to
 a

 s
pe

ci
fic

 m
em

be
r o

f s
ta

ff 
w

ith
 re

le
va

nt
 re

sp
on

si
bi

lit
ie

s .
”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
co

m
pl

ai
nt

 m
an

ag
er

 a
nd

/
or

 th
e 

pr
in

ci
pa

l o
r w

or
kp

la
ce

 
m

an
ag

er
 is

 e
xp

ec
te

d 
to

 
“ta

ke
 a

ll 
re

as
on

ab
le

 s
te

ps
 to

 
im

pl
em

en
t a

nd
 m

on
ito

r t
he

 
ou

tc
om

es
 o

f t
he

 c
om

pl
ai

nt
,” 

ho
w

ev
er

 d
et

ai
ls

 a
ro

un
d 

ho
w

 
th

is
 w

ill 
be

 d
on

e 
is

 la
ck

in
g .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Li
m

ite
d .

 F
or

 e
xa

m
pl

e,
 

th
e 

de
pa

rtm
en

t “
ca

nn
ot

 
in

ve
st

ig
at

e 
or

 ta
ke

 a
ct

io
n 

ag
ai

ns
t a

 p
er

so
n 

w
ho

 is
 

no
 lo

ng
er

 a
n 

em
pl

oy
ee

 
or

 a
 s

tu
de

nt
 a

t o
ne

 o
f [

its
] 

sc
ho

ol
s .

”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Th
e 

D
ep

ar
tm

en
t s

ta
te

s 
th

at
 

th
is

 s
ho

ul
d 

oc
cu

r . 
C

om
pl

ai
nt

 
m

an
ag

er
s 

ar
e 

ex
pe

ct
ed

 to
 

pr
ov

id
e 

cl
ea

r i
nf

or
m

at
io

n 
to

 
th

e 
co

m
pl

ai
na

nt
 a

bo
ut

 th
e 

ou
tc

om
e 

of
 th

ei
r c

om
pl

ai
nt

, 
ei

th
er

 in
 p

er
so

n,
 b

y 
ph

on
e 

or
 

in
 w

rit
in

g 
(e

 .g
 . e

m
ai

l) .
 If

 th
is

 
in

fo
rm

at
io

n 
is

 c
on

ve
ye

d 
in

 
pe

rs
on

 o
r b

y 
ph

on
e,

 th
en

 it
 

sh
ou

ld
 a

ls
o 

be
 c

on
fir

m
ed

 in
 

w
rit

in
g .



289Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

In
 a

dd
iti

on
 to

 p
ro

vi
di

ng
 

th
e 

sa
m

e 
as

si
st

an
ce

 
as

 a
 s

up
po

rt 
pe

rs
on

, 
an

 a
dv

oc
at

e 
ca

n 
al

so
: ٚ 

Pr
ov

id
e 

an
y 

in
pu

t i
nt

o 
th

e 
di

sc
us

si
on

s 
re

la
tin

g 
to

 
th

e 
co

m
pl

ai
nt

, a
nd

 ٚ A
gr

ee
 

to
 a

ct
io

n 
be

in
g 

ta
ke

n 
or

 
no

t t
ak

en
 . “

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Th
er

e 
ar

e 
5 

ke
y 

st
ag

es
 

of
 m

an
ag

in
g/

re
so

lv
in

g 
a 

co
m

pl
ai

nt
:

1 .
 A

ck
no

w
le

dg
e 

re
ce

ip
t o

f 
th

e 
co

m
pl

ai
nt

2 .
 A

ss
es

s/
ga

th
er

 in
fo

rm
at

io
n 

(in
cl

ud
in

g 
po

lic
ie

s/
pr

oc
ed

ur
es

, d
ep

ar
tm

en
ta

l 
do

cu
m

en
ts

/re
co

rd
s,

 re
le

va
nt

 
co

rre
sp

on
de

nc
e,

 a
nd

 
ac

co
un

ts
 fr

om
 e

ac
h 

pa
rty

 in
 

th
e 

co
m

pl
ai

nt
), 

an
d 

re
so

lv
e 

co
m

pl
ai

nt
3 .

 P
ro

vi
de

 re
as

on
s 

fo
r t

he
 

de
ci

si
on

4 .
 Im

pl
em

en
t o

ut
co

m
e 

ac
tio

ns
5 .

 C
lo

se
 c

om
pl

ai
nt

 a
nd

 k
ee

p 
re

co
rd

s
“C

om
pl

ai
nt

s 
sh

ou
ld

 b
e 

fin
al

is
ed

 w
ith

in
 2

0 
w

or
ki

ng
 

da
ys

 a
nd

 a
ll 

pa
rti

es
 w

ill 
be

 k
ep

t i
nf

or
m

ed
 o

f t
he

 
pr

og
re

ss
 o

f t
he

 c
om

pl
ai

nt
, 

th
e 

re
as

on
s 

fo
r a

ny
 d

ec
is

io
ns

 
an

d 
th

e 
ou

tc
om

es
 th

at
 w

ill 
be

 
im

pl
em

en
te

d .
”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
If 

th
e 

vi
ct

im
-s

ur
vi

vo
r i

s 
th

e 
co

m
pl

ai
na

nt
, t

he
y 

ar
e 

ex
pe

ct
ed

 to
 p

ro
vi

de
 

ad
di

tio
na

l i
nf

or
m

at
io

n 
to

 
th

e 
co

m
pl

ai
nt

 m
an

ag
er

 if
 

ne
ed

ed
, a

nd
 w

ill 
be

 k
ep

t 
up

 to
 d

at
e 

on
 th

e 
pr

og
re

ss
 

of
 th

e 
co

m
pl

ai
nt

 a
s 

it 
is

 
co

ns
id

er
ed

 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ca

n 
re

qu
es

t 
an

 in
te

rn
al

 re
vi

ew
 o

f a
 

co
m

pl
ai

nt
 o

ut
co

m
e 

if 
th

ey
 

ca
n 

de
m

on
st

ra
te

 th
at

:
• 

th
e 

co
m

pl
ai

nt
 o

ut
co

m
e 

w
as

 in
co

rre
ct

 a
nd

/o
r

• 
th

e 
co

m
pl

ai
nt

 h
an

dl
in

g 
pr

oc
es

s 
w

as
 u

nf
ai

r .
Su

ch
 re

qu
es

ts
 a

re
 re

qu
ire

d 
to

 b
e 

ad
dr

es
se

d 
to

 th
e 

in
iti

al
 

co
m

pl
ai

nt
 m

an
ag

er
, o

r t
he

ir 
su

pe
rv

is
or

, u
su

al
ly

 w
ith

in
 1

0 
w

or
ki

ng
 d

ay
s 

fro
m

 th
e 

in
iti

al
 

co
m

pl
ai

nt
 d

ec
is

io
n .

“T
he

 re
vi

ew
 m

us
t b

e 
co

nd
uc

te
d 

by
 a

 m
or

e 
se

ni
or

 
offi

ce
r t

ha
n 

or
 a

t l
ea

st
 a

n 
eq

ui
va

le
nt

 le
ve

l t
o 

th
e 

pe
rs

on
 w

ho
 h

an
dl

ed
 th

e 
co

m
pl

ai
nt

 . T
he

 re
vi

ew
in

g 
offi

ce
r m

us
t n

ot
 b

e 
th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

 
in

 a
ny

 w
ay

 o
r h

av
e 

be
en

 
in

vo
lv

ed
 in

 m
an

ag
in

g 
th

e 
co

m
pl

ai
nt

 . T
he

 re
vi

ew
 s

ho
ul

d 
be

 c
om

pl
et

ed
 w

ith
in

 2
0 

da
ys

 
of

 th
e 

re
ce

ip
t o

f t
he

 re
qu

es
t, 

w
he

re
ve

r p
os

si
bl

e .
”

Fo
r e

xt
er

na
l r

ev
ie

w
s,

 
co

m
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 th
e 

N
SW

 O
m

bu
ds

m
an

 .



290 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
“A

ll 
st

aff
 s

ho
ul

d 
as

si
st

 th
e 

co
m

pl
ai

nt
 m

an
ag

er
 a

nd
 

re
sp

on
d 

pr
om

pt
ly

 a
nd

 c
o-

op
er

at
iv

el
y 

w
he

n 
a 

co
m

pl
ai

nt
 

m
an

ag
er

 m
ak

es
 re

as
on

ab
le

 
re

qu
es

ts
 fo

r i
nf

or
m

at
io

n .
”

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
C

om
pl

ai
na

nt
s 

ar
e 

pe
rm

itt
ed

 
to

 b
rin

g 
su

pp
or

t p
eo

pl
e,

 
la

w
ye

rs
 o

r a
dv

oc
at

es
 to

 a
ny

 
re

le
va

nt
 m

ee
tin

gs
 re

la
tin

g 
to

 
th

e 
co

m
pl

ai
nt

 .
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
“A

ny
 e

m
pl

oy
ee

 w
ho

 h
as

 
su

ffi
ci

en
t k

no
w

le
dg

e 
an

d 
au

th
or

ity
 a

bo
ut

 th
e 

co
m

pl
ai

nt
 

is
su

e,
 m

ay
 m

an
ag

e 
th

e 
co

m
pl

ai
nt

 .”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

D
ep

ar
tm

en
t’s

 c
om

pl
ai

nt
 

po
lic

y 
st

at
es

 th
at

 “a
ll 

st
aff

 
an

d 
m

an
ag

er
s 

ha
ve

 o
ng

oi
ng

 
re

sp
on

si
bi

lit
ie

s 
to

 ta
ke

 
re

as
on

ab
le

 s
te

ps
 to

 p
re

ve
nt

 
pe

op
le

 m
ak

in
g 

co
m

pl
ai

nt
s 

be
in

g 
tre

at
ed

 u
nf

ai
rly

 
be

ca
us

e 
a 

co
m

pl
ai

nt
 h

as
 

be
en

 m
ad

e 
by

 th
em

 o
r o

n 
th

ei
r b

eh
al

f .”
It 

al
so

 s
ta

te
s 

th
at

 “t
o 

th
e 

ex
te

nt
 p

os
si

bl
e,

 th
e 

co
m

pl
ai

nt
 m

an
ag

er
s 

sh
ou

ld
 

m
on

ito
r t

he
 w

el
l-b

ei
ng

 o
f 

al
l p

ar
tie

s 
in

vo
lv

ed
 in

 o
r 

im
pa

ct
ed

 b
y 

th
e 

co
m

pl
ai

nt
 

an
d 

ar
ra

ng
e 

su
pp

or
t w

he
re

 
av

ai
la

bl
e .

”
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
“W

he
re

 th
er

e 
is

 a
 ri

sk
 o

f 
si

gn
ifi

ca
nt

 h
ar

m
 to

 a
 s

tu
de

nt
, 

th
e 

m
at

te
r m

us
t b

e 
re

fe
rre

d 
to

 th
e 

C
hi

ld
 P

ro
te

ct
io

n 
H

el
pl

in
e 

as
 a

dv
is

ed
 b

y 
th

e 
M

an
da

to
ry

 R
ep

or
te

r G
ui

de
 . 

Al
le

ga
tio

ns
 o

f c
rim

in
al

 
co

nd
uc

t m
us

t b
e 

re
fe

rre
d 

to
 

N
SW

 P
ol

ic
e .

”
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
“P

er
so

na
l i

nf
or

m
at

io
n 

ab
ou

t t
he

 p
er

so
n 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 w

ill 
no

t b
e 

di
sc

lo
se

d 
to

 a
ny

 th
ird

 p
ar

ty
 

w
ith

ou
t t

he
ir 

co
ns

en
t, 

ex
ce

pt
 

w
he

re
 re

qu
ire

d 
or

 a
ut

ho
ris

ed
 

by
 la

w .
”



291Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

Se
cr

et
ar

y 
of

 th
e 

D
ep

ar
tm

en
t “

re
po

rts
 

pu
bl

ic
ly

 o
n 

th
e 

de
pa

rtm
en

t’s
 

co
m

pl
ai

nt
 m

an
ag

em
en

t 
pr

og
ra

m
 in

 a
cc

or
da

nc
e 

w
ith

 
th

e 
de

pa
rtm

en
t’s

 C
us

to
m

er
 

Se
rv

ic
e 

Im
pr

ov
em

en
t P

la
n .

”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
D

ep
ar

tm
en

t r
ef

er
s 

co
m

pl
ai

na
nt

s 
to

 th
e 

N
at

io
na

l 
R

el
ay

 S
er

vi
ce

, a
nd

/o
r 

in
te

rp
re

tin
g 

or
 tr

an
sl

at
io

n 
se

rv
ic

es
 w

he
re

 re
qu

ire
d .

It 
al

so
 o

ffe
rs

 a
dd

iti
on

al
 

su
pp

or
t t

o 
Ab

or
ig

in
al

 a
nd

 
To

rre
s 

St
ra

it 
Is

la
nd

er
 

pe
op

le
 s

ee
ki

ng
 to

 m
ak

e 
a 

co
m

pl
ai

nt
, t

hr
ou

gh
:

• 
Ab

or
ig

in
al

 E
du

ca
tio

n 
O

ffi
ce

rs
 a

t s
om

e 
sc

ho
ol

s 
(if

 th
ey

 h
av

e 
on

e)



292 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
A 

st
aff

 m
em

be
r i

n 
th

e 
lo

ca
l A

bo
rig

in
al

 
Ed

uc
at

io
n 

an
d 

W
el

lb
ei

ng
 

Te
am

, s
uc

h 
as

 th
e 

Ab
or

ig
in

al
 C

om
m

un
ity

 
Li

ai
so

n 
O

ffi
ce

r (
AC

LO
) 

at
 th

e 
sc

ho
ol

’s
 lo

ca
l 

ne
tw

or
k 

offi
ce

; o
r

• 
An

 In
de

pe
nd

en
t P

er
so

n 
th

ro
ug

h 
th

e 
N

SW
 

Ab
or

ig
in

al
 E

du
ca

tio
n 

C
on

su
lta

tiv
e 

G
ro

up
 

(A
EC

G
) w

ho
 c

an
 a

ss
is

t 
co

m
pl

ai
na

nt
s 

th
ro

ug
ho

ut
 

th
e 

co
m

pl
ai

nt
 p

ro
ce

ss
 .



293Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

N
SW

 E
du

ca
tio

n 
St

an
da

rd
s 

A
ut

ho
rit

y
W

ho
 c

an
 c

om
pl

ai
n?

N
ot

 c
le

ar
ly

 s
pe

ci
fie

d.
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“W

hi
le

 N
ES

A 
m

ay
 

in
ve

st
ig

at
e 

co
m

pl
ai

nt
s 

re
ga

rd
in

g 
th

e 
re

qu
ire

m
en

ts
 fo

r 
re

gi
st

ra
tio

n,
 it

 d
oe

s 
no

t 
in

ve
st

ig
at

e:
• 

al
le

ga
tio

ns
 o

f c
rim

in
al

 
be

ha
vi

ou
r, 

su
ch

 a
s 

al
le

ge
d 

fra
ud

 o
r c

hi
ld

 
ab

us
e;

• 
m

at
te

rs
 re

la
tin

g 
to

 th
e 

st
at

ut
or

y 
fu

nc
tio

ns
 

of
 o

th
er

 g
ov

er
nm

en
t 

ag
en

ci
es

, s
uc

h 
as

 
al

le
ge

d 
br

ea
ch

es
 o

f 
fu

nd
in

g 
co

nd
iti

on
s;

• 
m

at
te

rs
 w

he
re

 
co

m
m

on
 la

w
 

re
m

ed
ie

s 
m

ay
 b

e 
av

ai
la

bl
e 

to
 th

e 
co

m
pl

ai
na

nt
, s

uc
h 

as
 a

lle
ge

d 
br

ea
ch

es
 

of
 c

on
tra

ct
ua

l 
ob

lig
at

io
ns

 .”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

nt
s 

m
us

t i
nc

lu
de

 
th

e 
fo

llo
w

in
g 

de
ta

ils
:

• 
“th

e 
na

m
e,

 a
dd

re
ss

 
an

d 
co

nt
ac

t d
et

ai
ls

 
of

 th
e 

in
di

vi
du

al
(s

) o
r 

or
ga

ni
sa

tio
n 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
;

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

m
us

t b
e 

m
ad

e 
in

 w
rit

in
g .

 C
om

pl
ai

na
nt

s 
ar

e 
ex

pe
ct

ed
 to

 p
ro

vi
de

 “c
le

ar
 

ev
id

en
ce

 th
at

 o
pt

io
ns

 fo
r 

pu
rs

ui
ng

 th
e 

co
m

pl
ai

nt
 a

t 
th

e 
sc

ho
ol

 h
av

e 
[fi

rs
t] 

be
en

 
pu

rs
ue

d 
w

ith
ou

t r
es

ol
ut

io
n”

 o
r 

“a
 c

om
pe

llin
g 

re
as

on
” w

hy
 th

is
 

w
ou

ld
 b

e 
in

ap
pr

op
ria

te
 .

Fo
rm

 o
f c

om
pl

ai
nt

“A
s 

a 
lin

e 
of

 in
qu

iry
 re

ga
rd

in
g 

a 
no

n-
go

ve
rn

m
en

t s
ch

oo
l’s

 
co

m
pl

ia
nc

e 
is

 b
as

ed
 o

n 
sp

ec
ifi

c 
de

ta
ils

 th
at

 c
an

 b
e 

pu
t 

to
 th

e 
sc

ho
ol

 fo
r r

es
po

ns
e,

 
ty

pi
ca

lly
 a

n 
in

ve
st

ig
at

io
n 

re
qu

ire
s 

id
en

tif
yi

ng
 th

e 
pe

rs
on

 
m

ak
in

g 
th

e 
co

m
pl

ai
nt

 to
 th

e 
sc

ho
ol

 . I
f r

eq
ue

st
ed

, N
ES

A 
w

ill 
no

t p
ro

vi
de

 th
e 

id
en

tit
y 

of
 a

 c
om

pl
ai

na
nt

 to
 a

 s
ch

oo
l . 

H
ow

ev
er

, b
y 

no
t i

de
nt

ify
in

g 
th

e 
co

m
pl

ai
na

nt
, p

os
si

bl
e 

lin
es

 
of

 in
qu

iry
 m

ay
 b

e 
lim

ite
d 

or
 

cl
os

ed
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“W
he

n 
co

m
pl

ai
nt

s 
ab

ou
t a

 
no

n-
go

ve
rn

m
en

t s
ch

oo
l a

re
 

ra
is

ed
 w

ith
 N

ES
A 

in
 w

rit
in

g,
 

th
ey

 a
re

 a
ss

es
se

d 
by

 a
n 

In
sp

ec
to

r . 
Th

e 
In

sp
ec

to
r w

ill 
de

te
rm

in
e 

w
he

th
er

 th
er

e 
is

 
a 

lin
e 

of
 in

qu
iry

 fo
r N

ES
A 

to
 p

ur
su

e 
in

 re
la

tio
n 

to
 th

e 
sc

ho
ol

’s
 c

om
pl

ia
nc

e 
w

ith
 th

e 
re

qu
ire

m
en

ts
 o

f t
he

 A
ct

 fo
r 

re
gi

st
ra

tio
n .

”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

“U
nd

er
 th

e 
E

du
ca

tio
n 

A
ct

 
19

90
 (‘

th
e 

Ac
t’)

, t
he

 N
SW

 
Ed

uc
at

io
n 

St
an

da
rd

s 
Au

th
or

ity
 (N

ES
A)

 is
 

re
sp

on
si

bl
e 

fo
r m

on
ito

rin
g 

th
e 

co
m

pl
ia

nc
e 

of
 n

on
-

go
ve

rn
m

en
t s

ch
oo

ls
 w

ith
 th

e 
re

qu
ire

m
en

ts
 o

f t
he

 A
ct

 fo
r 

re
gi

st
ra

tio
n .

”
“T

he
 re

gu
la

to
ry

 ro
le

 o
f N

ES
A 

do
es

 n
ot

 in
vo

lv
e 

ow
ne

rs
hi

p,
 

go
ve

rn
an

ce
 o

r m
an

ag
em

en
t 

of
 n

on
-g

ov
er

nm
en

t s
ch

oo
ls

 .”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
C

om
pl

ai
na

nt
s 

ar
e 

ex
pe

ct
ed

 
to

 fi
rs

t a
tte

m
pt

 to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 w
ith

 th
e 

no
n-

go
ve

rn
m

en
t s

ch
oo

l i
n 

qu
es

tio
n .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ES
A 

st
at

es
 th

at
 “i

f a
n 

in
ve

st
ig

at
io

n 
fin

ds
 th

at
 a

 
sc

ho
ol

 d
oe

s 
no

t h
av

e 
or

 d
id

 
no

t i
m

pl
em

en
t t

he
 re

qu
ire

d 
cu

rri
cu

lu
m

, p
ol

ic
ie

s 
an

d/
or

 p
ro

ce
du

re
s,

 th
e 

sc
ho

ol
 

is
 re

qu
ire

d 
to

 a
dd

re
ss

 th
e 

co
m

pl
ia

nc
e 

co
nc

er
ns

 .”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly
; 

al
th

ou
gh

 if
 a

n 
in

ve
st

ig
at

io
n 

is
 c

on
du

ct
ed

, o
ne

 o
f t

he
 

is
su

es
 c

on
si

de
re

d 
is

 w
he

th
er

 
th

e 
no

n-
co

m
pl

ia
nc

e 
in

 
qu

es
tio

n 
m

ay
 p

oi
nt

 to
 a

 m
or

e 
sy

st
em

ic
 p

at
te

rn
 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

is
 is

 u
nc

le
ar

; N
ES

A 
st

at
es

 th
at

 “w
he

re
 re

le
va

nt
, 

[it
] m

on
ito

rs
 a

 s
ch

oo
l t

ha
t 

is
 re

qu
ire

d 
to

 a
dd

re
ss

 
co

m
pl

ia
nc

e 
co

nc
er

ns
 to

 
en

su
re

 th
at

 th
e 

co
nc

er
ns

 a
re

 
ad

dr
es

se
d .

”
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n

https://educationstandards.nsw.edu.au/wps/portal/nesa/about/who-we-are/contact-nesa/complaint-handling-policy-process
https://educationstandards.nsw.edu.au/wps/portal/nesa/about/who-we-are/contact-nesa/complaint-handling-policy-process


294 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
th

e 
in

di
vi

du
al

(s
) o

r 
or

ga
ni

sa
tio

n 
ag

ai
ns

t 
w

ho
m

 th
e 

co
m

pl
ai

nt
 

is
 b

ei
ng

 m
ad

e;
• 

th
e 

is
su

e 
or

 m
at

te
r t

o 
w

hi
ch

 th
e 

co
m

pl
ai

nt
 

re
la

te
s;

• 
ho

w
 th

e 
co

m
pl

ai
nt

 
re

la
te

s 
to

 th
e 

re
qu

ire
m

en
ts

 a
s 

de
ta

ile
d 

in
 th

e 
N

ES
A 

re
gi

st
ra

tio
n 

m
an

ua
ls

;
• 

ev
id

en
ce

 th
at

 
op

tio
ns

 fo
r p

ur
su

in
g 

th
e 

co
m

pl
ai

nt
 a

t 
th

e 
sc

ho
ol

 h
av

e 
be

en
 p

ur
su

ed
 

w
ith

ou
t r

es
ol

ut
io

n,
 

or
 a

n 
ou

tli
ne

 o
f t

he
 

co
m

pe
llin

g 
re

as
on

(s
) 

w
hy

 th
is

 w
ou

ld
 n

ot
 b

e 
ap

pr
op

ria
te

;
• 

an
y 

ev
id

en
tia

ry
 

m
at

er
ia

l t
o 

su
bs

ta
nt

ia
te

 
th

e 
co

m
pl

ai
nt

, 
in

cl
ud

in
g 

co
pi

es
 o

f 
co

rre
sp

on
de

nc
e 

an
d 

an
y 

ot
he

r r
el

ev
an

t 
do

cu
m

en
ts

;
• 

an
 a

cc
ou

nt
 o

f a
ny

 
ot

he
r a

ct
io

n 
al

re
ad

y 
ta

ke
n 

in
 re

la
tio

n 
to

 
th

e 
co

m
pl

ai
nt

 .

An
 in

ve
st

ig
at

io
n 

m
ay

 
th

en
 p

ro
ce

ed
 if

 th
e 

N
ES

A 
In

ve
st

ig
at

or
 b

el
ie

ve
s 

th
er

e 
is

 “s
uffi

ci
en

t e
vi

de
nc

e”
 to

 
fo

rm
 “a

 li
ne

 o
f i

nq
ui

ry
” i

nt
o 

w
he

th
er

 th
e 

sc
ho

ol
 h

as
 

co
m

pl
ie

d 
w

ith
 it

s 
re

gi
st

ra
tio

n 
re

qu
ire

m
en

ts
 .

An
 in

ve
st

ig
at

io
n 

w
ou

ld
 

co
ns

id
er

 w
he

th
er

:
• 

“th
e 

po
lic

ie
s 

an
d 

pr
oc

ed
ur

es
 o

f t
he

 
sc

ho
ol

 c
om

pl
y 

w
ith

 
th

e 
re

qu
ire

m
en

ts
 fo

r 
re

gi
st

ra
tio

n;
• 

th
e 

sc
ho

ol
 h

as
 fo

llo
w

ed
 

its
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
e 

in
 th

e 
co

nt
ex

t o
f t

he
 

co
nc

er
ns

 ra
is

ed
;

• 
an

y 
no

n-
co

m
pl

ia
nc

e 
is

 a
n 

is
ol

at
ed

 in
st

an
ce

 o
r p

ar
t 

of
 a

 s
ys

te
m

ic
 p

at
te

rn
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
“C

om
pl

ai
na

nt
s 

ar
e 

ad
vi

se
d 

in
 w

rit
in

g 
ab

ou
t t

he
 

ou
tc

om
e 

of
 th

e 
In

sp
ec

to
r’s

 
in

iti
al

 a
ss

es
sm

en
t, 

an
d 

th
e 

ou
tc

om
e 

fo
llo

w
in

g 
in

ve
st

ig
at

io
n .

”
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.

“U
nd

er
 th

e 
E

du
ca

tio
n 

A
ct

 
19

90
 (‘

th
e 

Ac
t’)

, t
he

 N
SW

 
Ed

uc
at

io
n 

St
an

da
rd

s 
Au

th
or

ity
 (N

ES
A)

 is
 

re
sp

on
si

bl
e 

fo
r m

on
ito

rin
g 

th
e 

co
m

pl
ia

nc
e 

of
 n

on
-

go
ve

rn
m

en
t s

ch
oo

ls
 w

ith
 th

e 
re

qu
ire

m
en

ts
 o

f t
he

 A
ct

 fo
r 

re
gi

st
ra

tio
n .

”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

Th
is

 is
 u

nc
le

ar
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

, 
N

ES
A 

st
at

es
 th

at
 it

 d
oe

s 
no

t 
in

ve
st

ig
at

e 
m

at
te

r r
eg

ar
di

ng
 

al
le

ga
tio

ns
 o

f c
rim

in
al

 
co

nd
uc

t o
r m

at
te

rs
 w

he
re

 
co

m
m

on
 la

w
 re

m
ed

ie
s 

m
ay

 b
e 

av
ai

la
bl

e 
to

 th
e 

co
m

pl
ai

na
nt

 . I
t i

s 
no

t c
le

ar
 

w
he

th
er

 th
is

 m
ea

ns
 th

ey
 

ac
tiv

el
y 

re
fe

r c
om

pl
ai

nt
s 

of
 th

is
 n

at
ur

e 
on

 to
 o

th
er

 
re

le
va

nt
 b

od
ie

s,
 o

r s
im

pl
y 

re
fu

se
 to

 in
ve

st
ig

at
e 

th
em

 .



295Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“A
s 

a 
lin

e 
of

 in
qu

iry
 

re
ga

rd
in

g 
a 

no
n-

go
ve

rn
m

en
t 

sc
ho

ol
’s

 c
om

pl
ia

nc
e 

is
 

ba
se

d 
on

 s
pe

ci
fic

 d
et

ai
ls

 
th

at
 c

an
 b

e 
pu

t t
o 

th
e 

sc
ho

ol
 

fo
r r

es
po

ns
e,

 ty
pi

ca
lly

 
an

 in
ve

st
ig

at
io

n 
re

qu
ire

s 
id

en
tif

yi
ng

 th
e 

pe
rs

on
 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 to

 th
e 

sc
ho

ol
 . I

f r
eq

ue
st

ed
, N

ES
A 

w
ill 

no
t p

ro
vi

de
 th

e 
id

en
tit

y 
of

 a
 c

om
pl

ai
na

nt
 to

 a
 s

ch
oo

l . 
H

ow
ev

er
, b

y 
no

t i
de

nt
ify

in
g 

th
e 

co
m

pl
ai

na
nt

, p
os

si
bl

e 
lin

es
 o

f i
nq

ui
ry

 m
ay

 b
e 

lim
ite

d 
or

 c
lo

se
d .

”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 c

le
ar

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

N
ES

A 
al

so
 p

er
fo

rm
s 

re
gu

la
to

ry
 a

ct
io

ns
 s

ep
ar

at
e 

to
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s 
(e

 .g
 . r

an
do

m
ly

 s
el

ec
tin

g 
sc

ho
ol

s 
fo

r s
ho

rt 
no

tic
e 

in
sp

ec
tio

ns
 to

 a
ss

es
s 

co
m

pl
ia

nc
e 

w
ith

 re
gu

la
tio

ns
; 

an
d 

“c
yc

lic
al

 s
ys

te
m

 
m

on
ito

rin
g”

) . 
H

ow
ev

er
 th

e 
re

la
tio

ns
hi

p 
be

tw
ee

n 
th

is
 

pr
oc

es
s 

an
d 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t i

s 
un

cl
ea

r .



296 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.
H

ea
lth

N
SW

 H
ea

lth
N

ot
e 

- D
oe

s 
no

t a
pp

ea
r 

to
 h

av
e 

a 
ce

nt
ra

lis
ed

 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
pr

oc
es

s .

N
SW

 H
ea

lth
 d

ire
ct

s 
an

yo
ne

 w
ho

 h
as

 
co

nc
er

ns
 a

bo
ut

 th
ei

r 
tre

at
m

en
t w

ith
in

 a
 

N
SW

 p
ub

lic
 h

os
pi

ta
l o

r 
co

m
m

un
ity

 h
ea

lth
 s

er
vi

ce
 

to
 m

ak
e 

a 
co

m
pl

ai
nt

:
1 .

 
To

 th
e 

se
rv

ic
e 

pr
ov

id
er

 d
ire

ct
ly,

2 .
 

To
 th

e 
se

rv
ic

e 
pr

ov
id

er
’s

 c
om

pl
ai

nt
s 

offi
ce

r,
3 .

 
To

 th
e 

D
ire

ct
or

 o
f 

C
lin

ic
al

 G
ov

er
na

nc
e 

of
 th

ei
r l

oc
al

 h
ea

lth
 

di
st

ric
t, 

or
4 .

 
To

 th
e 

N
SW

 H
ea

lth
 

C
ar

e 
C

om
pl

ai
nt

s 
C

om
m

is
si

on
 .

It 
ap

pe
ar

s 
th

at
 th

e 
ce

nt
ra

l d
ep

ar
tm

en
t, 

N
SW

 
H

ea
lth

, d
oe

s 
no

t h
an

dl
e 

co
m

pl
ai

nt
s 

its
el

f .

N
/A

N
/A

N
/A

https://www.health.nsw.gov.au/patientconcerns/Pages/feedback.aspx


297Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

N
SW

 H
ea

lth
 C

ar
e 

C
om

pl
ai

nt
s 

co
m

m
is

si
on

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
 p

er
so

n 
ca

n 
m

ak
e 

a 
co

m
pl

ai
nt

, i
nc

lu
di

ng
:

• 
th

e 
pe

rs
on

 w
ho

 
ex

pe
rie

nc
ed

 th
e 

pr
ob

le
m

 .
• 

a 
pa

re
nt

 o
r g

ua
rd

ia
n 

of
 th

e 
pe

rs
on

 o
r c

hi
ld

 
co

nc
er

ne
d .

• 
a 

re
la

tiv
e,

 fr
ie

nd
 

or
 re

pr
es

en
ta

tiv
e 

ch
os

en
 b

y 
th

e 
pe

rs
on

 
co

nc
er

ne
d 

fo
r t

he
 

pu
rp

os
e 

of
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 .
• 

a 
he

al
th

 s
er

vi
ce

 
pr

ov
id

er
 o

r o
th

er
 

co
nc

er
ne

d 
pe

rs
on

 .
• 

th
e 

C
om

m
is

si
on

, w
ho

 
ca

n 
in

iti
at

e 
an

 “o
w

n 
m

ot
io

n”
 c

om
pl

ai
nt

 
if 

it 
be

co
m

es
 a

w
ar

e 
of

 s
ig

ni
fic

an
t r

is
ks

 
to

 p
ub

lic
 h

ea
lth

 a
nd

 
sa

fe
ty

 o
r s

ig
ni

fic
an

t 
co

nc
er

ns
 a

bo
ut

 
a 

he
al

th
 s

er
vi

ce
 

pr
ov

id
er

 .”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

on
si

de
rs

 c
om

pl
ai

nt
s 

ab
ou

t t
he

 q
ua

lit
y 

of
 c

ar
e 

an
d 

tre
at

m
en

t p
ro

vi
de

d 
to

 a
 p

at
ie

nt
 b

y 
se

rv
ic

e 
pr

ov
id

er
s,

 o
r a

bo
ut

 th
e 

et
hi

ca
l o

r p
ro

fe
ss

io
na

l 
co

nd
uc

t o
f a

n 
in

di
vi

du
al

 
he

al
th

 p
ra

ct
iti

on
er

 .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

m
us

t b
e 

lo
dg

ed
 in

 
w

rit
in

g,
 e

ith
er

 b
y 

m
ai

l o
r o

nl
in

e .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

pe
rm

itt
ed

; h
ow

ev
er

, t
hi

s 
m

ay
 

im
pe

de
 th

e 
ab

ilit
y 

of
 th

e 
C

om
m

is
si

on
 to

 a
de

qu
at

el
y 

as
se

ss
 o

r i
nv

es
tig

at
e 

th
e 

co
m

pl
ai

nt
 . 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, t

he
y 

ar
e 

re
qu

ire
d 

to
 fi

ll 
ou

t a
 d

et
ai

le
d 

co
m

pl
ai

nt
 fo

rm
 .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

C
om

pl
ai

nt
s 

ar
e 

fir
st

 a
ss

ig
ne

d 
to

 a
n 

As
se

ss
m

en
t O

ffi
ce

r, 
w

ho
 a

ck
no

w
le

dg
es

 it
s 

re
ce

ip
t 

an
d 

as
si

gn
s 

th
e 

co
m

pl
ai

nt
 a

 
re

fe
re

nc
e 

nu
m

be
r .

C
om

pl
ai

nt
s 

ar
e 

us
ua

lly
 

as
se

ss
ed

 w
ith

 6
0 

da
ys

, 
bu

t m
ay

 ta
ke

 lo
ng

er
 . T

he
 

as
se

ss
m

en
t m

ay
 in

vo
lv

e 
ga

th
er

in
g 

fu
rth

er
 in

fo
rm

at
io

n 
fro

m
 th

e 
co

m
pl

ai
na

nt
 a

nd
 th

e 
se

rv
ic

e 
pr

ov
id

er
/p

ra
ct

iti
on

er
 .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

e 
C

om
m

is
si

on
 is

 
an

 in
de

pe
nd

en
t b

od
y 

es
ta

bl
is

he
d 

un
de

r i
ts

 o
w

n 
le

gi
sl

at
io

n .
“It

 h
as

 a
 c

en
tra

l r
ol

e 
in

 
m

ai
nt

ai
ni

ng
 th

e 
in

te
gr

ity
 o

f 
th

e 
N

SW
 h

ea
lth

 s
ys

te
m

, 
w

ith
 th

e 
ov

er
ar

ch
in

g 
ai

m
 o

f 
pr

ot
ec

tin
g 

th
e 

he
al

th
 a

nd
 

sa
fe

ty
 o

f i
nd

iv
id

ua
ls

 a
nd

 th
e 

co
m

m
un

ity
 .”

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
er

e 
ar

e 
a 

nu
m

be
r o

f 
di

ffe
re

nt
 o

pt
io

ns
 a

va
ila

bl
e 

to
 th

e 
C

om
m

is
si

on
, w

he
n 

as
se

ss
in

g 
ho

w
 to

 p
ro

ce
ed

 
w

ith
 a

 c
om

pl
ai

nt
 . T

he
se

 
in

cl
ud

e:

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“A

n 
in

ve
st

ig
at

io
n 

in
to

 a
 

re
gi

st
er

ed
 p

ra
ct

iti
on

er
 m

ay
 

re
su

lt 
in

:
• 

th
e 

m
at

te
r b

ei
ng

 
re

fe
rre

d 
to

 th
e 

D
ire

ct
or

 
of

 P
ro

ce
ed

in
gs

 to
 

de
te

rm
in

e 
w

he
th

er
 to

 
pr

os
ec

ut
e 

th
e 

pr
ac

tit
io

ne
r 

w
he

re
 th

er
e 

is
 e

vi
de

nc
e 

of
 ‘u

ns
at

is
fa

ct
or

y 
pr

of
es

si
on

al
 c

on
du

ct
’.

• 
re

fe
rri

ng
 th

e 
pr

ac
tit

io
ne

r 
to

 th
e 

re
le

va
nt

 H
ea

lth
 

Pr
of

es
si

on
al

 C
ou

nc
il 

fo
r 

th
ei

r a
ct

io
n 

w
he

re
 th

e 
is

su
es

 a
re

 c
on

si
de

re
d 

to
 

re
qu

ire
 in

te
rv

en
tio

n 
of

 a
 

no
n-

di
sc

ip
lin

ar
y 

na
tu

re
 .

• 
co

m
m

en
ts

 m
ad

e 
to

 th
e 

pr
ac

tit
io

ne
r t

o 
im

pr
ov

e 
fu

tu
re

 p
ra

ct
ic

e 
or

 
tre

at
m

en
t .

• 
no

 fu
rth

er
 a

ct
io

n 
be

in
g 

ta
ke

n .
“A

n 
in

ve
st

ig
at

io
n 

in
to

 
an

 u
nr

eg
is

te
re

d 
he

al
th

 
pr

ac
tit

io
ne

r m
ay

 re
su

lt 
in

 th
e 

C
om

m
is

si
on

:
• 

is
su

in
g 

an
d 

pu
bl

is
hi

ng
 a

 
pr

oh
ib

iti
on

 o
rd

er
 o

r p
ub

lic
 

w
ar

ni
ng

, w
he

re
 fi

nd
in

gs
 

sh
ow

 th
e 

pr
ac

tit
io

ne
r h

as
 

br
ea

ch
ed

 th
e 

C
od

e 
of

 
C

on
du

ct
 a

nd
 p

os
es

 a
 ri

sk
 

to
 th

e 
he

al
th

 o
r s

af
et

y 
of

 
m

em
be

rs
 o

f t
he

 p
ub

lic
 .

https://www.hccc.nsw.gov.au/
https://www.hccc.nsw.gov.au/


298 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
H

ow
ev

er
, t

he
 

C
om

m
is

si
on

 s
ta

te
s:

 “T
he

 
C

om
m

is
si

on
 u

su
al

ly
 

se
ek

s 
a 

re
sp

on
se

 fr
om

 
th

e 
he

al
th

 s
er

vi
ce

 
pr

ov
id

er
 a

nd
 is

 re
qu

ire
d 

to
 n

ot
ify

 th
em

 o
f t

he
 

na
tu

re
 o

f t
he

 c
om

pl
ai

nt
 

an
d 

w
ho

 m
ad

e 
it .

 If
 

th
e 

C
om

m
is

si
on

 is
 

no
t a

bl
e 

to
 c

la
rif

y 
an

y 
in

fo
rm

at
io

n…
pr

ov
id

ed
 o

r 
as

k 
fo

r f
ur

th
er

 in
fo

rm
at

io
n 

th
at

 it
 n

ee
ds

 to
 a

ss
es

s 
th

e 
co

m
pl

ai
nt

 it
 m

ay
 

ha
ve

 to
 d

is
co

nt
in

ue
 th

e 
co

m
pl

ai
nt

 .”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 c
le

ar
 . T

he
 

C
om

m
is

si
on

 a
cc

ep
ts

 
co

m
pl

ai
nt

s 
m

ad
e 

be
ha

lf 
of

 a
no

th
er

 p
er

so
n,

 if
 

w
rit

te
n 

au
th

or
ity

 fr
om

 th
at

 
pe

rs
on

 is
 p

ro
vi

de
d .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
o,

 th
e 

co
m

pl
ai

nt
 c

an
 

re
la

te
 to

 e
ith

er
 a

n 
in

di
vi

du
al

 p
ra

ct
iti

on
er

 o
r a

 
se

rv
ic

e 
pr

ov
id

er
 .

• 
D

is
co

nt
in

ue
 th

e 
co

m
pl

ai
nt

• 
D

is
co

nt
in

ue
 w

ith
 

co
m

m
en

ts
• 

R
ef

er
 th

e 
co

m
pl

ai
nt

 to
 

an
ot

he
r b

od
y 

(e
 .g

 . A
ge

d 
C

ar
e 

C
om

m
is

si
on

)
• 

R
es

ol
ve

 th
e 

co
m

pl
ai

nt
 

du
rin

g 
th

e 
as

se
ss

m
en

t 
pr

oc
es

s .
 T

hi
s 

m
ay

 
in

vo
lv

e 
“s

pe
ak

in
g 

w
ith

 
bo

th
 th

e 
co

m
pl

ai
na

nt
 

an
d 

pr
ov

id
er

 a
bo

ut
 th

e 
co

nc
er

ns
” w

hi
ch

 m
ay

 
“b

rin
g 

th
e 

m
at

te
r t

o 
a 

sa
tis

fa
ct

or
y 

co
nc

lu
si

on
 

fo
r a

ll 
pa

rti
es

 .”
• 

R
ef

er
 th

e 
co

m
pl

ai
nt

 fo
r 

lo
ca

l r
es

ol
ut

io
n,

 w
he

re
 

“s
om

eo
ne

 fr
om

 th
e 

lo
ca

l 
he

al
th

 s
er

vi
ce

 o
r t

he
 

pr
iv

at
e 

he
al

th
 fa

ci
lit

y 
w

ill 
co

nt
ac

t t
he

 c
om

pl
ai

na
nt

 
di

re
ct

ly
 to

 d
et

er
m

in
e 

th
e 

m
os

t a
pp

ro
pr

ia
te

 w
ay

 
to

 re
so

lv
e 

th
e 

is
su

es
 . 

Th
e 

C
om

m
is

si
on

 is
 n

ot
 

in
vo

lv
ed

 in
 th

e 
lo

ca
l 

re
so

lu
tio

n 
pr

oc
es

s,
 

al
th

ou
gh

 o
n 

co
m

pl
et

io
n 

of
 th

e 
pr

oc
es

s 
th

e 
he

al
th

 
se

rv
ic

e 
pr

ov
id

es
 a

 
su

m
m

ar
y 

of
 th

e 
ou

tc
om

e 
to

 th
e 

C
om

m
is

si
on

 .”

• 
m

ak
in

g 
co

m
m

en
ts

 
to

 th
e 

pr
ac

tit
io

ne
r t

o 
im

pr
ov

e 
fu

tu
re

 p
ra

ct
ic

e 
or

 
tre

at
m

en
t .

• 
ta

ki
ng

 n
o 

fu
rth

er
 a

ct
io

n .
“A

n 
in

ve
st

ig
at

io
n 

in
to

 a
 

he
al

th
 o

rg
an

is
at

io
n 

m
ay

 
re

su
lt 

in
 th

e 
C

om
m

is
si

on
:

• 
m

ak
in

g 
co

m
m

en
ts

 
w

he
re

 th
e 

ca
re

 h
as

 b
ee

n 
in

ad
eq

ua
te

 b
ut

 m
ea

su
re

s 
ha

ve
 b

ee
n 

im
pl

em
en

te
d 

to
 a

dd
re

ss
 th

e 
is

su
es

 .
• 

m
ak

in
g 

re
co

m
m

en
da

tio
ns

 
w

he
re

 s
ys

te
m

s 
ca

n 
be

 im
pr

ov
ed

 fo
r b

et
te

r 
ca

re
 in

 fu
tu

re
 . T

he
 

C
om

m
is

si
on

 w
ill 

m
on

ito
r 

th
e 

im
pl

em
en

ta
tio

n 
of

 a
ll 

re
co

m
m

en
da

tio
ns

 .
• 

m
ak

in
g 

pr
oh

ib
iti

on
 o

rd
er

s 
or

 p
ub

lic
 s

ta
te

m
en

ts
 in

 
re

la
tio

n 
to

 re
le

va
nt

 h
ea

lth
 

or
ga

ni
sa

tio
ns

 .”
O

f n
ot

e,
 “t

he
 C

om
m

is
si

on
 is

 
no

t a
bl

e 
to

 o
rd

er
 p

ro
vi

de
rs

 to
 

pa
y 

co
m

pe
ns

at
io

n,
 to

 is
su

e 
a 

re
fu

nd
 o

r t
o 

re
du

ce
 fe

es
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 c

le
ar

, h
ow

ev
er

 th
e 

C
om

m
is

si
on

 c
an

 in
st

ig
at

e 
ow

n-
m

ot
io

n 
co

m
pl

ai
nt

s .



299Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
R

ef
er

 th
e 

co
m

pl
ai

nt
 

fo
r a

ss
is

te
d 

re
so

lu
tio

n:
 

“T
he

 R
es

ol
ut

io
n 

Se
rv

ic
e 

pr
ov

id
es

 a
n 

op
tio

n 
of

 
in

de
pe

nd
en

t f
ac

ilit
at

io
n 

to
 h

el
p 

co
m

pl
ai

na
nt

s 
an

d 
pr

ov
id

er
s 

re
ac

h 
un

de
rs

ta
nd

in
g 

an
d 

to
 a

gr
ee

 o
n 

ac
tio

n .
 

As
si

st
ed

 R
es

ol
ut

io
n 

ca
n 

pr
ov

id
e 

op
po

rtu
ni

tie
s 

fo
r 

im
po

rta
nt

 le
ar

ni
ng

s 
an

d 
im

pr
ov

em
en

ts
 in

 h
ea

lth
 

se
rv

ic
e 

de
liv

er
y .

”
• 

R
ef

er
 th

e 
co

m
pl

ai
nt

 
to

 a
 re

le
va

nt
 h

ea
lth

 
pr

of
es

si
on

al
 c

ou
nc

il,
 

fo
r m

at
te

rs
 th

at
 re

qu
ire

 
“in

te
rv

en
tio

n 
of

 a
 n

on
-

di
sc

ip
lin

ar
y 

na
tu

re
” . 

“T
he

 a
im

 o
f t

he
se

 
pa

th
w

ay
s 

is
 to

 im
pr

ov
e 

a 
pr

ac
tit

io
ne

r’s
 a

bi
lit

y 
to

 
pe

rfo
rm

 th
ei

r w
or

k .
”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

is
 is

 u
nc

le
ar

, a
nd

 w
ou

ld
 

lik
el

y 
va

ry
 a

cc
or

di
ng

 to
 th

e 
di

ffe
re

nt
 c

om
pl

ai
nt

 re
so

lu
tio

n 
av

en
ue

s 
ad

op
te

d 
by

 th
e 

C
om

m
is

si
on

 (e
 .g

 . t
he

re
 m

ay
 

be
 m

or
e 

st
rin

ge
nt

 m
on

ito
rin

g 
of

 o
ut

co
m

es
 in

 re
la

tio
n 

to
 

co
m

pl
ai

nt
s 

th
at

 le
d 

to
 a

n 
in

ve
st

ig
at

io
n,

 c
om

pa
re

d 
w

ith
 c

om
pl

ai
nt

s 
th

at
 w

er
e 

re
tu

rn
ed

 fo
r l

oc
al

 re
so

lu
tio

n)
 .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“T
he

 C
om

m
is

si
on

 w
as

 
es

ta
bl

is
he

d 
un

de
r t

he
 H

ea
lth

 
C

ar
e 

C
om

pl
ai

nt
s 

Ac
t 1

99
3 .

 
Th

e 
Ac

t d
efi

ne
s 

th
e 

sc
op

e 
of

 
th

e 
C

om
m

is
si

on
’s

 w
or

k
Th

e 
fo

llo
w

in
g 

le
gi

sl
at

io
n 

is
 a

ls
o 

es
se

nt
ia

l t
o 

th
e 

C
om

m
is

si
on

’s
 w

or
k:

• 
H

ea
lth

 P
ra

ct
iti

on
er

 
R

eg
ul

at
io

n 
N

at
io

na
l L

aw
 

(N
SW

)
• 

Pu
bl

ic
 H

ea
lth

 R
eg

ul
at

io
n,

 
Sc

he
du

le
 3

 (i
nc

lu
de

s 
th

e 
C

od
e 

of
 c

on
du

ct
 

fo
r u

nr
eg

is
te

re
d 

he
al

th
 

pr
ac

tit
io

ne
rs

)”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s .

http://www.austlii.edu.au/au/legis/nsw/consol_act/hcca1993204/
http://www.austlii.edu.au/au/legis/nsw/consol_act/hcca1993204/
http://www6.austlii.edu.au/cgi-bin/viewdb/au/legis/nsw/consol_act/hprnl460/
http://www6.austlii.edu.au/cgi-bin/viewdb/au/legis/nsw/consol_act/hprnl460/
http://www6.austlii.edu.au/cgi-bin/viewdb/au/legis/nsw/consol_act/hprnl460/
http://www5.austlii.edu.au/au/legis/nsw/consol_reg/phr2012217/sch3.html
http://www5.austlii.edu.au/au/legis/nsw/consol_reg/phr2012217/sch3.html


300 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
In

ve
st

ig
at

e 
th

e 
co

m
pl

ai
nt

: 
“T

he
 C

om
m

is
si

on
 

in
ve

st
ig

at
es

 c
om

pl
ai

nt
s 

th
at

 ra
is

e 
se

rio
us

 is
su

es
 

of
 p

ub
lic

 h
ea

lth
 o

r 
sa

fe
ty

, o
r c

ou
ld

 le
ad

 to
 

di
sc

ip
lin

ar
y 

ac
tio

n 
ag

ai
ns

t 
a 

pr
ac

tit
io

ne
r . 

D
ur

in
g 

an
 in

ve
st

ig
at

io
n,

 
th

e 
C

om
m

is
si

on
 

ob
ta

in
s 

ev
id

en
ce

 fr
om

 
co

m
pl

ai
na

nt
s 

an
d 

ot
he

r 
re

le
va

nt
 w

itn
es

se
s,

 
su

ch
 a

s 
st

at
em

en
ts

, 
in

fo
rm

at
io

n 
an

d 
m

ed
ic

al
 

re
co

rd
s .

 A
n 

ex
pe

rt 
m

ay
 g

iv
e 

ad
vi

ce
 o

n 
th

e 
qu

al
ity

 o
f c

lin
ic

al
 c

ar
e 

or
 

co
nd

uc
t . 

Be
fo

re
 d

ec
id

in
g 

up
on

 th
e 

ou
tc

om
e 

of
 

an
 in

ve
st

ig
at

io
n,

 th
e 

C
om

m
is

si
on

 s
ee

ks
 

su
bm

is
si

on
s 

fro
m

 th
e 

aff
ec

te
d 

he
al

th
 p

ro
vi

de
r. 

At
 th

e 
en

d 
of

 a
n 

in
ve

st
ig

at
io

n,
 a

 re
po

rt 
is

 
pr

ep
ar

ed
 th

at
 s

et
s 

ou
t t

he
 

C
om

m
is

si
on

’s
 fi

nd
in

gs
.”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
It 

ap
pe

ar
s 

th
at

 th
is

 w
ou

ld
 

va
ry

 d
ep

en
di

ng
 o

n 
th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n 
av

en
ue

 . 
Fo

r a
ve

nu
es

 s
uc

h 
as

 lo
ca

l 
or

 a
ss

is
te

d 
re

so
lu

tio
n,

 
w

hi
ch

 a
pp

ea
r t

o 
ad

op
t a

 
m

or
e 

co
nc

ilia
to

ry
 a

pp
ro

ac
h,

 
th

e 
vi

ct
im

-s
ur

vi
vo

r m
ay

 
ha

ve
 g

re
at

er
 in

vo
lv

em
en

t 
th

an
, f

or
 e

xa
m

pl
e,

 a
 fo

rm
al

 
in

ve
st

ig
at

io
n .

An
y 

ap
pe

al
/re

vi
ew

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
An

 in
te

rn
al

 re
vi

ew
 o

f t
he

 
C

om
m

is
si

on
’s

 a
ss

es
sm

en
t 

de
ci

si
on

 c
an

 b
e 

re
qu

es
te

d 
w

ith
in

 2
8 

da
ys

 o
f r

ec
ei

vi
ng

 
th

e 
de

ci
si

on
 .

An
 e

xt
er

na
l r

ev
ie

w
 c

an
 b

e 
re

qu
es

te
d 

fro
m

 th
e 

N
SW

 
O

m
bu

ds
m

an
’s

 O
ffi

ce
, t

he
 

N
SW

 In
fo

rm
at

io
n 

an
d 

Pr
iv

ac
y 

C
om

m
is

si
on

 o
r t

he
 N

SW
 

An
ti-

D
is

cr
im

in
at

io
n 

Bo
ar

d .
An

y 
in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Re
la

tio
ns

hi
p 

to
 p

ol
ic

e 
an

d 
CJ

S
“W

he
re

 th
er

e 
is

 e
vi

de
nc

e 
of

 
po

ss
ib

le
 c

rim
in

al
 c

on
du

ct
, 

th
e 

co
m

pl
ai

nt
 c

an
 b

e 
re

fe
rre

d 
to

 th
e 

D
ire

ct
or

 o
f P

ub
lic

 
Pr

os
ec

ut
io

ns
 to

 c
on

si
de

r 
po

ss
ib

le
 c

rim
in

al
 c

ha
rg

e(
s)

 .”
An

y 
co

nfi
de

nt
ia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
N

ot
 c

le
ar

, a
nd

 th
is

 m
ay

 v
ar

y 
de

pe
nd

in
g 

on
 th

e 
co

nfl
ic

t 
re

so
lu

tio
n 

av
en

ue
 a

do
pt

ed
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fro
m

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

“In
 g

en
er

al
, t

he
 C

om
m

is
si

on
’s

 
de

ci
si

on
s 

in
 re

la
tio

n 
to

 
in

di
vi

du
al

 c
om

pl
ai

nt
s 

ar
e 

co
nfi

de
nt

ia
l a

nd
 n

ot
 m

ad
e 

pu
bl

ic
 . 



301Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

C
om

m
is

si
on

er
s 

ha
ve

 le
ga

l, 
pu

bl
ic

 s
er

vi
ce

 a
nd

/o
r i

nd
us

try
 

ex
pe

rie
nc

e 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
s 

ar
ea

 . I
t i

s 
un

cl
ea

r 
ex

ac
tly

 w
ha

t q
ua

lifi
ca

tio
ns

 
in

di
vi

du
al

 s
ta

ff 
co

nd
uc

tin
g 

co
m

pl
ai

nt
s 

as
se

ss
m

en
ts

/
in

ve
st

ig
at

io
ns

 h
ol

d,
 h

ow
ev

er
 

th
e 

C
om

m
is

si
on

 h
as

 a
 

de
di

ca
te

d 
“C

om
pl

ai
nt

s 
O

pe
ra

tio
ns

” D
iv

is
io

n,
 w

he
re

 
st

aff
 li

ke
ly

 h
av

e 
re

le
va

nt
 

ex
pe

rti
se

 .

Th
e 

pe
rs

on
s 

an
d 

bo
di

es
 

in
vo

lv
ed

 in
 a

 p
ar

tic
ul

ar
 

co
m

pl
ai

nt
 a

re
 n

ot
ifi

ed
 o

f t
he

 
C

om
m

is
si

on
’s

 d
ec

is
io

n 
in

 
w

rit
in

g .
 

H
ow

ev
er

, w
he

re
 a

n 
in

ve
st

ig
at

io
n 

of
 a

 m
at

te
r 

su
bs

ta
nt

ia
te

s 
si

gn
ifi

ca
nt

 
is

su
es

 in
 re

la
tio

n 
to

 a
 

re
gi

st
er

ed
 h

ea
lth

 p
ra

ct
iti

on
er

, 
th

e 
C

om
m

is
si

on
 m

ay
 

co
ns

id
er

 d
is

ci
pl

in
ar

y 
pr

oc
ee

di
ng

s .
 P

ra
ct

iti
on

er
s 

m
ay

 b
e 

pr
os

ec
ut

ed
 

be
fo

re
 th

e 
N

SW
 C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 o

r 
a 

Pr
of

es
si

on
al

 S
ta

nd
ar

ds
 

C
om

m
itt

ee
 . T

he
 o

ut
co

m
es

 
of

 d
is

ci
pl

in
ar

y 
pr

oc
ee

di
ng

s 
be

fo
re

 b
ot

h 
di

sc
ip

lin
ar

y 
bo

di
es

 a
re

 p
ub

lic
ly

 
av

ai
la

bl
e .

”
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

C
om

m
is

si
on

’s
 a

nn
ua

l 
re

po
rts

 a
re

 p
re

se
nt

ed
 to

 
th

e 
N

SW
 P

ar
lia

m
en

t . 
It 

al
so

 s
ta

te
s 

th
at

 “e
ve

n 
w

he
n 

th
e 

C
om

m
is

si
on

 d
ec

id
es

 
no

t t
o 

ta
ke

 fu
rth

er
 a

ct
io

n,
 

co
m

pl
ai

nt
s 

ca
n 

pr
ov

id
e 

an
 

op
po

rtu
ni

ty
 fo

r p
ra

ct
iti

on
er

 
re

fle
ct

io
n 

an
d 

he
al

th
 s

ys
te

m
 

le
ar

ni
ng

s .
”



302 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

H
ow

ev
er

, w
he

re
 a

n 
in

ve
st

ig
at

io
n 

of
 a

 m
at

te
r 

su
bs

ta
nt

ia
te

s 
si

gn
ifi

ca
nt

 
is

su
es

 in
 re

la
tio

n 
to

 a
 

re
gi

st
er

ed
 h

ea
lth

 p
ra

ct
iti

on
er

, 
th

e 
C

om
m

is
si

on
 m

ay
 

co
ns

id
er

 d
is

ci
pl

in
ar

y 
pr

oc
ee

di
ng

s .
 P

ra
ct

iti
on

er
s 

m
ay

 b
e 

pr
os

ec
ut

ed
 

be
fo

re
 th

e 
N

SW
 C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 o

r 
a 

Pr
of

es
si

on
al

 S
ta

nd
ar

ds
 

C
om

m
itt

ee
 . T

he
 o

ut
co

m
es

 
of

 d
is

ci
pl

in
ar

y 
pr

oc
ee

di
ng

s 
be

fo
re

 b
ot

h 
di

sc
ip

lin
ar

y 
bo

di
es

 a
re

 p
ub

lic
ly

 
av

ai
la

bl
e .

”
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

C
om

m
is

si
on

’s
 a

nn
ua

l 
re

po
rts

 a
re

 p
re

se
nt

ed
 to

 
th

e 
N

SW
 P

ar
lia

m
en

t . 
It 

al
so

 s
ta

te
s 

th
at

 “e
ve

n 
w

he
n 

th
e 

C
om

m
is

si
on

 d
ec

id
es

 
no

t t
o 

ta
ke

 fu
rth

er
 a

ct
io

n,
 

co
m

pl
ai

nt
s 

ca
n 

pr
ov

id
e 

an
 

op
po

rtu
ni

ty
 fo

r p
ra

ct
iti

on
er

 
re

fle
ct

io
n 

an
d 

he
al

th
 s

ys
te

m
 

le
ar

ni
ng

s .
”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
A 

pe
rs

on
 m

ak
in

g 
a 

co
m

pl
ai

nt
 

on
 b

eh
al

f o
f s

om
eo

ne
 w

ho
 is

 
de

ce
as

ed
 d

oe
s 

no
t h

av
e 

to
 

pr
es

en
t w

rit
te

n 
au

th
or

ity
 .



303Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

C
om

pl
ai

na
nt

s 
ca

n 
re

qu
es

t 
in

fo
rm

at
io

n 
ab

ou
t t

he
 

C
om

m
is

si
on

 in
 la

ng
ua

ge
s 

ot
he

r t
ha

n 
En

gl
is

h .
Th

e 
C

om
m

is
si

on
 a

ls
o 

ha
s 

a 
re

so
ur

ce
s 

pa
ge

 th
at

 d
ire

ct
s 

pe
op

le
 to

 v
ar

io
us

 s
up

po
rt 

bo
di

es
:

ht
tp

s:
//w

w
w .

hc
cc

 .n
sw

 .g
ov

 .a
u/

he
al

th
-c

on
su

m
er

s/
re

so
ur

ce
s-

fo
r-h

ea
lth

-c
on

su
m

er
s

https://www.hccc.nsw.gov.au/health-consumers/resources-for-health-consumers
https://www.hccc.nsw.gov.au/health-consumers/resources-for-health-consumers
https://www.hccc.nsw.gov.au/health-consumers/resources-for-health-consumers


304 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

N
SW

 H
ea

lth
 

Pr
of

es
si

on
al

s 
C

ou
nc

ils
 

A
ut

ho
rit

y 

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
on

e 
ca

n 
m

ak
e 

a 
co

m
pl

ai
nt

, i
nc

lu
di

ng
:

• 
th

e 
pa

tie
nt

 w
ho

 
re

ce
iv

ed
 th

e 
he

al
th

 
se

rv
ic

e
• 

th
e 

pa
tie

nt
’s

 p
ar

en
t o

r 
gu

ar
di

an
• 

a 
re

la
tiv

e,
 fr

ie
nd

 o
r 

re
pr

es
en

ta
tiv

e 
ch

os
en

 
by

 th
e 

pe
rs

on
• 

a 
he

al
th

 s
er

vi
ce

 
pr

ov
id

er
• 

an
ot

he
r h

ea
lth

 
pr

ac
tit

io
ne

r
• 

an
 e

m
pl

oy
er

, o
r

• 
an

y 
ot

he
r c

on
ce

rn
ed

 
pe

rs
on

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
re

la
tin

g 
to

 
“th

e 
cl

in
ic

al
 c

ar
e 

an
d 

tre
at

m
en

t, 
pr

of
es

si
on

al
 

be
ha

vi
ou

r o
r h

ea
lth

 
of

 a
 re

gi
st

er
ed

 h
ea

lth
 

pr
ac

tit
io

ne
r i

n 
N

SW
 .”

Th
is

 b
od

y 
do

es
 n

ot
 

ha
nd

le
 c

om
pl

ai
nt

s 
ab

ou
t h

ea
lth

 s
er

vi
ce

 
pr

ov
id

er
s 

su
ch

 a
s 

ho
sp

ita
ls

 o
r c

om
m

un
ity

 
he

al
th

 c
en

tre
s 

(th
is

 
re

sp
on

si
bi

lit
y 

lie
s 

w
ith

 
th

e 
H

C
C

C
); 

re
gi

st
er

ed
 

he
al

th
 p

ra
ct

iti
on

er
s 

(th
is

 
re

sp
on

si
bi

lit
y 

lie
s 

w
ith

 
AH

PR
A)

; u
nr

eg
is

te
re

d 
he

al
th

 p
ra

ct
iti

on
er

s 
(H

C
C

C
) o

r c
on

su
m

er
 

re
qu

es
ts

 fo
r r

ef
un

ds
 

(N
SW

 F
ai

r T
ra

di
ng

 is
 

re
sp

on
si

bl
e)

 .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 b
y 

em
ai

l o
r o

ve
r t

he
 

ph
on

e,
 b

ut
 u

lti
m

at
el

y 
m

us
t b

e 
m

ad
e 

in
 w

rit
in

g .
Fo

rm
 o

f c
om

pl
ai

nt
Ac

ce
pt

s 
an

on
ym

ou
s 

co
m

pl
ai

nt
s,

 
ho

w
ev

er
 th

is
 w

ill 
im

pe
de

 
th

e 
ab

ilit
y 

of
 th

e 
Au

th
or

ity
 

to
 in

ve
st

ig
at

e 
th

e 
co

m
pl

ai
nt

 
th

or
ou

gh
ly

 a
nd

 m
ay

 li
m

it 
th

e 
ac

tio
n 

it 
is

 a
bl

e 
to

 ta
ke

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
C

om
pl

ai
nt

s 
w

ill 
be

 k
ep

t i
nf

or
m

ed
 

th
ro

ug
ho

ut
 th

e 
pr

oc
es

s,
 

in
cl

ud
in

g 
on

:
• 

w
ho

 w
ill 

be
 m

an
ag

in
g 

th
ei

r 
co

m
pl

ai
nt

• 
th

e 
pr

og
re

ss
 o

f t
he

 
co

m
pl

ai
nt

• 
ac

tio
ns

 ta
ke

n 
ag

ai
ns

t t
he

 
pr

ac
tit

io
ne

r i
n 

qu
es

tio
n

• 
th

e 
ou

tc
om

e 
of

 th
e 

co
m

pl
ai

nt
 .

C
om

pl
ai

na
nt

s 
m

ay
 a

ls
o 

be
 

re
qu

es
te

d 
to

 p
ro

vi
de

 a
dd

iti
on

al
 

in
fo

rm
at

io
n 

to
 a

ss
is

t t
he

 
as

se
ss

m
en

t/i
nv

es
tig

at
io

n 
pr

oc
es

s .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

Th
e 

H
ea

lth
 P

ro
fe

ss
io

na
l 

C
ou

nc
ils

 A
ut

ho
rit

y 
re

ce
iv

es
 

a 
co

m
pl

ai
nt

 o
n 

be
ha

lf 
of

 
th

e 
pr

of
es

si
on

al
 c

ou
nc

ils
 . 

To
ge

th
er

 w
ith

 th
e 

H
C

C
C

, 
th

ey
 d

et
er

m
in

e 
w

hi
ch

 a
ge

nc
y 

is
 b

es
t p

la
ce

d 
to

 h
an

dl
e 

th
e 

co
m

pl
ai

nt
 .

As
 a

 fi
rs

t s
te

p,
 th

e 
re

le
va

nt
 

co
un

ci
l a

ss
es

se
s 

th
e 

co
m

pl
ai

nt
 to

 d
et

er
m

in
e 

w
he

th
er

 a
ny

 u
rg

en
t 

im
m

ed
ia

te
 a

ct
io

n 
is

 
ne

ce
ss

ar
y .

 A
fte

r c
on

si
de

rin
g 

al
l i

nf
or

m
at

io
n,

 a
 c

ou
nc

il 
m

ay
 

de
ci

de
 th

at
 im

m
ed

ia
te

 a
ct

io
n 

is
 n

ot
 a

pp
ro

pr
ia

te
, o

r a
 

co
un

ci
l m

ay
:

• 
su

sp
en

d 
th

e 
pr

ac
tit

io
ne

r’s
 

re
gi

st
ra

tio
n

• 
im

po
se

 c
on

di
tio

ns
 o

n 
th

e 
pr

ac
tit

io
ne

r’s
 re

gi
st

ra
tio

n
• 

al
te

r e
xi

st
in

g 
co

nd
iti

on
s

An
y 

co
nd

iti
on

s 
or

 s
us

pe
ns

io
n 

w
ill 

st
ay

 in
 p

la
ce

 u
nt

il 
th

e 
co

m
pl

ai
nt

 is
 re

so
lv

ed
 o

r t
he

 
C

ou
nc

il 
re

m
ov

es
 th

em
 

be
ca

us
e 

th
ey

 b
el

ie
ve

 th
e 

pu
bl

ic
 is

 n
o 

lo
ng

er
 a

t r
is

k 
or

 it
 

is
 n

ot
 in

 th
e 

pu
bl

ic
 in

te
re

st
 .”

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 c
le

ar
; h

ow
ev

er
 it

 w
ou

ld
 

se
em

 th
at

 if
 c

rim
in

al
 o

ffe
nc

es
 

ha
ve

 b
ee

n 
co

m
m

itt
ed

, i
t 

w
ou

ld
 re

fe
r t

he
 m

at
te

r f
or

 
pr

os
ec

ut
io

n .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“P

os
si

bl
e 

ou
tc

om
es

 in
cl

ud
e:

• 
no

 fu
rth

er
 a

ct
io

n
• 

co
un

se
llin

g
• 

ed
uc

at
io

n 
ab

ou
t s

pe
ci

fic
 

as
pe

ct
s 

of
 p

ra
ct

ic
e

• 
su

pe
rv

is
io

n/
m

en
to

rin
g

• 
co

nd
iti

on
s 

pl
ac

ed
 o

n 
a 

pr
ac

tit
io

ne
r’s

 re
gi

st
ra

tio
n

• 
pr

es
cr

ib
ed

 tr
ea

tm
en

t f
or

 
a 

he
al

th
 c

on
di

tio
n

• 
a 

re
qu

ire
m

en
t t

o 
ha

ve
 

on
go

in
g 

te
st

in
g 

fo
r d

ru
g 

or
 a

lc
oh

ol
 u

se
• 

su
sp

en
si

on
 o

f a
 

pr
ac

tit
io

ne
r’s

 re
gi

st
ra

tio
n 

w
hi

le
 a

 c
om

pl
ai

nt
 is

 
fu

rth
er

 in
ve

st
ig

at
ed

 .”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
ot

 c
le

ar
; i

t s
ee

m
s 

th
e 

Au
th

or
ity

 is
 p

rim
ar

ily
 

co
nc

er
ne

d 
w

ith
 re

sp
on

di
ng

 
to

 in
di

vi
du

al
 p

ra
ct

iti
on

er
 

co
nd

uc
t r

at
he

r t
ha

n 
sy

st
em

ic
 

ch
an

ge
 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es

http://www.hpca.nsw.gov.au/
http://www.hpca.nsw.gov.au/
http://www.hpca.nsw.gov.au/


305Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d;

 a
lth

ou
gh

 
co

m
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 “i
nc

lu
de

 
as

 m
uc

h 
in

fo
rm

at
io

n 
as

 p
os

si
bl

e”
 a

nd
 

“a
tta

ch
 c

op
ie

s 
of

 
su

pp
or

tin
g 

do
cu

m
en

ts
 o

r 
in

fo
rm

at
io

n .
”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 c

le
ar

; h
ow

ev
er

 
re

qu
es

ts
 a

 s
ig

ne
d 

co
ns

en
t f

or
m

 if
 a

 p
er

so
n 

is
 c

om
pl

ai
ni

ng
 o

n 
be

ha
lf 

of
 s

om
eo

ne
 e

ls
e .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

Ye
s .

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

ag
en

cy
 w

or
ks

 “w
ith

 
th

e 
N

SW
 H

ea
lth

 C
ar

e 
C

om
pl

ai
nt

s 
C

om
m

is
si

on
 

(H
C

C
C

), 
in

 a
 p

ar
tn

er
sh

ip
 

ca
lle

d 
co

-re
gu

la
tio

n 
to

 
m

an
ag

e 
co

m
pl

ai
nt

s 
ab

ou
t 

he
al

th
 p

ra
ct

iti
on

er
s 

an
d 

st
ud

en
ts

  i
n 

N
SW

 .”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Se

rio
us

 c
om

pl
ai

nt
s 

m
ay

 b
e 

re
fe

rre
d 

to
 th

e 
H

C
C

C
 fo

r 
in

ve
st

ig
at

io
n .

C
om

pl
ai

nt
s 

th
at

 a
re

 re
fe

rre
d 

to
 th

e 
pr

of
es

si
on

al
 c

ou
nc

ils
 

ar
e 

m
an

ag
ed

 th
ro

ug
h 

ei
th

er
 

th
e 

he
at

h,
 p

er
fo

rm
an

ce
 o

r 
co

nd
uc

t p
at

hw
ay

, d
ep

en
di

ng
 

on
 th

e 
is

su
e:

• 
Pr

of
es

si
on

al
 c

on
du

ct
 (a

 
di

sc
ip

lin
ar

y 
pr

oc
es

s)
• 

H
ea

lth
 (w

he
n 

a 
pr

ac
tit

io
ne

r’s
 h

el
p 

m
ay

 
pl

ac
e 

ot
he

rs
 a

t r
is

k;
 is

 
co

ns
tru

ct
iv

e 
an

d 
no

n-
di

sc
ip

lin
ar

y)
• 

Pr
of

es
si

on
al

 p
er

fo
rm

an
ce

 
(fo

cu
se

d 
on

 e
du

ca
tio

n 
an

d 
re

tra
in

in
g)

• 
St

at
ut

or
y 

off
en

ce
s 

(re
fe

rra
l t

o 
AH

PR
A)

“C
ou

nc
ils

 a
lw

ay
s 

m
on

ito
r 

a 
pr

ac
tit

io
ne

r’s
 c

om
pl

ia
nc

e 
w

ith
 a

ny
 re

st
ric

tio
ns

 th
at

 
ha

ve
 b

ee
n 

im
po

se
d 

on
 th

ei
r 

re
gi

st
ra

tio
n .

”
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
“C

ou
nc

ils
 c

an
 a

ct
 q

ui
ck

ly
 

to
 re

st
ric

t a
 p

ra
ct

iti
on

er
’s

 
re

gi
st

ra
tio

n 
or

 s
us

pe
nd

 
th

em
 w

hi
le

 a
 m

at
te

r i
s 

be
in

g 
de

al
t w

ith
…

Se
ct

io
n 

15
0 

of
 th

e 
H

ea
lth

 P
ra

ct
iti

on
er

 
R

eg
ul

at
io

n 
N

at
io

na
l L

aw
 

(N
SW

) g
iv

es
 a

 c
ou

nc
il 

th
e 

po
w

er
 to

 su
sp

en
d 

or
 im

po
se

 
co

nd
iti

on
s o

n 
th

e 
pr

ac
tit

io
ne

r’s
 

re
gi

st
ra

tio
n 

as
 a

 te
m

po
ra

ry
 

m
ea

su
re

.  A
 c

ou
nc

il 
m

us
t t

ak
e 

im
m

ed
ia

te
 a

ct
io

n 
if 

th
ey

 d
ec

id
e 

th
at

 it
 is

 a
pp

ro
pr

ia
te

 to
 p

ro
te

ct
 

th
e 

he
al

th
 a

nd
 sa

fe
ty

 o
f a

ny
 

pe
rs

on
 o

r i
t i

s i
n 

th
e 

pu
bl

ic
 

in
te

re
st

. ”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

Pr
ov

id
es

 in
fo

rm
at

io
n 

ab
ou

t 
ho

w
 p

ra
ct

iti
on

er
s 

ca
n 

ap
pe

al
 d

ec
is

io
ns

, b
ut

 n
ot

 
co

m
pl

ai
na

nt
s:



306 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

“D
ep

en
di

ng
 o

n 
th

e 
pa

th
w

ay
, 

th
e 

co
un

ci
ls

 m
ay

:
• 

co
lle

ct
 in

fo
rm

at
io

n 
fro

m
 

re
le

va
nt

 p
ar

tie
s,

 in
 w

rit
in

g 
or

 v
ia

 a
n 

in
te

rv
ie

w
• 

re
qu

ire
 th

e 
he

al
th

 
pr

ac
tit

io
ne

r t
o 

at
te

nd
 

a 
he

al
th

 a
nd

/o
r 

pe
rfo

rm
an

ce
 a

ss
es

sm
en

t
• 

ho
ld

 a
 p

an
el

 o
r 

co
m

m
itt

ee
 m

ee
tin

g 
to

 
de

ci
de

 w
he

th
er

 o
r n

ot
 w

e 
ne

ed
 to

 re
st

ric
t t

he
 h

ea
lth

 
pr

ac
tit

io
ne

r’s
 p

ra
ct

ic
e 

to
 

pr
ot

ec
t t

he
 s

af
et

y 
of

 th
e 

pu
bl

ic
• 

di
re

ct
 th

e 
he

al
th

 
pr

ac
tit

io
ne

r t
o 

at
te

nd
 

co
un

se
llin

g 
ab

ou
t 

pr
of

es
si

on
al

 s
ta

nd
ar

ds
 .”

“W
he

n 
a 

co
un

ci
l a

ss
es

se
s 

a 
co

m
pl

ai
nt

, t
he

y 
co

ns
id

er
:

• 
w

ha
t h

ap
pe

ne
d

• 
pr

ac
tit

io
ne

r’s
 re

sp
on

se
 

to
 th

e 
co

m
pl

ai
nt

, a
nd

 a
ny

 
ot

he
r r

el
ev

an
t i

nf
or

m
at

io
n 

(in
cl

ud
in

g 
in

fo
rm

at
io

n 
fro

m
 o

th
er

 p
ar

tie
s 

an
d 

pr
ev

io
us

 c
om

pl
ai

nt
s)

• 
th

e 
se

rio
us

ne
ss

 o
f t

he
 

in
ci

de
nt

• 
th

e 
pr

ac
tit

io
ne

r’s
 a

bi
lit

y 
to

 
re

fle
ct

 o
n 

w
ha

t h
ap

pe
ne

d 
an

d 
sh

ow
 th

at
 th

ey
 

un
de

rs
ta

nd
 e

xp
ec

te
d 

st
an

da
rd

s

“A
 p

ra
ct

iti
on

er
 w

ill 
be

 
no

tifi
ed

 o
f t

he
 o

ut
co

m
e 

of
 a

 c
om

pl
ai

nt
 fo

llo
w

in
g 

a 
de

ci
si

on
 o

f:
• 

a 
co

un
ci

l -
 in

cl
ud

in
g 

on
 

th
e 

re
co

m
m

en
da

tio
ns

 
of

 a
n 

Im
pa

ire
d 

R
eg

is
tra

nt
’s

 P
an

el
 a

nd
 

im
m

ed
ia

te
, i

nt
er

im
 a

ct
io

n 
de

ci
si

on
s 

un
de

r s
ec

tio
n 

15
0 

or
 1

50
A 

of
 th

e 
N

at
io

na
l L

aw
• 

a 
Pe

rfo
rm

an
ce

 R
ev

ie
w

 
Pa

ne
l

• 
a 

Pr
of

es
si

on
al

 S
ta

nd
ar

ds
 

C
om

m
itt

ee
 (m

ed
ic

al
, 

nu
rs

in
g 

an
d 

m
id

w
ife

ry
 

on
ly

)
• 

th
e 

N
SW

 C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 .
At

 th
at

 ti
m

e 
pr

ac
tit

io
ne

rs
 c

an
 

ex
er

ci
se

 re
vi

ew
 a

nd
 a

pp
ea

l 
rig

ht
s 

un
de

r t
he

 H
ea

lth
 

Pr
ac

tit
io

ne
r R

eg
ul

at
io

n 
N

at
io

na
l L

aw
 (N

SW
) . 

Th
ey

 a
re

 p
ro

vi
de

d 
w

ith
 th

e 
re

le
va

nt
 fa

ct
 s

he
et

 a
t t

ha
t 

tim
e .

”
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.



307Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
w

ha
t t

he
 p

ra
ct

iti
on

er
 h

as
 

do
ne

 to
 e

ns
ur

e 
th

at
 a

 
si

m
ila

r i
nc

id
en

t d
oe

s 
no

t 
re

cu
r

• 
th

e 
im

pa
ct

 o
f t

he
 

pr
ac

tit
io

ne
r’s

 h
ea

lth
 o

n 
th

ei
r p

ra
ct

ic
e .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

“T
he

 c
om

pl
ai

na
nt

 w
ill 

be
 k

ep
t 

in
fo

rm
ed

 a
t k

ey
 p

oi
nt

s 
of

 th
e 

pr
oc

es
s .

”
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

pr
ac

tit
io

ne
r w

ho
 is

 th
e 

su
bj

ec
t o

f a
n 

in
ve

st
ig

at
io

n 
is

 p
ro

vi
de

d 
an

 o
pp

or
tu

ni
ty

 
to

 re
sp

on
d 

to
 th

e 
co

m
pl

ai
nt

 
du

rin
g 

th
e 

co
ur

se
 o

f a
n 

as
se

ss
m

en
t o

r i
nv

es
tig

at
io

n .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 c
le

ar
 .

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

“T
he

 c
ou

nc
ils

 in
 N

SW
 a

re
 

m
ad

e 
up

 o
f p

ra
ct

iti
on

er
, 

le
ga

l a
nd

 c
om

m
un

ity
 

m
em

be
rs

 . M
os

t m
em

be
rs

 
ar

e 
no

m
in

at
ed

 b
y 

th
e 

N
SW

 
M

in
is

te
r f

or
 H

ea
lth

 a
nd

 
ap

po
in

te
d 

by
 th

e 
G

ov
er

no
r 

of
 N

SW
 .”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

W
hi

le
 g

en
er

al
 c

on
fid

en
tia

lit
y 

is
 a

ss
ur

ed
, t

he
 A

ut
ho

rit
y 

no
te

s 
th

at
 th

e 
id

en
tit

y 
of

 th
e 

co
m

pl
ai

na
nt

 is
 in

 m
os

t c
as

es
 

pr
ov

id
ed

 to
 th

e 
pr

ac
tit

io
ne

r 
be

in
g 

co
m

pl
ai

ne
d 

ab
ou

t, 
as

 
it 

is
 n

ec
es

sa
ry

 fo
r t

he
m

 to
 

pr
ov

id
e 

a 
re

sp
on

se
 to

 th
e 

co
m

pl
ai

nt
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 c
le

ar
; h

ow
ev

er
 if

 
a 

co
m

pl
ai

nt
 re

su
lts

 in
 

di
sc

ip
lin

ar
y 

ac
tio

n 
su

ch
 a

s 
su

sp
en

si
on

 o
r c

an
ce

lla
tio

n 
of

 re
gi

st
ra

tio
n 

th
en

 it
 is

 li
ke

ly
 

th
at

 s
uc

h 
ac

tio
n 

w
ou

ld
 b

e 
m

ad
e 

pu
bl

ic
 o

n 
th

e 
H

C
C

C
 

w
eb

si
te

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

ot
 s

pe
ci

fie
d.



308 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

So
ci

al
 

Se
rv

ic
es

N
SW

 D
ep

ar
tm

en
t o

f 
Fa

m
ily

 &
 C

om
m

un
ity

 
Se

rv
ic

es
 

N
O

W
 C

A
LL

ED
:

N
SW

 D
ep

ar
tm

en
t o

f 
C

om
m

un
iti

es
 &

 J
us

tic
e

N
ot

e 
– 

ha
s 

se
pa

ra
te

 
co

m
pl

ai
nt

s 
co

nt
ac

ts
 fo

r 
ea

ch
 s

er
vi

ce
 s

ec
to

r (
e .

g .
 

Yo
ut

h 
Ju

st
ic

e,
 C

hi
ld

 
Pr

ot
ec

tio
n,

 B
oa

rd
in

g 
H

ou
se

s 
et

c,
), 

as
 w

el
l a

s 
a 

m
or

e 
ge

ne
ra

l c
om

pl
ai

nt
s 

pr
oc

es
s .

 T
he

 in
fo

rm
at

io
n 

in
 th

is
 ta

bl
e 

re
la

te
s 

to
 

th
e 

ge
ne

ra
l c

om
pl

ai
nt

s 
pr

oc
es

s .

W
ho

 c
an

 c
om

pl
ai

n?
N

ot
 s

pe
ci

fie
d;

 b
ut

 
ap

pe
ar

s 
to

 b
e 

ai
m

ed
 

at
 a

ny
on

e 
re

ce
iv

in
g 

a 
se

rv
ic

e 
fro

m
 F

AC
S 

or
 a

n 
or

ga
ni

sa
tio

n 
fu

nd
ed

 b
y 

FA
C

S .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
D

oe
s 

no
t m

en
tio

n 
vi

ol
en

ce
 . C

om
pl

ai
nt

s 
ar

e 
as

su
m

ed
 to

 b
e 

ab
ou

t:
• 

th
e 

qu
al

ity
 o

f a
 

se
rv

ic
e 

re
ce

iv
ed

• 
th

e 
co

nd
uc

t o
f s

ta
ff

• 
a 

de
ci

si
on

 m
ad

e 
by

 
th

e 
D

ep
ar

tm
en

t
• 

a 
D

ep
ar

tm
en

t p
ol

ic
y 

or
 p

ro
ce

du
re

Th
e 

D
ep

ar
tm

en
t d

oe
s 

no
t h

an
dl

e 
co

m
pl

ai
nt

s 
th

at
 in

vo
lv

e 
re

vi
ew

in
g 

a 
de

ci
si

on
 o

f a
 c

ou
rt 

or
 

tri
bu

na
l .

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

ex
pe

ct
ed

 to
 in

cl
ud

e 
th

e 
fo

llo
w

in
g 

in
fo

rm
at

io
n 

in
 

th
ei

r c
om

pl
ai

nt
:

• 
“w

hi
ch

 p
er

so
n,

 
ag

en
cy

 o
r a

re
a 

of
 

th
e 

D
ep

ar
tm

en
t 

ha
s 

ca
us

ed
 [t

he
m

] 
co

nc
er

n

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 v
ia

 
ph

on
e,

 m
ai

l, 
em

ai
l, 

in
 p

er
so

n 
or

 
on

lin
e .

C
om

pl
ai

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 
be

 s
ub

m
itt

ed
 to

 th
e 

re
le

va
nt

 
fro

nt
lin

e 
st

aff
 m

em
be

r i
n 

th
e 

fir
st

 in
st

an
ce

; f
ol

lo
w

ed
 b

y 
th

e 
re

le
va

nt
 b

us
in

es
s 

ar
ea

 w
ith

in
 

FA
C

S .
 E

ac
h 

bu
si

ne
ss

 a
re

a 
ha

s 
its

 o
w

n 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
po

lic
y .

 If
 a

 c
om

pl
ai

na
nt

 re
m

ai
ns

 
un

sa
tis

fie
d 

w
ith

 th
e 

bu
si

ne
ss

 
ar

ea
’s

 d
ec

is
io

n,
 th

ey
 c

an
 

es
ca

la
te

 th
e 

co
m

pl
ai

nt
 to

 F
AC

S .
Fo

rm
 o

f c
om

pl
ai

nt
C

on
fid

en
tia

l c
om

pl
ai

nt
s 

ar
e 

pe
rm

itt
ed

, h
ow

ev
er

 th
is

 m
ay

 
im

pa
ct

 th
e 

D
ep

ar
tm

en
t’s

 a
bi

lit
y 

to
 e

xa
m

in
e 

or
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 fu
lly

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
If 

al
so

 th
e 

co
m

pl
ai

na
nt

, t
he

y 
pr

ov
id

e 
in

fo
rm

at
io

n 
to

 F
AC

S 
an

d 
ar

e 
ke

pt
 u

p 
to

 d
at

e 
of

 a
ny

 
pr

og
re

ss
 .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

FA
C

S 
m

ay
 b

e 
th

e 
pe

rp
et

ra
to

r 
or

 fu
nd

 th
e 

se
rv

ic
e 

w
ho

 h
as

 
pe

rp
et

ra
te

d 
vi

ol
en

ce
 th

at
 is

 
th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

is
 is

 u
nc

le
ar

 . I
t a

pp
ea

rs
 to

 
be

 a
n 

in
ve

st
ig

at
iv

e 
pr

oc
es

s 
bu

t t
he

re
 a

re
 n

o 
de

ta
ils

 
pr

ov
id

ed
 a

s 
to

 h
ow

 th
is

 is
 

co
nd

uc
te

d .
Th

e 
D

ep
ar

tm
en

t 
ac

kn
ow

le
dg

es
 re

ce
ip

t 
of

 th
e 

co
m

pl
ai

nt
 w

ith
in

 
3 

bu
si

ne
ss

 d
ay

s,
 a

nd
 

pr
ov

id
es

 a
 re

sp
on

se
 w

ith
in

 
21

 b
us

in
es

s 
da

ys
, u

nl
es

s 
th

e 
m

at
te

r i
s 

co
m

pl
ex

 a
nd

 
re

qu
ire

s 
a 

lo
ng

er
 p

er
io

d 
of

 
in

ve
st

ig
at

io
n .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
If 

th
e 

co
m

pl
ai

nt
 is

 ju
st

ifi
ed

, 
th

e 
D

ep
ar

tm
en

t m
ay

:
• 

re
ct

ify
 th

e 
m

is
ta

ke
• 

pr
ov

id
e 

an
 a

po
lo

gy
• 

pr
ov

id
e 

fu
rth

er
 

ex
pl

an
at

io
n 

of
 a

 d
ec

is
io

n 
th

at
 h

as
 b

ee
n 

m
ad

e
• 

pr
om

is
e 

to
 im

pr
ov

e 
its

 
po

lic
ie

s,
 p

ro
ce

du
re

s 
or

 
sy

st
em

s .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 c

le
ar

 .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

a 
co

m
pl

ai
na

nt
 is

 
un

sa
tis

fie
d 

w
ith

 th
e 

re
sp

on
se

 

https://www.dcj.nsw.gov.au/contact-us/feedback-complaints
https://www.dcj.nsw.gov.au/contact-us/feedback-complaints
https://www.dcj.nsw.gov.au/contact-us/feedback-complaints
https://www.dcj.nsw.gov.au/contact-us/feedback-complaints
https://www.dcj.nsw.gov.au/contact-us/feedback-complaints


309Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
th

e 
re

le
va

nt
 d

at
e,

 
lo

ca
tio

n 
an

d 
ca

se
 

re
fe

re
nc

e 
nu

m
be

r, 
if 

[th
ey

] h
av

e 
th

em
• 

w
ha

t [
th

ey
] w

ou
ld

 
lik

e 
[F

AC
S]

 to
 d

o 
to

 re
so

lv
e 

[th
ei

r] 
co

m
pl

ai
nt

• 
[th

ei
r] 

co
nt

ac
t d

et
ai

ls
; 

na
m

e,
 p

os
ta

l a
dd

re
ss

 
an

d 
co

nt
ac

t t
el

ep
ho

ne
 

nu
m

be
rs

• 
if 

[th
ey

] w
ou

ld
 li

ke
 

[th
ei

r] 
co

m
pl

ai
nt

 
to

 b
e 

ha
nd

le
d 

co
nfi

de
nt

ia
lly

.”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

o .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

th
ey

 re
ce

iv
e,

 th
ey

 c
an

 
re

qu
es

t a
n 

in
te

rn
al

 re
vi

ew
 

in
 w

rit
in

g,
 d

ire
ct

ed
 to

 th
e 

re
le

va
nt

 b
us

in
es

s 
ar

ea
 th

at
 

ha
nd

le
d 

th
ei

r c
om

pl
ai

nt
 . A

 
m

or
e 

se
ni

or
 s

ta
ff 

m
em

be
r 

w
ill 

co
ns

id
er

 th
ei

r c
om

pl
ai

nt
 

an
d 

de
ci

de
 if

 it
 w

as
 h

an
dl

ed
 

fa
irl

y 
an

d 
re

as
on

ab
ly .

If 
a 

co
m

pl
ai

na
nt

 re
m

ai
ns

 
un

sa
tis

fie
d 

af
te

r t
hi

s 
pr

oc
es

s,
 th

ey
 m

ay
 ta

ke
 

th
ei

r c
om

pl
ai

nt
 to

 th
e 

N
SW

 
O

m
bu

ds
m

an
 fo

r a
n 

ex
te

rn
al

 
re

vi
ew

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

D
ep

ar
tm

en
t n

ot
es

 th
at

 
it 

ca
nn

ot
 re

vi
ew

 a
 d

ec
is

io
n 

m
ad

e 
by

 a
 c

ou
rt 

or
 tr

ib
un

al
 .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

D
ep

ar
tm

en
t i

s 
bo

un
d 

by
 

re
le

va
nt

 P
riv

ac
y 

la
w

s 
w

he
n 

ha
nd

lin
g 

co
m

pl
ai

nt
s .

 It
 s

ta
te

s 
th

at
 it

 m
ay

 b
e 

ne
ce

ss
ar

y 
to

 s
ee

k 
in

fo
rm

at
io

n 
fro

m
 

re
le

va
nt

 s
ta

ff 
m

em
be

rs
 

w
ith

in
 F

AC
S 

in
 th

e 
co

ur
se

 
of

 th
ei

r i
nv

es
tig

at
io

n 
of

 
th

e 
co

m
pl

ai
nt

; h
ow

ev
er

 
co

m
pl

ai
na

nt
s 

ca
n 

re
qu

es
t 

th
ei

r c
om

pl
ai

nt
 is

 h
an

dl
ed

 
co

nfi
de

nt
ia

lly
 in

st
ea

d.



310 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fro
m

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

FA
C

S 
co

m
pl

ai
nt

s 
po

lic
y 

st
at

es
 th

at
: 

“T
he

 C
en

tra
l C

om
pl

ai
nt

s 
M

an
ag

em
en

t R
ep

or
tin

g 
fu

nc
tio

n 
w

ith
in

 F
AC

S 
ai

m
s 

to
:

• 
an

al
ys

e 
al

l c
om

pl
ai

nt
s 

da
ta

 a
cr

os
s 

th
e 

cl
us

te
r

• 
en

su
re

 c
om

pl
ia

nc
e 

w
ith

 
th

is
 P

ol
ic

y,
• 

lo
ok

 fo
r o

pp
or

tu
ni

tie
s 

to
 

le
ar

n 
fro

m
 c

om
pl

ai
nt

s,
 

an
d

• 
pr

ov
id

e 
re

po
rts

 o
n 

co
m

pl
ai

nt
s 

an
d 

fe
ed

ba
ck

 
tre

nd
s 

an
d 

in
si

gh
ts

 
th

at
 w

ill 
he

lp
 in

fo
rm

 
im

pr
ov

em
en

ts
 in

 s
er

vi
ce

s 
an

d 
bu

si
ne

ss
 p

ro
ce

ss
es

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rti

cu
la

r g
ro

up
s?

Th
e 

D
ep

ar
tm

en
t’s

 w
eb

si
te

 
st

at
es

 th
at

 p
eo

pl
e 

w
ith

 
di

sa
bi

lit
y,

 o
r t

ho
se

 w
ho

 d
o 

no
t u

nd
er

st
an

d 
En

gl
is

h 
w

el
l, 

ca
n 

re
qu

es
t a

ss
is

ta
nc

e 
w

he
n 

m
ak

in
g 

th
ei

r c
om

pl
ai

nt
 .



311Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

O
m

bu
ds

m
an

 N
SW

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 c
an

 c
om

pl
ai

n .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
H

an
dl

e 
co

m
pl

ai
nt

s 
ab

ou
t N

SW
 g

ov
er

nm
en

t 
ag

en
ci

es
, s

ta
tu

to
ry

 
bo

di
es

, s
ta

te
-o

w
ne

d 
co

rp
or

at
io

ns
, u

ni
ve

rs
iti

es
, 

lo
ca

l c
ou

nc
ils

, c
us

to
di

al
 

se
rv

ic
es

, c
om

m
un

ity
 

se
rv

ic
e 

pr
ov

id
er

s 
an

d 
pu

bl
ic

 in
te

re
st

 
di

sc
lo

su
re

s .
Th

e 
fo

llo
w

in
g 

co
nd

uc
t i

s 
ex

cl
ud

ed
 

fro
m

 O
m

bu
ds

m
an

 
in

ve
st

ig
at

io
ns

:
• 

“th
e 

go
ve

rn
or

, 
pa

rli
am

en
t, 

m
in

is
te

rs
 

an
d 

M
em

be
rs

 o
f 

Pa
rli

am
en

t
• 

N
SW

 P
ol

ic
e 

Fo
rc

e 
or

 a
 m

em
be

r o
f t

he
 

N
SW

 P
ol

ic
e 

Fo
rc

e
• 

in
di

vi
du

al
 

em
pl

oy
m

en
t r

el
at

ed
 

is
su

es
• 

co
ur

ts
 o

r c
ou

rt 
lik

e 
bo

di
es

• 
tru

st
s 

an
d 

in
ve

st
m

en
t 

fu
nd

s
• 

le
ga

l a
dv

is
or

s 
ac

tin
g 

fo
r p

ub
lic

 a
ut

ho
rit

ie
s

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
us

in
g 

an
 o

nl
in

e 
co

m
pl

ai
nt

 fo
rm

; 
or

 c
om

pl
ai

na
nt

s 
ca

n 
ca

ll 
th

e 
O

m
bu

ds
m

an
’s

 p
ho

ne
 li

ne
 fo

r 
as

si
st

an
ce

 .
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 p

ro
vi

de
 th

e 
fo

llo
w

in
g 

in
fo

rm
at

io
n:

• 
th

ei
r c

on
ta

ct
 d

et
ai

ls
• 

an
 e

xp
la

na
tio

n 
of

 th
ei

r 
co

m
pl

ai
nt

 a
nd

 th
ei

r 
pr

op
os

ed
 re

so
lu

tio
n

• 
an

y 
co

rre
sp

on
de

nc
e 

be
tw

ee
n 

th
e 

co
m

pl
ai

na
nt

 
an

d 
th

e 
re

le
va

nt
 a

ge
nc

y 
w

hi
ch

 is
 th

e 
su

bj
ec

t o
f t

he
 

co
m

pl
ai

nt
• 

an
y 

ot
he

r e
vi

de
nc

e 
th

e 
co

m
pl

ai
na

nt
 b

el
ie

ve
s 

is
 

re
le

va
nt

 in
 s

up
po

rt 
of

 th
ei

r 
co

m
pl

ai
nt

 .
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ca

n 
be

 a
no

ny
m

ou
s,

 
bu

t t
hi

s 
m

ay
 im

pe
de

 th
e 

in
ve

st
ig

at
io

n .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
Pr

ov
id

es
 in

fo
rm

at
io

n 
ab

ou
t a

 
co

m
pl

ai
nt

; i
s 

in
fo

rm
ed

 o
f t

he
 

ou
tc

om
e 

af
te

r a
n 

in
ve

st
ig

at
io

n .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

La
w

ye
rs

 a
nd

 a
dv

oc
at

es
 c

an
 

lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 a

 
vi

ct
im

-s
ur

vi
vo

r .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

An
 in

iti
al

 a
ss

es
sm

en
t o

f t
he

 
co

m
pl

ai
nt

 is
 c

on
du

ct
ed

, t
o 

de
ci

de
 w

ha
t a

ct
io

n,
 if

 a
ny

, i
s 

re
qu

ire
d .

 
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

e 
O

m
bu

ds
m

an
 m

ay
 m

ak
e 

pr
el

im
in

ar
y 

in
qu

iri
es

 w
ith

 
th

e 
ag

en
cy

 s
ub

je
ct

 to
 th

e 
co

m
pl

ai
nt

, a
nd

 a
tte

m
pt

 to
 

se
ek

 a
 s

ol
ut

io
n 

fro
m

 th
em

 . 
If 

th
is

 is
 u

ns
uc

ce
ss

fu
l, 

th
ey

 m
ay

 is
su

e 
fe

ed
ba

ck
 

to
 th

e 
ag

en
cy

 to
 ta

ke
 

ce
rta

in
 a

ct
io

n 
th

at
 w

ill 
– 

in
 

th
e 

O
m

bu
ds

m
an

’s
 v

ie
w

 
– 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 . 

In
 s

om
e 

ca
se

s,
 th

ey
 m

ay
 

ch
oo

se
 to

 la
un

ch
 a

n 
in

ve
st

ig
at

io
n .

An
 O

m
bu

ds
m

an
 

in
ve

st
ig

at
io

n 
co

ns
is

ts
 o

f t
he

 
fo

llo
w

in
g 

st
ep

s:
• 

N
ot

ic
e 

of
 in

ve
st

ig
at

io
n 

gi
ve

n 
(s

et
s 

ou
t w

ha
t 

is
 b

ei
ng

 in
ve

st
ig

at
ed

; 
pr

ov
id

es
 d

et
ai

ls
 o

f 
co

nt
ac

t o
ffi

ce
r)

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
If 

a 
co

m
pl

ai
nt

 d
oe

s 
no

t 
pr

oc
ee

d 
to

 a
n 

in
ve

st
ig

at
io

n,
 

th
e 

co
m

pl
ai

nt
 m

ay
 b

e 
re

so
lv

ed
 b

y 
th

e 
re

le
va

nt
 

ag
en

cy
 a

gr
ee

in
g 

to
 ta

ke
 

ce
rta

in
 a

ct
io

n 
as

 re
qu

es
te

d 
by

 e
ith

er
 th

e 
co

m
pl

ai
na

nt
 o

r 
th

e 
O

m
bu

ds
m

an
 (o

r b
ot

h)
 .

If 
an

 in
ve

st
ig

at
io

n 
is

 
co

nd
uc

te
d,

 th
e 

O
m

bu
ds

m
an

 
m

ay
 m

ak
e 

a 
re

po
rt 

re
co

m
m

en
di

ng
 th

at
:

• 
“th

e 
ag

en
cy

 s
ho

ul
d 

re
co

ns
id

er
 o

r c
ha

ng
e 

th
ei

r a
ct

io
n 

or
 d

ec
is

io
n

• 
a 

la
w,

 ru
le

 o
r p

ro
ce

du
re

 
sh

ou
ld

 b
e 

ch
an

ge
d

• 
th

e 
ag

en
cy

 s
ho

ul
d 

ta
ke

 
ap

pr
op

ria
te

 a
ct

io
n 

su
ch

 
as

 p
ay

 c
om

pe
ns

at
io

n 
fo

r fi
na

nc
ia

l l
os

s 
or

, i
n 

se
rio

us
 c

as
es

, i
ni

tia
te

 
cr

im
in

al
 p

ro
ce

ed
in

gs
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Se

e 
ab

ov
e .

 A
ls

o,
 th

e 
O

m
bu

ds
m

an
 s

tra
te

gi
ca

lly
 

pr
io

rit
is

es
 c

om
pl

ai
nt

s 
w

he
re

 
th

ey
 b

el
ie

ve
 th

e 
re

so
lu

tio
n 

pr
oc

es
s 

ca
n 

le
ad

 to
 s

ys
te

m
ic

 
ch

an
ge

 .

https://www.ombo.nsw.gov.au/complaints


312 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
IC

AC
, L

aw
 E

nf
or

ce
m

en
t 

C
on

du
ct

 C
om

m
is

si
on

, 
C

as
in

o 
C

on
tro

l 
Au

th
or

ity
, L

eg
al

 S
er

vi
ce

s 
C

om
m

is
si

on
er

• 
ro

ya
l c

om
m

is
si

on
s”

Th
e 

O
m

bu
ds

m
an

 a
ls

o 
ha

s 
sp

ec
ifi

c 
fu

nc
tio

ns
 re

la
tin

g 
to

:
• 

“th
e 

ca
us

es
 a

nd
 p

at
te

rn
s 

of
 d

ea
th

s 
of

 c
hi

ld
re

n 
an

d 
pe

op
le

 w
ith

 d
is

ab
ilit

ie
s 

in
 

ca
re

• 
de

ci
si

on
s 

m
ad

e 
by

 p
ub

lic
 

se
ct

or
 a

ge
nc

ie
s

• 
pu

bl
ic

 in
te

re
st

 d
is

cl
os

ur
es

• 
m

on
ito

rin
g 

an
d 

as
se

ss
in

g 
de

si
gn

at
ed

 A
bo

rig
in

al
 

pr
og

ra
m

s”
Li

m
ita

tio
n 

pe
rio

ds
N

on
e .

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 p

ro
vi

de
 d

et
ai

ls
 a

bo
ut

 
th

ei
r c

om
pl

ai
nt

 to
 a

ss
is

t t
he

 
as

se
ss

m
en

t p
ro

ce
ss

, i
nc

lu
di

ng
:

• 
“W

ha
t h

ap
pe

ne
d?

 W
he

re
 

di
d 

th
e 

ev
en

ts
 ta

ke
 p

la
ce

? 
W

he
n 

(ti
m

e 
an

d 
da

te
)?

 W
ho

 
w

as
 in

vo
lv

ed
?

• 
W

er
e 

th
er

e 
an

y 
w

itn
es

se
s 

to
 th

es
e 

ev
en

ts
? 

H
av

e 
yo

u 
in

cl
ud

ed
 th

ei
r d

et
ai

ls
?

• 
D

o 
yo

u 
ha

ve
 a

ny
 

co
rre

sp
on

de
nc

e 
or

 
do

cu
m

en
ts

 (e
 .g

 . m
ed

ic
al

 
ev

id
en

ce
, p

ho
to

gr
ap

hs
) t

ha
t 

m
ay

 b
e 

re
le

va
nt

? 
If 

so
, y

ou
 

sh
ou

ld
 s

en
d 

a 
co

py
 w

ith
 

yo
ur

 c
om

pl
ai

nt
 .

• 
Ev

id
en

ce
 g

at
he

rin
g 

 
(a

ge
nc

y 
re

qu
ire

d 
to

 
pr

ov
id

e 
in

fo
rm

at
io

n 
an

d 
do

cu
m

en
ts

; s
ta

ff 
m

ay
 b

e 
in

te
rv

ie
w

ed
; 

om
bu

ds
m

an
 m

ay
 v

is
it 

ag
en

cy
 p

re
m

is
es

 a
nd

 
in

sp
ec

t d
oc

um
en

ts
; m

ay
 

co
nd

uc
t f

or
m

al
 h

ea
rin

gs
 

us
in

g 
R

oy
al

 C
om

m
is

si
on

 
po

w
er

s)
• 

An
al

ys
is

, c
on

su
lta

tio
n 

an
d 

re
po

rti
ng

 (a
na

ly
se

 
ev

id
en

ce
; p

ro
vi

de
 

pr
ov

is
io

na
l fi

nd
in

gs
 a

nd
 

re
co

m
m

en
da

tio
ns

 g
iv

en
 

to
 a

ge
nc

y 
fo

r c
om

m
en

t; 
m

ay
 m

ee
t t

o 
di

sc
us

s 
th

es
e;

 a
 d

ra
ft 

re
po

rt 
of

 th
e 

in
ve

st
ig

at
io

n 
is

 p
re

pa
re

d 
an

d 
se

nt
 to

 a
ge

nc
y’

s 
M

in
is

te
r f

or
 c

on
su

lta
tio

n;
 

fin
al

 re
po

rt 
pr

ep
ar

ed
 

an
d 

gi
ve

n 
to

 M
in

is
te

r, 
ag

en
cy

 a
nd

 c
om

pl
ai

na
nt

; 
O

m
bu

ds
m

an
 m

ay
 m

ak
e 

re
po

rt 
pu

bl
ic

 b
y 

ta
bl

in
g 

in
 

Pa
rli

am
en

t) .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

it 
ap

pe
ar

s 
th

at
 th

ey
 p

ro
vi

de
 

in
iti

al
 in

fo
rm

at
io

n/
ev

id
en

ce
 

to
 th

e 
O

m
bu

ds
m

an
 w

ho
 

th
en

 n
eg

ot
ia

te
s 

a 
re

so
lu

tio
n .

 
W

hi
le

 th
e 

co
m

pl
ai

na
nt

 
m

ay
 s

ug
ge

st
 a

 p
re

fe
rre

d 
re

so
lu

tio
n,

 th
e 

O
m

bu
ds

m
an

 
ul

tim
at

el
y 

de
ci

de
s 

w
he

th
er

 
th

e 
ag

en
cy

’s
 a

ct
io

ns
, a

re
 

sa
tis

fa
ct

or
y 

“in
 th

ei
r v

ie
w

” t
o 

ad
dr

es
s 

th
e 

co
m

pl
ai

nt
 .

Se
e 

its
 C

om
pl

ai
nt

s 
As

se
ss

m
en

t C
rit

er
ia

 .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

O
m

bu
ds

m
an

 m
on

ito
rs

 
co

m
pl

ia
nc

e 
w

ith
 th

ei
r 

re
co

m
m

en
da

tio
ns

 . A
ge

nc
ie

s 
ar

e 
re

qu
ire

d 
to

 p
ro

vi
de

 
ev

id
en

ce
 o

f a
ny

 a
ct

io
n 

ta
ke

n 
to

w
ar

ds
 im

pl
em

en
tin

g 
th

e 
re

co
m

m
en

da
tio

ns
, a

nd
 th

e 
O

m
bu

ds
m

an
 c

an
 m

ak
e 

a 
re

po
rt 

to
 p

ar
lia

m
en

t i
f t

he
y 

do
 n

ot
 fo

llo
w

 th
ro

ug
h 

on
 th

is
 

co
m

m
itm

en
t .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

H
as

 R
oy

al
 C

om
m

is
si

on
 

po
w

er
s 

to
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s .
 It

 c
an

no
t f

or
ce

 
an

y 
ag

en
cy

 to
 c

om
pl

y 
w

ith
 

its
 re

co
m

m
en

da
tio

ns
, b

ut
 

st
at

es
 th

at
 “m

os
t a

ge
nc

ie
s 

do
 .” 

Th
ey

 c
an

 m
ak

e 
a 

re
po

rt 
to

 p
ar

lia
m

en
t w

he
re

 it
 is

 in
 

th
e 

pu
bl

ic
 in

te
re

st
 to

 d
o 

so
 .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
Se

e 
its

 C
om

pl
ai

nt
s 

As
se

ss
m

en
t C

rit
er

ia
 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
O

m
bu

ds
m

an
 m

on
ito

rs
 

co
m

pl
ia

nc
e 

w
ith

 th
ei

r 
re

co
m

m
en

da
tio

ns
 . 

https://www.ombo.nsw.gov.au/what-we-do/our-work/community-services/reviewable-deaths
https://www.ombo.nsw.gov.au/what-we-do/our-work/community-services/reviewable-deaths
https://www.ombo.nsw.gov.au/what-we-do/our-work/community-services/reviewable-deaths
https://www.ombo.nsw.gov.au/what-we-do/our-work/state-government
https://www.ombo.nsw.gov.au/what-we-do/our-work/state-government
https://www.ombo.nsw.gov.au/what-we-do/our-work/public-interest-disclosures
https://www.ombo.nsw.gov.au/what-we-do/Information-and-resources-for-Aboriginal-communities/our-work-with-Aboriginal-communities
https://www.ombo.nsw.gov.au/what-we-do/Information-and-resources-for-Aboriginal-communities/our-work-with-Aboriginal-communities
https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria
https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria
https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria
https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria


313Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
H

av
e 

yo
u 

al
re

ad
y 

ta
ke

n 
an

y 
ac

tio
n 

to
 tr

y 
to

 re
so

lv
e 

yo
ur

 
co

m
pl

ai
nt

?
• 

W
ha

t d
o 

yo
u 

th
in

k 
w

ou
ld

 
re

so
lv

e 
yo

ur
 c

om
pl

ai
nt

?”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 a

nd
 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

C
om

pl
ai

na
nt

s 
ca

n 
ha

ve
 a

no
th

er
 

pe
rs

on
 –

 s
uc

h 
as

 a
 re

la
tiv

e,
 

fri
en

d,
 a

dv
oc

at
e,

 s
ol

ic
ito

r o
r 

w
el

fa
re

 w
or

ke
r –

 c
om

pl
ai

n 
on

 
th

ei
r b

eh
al

f . 
W

rit
te

n 
co

ns
en

t f
or

 
th

is
 is

 p
re

fe
ra

bl
e,

 a
nd

 re
qu

ire
d 

“in
 c

er
ta

in
 c

irc
um

st
an

ce
s”

 
(w

hi
ch

 a
re

 n
ot

 s
pe

ci
fie

d)
.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
o .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
R

es
po

nd
s 

to
 th

e 
in

iti
al

 
co

m
pl

ai
nt

 a
nd

 re
ce

iv
es

 
fe

ed
ba

ck
 a

s 
to

 h
ow

 th
ey

 
sh

ou
ld

 re
so

lv
e 

it .
 M

ay
 b

e 
th

e 
su

bj
ec

t o
f a

n 
in

ve
st

ig
at

io
n .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
A 

co
m

pl
ai

na
nt

 c
an

 re
qu

es
t 

an
 in

te
rn

al
 re

vi
ew

 o
f t

he
 

de
ci

si
on

, b
y 

su
bm

itt
in

g 
a 

re
qu

es
t f

or
 a

 re
vi

ew
 to

 th
ei

r 
or

ig
in

al
 c

as
e 

offi
ce

r o
r t

ha
t 

offi
ce

r’s
 s

up
er

vi
so

r. 
Th

e 
re

vi
ew

 w
ill 

be
 c

on
du

ct
ed

 
by

 s
om

eo
ne

 o
th

er
 th

an
 th

e 
or

ig
in

al
 d

ec
is

io
n 

m
ak

er
 . A

fte
r 

a 
re

vi
ew

, t
he

 O
m

bu
ds

m
an

 
m

ay
 d

o 
th

e 
fo

llo
w

in
g:

• 
“ta

ke
 a

ct
io

n 
to

 fi
x 

th
e 

m
at

te
r o

r i
m

pr
ov

e 
th

e 
si

tu
at

io
n

• 
ap

ol
og

is
e

• 
gi

ve
 th

e 
pe

rs
on

 m
ak

in
g 

a 
co

m
pl

ai
nt

 fu
rth

er
 

in
fo

rm
at

io
n 

or
 a

n 
ex

pl
an

at
io

n
• 

ga
th

er
in

g 
in

fo
rm

at
io

n 
fro

m
 th

e 
st

aff
 m

em
be

r o
r 

ar
ea

 th
at

 th
e 

co
m

pl
ai

nt
 

is
 a

bo
ut

• 
un

de
rta

ke
 to

 re
vi

ew
 a

 
pr

ac
tic

e,
 p

ol
ic

y 
or

 
pr

oc
ed

ur
e 

as
 a

 re
su

lt 
of

 a
 

co
m

pl
ai

nt
• 

in
ve

st
ig

at
e 

th
e 

co
m

pl
ai

nt
 .”



314 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

O
m

bu
ds

m
an

 s
ta

te
s:

 
“It

 is
 il

le
ga

l t
o 

ta
ke

 a
ct

io
n 

ag
ai

ns
t s

om
eo

ne
 fo

r 
m

ak
in

g 
a 

co
m

pl
ai

nt
 to

 th
e 

O
m

bu
ds

m
an

 . I
f y

ou
 b

el
ie

ve
 

yo
u 

ha
ve

 b
ee

n 
vi

ct
im

is
ed

 
fo

r m
ak

in
g 

a 
co

m
pl

ai
nt

, t
el

l 
us

 . W
e 

ta
ke

 s
uc

h 
al

le
ga

tio
ns

 
ve

ry
 s

er
io

us
ly .

”
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

O
m

bu
ds

m
an

 s
ta

te
s:

 
“O

ur
 w

or
k 

is
 s

ub
je

ct
 to

 
st

ric
t p

riv
ac

y 
an

d 
se

cr
ec

y 
pr

ov
is

io
ns

 fo
un

d 
in

 th
e 

O
m

bu
ds

m
an

 A
ct

 (s
 1

7,
 

s 
31

AC
, s

 3
4 

an
d 

s 
35

) . 
Th

e 
Ac

t r
eq

ui
re

s 
us

 n
ot

 to
 

di
sc

lo
se

 a
ny

 in
fo

rm
at

io
n 

ob
ta

in
ed

 b
y 

ou
r s

ta
ff 

in
 th

e 
co

ur
se

 o
f o

ur
 w

or
k,

 u
nl

es
s 

th
e 

di
sc

lo
su

re
 is

 m
ad

e 
in

 
ce

rta
in

 s
pe

ci
fic

 a
nd

 li
m

ite
d 

ci
rc

um
st

an
ce

s .
”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

O
m

bu
ds

m
an

 s
ta

te
s:

 
“It

 is
 il

le
ga

l t
o 

ta
ke

 a
ct

io
n 

ag
ai

ns
t s

om
eo

ne
 fo

r 
m

ak
in

g 
a 

co
m

pl
ai

nt
 to

 th
e 

O
m

bu
ds

m
an

 . I
f y

ou
 b

el
ie

ve
 

yo
u 

ha
ve

 b
ee

n 
vi

ct
im

is
ed

 fo
r 

m
ak

in
g 

a 
co

m
pl

ai
nt

, t
el

l



315Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

us
 . W

e 
ta

ke
 s

uc
h 

al
le

ga
tio

ns
 

ve
ry

 s
er

io
us

ly .
”

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
O

m
bu

ds
m

an
 s

ta
te

s:
 

“O
ur

 w
or

k 
is

 s
ub

je
ct

 to
 

st
ric

t p
riv

ac
y 

an
d 

se
cr

ec
y 

pr
ov

is
io

ns
 fo

un
d 

in
 th

e 
O

m
bu

ds
m

an
 A

ct
 (s

 1
7,

 
s 

31
AC

, s
 3

4 
an

d 
s 

35
) . 

Th
e 

Ac
t r

eq
ui

re
s 

us
 n

ot
 to

 
di

sc
lo

se
 a

ny
 in

fo
rm

at
io

n 
ob

ta
in

ed
 b

y 
ou

r s
ta

ff 
in

 th
e 

co
ur

se
 o

f o
ur

 w
or

k,
 u

nl
es

s 
th

e 
di

sc
lo

su
re

 is
 m

ad
e 

in
 

ce
rta

in
 s

pe
ci

fic
 a

nd
 li

m
ite

d 
ci

rc
um

st
an

ce
s .

”
Fo

r e
xa

m
pl

e,
 h

as
 

in
fo

rm
at

io
n-

sh
ar

in
g 

M
O

U
s 

w
ith

 a
 n

um
be

r o
f o

th
er

 
st

at
ut

or
y 

bo
di

es
 a

nd
 

ag
en

ci
es

 .
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
“In

fo
rm

at
io

n 
re

la
tin

g 
to

 c
om

pl
ai

nt
 h

an
dl

in
g,

 
in

ve
st

ig
at

iv
e 

an
d 

re
po

rti
ng

 
fu

nc
tio

ns
 (i

nc
lu

di
ng

 a
ny

 s
uc

h 
fu

nc
tio

ns
 o

f t
he

 O
m

bu
ds

m
an

 
un

de
r t

he
 C

om
m

un
ity

 
Se

rv
ic

es
 (C

om
pl

ai
nt

s,
 

R
ev

ie
w

s 
an

d 
M

on
ito

rin
g)

 A
ct

 
19

93
) c

an
no

t b
e 

ac
ce

ss
ed

 
un

de
r t

he
 G

ov
er

nm
en

t 

https://legislation.nsw.gov.au/view/html/inforce/current/act-1993-002
https://legislation.nsw.gov.au/view/html/inforce/current/act-1993-002
https://legislation.nsw.gov.au/view/html/inforce/current/act-1993-002
https://legislation.nsw.gov.au/view/html/inforce/current/act-1993-002
http://www.legislation.nsw.gov.au/viewtop/inforce/act%2052%202009%20cd%200%20N


316 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

In
fo

rm
at

io
n 

(P
ub

lic
 A

cc
es

s)
 

Ac
t 2

00
9 

(G
IP

A 
Ac

t) .
 T

hi
s 

ki
nd

 o
f i

nf
or

m
at

io
n 

is
 re

fe
rre

d 
to

 a
s 

ex
cl

ud
ed

 in
fo

rm
at

io
n 

by
 th

e 
G

IP
A 

Ac
t .”

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
O

m
bu

ds
m

an
 c

an
 

m
ak

e 
re

po
rts

 to
 th

e 
N

SW
 

Pa
rli

am
en

t o
n 

is
su

es
 it

 
be

lie
ve

s 
po

lic
y 

an
d 

la
w

 
re

fo
rm

 is
 re

qu
ire

d .
 It

 a
ls

o 
us

es
 th

es
e 

C
om

pl
ai

nt
s 

As
se

ss
m

en
t C

rit
er

ia
 to

 
st

ra
te

gi
ca

lly
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
th

at
 m

ay
 u

nc
ov

er
 

sy
st

em
ic

 is
su

es
 w

hi
ch

 
re

qu
ire

 b
ro

ad
er

 p
ol

ic
y/

la
w

 
re

fo
rm

 .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
O

ffe
rs

 tr
an

sl
at

io
n 

an
d 

in
te

rp
re

tin
g 

se
rv

ic
es

, a
nd

 
th

e 
N

at
io

na
l R

el
ay

 S
er

vi
ce

 
fo

r p
eo

pl
e 

w
ho

 a
re

 d
ea

f 
or

 h
av

e 
he

ar
in

g 
or

 s
pe

ec
h 

im
pa

irm
en

ts
 .

https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria
https://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-government/complaint-assessment-criteria


317Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

A
nt

i-D
is

cr
im

in
at

io
n 

N
SW

W
ho

 c
an

 c
om

pl
ai

n?
Th

e 
fo

llo
w

in
g 

pe
op

le
 c

an
 

co
m

pl
ai

n:
• 

An
 in

di
vi

du
al

, o
r 

gr
ou

p 
of

 p
eo

pl
e,

 
w

ho
 h

av
e 

be
en

 
di

sc
rim

in
at

ed
 a

ga
in

st
, 

se
xu

al
ly

 h
ar

as
se

d,
 

vi
lifi

ed
 o

r v
ic

tim
is

ed
.

• 
A 

la
w

ye
r o

f 
or

ga
ni

sa
tio

n 
(e

 .g
 . 

a 
un

io
n)

 o
n 

be
ha

lf 
of

 a
 p

er
so

n 
w

ho
 

ha
s 

ex
pe

rie
nc

ed
 

di
sc

rim
in

at
io

n,
 

se
xu

al
 h

ar
as

sm
en

t, 
vi

lifi
ca

tio
n 

or
 

vi
ct

im
is

at
io

n .
• 

In
 c

er
ta

in
 

ci
rc

um
st

an
ce

s,
 a

 
pe

rs
on

 c
an

 c
om

pl
ai

n 
on

 b
eh

al
f o

f a
 c

hi
ld

 
or

 p
er

so
n 

w
ith

 a
 

di
sa

bi
lit

y 
if 

th
ey

 c
an

’t 
do

 th
is

 th
em

se
lv

es
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

H
an

dl
es

 c
om

pl
ai

nt
s 

re
la

te
d 

to
 d

is
cr

im
in

at
io

n,
 

se
xu

al
 h

ar
as

sm
en

t, 
vi

lifi
ca

tio
n 

or
 

vi
ct

im
is

at
io

n,
 c

ov
er

ed
 b

y 
th

e 
A

nt
i-D

is
cr

im
in

at
io

n 
A

ct
 1

97
7 .

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

in
 

w
rit

in
g 

vi
a 

em
ai

l o
r m

ai
l, 

or
 

m
ad

e 
in

 p
er

so
n 

at
 th

ei
r o

ffi
ce

.
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ar

e 
ke

pt
 

co
nfi

de
nt

ia
l, 

bu
t i

t i
s 

no
t c

le
ar

 
if 

th
ey

 a
cc

ep
t a

no
ny

m
ou

s 
co

m
pl

ai
nt

s .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r m
ay

 
ha

ve
 a

 re
pr

es
en

ta
tiv

e 
co

m
pl

ai
n 

on
 th

ei
r b

eh
al

f .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

La
w

ye
rs

 a
nd

 a
dv

oc
at

es
 m

ay
 

lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 a

 v
ic

tim
-s

ur
vi

vo
r, 

bu
t 

ge
ne

ra
lly

, c
om

pl
ai

na
nt

s 
m

us
t 

se
ek

 p
er

m
is

si
on

 fr
om

 th
e 

C
om

m
is

si
on

 to
 h

av
e 

la
w

ye
rs

 
pa

rti
ci

pa
te

 in
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s 
– 

sp
ec

ifi
ca

lly
, t

he
 

co
nc

ilia
tio

n 
pr

oc
es

s .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Th
e 

C
om

m
is

si
on

 is
 a

n 
in

de
pe

nd
en

t b
od

y;
 it

 c
an

no
t 

ta
ke

 s
id

es
 o

r p
ro

vi
de

 le
ga

l 
ad

vi
ce

 to
 e

ith
er

 p
ar

ty
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

C
om

m
is

si
on

 s
ee

ks
 to

 
he

lp
 re

so
lv

e 
co

m
pl

ai
nt

s 
be

tw
ee

n 
th

e 
co

m
pl

ai
na

nt
s 

an
d 

re
sp

on
de

nt
s .

 If
 th

e 
al

le
ga

tio
ns

 m
ad

e 
by

 th
e 

co
m

pl
ai

na
nt

 a
pp

ea
r t

o 
be

 
co

ve
re

d 
by

 th
e 

re
le

va
nt

 
Ac

t, 
th

ey
 w

ill 
“c

on
du

ct
 a

n 
im

pa
rti

al
 a

nd
 c

on
fid

en
tia

l 
in

ve
st

ig
at

io
n .

”
Th

e 
m

ai
n 

av
en

ue
 fo

r 
re

so
lv

in
g 

co
m

pl
ai

nt
s 

is
 

th
ro

ug
h 

a 
co

nc
ilia

tio
n 

co
nf

er
en

ce
, w

he
re

 th
e 

tw
o 

pa
rti

es
 ta

lk
 a

bo
ut

 th
e 

is
su

e 
an

d 
ai

m
 to

 re
so

lv
e 

it 
w

ith
 th

e 
as

si
st

an
ce

 o
f a

 C
on

ci
lia

tio
n 

O
ffi

ce
r. 

“T
he

 a
im

s 
of

 a
 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 a
re

:
• 

to
 a

llo
w

 b
ot

h 
si

de
s 

to
 

di
sc

us
s 

th
e 

al
le

ge
d 

di
sc

rim
in

at
io

n 
an

d 
th

e 
is

su
es

 a
ro

un
d 

it

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d;

 w
ill 

de
pe

nd
 o

n 
th

e 
in

di
vi

du
al

 c
irc

um
st

an
ce

s 
of

 e
ac

h 
co

m
pl

ai
nt

 .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
 .

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

C
om

m
is

si
on

 d
oe

s 
no

t 
m

ak
e 

de
te

rm
in

at
io

ns
 a

bo
ut

 
w

he
th

er
 d

is
cr

im
in

at
io

n 
ha

s 
oc

cu
rre

d;
 it

 ra
th

er
 

tri
es

 to
 fa

ci
lit

at
e 

a 
re

so
lu

tio
n 

be
tw

ee
n 

th
e 

tw
o 

pa
rti

es
 in

vo
lv

ed
, w

he
re

 
di

sc
rim

in
at

io
n 

m
ay

 h
av

e 
oc

cu
rre

d .
 It

 c
an

no
t c

om
pe

l 
pa

rti
es

 to
 c

on
ci

lia
te

, h
ow

ev
er

 
pa

rti
es

 w
ho

 re
fu

se
 to

 
pa

rti
ci

pa
te

 c
an

 b
e 

fin
ed

 b
y 

th
e 

co
ur

ts
 .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

C
om

m
is

si
on

 d
oe

s 
no

t 
ha

ve
 a

ny
 p

ow
er

s 
to

 im
po

se
 

pe
na

lti
es

 o
r m

ak
e 

or
de

rs
 to

 
re

so
lv

e 
a 

co
m

pl
ai

nt
 . 

https://antidiscrimination.nsw.gov.au/
https://antidiscrimination.nsw.gov.au/


318 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

Th
ey

 a
cc

ep
t c

om
pl

ai
nt

s 
fro

m
 a

 p
ar

en
t, 

gu
ar

di
an

 
or

 c
ar

er
, o

r o
rg

an
is

at
io

ns
 

su
ch

 a
s 

un
io

ns
 a

nd
 o

th
er

 
re

pr
es

en
ta

tiv
e 

bo
di

es
, 

on
 b

eh
al

f o
f a

 v
ic

tim
-

su
rv

iv
or

 .
A 

pe
rs

on
 w

ith
 a

 d
is

ab
ilit

y 
is

 e
nc

ou
ra

ge
d 

to
 c

on
ta

ct
 

An
ti-

D
is

cr
im

in
at

io
n 

N
SW

 
vi

a 
ph

on
e 

or
 e

m
ai

l t
o 

di
sc

us
s 

so
m

eb
od

y 
el

se
 

m
ak

in
g 

a 
co

m
pl

ai
nt

 o
n 

th
ei

r b
eh

al
f .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d,
 b

ut
 it

 
ap

pe
ar

s 
no

t .

• 
to

 a
tte

m
pt

 to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

• 
to

 e
du

ca
te

 b
ot

h 
si

de
s 

ab
ou

t t
he

ir 
rig

ht
s 

an
d 

re
sp

on
si

bi
lit

ie
s 

un
de

r 
an

ti-
di

sc
rim

in
at

io
n 

la
w

• 
to

 ra
is

e 
aw

ar
en

es
s 

so
 th

at
 re

sp
on

de
nt

s 
kn

ow
 h

ow
 to

 p
re

ve
nt

 
di

sc
rim

in
at

io
n 

in
 th

e 
fu

tu
re

 .”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 a
re

 e
xp

ec
te

d 
to

 
pa

rti
ci

pa
te

 in
 th

e 
co

nc
ilia

tio
n 

pr
oc

es
s .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

ey
 a

re
 re

fe
rre

d 
to

 a
s 

th
e 

“re
sp

on
de

nt
”, 

ar
e 

se
nt

 a
 

co
py

 o
f t

he
 c

om
pl

ai
nt

 a
nd

 
gi

ve
n 

a 
ch

an
ce

 to
 re

sp
on

d 
to

 th
e 

al
le

ga
tio

ns
 . T

he
y 

ar
e 

al
so

 e
xp

ec
te

d 
to

 p
ar

tic
ip

at
e 

in
 th

e 
co

nc
ilia

tio
n 

pr
oc

es
s .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
ro

le
 o

f t
he

 c
on

ci
lia

tio
n 

offi
ce

r w
ho

 le
ad

s 
th

e 
co

nc
ilia

tio
n 

pr
oc

es
s,

 is
 to

:
• 

“h
el

p 
ev

er
yo

ne
 re

m
ai

n 
ca

lm
 a

nd
 p

ol
ite

• 
be

 fa
ir 

to
 b

ot
h 

pa
rti

es
 –

 
th

e 
C

on
ci

lia
tio

n 
O

ffi
ce

r i
s 

no
t a

llo
w

ed
 to

 ta
ke

 s
id

es

If 
a 

re
so

lu
tio

n 
ca

nn
ot

 b
e 

re
ac

he
d,

 it
 m

ay
 s

ug
ge

st
 

th
at

 c
om

pl
ai

na
nt

s 
ta

ke
 th

ei
r 

co
m

pl
ai

nt
 to

 th
e 

N
SW

 C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

a 
re

so
lu

tio
n 

ca
nn

ot
 b

e 
re

ac
he

d,
 it

 m
ay

 s
ug

ge
st

 
th

at
 c

om
pl

ai
na

nt
s 

ta
ke

 th
ei

r 
co

m
pl

ai
nt

 to
 th

e 
N

SW
 C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
ey

 s
ta

te
: “

It 
is

 a
ga

in
st

 th
e 

la
w

 fo
r a

ny
on

e 
to

 tr
ea

t y
ou

 
un

fa
irl

y 
be

ca
us

e 
yo

u 
ha

ve
 

m
ad

e 
(o

r p
la

n 
to

 m
ak

e)
 a

 
co

m
pl

ai
nt

 o
f d

is
cr

im
in

at
io

n 
or

 b
ec

au
se

 y
ou

 h
av

e 
pr

ov
id

ed
 in

fo
rm

at
io

n 
or

 
ev

id
en

ce
 a

bo
ut

 a
 c

om
pl

ai
nt

 . 
Th

is
 is

 c
al

le
d 

vi
ct

im
is

at
io

n .
 

If 
yo

u 
fe

el
 li

ke
 y

ou
 a

re
 b

ei
ng

 
vi

ct
im

is
ed

, y
ou

 s
ho

ul
d 

im
m

ed
ia

te
ly

 ta
lk

 to
 o

ne
 o

f 
ou

r o
ffi

ce
rs

.”
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.



319Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

• 
en

su
re

 th
at

 e
ac

h 
si

de
 

ca
n 

pu
t f

or
w

ar
d 

th
ei

r 
po

in
t o

f v
ie

w
 w

ith
ou

t 
be

in
g 

in
te

rru
pt

ed
• 

m
ak

e 
su

re
 th

e 
co

nf
er

en
ce

 d
ea

ls
 w

ith
 

th
e 

m
ai

n 
is

su
es

 a
nd

 n
ot

 
irr

el
ev

an
t m

at
te

rs
• 

as
si

st
 th

e 
co

m
pl

ai
na

nt
 

an
d 

re
sp

on
de

nt
(s

) t
o 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 in

 
a 

w
ay

 th
at

 is
 s

at
is

fa
ct

or
y 

fo
r e

ve
ry

on
e .

”
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
An

ti-
D

is
cr

im
in

at
io

n 
Bo

ar
d 

of
 

N
SW

 b
oa

rd
 h

as
 a

 p
re

si
de

nt
 

an
d 

fo
ur

 b
oa

rd
 m

em
be

rs
 

w
ho

 a
re

 a
pp

oi
nt

ed
 . I

t i
s 

un
cl

ea
r t

he
 b

ac
kg

ro
un

ds
/

qu
al

ifi
ca

tio
ns

 o
f c

on
ci

lia
tio

n 
offi

ce
rs

.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

An
y 

pe
rs

on
al

 in
fo

rm
at

io
n 

pr
ov

id
ed

 is
 p

ro
te

ct
ed

 u
nd

er
 

pr
iv

ac
y 

le
gi

sl
at

io
n,

 in
cl

ud
in

g 
th

e 
P

riv
ac

y 
an

d 
P

er
so

na
l 

In
fo

rm
at

io
n 

P
ro

te
ct

io
n 

A
ct

 
19

98
 (N

S
W

) a
nd

 th
e 

H
ea

lth
 

R
ec

or
ds

 a
nd

 In
fo

rm
at

io
n 

P
riv

ac
y 

A
ct

 2
00

2 
(N

S
W

) .
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
A 

nu
m

be
r o

f d
e-

id
en

tifi
ed

 
ex

am
pl

es
 a

re
 m

ad
e 

av
ai

la
bl

e 
on

 th
ei

r w
eb

si
te

 . 
Th

ei
r a

nn
ua

l r
ep

or
ts

 a
ls

o 
pr

ov
id

e 
da

ta
 o

n 
th

ei
r 

co
m

pl
ai

nt
s 

ha
nd

lin
g .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 c

le
ar

 . T
he

 A
nt

i-
D

is
cr

im
in

at
io

n 
Bo

ar
d 

m
ak

es
 

su
bm

is
si

on
s 

to
 v

ar
io

us
 

le
ga

l i
nq

ui
rie

s 
an

d 
dr

af
t 

Pa
rli

am
en

ta
ry

 B
ills

 .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Pe

op
le

 w
ith

 d
is

ab
ilit

ie
s 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 th
e 

Bo
ar

d 
to

 d
is

cu
ss

 a
ss

is
ta

nc
e 

op
tio

ns
 . T

ra
ns

la
tio

n 
an

d 
in

te
rp

re
tin

g 
se

rv
ic

es
 a

re
 a

ls
o 

off
er

ed
.



320 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

N
SW

 A
ge

in
g 

&
 

D
is

ab
ili

ty
 C

om
m

is
si

on
W

ho
 c

an
 c

om
pl

ai
n?

An
y 

ad
ul

t w
ith

 a
 d

is
ab

ilit
y 

or
 o

ld
er

 p
er

so
n 

or
 

an
yo

ne
 a

ss
oc

ia
te

d 
w

ith
 

th
em

 . 
Al

le
ga

tio
ns

 o
f a

bu
se

 a
nd

 
ne

gl
ec

t b
y 

pa
id

 s
er

vi
ce

 
pr

ov
id

er
s 

ar
e 

ex
cl

ud
ed

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
An

y 
fo

rm
 o

f a
bu

se
, 

ne
gl

ec
t o

r e
xp

lo
ita

tio
n:

 
“R

ec
ei

ve
 a

nd
 re

sp
on

d 
to

 re
po

rts
 o

r a
lle

ga
tio

ns
 

of
 a

bu
se

, n
eg

le
ct

 a
nd

 
ex

pl
oi

ta
tio

n 
of

 a
n 

ol
de

r 
pe

rs
on

 o
r a

du
lt 

w
ith

 
di

sa
bi

lit
y”

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed
.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
on

e 
sp

ec
ifi

ed
.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
on

ta
ct

 th
e 

N
SW

 A
ge

in
g 

an
d 

D
is

ab
ilit

y 
Ab

us
e 

H
el

pl
in

e .
 

Th
e 

he
lp

lin
e 

is
 a

va
ila

bl
e 

M
on

da
y 

to
 F

rid
ay

 b
et

w
ee

n 
9a

m
 a

nd
 5

pm
 . I

t d
oe

s 
no

t 
sp

ec
ify

 th
at

 it
 c

an
 re

sp
on

d 
in

 a
n 

em
er

ge
nc

y .
 

Fo
rm

 o
f c

om
pl

ai
nt

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

th
ro

ug
h 

th
e 

N
SW

 A
ge

in
g 

an
d 

D
is

ab
ilit

y 
Ab

us
e 

H
el

pl
in

e 
vi

a 
te

le
ph

on
e,

 e
m

ai
l, 

po
st

, o
nl

in
e 

co
m

pl
ai

nt
 fo

rm
, o

r i
n 

pe
rs

on
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

Th
e 

co
m

pl
ai

nt
 d

oe
s 

no
t n

ee
d 

to
 

co
m

e 
fro

m
 th

e 
vi

ct
im

 
If 

th
e 

C
om

m
is

si
on

 d
ec

id
es

 to
 

co
nd

uc
t a

n 
in

ve
st

ig
at

io
n,

 th
ey

 
w

ill 
se

ek
 c

on
se

nt
 fr

om
 th

e 
vi

ct
im

-s
ur

vi
vo

r i
f a

pp
ro

pr
ia

te
 .  

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

Th
e 

C
om

m
is

si
on

 c
an

 s
ha

re
 

in
fo

rm
at

io
n,

 p
ar

tic
ul

ar
ly

 
cr

im
in

al
 a

lle
ga

tio
ns

, w
ith

 
N

SW
 P

ol
ic

e .
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

:
“T

he
 A

ge
in

g 
an

d 
D

is
ab

ilit
y 

C
om

m
is

si
on

 h
as

 a
 c

le
ar

 
pu

rp
os

e 
to

: 
• 

R
ai

se
 c

om
m

un
ity

 
aw

ar
en

es
s 

to
 re

du
ce

 a
nd

 
pr

ev
en

t a
bu

se
, n

eg
le

ct
 

an
d 

ex
pl

oi
ta

tio
n 

to
w

ar
d 

ol
de

r p
eo

pl
e 

an
d 

ad
ul

ts
 

w
ith

 d
is

ab
ilit

y 
• 

R
ec

ei
ve

 a
nd

 re
sp

on
d 

to
 re

po
rts

 o
r a

lle
ga

tio
ns

 
of

 a
bu

se
, n

eg
le

ct
 a

nd
 

ex
pl

oi
ta

tio
n 

of
 a

n 
ol

de
r 

pe
rs

on
 o

r a
du

lt 
w

ith
 

di
sa

bi
lit

y 
• 

Pr
ov

id
e 

su
pp

or
t a

nd
 

in
fo

rm
at

io
n 

to
 th

os
e 

at
 

ne
ed

 
• 

R
un

 a
n 

in
ve

st
ig

at
io

n 
(if

 
re

qu
ire

d)
 

• 
R

ep
or

t a
nd

 a
dv

is
e 

th
e 

go
ve

rn
m

en
t o

n 
re

la
te

d 
sy

st
em

ic
 is

su
es

 .”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

e 
co

m
pl

ai
nt

 m
ay

 b
e 

re
fe

rre
d 

to
 th

e 
N

D
IS

 
Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 
C

om
m

is
si

on
 . T

he
 N

SW
 

Ag
ei

ng
 a

nd
 D

is
ab

ilit
y 

C
om

m
is

si
on

 c
an

 a
ls

o 
m

ak
e 

ap
pl

ic
at

io
ns

 to
 c

ou
rts

 o
r 

tri
bu

na
ls

 .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

Th
e 

C
om

m
is

si
on

 m
ay

 
co

nd
uc

t a
 p

ub
lic

 in
qu

iry
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
on

e 
sp

ec
ifi

ed
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
Th

e 
C

om
m

is
si

on
 c

an
 

re
qu

es
t i

nf
or

m
at

io
n 

fro
m

 a
 

pe
rs

on
 o

r b
od

y,
 a

pp
ly

 fo
r 

an
d 

ex
ec

ut
e 

se
ar

ch
 w

ar
ra

nt
s 

to
 c

ol
le

ct
 e

vi
de

nc
e 

as
 p

ar
t 

of
 a

n 
in

ve
st

ig
at

io
n,

 re
qu

es
t 

co
m

pu
ls

or
y 

at
te

nd
an

ce
 a

t 
m

ee
tin

gs
 a

nd
 th

e 
pr

od
uc

tio
n 

of
 re

le
va

nt
 d

oc
um

en
ta

tio
n 

an
d 

co
nd

uc
t a

n 
in

qu
iry

 if
 it

 is
 

in
 th

e 
pu

bl
ic

 in
te

re
st

 . 

https://www.ageingdisabilitycommission.nsw.gov.au/
https://www.ageingdisabilitycommission.nsw.gov.au/


321Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

As
 o

ut
lin

ed
: 

“P
ro

vi
de

 In
fo

rm
at

io
n 

& 
Su

pp
or

t: 
Th

e 
H

el
pl

in
e 

m
ay

 
pr

ov
id

e 
in

fo
rm

at
io

n 
an

d 
su

pp
or

t o
n 

th
e 

ca
ll .

 T
he

 
re

po
rt 

m
ay

 a
ls

o 
be

 a
ss

ig
ne

d 
to

 th
e 

C
om

m
un

ity
 S

up
po

rt 
& 

In
ve

st
ig

at
io

n 
Te

am
, w

ho
 c

an
 

ex
pl

or
e 

th
e 

m
at

te
r f

ur
th

er
 . 

Th
is

 w
ill 

he
lp

 to
 b

et
te

r 
un

de
rs

ta
nd

 w
ha

t a
ct

io
ns

 a
re

 
ne

ed
ed

, a
nd

 h
ow

 b
es

t t
o 

re
sp

on
d .

 
En

ga
ge

 O
th

er
 P

ro
fe

ss
io

na
ls

: 
D

ep
en

di
ng

 o
n 

th
e 

re
po

rt,
 

w
e 

m
ay

 s
ha

re
 in

fo
rm

at
io

n,
 

or
 p

ar
t o

f i
t, 

to
 a

no
th

er
 b

od
y .

 
Th

is
 m

ay
 in

cl
ud

e 
th

e 
N

SW
 

Po
lic

e,
 th

e 
N

D
IS

 Q
ua

lit
y 

an
d 

Sa
fe

gu
ar

ds
 C

om
m

is
si

on
, o

r 
th

e 
Ag

ed
 C

ar
e 

Q
ua

lit
y 

an
d 

Sa
fe

ty
 C

om
m

is
si

on
 . 

In
ve

st
ig

at
e:

 W
e 

m
ay

 c
on

du
ct

 
an

 in
ve

st
ig

at
io

n .
 If

 th
is

 
oc

cu
rs

, t
he

 C
om

m
is

si
on

 w
ill 

se
ek

 c
on

se
nt

 o
f t

he
 a

du
lt 

at
 th

e 
he

ar
t o

f t
he

 re
po

rt 
(if

 
ap

pr
op

ria
te

) . 
Fo

llo
w

in
g 

an
 

in
ve

st
ig

at
io

n,
 fu

rth
er

 a
ct

io
n 

m
ay

 b
e 

ta
ke

n .
 T

hi
s 

co
ul

d 
be

 m
ak

in
g 

an
 a

pp
lic

at
io

n 
to

 a
 c

ou
rt 

or
 tr

ib
un

al
 . T

he
 

in
te

nt
io

n 
is

 a
lw

ay
s 

to
 

im
pr

ov
e 

th
e 

sa
fe

ty
 o

f t
he

 
ad

ul
t, 

an
d 

up
ho

ld
 th

ei
r 

rig
ht

s .
”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
on

e 
sp

ec
ifi

ed
.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

C
om

m
is

si
on

 m
ay

 n
ot

ify
 

N
SW

 P
ol

ic
e 

w
he

re
 th

er
e 

ar
e 

cr
im

in
al

 a
lle

ga
tio

ns
:

“T
he

 A
ge

in
g 

an
d 

D
is

ab
ilit

y 
C

om
m

is
si

on
 is

 a
ls

o 
re

qu
ire

d 
to

 re
po

rt 
ce

rta
in

 m
at

te
rs

 
to

 N
SW

 P
ol

ic
e .

 W
he

re
 w

e 
id

en
tif

y 
th

at
 in

fo
rm

at
io

n 
in

 a
 

re
po

rt 
m

ay
 p

ro
vi

de
 e

vi
de

nc
e 

of
 a

 c
rim

in
al

 o
ffe

nc
e,

 w
e 

ar
e 

re
qu

ire
d 

to
 re

fe
r t

ha
t 

in
fo

rm
at

io
n 

to
 N

SW
 P

ol
ic

e .
”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

R
ep

or
te

rs
 c

an
 b

e 
an

on
ym

ou
s 

an
d 

ar
e 

pr
ot

ec
te

d 
un

de
r l

aw
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
on

e 
sp

ec
ifi

ed
.



322 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

  
co

m
pl

ai
nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

on
e 

sp
ec

ifi
ed

.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
on

e 
sp

ec
ifi

ed
.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

In
fo

rm
at

io
n 

on
 h

ow
 to

 
co

m
pl

ai
n 

is
 a

va
ila

bl
e 

in
 2

1 
di

ffe
re

nt
 la

ng
ua

ge
s.

 It
 is

 
al

so
 a

va
ila

bl
e 

in
 s

im
pl

ifi
ed

 
En

gl
is

h,
 e

as
y 

En
gl

is
h 

an
d 

En
gl

is
h 

w
ith

 s
ym

bo
ls

  . 
Th

e 
nu

m
be

r f
or

 th
e 

Tr
an

sl
at

in
g 

an
d 

In
te

rp
re

te
r S

er
vi

ce
 is

 
pr

ov
id

ed
 .

O
th

er
 

re
le

va
nt

 
no

n-
co

m
pl

ai
nt

 
bo

di
es

M
en

ta
l H

ea
lth

 
C

om
m

is
si

on
 o

f N
ew

 
So

ut
h 

W
al

es
 –

 
N

ot
e 

- d
oe

s 
no

t h
an

dl
e 

co
m

pl
ai

nt
s 

bu
t ‘

m
on

ito
rs

, 
re

vi
ew

s 
an

d 
ad

vo
ca

te
s’

 
fo

r t
he

 M
H

 s
ys

te
m

 a
s 

a 
w

ho
le

https://www.nswmentalhealthcommission.com.au/
https://www.nswmentalhealthcommission.com.au/
https://www.nswmentalhealthcommission.com.au/


323Appendix A: Australian Complaint Mechanism Landscape Table

Ju
ri

sd
ic

tio
n:

 N
or

th
er

n 
Te

rr
ito

ry

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ed
uc

at
io

n
N

T 
D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n
Th

e 
N

T 
D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n 
di

re
ct

s 
an

yo
ne

 
w

ith
 c

on
ce

rn
s 

ab
ou

t t
he

ir 
tre

at
m

en
t w

ith
in

 a
 N

SW
 

pu
bl

ic
 s

ch
oo

l t
o 

co
m

pl
ai

n 
to

 th
at

 s
ch

oo
l d

ire
ct

ly .

If 
th

e 
co

m
pl

ai
na

nt
 is

 
un

ha
pp

y 
w

ith
 th

e 
re

su
lt,

 
th

ey
 a

re
 e

nc
ou

ra
ge

d 
to

 c
on

ta
ct

 th
ei

r l
oc

al
 

re
gi

on
al

 o
ffi

ce
 b

y 
ph

on
e 

or
 e

m
ai

l .

If 
a 

co
m

pl
ai

na
nt

 c
on

ta
ct

s 
th

e 
D

ep
ar

tm
en

t b
ef

or
e 

at
te

m
pt

in
g 

to
 re

so
lv

e 
it 

at
 th

e 
sc

ho
ol

 le
ve

l, 
th

e 
de

pa
rtm

en
t w

ill 
de

-
es

ca
la

te
 th

e 
co

m
pl

ai
nt

 to
 

be
 h

an
dl

ed
 b

y 
th

e 
sc

ho
ol

 
fir

st
.

Th
er

e 
is

 li
m

ite
d 

in
fo

rm
at

io
n 

on
 

th
e 

de
pa

rtm
en

t’s
 w

eb
si

te
 a

bo
ut

 
th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s 
ab

ov
e 

th
e 

sc
ho

ol
 le

ve
l, 

ex
ce

pt
 in

 s
om

e 
PD

F 
gu

id
el

in
es

, w
hi

ch
 a

re
 

re
la

tiv
el

y 
va

gu
e .

Th
er

e 
is

 li
m

ite
d 

in
fo

rm
at

io
n 

on
 h

ow
 c

om
pl

ai
nt

s 
ar

e 
re

so
lv

ed
, a

nd
 th

e 
PD

F 
gu

id
el

in
es

 a
re

 s
om

ew
ha

t 
va

gu
e 

on
 th

is
 p

oi
nt

 .
Fo

r e
xa

m
pl

e,
 if

 a
 c

om
pl

ai
nt

 
es

ca
la

te
s 

to
 th

e 
re

gi
on

al
 

or
 c

hi
ef

 e
xe

cu
tiv

e 
le

ve
l, 

an
d 

is
 re

fe
rre

d 
fo

r 
fo

rm
al

 in
ve

st
ig

at
io

n,
 “t

he
 

in
ve

st
ig

at
or

 w
ill 

de
te

rm
in

e 
th

e 
pr

oc
ed

ur
es

 fo
r 

in
ve

st
ig

at
io

n,
 s

ub
je

ct
 to

 
an

y 
di

re
ct

io
n 

or
 te

rm
s 

of
 

re
fe

re
nc

e 
pr

ov
id

ed
 b

y 
th

e 
C

hi
ef

 E
xe

cu
tiv

e 
or

 d
el

eg
at

e,
 

an
d 

in
 a

cc
or

da
nc

e 
w

ith
 

pr
oc

ed
ur

al
 fa

irn
es

s .
”

Th
e 

ra
ng

e 
of

 o
ut

co
m

es
 is

 
un

cl
ea

r . 
C

om
pl

ai
na

nt
s 

ar
e 

re
fe

rre
d 

to
 

th
e 

O
m

bu
ds

m
an

 N
T 

if 
th

ey
 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
D

ep
ar

tm
en

t’s
 re

sp
on

se
.

https://education.nt.gov.au/policies/complaints
https://education.nt.gov.au/policies/complaints


324 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

H
ea

lth
N

T 
D

ep
ar

tm
en

t o
f 

H
ea

lth
N

T 
H

ea
lth

 p
ro

vi
de

s 
a 

nu
m

be
r o

f d
iff

er
en

t w
ay

s 
th

at
 s

er
vi

ce
 u

se
rs

 c
an

 
pr

ov
id

e 
fe

ed
ba

ck
, i

nc
lu

de
 

co
m

pl
ai

nt
s,

 a
bo

ut
 th

ei
r 

se
rv

ic
es

:
• 

A 
pr

iv
ac

y 
co

m
pl

ai
nt

 
fo

rm
, i

f t
he

 c
om

pl
ai

nt
 

re
la

te
s 

to
 t 

pr
iv

ac
y 

br
ea

ch
• 

Sp
ea

k 
w

ith
 a

 s
ta

ff 
m

em
be

r o
r m

an
ag

er
 

of
 th

e 
re

le
va

nt
 fu

nd
ed

 
se

rv
ic

e 
pr

ov
id

er
• 

Sp
ea

k 
w

ith
 a

 
C

on
su

m
er

 S
er

vi
ce

s 
Te

am
 m

em
be

r (
fo

r 
pe

op
le

 w
ho

 a
re

 in
 

ho
sp

ita
l)

• 
Su

bm
it 

a 
“p

at
ie

nt
 

co
m

pl
ai

nt
 a

nd
 

co
m

pl
im

en
t f

or
m

” t
o 

th
e 

D
ep

ar
tm

en
t, 

or
• 

C
on

ta
ct

 th
e 

N
T 

H
ea

lth
 C

om
pl

ai
nt

s 
C

oo
rd

in
at

or
 v

ia
 p

ho
ne

 
or

 e
m

ai
l .

In
te

rp
re

te
r s

er
vi

ce
s 

ar
e 

pr
ov

id
ed

 .

C
on

fir
m

at
io

n 
of

 re
ce

ip
t o

f a
 

co
m

pl
ai

nt
 w

ill 
be

 p
ro

vi
de

d 
w

ith
in

 
5 

da
ys

; a
nd

 N
T 

H
ea

lth
 a

im
 to

 
re

sp
on

d 
w

ith
in

 3
5 

da
ys

 .
Al

l i
nf

or
m

at
io

n 
is

 tr
ea

te
d 

co
nfi

de
nt

ia
lly

, a
nd

 a
no

ny
m

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

 .

Th
er

e 
is

 n
o 

sp
ec

ifi
c 

in
fo

rm
at

io
n 

pr
ov

id
ed

 a
bo

ut
 

th
e 

co
m

pl
ai

nt
 m

an
ag

em
en

t 
or

 re
so

lu
tio

n 
pr

oc
es

s .

Th
er

e 
is

 n
o 

in
fo

rm
at

io
n 

pr
ov

id
ed

 a
bo

ut
 th

e 
ra

ng
e 

of
 

ou
tc

om
es

 a
va

ila
bl

e .
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 
th

e 
C

om
m

un
ity

 V
is

ito
r 

Pr
og

ra
m

 o
r t

he
 H

ea
lth

 
an

d 
C

om
m

un
ity

 S
er

vi
ce

s 
C

om
pl

ai
nt

s 
C

om
m

is
si

on
 if

 
th

ey
 re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 
th

e 
D

ep
ar

tm
en

t’s
 re

sp
on

se
.

https://health.nt.gov.au/compliments-complaints-and-feedback
https://health.nt.gov.au/compliments-complaints-and-feedback


325Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

So
ci

al
 

Se
rv

ic
es

D
ep

ar
tm

en
t o

f T
er

rit
or

y 
Fa

m
ili

es
, H

ou
si

ng
 a

nd
 

C
om

m
un

iti
es

An
yo

ne
 w

ith
 a

 c
om

pl
ai

nt
 

ab
ou

t t
he

 D
ep

ar
tm

en
t 

ca
n 

co
m

pl
ai

n .

C
om

pl
ai

na
nt

s 
ar

e 
di

re
ct

ed
 to

 
co

m
pl

et
e 

an
 o

nl
in

e 
co

m
pl

ai
nt

 
fo

rm
, o

r s
en

d 
fe

ed
ba

ck
 v

ia
 m

ai
l, 

ph
on

e 
or

 e
m

ai
l .

W
hi

le
 n

o 
in

fo
rm

at
io

n 
is

 
pr

ov
id

ed
 o

n 
th

e 
D

ep
ar

tm
en

t’s
 

w
eb

si
te

 a
bo

ut
 th

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t o
r r

es
ol

ut
io

n 
pr

oc
es

s,
 th

e 
D

ep
ar

tm
en

t’s
 

w
eb

si
te

 d
oe

s 
in

cl
ud

e 
a 

lin
k 

to
 

th
ei

r C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

Pr
oc

ed
ur

e,
 a

nd
 C

om
pl

ai
nt

 
In

ve
st

ig
at

io
n 

Po
lic

y 
& 

Pr
oc

ed
ur

e .

Th
e 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t P

ro
ce

du
re

 
pr

ov
id

es
 a

 b
as

ic
 o

ve
rv

ie
w

 
of

 a
 3

-L
ev

el
 C

om
pl

ai
nt

 
H

an
dl

in
g 

pr
oc

es
s .

 
Es

se
nt

ia
lly

, i
t a

do
pt

s 
a 

si
m

pl
e 

in
ve

st
ig

at
iv

e 
pr

oc
es

s 
w

ith
 th

e 
fo

llo
w

in
g 

el
em

en
ts

:
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 fi
rs

t r
es

ol
ve

 
th

ei
r c

om
pl

ai
nt

 a
t t

he
 lo

ca
l 

le
ve

l
• 

If 
es

ca
la

te
d,

 th
e 

D
ep

ar
tm

en
t w

ill 
re

co
rd

 
an

d 
ac

kn
ow

le
dg

e 
re

ce
ip

t 
of

 th
e 

co
m

pl
ai

nt
• 

Th
e 

D
ep

ar
tm

en
t w

ill 
th

en
 c

on
du

ct
 a

n 
in

iti
al

 
as

se
ss

m
en

t o
f t

he
 

co
m

pl
ai

nt
 a

nd
 c

on
si

de
r 

ho
w

 to
 m

an
ag

e 
it 

(w
hi

ch
 m

ay
 in

cl
ud

e 
an

 
in

ve
st

ig
at

io
n)

• 
It 

w
ill 

th
en

 p
ro

vi
de

 th
e 

co
m

pl
ai

na
nt

 re
as

on
s 

fo
r 

its
 d

ec
is

io
ns

• 
It 

w
ill 

th
en

 c
lo

se
 th

e 
co

m
pl

ai
nt

Ac
co

rd
in

g 
to

 th
es

e 
gu

id
el

in
es

, t
he

 ra
ng

e 
of

 
ou

tc
om

es
 is

 u
nc

le
ar

 .
Th

e 
D

ep
ar

tm
en

t w
ill 

pe
rm

it 
on

e 
in

te
rn

al
 re

vi
ew

 o
f t

he
 

m
an

ag
em

en
t o

f a
 c

om
pl

ai
nt

, 
an

d 
it 

w
ill 

en
co

ur
ag

e 
co

m
pl

ai
na

nt
s 

to
 s

ee
k 

an
y 

ex
te

rn
al

 re
vi

ew
s 

fro
m

 th
e 

N
T 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
, t

he
 

N
T 

O
m

bu
ds

m
an

, t
he

 N
T 

An
ti-

di
sc

rim
in

at
io

n 
C

om
m

is
si

on
er

 
or

 th
e 

In
fo

rm
at

io
n 

C
om

m
is

si
on

er
 .

https://tfhc.nt.gov.au/contacts/compliments-and-complaints
https://tfhc.nt.gov.au/contacts/compliments-and-complaints
https://tfhc.nt.gov.au/contacts/compliments-and-complaints


326 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 o

f t
he

 
N

or
th

er
n 

Te
rr

ito
ry

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“W

he
n 

th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 re

ce
iv

es
 

an
 a

pp
ro

ac
h 

(a
ny

 c
on

ta
ct

 
e .

g .
 p

ho
ne

 c
al

l, 
em

ai
l, 

vi
si

t t
o 

th
e 

offi
ce

, e
tc

), 
a 

de
te

rm
in

at
io

n 
is

 m
ad

e 
as

 to
 w

he
th

er
 o

r n
ot

 th
e 

ap
pr

oa
ch

 c
on

st
itu

te
s 

a 
co

m
pl

ai
nt

 a
s 

se
t o

ut
 in

 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 
Ac

t (
th

e 
Ac

t) .
A 

co
m

pl
ai

nt
 m

us
t r

el
at

e 
to

 a
 v

ul
ne

ra
bl

e 
ch

ild
 

[s
ec

tio
n 

7 
of

 th
e 

Ac
t] 

an
d 

re
la

te
 to

 s
er

vi
ce

s 
pr

ov
id

ed
 b

y 
a 

se
rv

ic
e 

pr
ov

id
er

 [s
ec

tio
n 

21
 o

f 
th

e 
Ac

t].
”

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
“A

 c
om

pl
ai

nt
 is

 a
n 

ap
pr

oa
ch

 th
at

 m
ee

ts
 th

e 
gr

ou
nd

s 
fo

r a
 c

om
pl

ai
nt

 
[s

ec
tio

n 
23

 o
f t

he
 A

ct
].”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
by

 p
ho

ne
, e

m
ai

l, 
in

 p
er

so
n 

or
 in

 w
rit

in
g .

 A
t t

ha
t t

im
e,

 a
 

de
te

rm
in

at
io

n 
is

 m
ad

e 
as

 to
 

w
he

th
er

 th
e 

co
m

pl
ai

nt
 m

ee
ts

 th
e 

ev
id

en
tia

ry
 re

qu
ire

m
en

ts
 s

et
 o

ut
 

in
 th

e 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 
A

ct
 .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 c
le

ar
 if

 it
 a

cc
ep

ts
 

an
on

ym
ou

s 
co

m
pl

ai
nt

s .
 T

he
 

w
eb

si
te

 a
ls

o 
st

at
es

 th
at

 it
 is

 
po

ss
ib

le
 to

 d
is

cu
ss

 “c
on

ce
rn

s”
 

ab
ou

t v
ul

ne
ra

bl
e 

ch
ild

re
n 

w
ith

 th
e 

C
om

m
is

si
on

, w
ith

ou
t 

ne
ce

ss
ar

ily
 s

ub
m

itt
in

g 
a 

fo
rm

al
 

co
m

pl
ai

nt
 .

Th
e 

C
om

m
is

si
on

er
 c

an
 

al
so

 in
iti

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“T
he

 C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 m

ay
 m

ak
e 

pr
el

im
in

ar
y 

in
qu

iri
es

 [s
ec

tio
n 

23
(2

) o
f t

he
 A

ct
] t

o 
fu

rth
er

 
as

se
ss

 a
ny

 is
su

es
 o

f 
co

m
pl

ai
nt

 .
Pr

el
im

in
ar

y 
in

qu
iri

es
 m

ay
 

in
vo

lv
e;

 th
e 

re
vi

ew
 o

f 
re

le
va

nt
 d

oc
um

en
ta

tio
n,

 
C

lo
se

 C
irc

ui
t T

el
ev

is
io

n 
(C

C
TV

), 
si

te
 in

sp
ec

tio
ns

 o
r 

sp
ea

ki
ng

 w
ith

 s
ta

ff 
an

d/
or

 
th

e 
ch

ild
 .”

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d;
 h

ow
ev

er
, m

ay
 

re
fe

r t
he

 c
om

pl
ai

nt
 to

 a
 m

or
e 

re
le

va
nt

 a
ut

ho
rit

y,
 w

hi
ch

 is
 

lik
el

y 
to

 in
cl

ud
e 

th
e 

po
lic

e .
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
er

e 
ar

e 
4 

op
tio

ns
 

av
ai

la
bl

e 
to

 th
e 

C
om

m
is

si
on

er
 w

he
n 

de
al

in
g 

w
ith

 a
 c

om
pl

ai
nt

:
1 .

 In
ve

st
ig

at
e 

a 
co

m
pl

ai
nt

“T
he

 C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 m

ay
 

de
te

rm
in

e 
to

 in
ve

st
ig

at
e 

th
e 

m
at

te
r h

er
se

lf .
 In

 th
is

 
ci

rc
um

st
an

ce
 th

e 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 m
us

t 
no

tif
y 

th
e 

re
le

va
nt

 s
er

vi
ce

 
pr

ov
id

er
/s

:

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

is
 in

fo
rm

at
io

n 
is

 u
nc

le
ar

 . 
Th

e 
C

om
m

is
si

on
 s

ta
te

s:
 “T

he
 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 

w
ill 

in
fo

rm
 th

e 
pe

rs
on

 w
ho

 
m

ad
e 

th
e 

co
m

pl
ai

nt
 o

f h
ow

 
sh

e 
in

te
nd

s 
to

 d
ea

l w
ith

 th
e 

co
m

pl
ai

nt
, a

nd
 w

he
n 

sh
e 

co
ns

id
er

s 
a 

m
at

te
r t

o 
be

 
fin

al
is

ed
 s

he
 w

ill 
pr

ov
id

e 
th

e 
pe

rs
on

 w
ho

 m
ad

e 
th

e 
co

m
pl

ai
nt

 in
fo

rm
at

io
n 

re
la

tin
g 

to
 th

e 
ou

tc
om

e 
of

 c
om

pl
ai

nt
 .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
Th

e 
C

om
m

is
si

on
er

 c
an

 
in

iti
at

e 
“o

w
n-

in
iti

at
iv

e”
 

in
ve

st
ig

at
io

ns
 in

to
 s

ys
te

m
s/

se
ct

or
s 

on
 th

e 
ba

si
s 

of
 

co
nc

er
ns

 a
ris

in
g 

fro
m

 
in

di
vi

du
al

 c
om

pl
ai

nt
s .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
C

om
m

is
si

on
er

 c
an

 
m

on
ito

r w
ha

t a
ct

io
ns

 s
er

vi
ce

 
pr

ov
id

er
s/

go
ve

rn
m

en
t 

ta
ke

s 
in

 re
la

tio
n 

to
 it

s 
re

co
m

m
en

da
tio

ns
; b

ut
 it

 
is

 n
ot

 c
le

ar
 w

he
th

er
 it

 h
as

 
po

w
er

s 
of

 e
nf

or
ce

m
en

t .
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n

https://occ.nt.gov.au/
https://occ.nt.gov.au/
https://occ.nt.gov.au/


327Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
o;

 th
e 

co
m

pl
ai

nt
 

m
us

t r
el

at
e 

to
 s

er
vi

ce
s 

pr
ov

id
ed

 b
y 

a 
se

rv
ic

e 
pr

ov
id

er
 (t

ho
ug

h 
th

is
 

co
ul

d 
be

 b
y 

an
 in

di
vi

du
al

 
st

aff
 m

em
be

r w
ith

in
 

a 
se

rv
ic

e 
pr

ov
id

er
) . 

C
om

pl
ai

nt
s 

re
la

te
d 

to
 

vu
ln

er
ab

le
 c

hi
ld

re
n 

w
ho

 a
re

 a
t r

is
k 

of
 

vi
ol

en
ce

/a
bu

se
/n

eg
le

ct
/

ex
pl

oi
ta

tio
n 

w
ith

in
 

th
ei

r o
w

n 
ho

m
e 

sh
ou

ld
 

be
 re

fe
rre

d 
to

 c
hi

ld
 

pr
ot

ec
tio

n .

of
 h

er
 d

ec
is

io
n 

to
 c

on
du

ct
 a

n 
in

ve
st

ig
at

io
n;

de
ta

ils
 o

f t
he

 m
at

te
r t

o 
w

hi
ch

 
th

e 
co

m
pl

ai
nt

 re
la

te
s;

 a
nd

 
th

at
 th

e 
se

rv
ic

e 
pr

ov
id

er
 m

ay
 

m
ak

e 
a 

w
rit

te
n 

su
bm

is
si

on
 

ab
ou

t t
he

 m
at

te
r .

Th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 m

us
t 

co
m

pl
et

e 
an

 in
ve

st
ig

at
io

n 
re

po
rt 

at
 th

e 
co

m
pl

et
io

n 
of

 
he

r i
nv

es
tig

at
io

n .
 T

he
 re

po
rt 

m
us

t b
e 

pr
ov

id
ed

 to
 th

e 
se

rv
ic

e 
pr

ov
id

er
 .

Th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 c

an
 

re
co

m
m

en
d 

w
ith

in
 th

e 
re

po
rt 

th
at

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
ta

ke
 s

pe
ci

fie
d 

ac
tio

ns
 w

ith
in

 
a 

sp
ec

ifi
ed

 ti
m

ef
ra

m
e 

in
 

re
la

tio
n 

to
 th

e 
m

at
te

r .
Th

e 
pe

rs
on

 w
ho

 m
ad

e 
th

e 
co

m
pl

ai
nt

 w
ill 

no
t 

be
 p

ro
vi

de
d 

w
ith

 a
 c

op
y 

of
 th

e 
re

po
rt,

 h
ow

ev
er

 
w

ill 
be

 g
iv

en
 in

fo
rm

at
io

n 
re

ga
rd

in
g 

th
e 

fin
di

ng
s 

an
d 

an
y 

re
co

m
m

en
da

tio
ns

 th
at

 
ar

e 
m

ad
e 

if 
th

e 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 c
on

si
de

rs
 it

 
ap

pr
op

ria
te

 to
 d

o 
so

 .”
2 .

 R
es

ol
ve

 a
 c

om
pl

ai
nt

“T
he

 C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 m

ay
 

de
te

rm
in

e 
th

at
 th

e 
m

at
te

r c
an

 b
e 

re
so

lv
ed

 
w

ith
ou

t a
n 

in
ve

st
ig

at
io

n .
 

In
 th

is
 c

irc
um

st
an

ce
 th

e 
C

om
m

is
si

on
er

 w
ill 

id
en

tif
y 

an
d 

pr
op

os
e 

ce
rta

in
 a

ct
io

ns
 

th
at

 s
he

 fe
el

s 
w

ill 
re

so
lv

e 
th

e 
m

at
te

r i
n 

co
lla

bo
ra

tio
n 

w
ith

 
th

e 
se

rv
ic

e 
pr

ov
id

er
 .”

H
as

 p
ow

er
s 

to
 in

ve
st

ig
at

e 
an

d 
m

on
ito

r a
ny

 s
er

vi
ce

 
pr

ov
id

er
s 

or
 g

ov
er

nm
en

t 
de

ci
si

on
s 

in
 re

la
tio

n 
to

 
th

e 
ca

re
 a

nd
 p

ro
te

ct
io

n 
of

 
vu

ln
er

ab
le

 c
hi

ld
re

n,
 b

ut
 

is
 n

ot
 s

pe
ci

fic
 a

bo
ut

 w
ha

t 
th

os
e 

po
w

er
s 

en
ta

il .
 A

ls
o 

is
 n

ot
 c

le
ar

 a
bo

ut
 w

ha
t 

ac
tio

n 
ca

n 
be

 ta
ke

n 
w

he
n 

re
sp

on
se

s 
fro

m
 s

er
vi

ce
 

pr
ov

id
er

s/
go

ve
rn

m
en

t a
re

 
un

sa
tis

fa
ct

or
y .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s,
 b

ut
 o

nl
y 

pr
ov

id
ed

 to
 th

e 
se

rv
ic

e 
pr

ov
id

er
/g

ov
er

nm
en

t 
ag

en
cy

 th
at

 is
 th

e 
su

bj
ec

t o
f 

th
e 

co
m

pl
ai

nt
 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

An
y 

m
at

te
r r

el
at

in
g 

to
 th

e 
im

m
ed

ia
te

 s
af

et
y 

or
 w

el
lb

ei
ng

 
of

 a
 c

hi
ld

 is
 re

fe
rre

d 
to

 th
e 

po
lic

e 
or

 c
hi

ld
 p

ro
te

ct
io

n .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
N

ot
 s

pe
ci

fie
d.



328 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

3 .
 D

ec
lin

e 
to

 d
ea

l w
ith

 a
 

co
m

pl
ai

nt
“T

he
 C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 m
ay

 
de

te
rm

in
e 

no
t t

o 
de

al
 w

ith
 

th
e 

co
m

pl
ai

nt
 . [

Se
ct

io
n 

24
 o

f t
he

 A
ct

] s
et

s 
ou

t 
ci

rc
um

st
an

ce
s 

th
at

 th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
 

m
ay

 m
ak

e 
th

is
 

de
te

rm
in

at
io

n .
”

4 .
 R

ef
er

 th
e 

co
m

pl
ai

nt
 to

 
an

ot
he

r b
od

y 
“T

he
 C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 m
ay

 re
fe

r t
he

 
co

m
pl

ai
nt

 to
 a

no
th

er
 p

er
so

n 
w

ho
 h

as
 a

n 
es

ta
bl

is
he

d 
m

ec
ha

ni
sm

 to
 d

ea
l w

ith
 

si
m

ila
r c

om
pl

ai
nt

s 
fo

r 
in

ve
st

ig
at

io
n 

an
d 

re
so

lu
tio

n .
In

 th
is

 c
irc

um
st

an
ce

, t
he

 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 
w

ill 
ne

ed
 to

 d
et

er
m

in
e 

if 
th

e 
re

fe
rre

d 
au

th
or

ity
 a

cc
ep

ts
 to

 
in

ve
st

ig
at

e 
an

d 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

 . I
f s

o,
 th

e 
re

fe
rre

d 
au

th
or

ity
 m

us
t p

ro
vi

de
 th

e 
C

hi
ld

re
n’

s 
C

om
m

is
si

on
er

 
w

ith
 th

e 
re

su
lt 

of
 th

e 
in

ve
st

ig
at

io
n 

an
d 

re
so

lu
tio

n .
”

Th
e 

C
om

m
is

si
on

er
 m

us
t 

m
ak

e 
a 

de
ci

si
on

 o
n 

ho
w

 to
 

de
al

 w
ith

 a
 c

om
pl

ai
nt

 w
ith

in
 

28
 d

ay
s,

 o
r w

ith
in

 2
8 

da
ys

 o
f 

ob
ta

in
in

g 
fu

rth
er

 in
fo

rm
at

io
n .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 c

le
ar

, b
ut

 a
ls

o 
de

pe
nd

s 
on

 h
ow

 th
e 

co
m

pl
ai

nt
 is

 
de

al
t w

ith
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

“T
he

 C
om

m
is

si
on

er
 is

 a
ls

o 
ca

lle
d 

up
on

 to
 re

sp
on

d 
fro

m
 a

 
N

or
th

er
n 

Te
rri

to
ry

 p
er

sp
ec

tiv
e 

to
 a

 ra
ng

e 
of

 n
at

io
na

l p
ol

ic
y 

is
su

es
, e

ith
er

 in
de

pe
nd

en
tly

 
or

 in
 c

ol
la

bo
ra

tio
n 

w
ith

 th
e 

C
hi

ld
re

n’
s 

C
om

m
is

si
on

er
s 

an
d 

G
ua

rd
ia

ns
 fr

om
 o

th
er

 
Au

st
ra

lia
n 

ju
ris

di
ct

io
ns

 .
Th

e 
C

om
m

is
si

on
er

 a
ls

o 
pr

ov
id

es
 in

fo
rm

at
io

n 
an

d 
ad

vi
ce

 to
 G

ov
er

nm
en

t 
an

d 
M

in
is

te
rs

 in
 m

at
te

rs
 

pe
rta

in
in

g 
to

 v
ul

ne
ra

bl
e 

ch
ild

re
n .

Th
e 

C
om

m
is

si
on

er
 p

ro
vi

de
s 

an
 a

nn
ua

l r
ep

or
t o

n 
he

r 
ac

tiv
iti

es
 to

 th
e 

N
T 

Le
gi

sl
at

iv
e 

As
se

m
bl

y 
th

ro
ug

h 
th

e 
At

to
rn

ey
-G

en
er

al
 a

nd
 

M
in

is
te

r f
or

 J
us

tic
e .

Th
e 

C
om

m
is

si
on

 m
us

t 
al

so
 re

vi
ew

 th
e 

C
ar

e 
an

d 
P

ro
te

ct
io

n 
of

 C
hi

ld
re

n 
A

ct
 a

t 
le

as
t e

ve
ry

 3
 y

ea
rs

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.



329Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

If 
th

e 
co

m
pl

ai
nt

 is
 

in
ve

st
ig

at
ed

, f
or

 e
xa

m
pl

e,
 

th
ey

 w
ill 

no
t r

ec
ei

ve
 a

 c
op

y 
of

 th
e 

in
ve

st
ig

at
io

n 
re

po
rt,

 
an

d 
m

ay
 o

nl
y 

be
 p

ro
vi

de
d 

w
ith

 in
fo

rm
at

io
n 

ab
ou

t t
he

 
fin

di
ng

s/
re

co
m

m
en

da
tio

ns
 

of
 th

e 
C

om
m

is
si

on
er

’s
 

in
ve

st
ig

at
io

n 
if 

th
e 

C
om

m
is

si
on

er
 d

ee
m

s 
it 

ap
pr

op
ria

te
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
If 

a 
co

m
pl

ai
nt

 is
 

in
ve

st
ig

at
ed

, t
he

 s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t i
s 

pr
ov

id
ed

 w
ith

 in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 a

nd
 

an
 o

pp
or

tu
ni

ty
 to

 m
ak

e 
a 

w
rit

te
n 

su
bm

is
si

on
 . 

Th
ey

 w
ill 

re
ce

iv
e 

re
co

m
m

en
da

tio
ns

 fo
r a

ct
io

n 
fro

m
 th

e 
C

om
m

is
si

on
er

 
up

on
 c

om
pl

et
io

n 
of

 th
ei

r 
in

ve
st

ig
at

io
n .

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
Th

e 
cu

rre
nt

 C
om

m
is

si
on

er
, 

M
s 

C
ol

le
en

 G
w

yn
ne

 h
as

 a
 

ba
ck

gr
ou

nd
 in

 p
ub

lic
 s

er
vi

ce
 

an
d 

th
e 

cr
im

in
al

 ju
st

ic
e 

sy
st

em
 .

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.



330 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ju
st

ic
e

D
ep

ar
tm

en
t o

f t
he

 
A

tto
rn

ey
-G

en
er

al
 a

nd
 

Ju
st

ic
e

Th
e 

D
ep

ar
tm

en
t’s

 
w

eb
si

te
 c

on
ta

in
s 

on
ly

 a
 

si
m

pl
e 

fe
ed

ba
ck

 fo
rm

, 
an

d 
no

 s
pe

ci
fic

 d
et

ai
ls

 o
n 

its
 c

om
pl

ai
nt

s 
ha

nd
lin

g 
po

lic
ie

s 
an

d 
pr

oc
ed

ur
es

 .

N
/A

N
/A

N
/A

O
m

bu
ds

m
an

 N
T

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 c
an

 c
om

pl
ai

n .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“A

 c
om

pl
ai

nt
 m

ay
 b

e 
m

ad
e 

ab
ou

t a
ny

 d
ec

is
io

n,
 

re
co

m
m

en
da

tio
n,

 
ac

tio
n 

or
 in

ac
tio

n 
by

 a
 

de
pa

rtm
en

t, 
ag

en
cy

 o
r 

lo
ca

l g
ov

er
nm

en
t c

ou
nc

il 
w

ith
in

 th
e 

O
m

bu
ds

m
an

’s
 

ju
ris

di
ct

io
n .

”
“T

he
re

 a
re

 c
er

ta
in

 
m

at
te

rs
 a

bo
ut

 w
hi

ch
 th

e 
O

m
bu

ds
m

an
 c

an
no

t 
co

ns
id

er
 c

om
pl

ai
nt

s .
 

Am
on

g 
th

es
e 

ar
e 

de
ci

si
on

s 
of

 c
ou

rts
 o

r 
tri

bu
na

ls
, c

om
pl

ai
nt

s 
ab

ou
t e

m
pl

oy
m

en
t 

m
at

te
rs

 a
nd

 a
ct

io
ns

 o
f 

M
in

is
te

rs
 o

f t
he

 C
ro

w
n .

 
H

ow
ev

er
 fo

r a
n 

ag
en

cy
 

w
ith

in
 ju

ris
di

ct
io

n,
 

vi
rtu

al
ly

 a
ny

 a
ct

io
n 

ta
ke

n 
by

 th
e 

ag
en

cy
 m

ay
 b

e 
w

ith
in

 th
e 

O
m

bu
ds

m
an

’s
 

ju
ris

di
ct

io
n .

”
Li

m
ita

tio
n 

pe
rio

ds
N

or
m

al
ly

 1
2 

m
on

th
s .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 in
 p

er
so

n,
 in

 w
rit

in
g,

 b
y 

ph
on

e,
 fa

x 
or

 e
m

ai
l .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

A 
C

as
e 

O
ffi

ce
r u

nd
er

ta
ke

s 
a 

pr
el

im
in

ar
y 

as
se

ss
m

en
t o

f 
th

e 
co

m
pl

ai
nt

, t
o 

co
ns

id
er

:
• 

W
he

th
er

 th
e 

co
m

pl
ai

nt
 is

 
w

ith
in

 th
e 

O
m

bu
ds

m
an

’s
 

ju
ris

di
ct

io
n

• 
W

he
th

er
 th

e 
co

m
pl

ai
na

nt
 

ha
s 

al
re

ad
y 

at
te

m
pt

ed
 to

 
re

so
lv

e 
th

e 
is

su
e 

di
re

ct
ly

• 
W

he
th

er
 th

e 
co

m
pl

ai
nt

 
re

la
te

s 
to

 a
 m

at
te

r t
he

y 
be

ca
m

e 
aw

ar
e 

of
 w

ith
in

 
th

e 
pa

st
 1

2 
m

on
th

s
• 

W
he

th
er

 th
e 

co
m

pl
ai

nt
 

is
 m

or
e 

ap
pr

op
ria

te
ly

 
ha

nd
le

d 
by

 a
no

th
er

 b
od

y .
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d;

 a
lth

ou
gh

 th
e 

w
eb

si
te

 s
ta

te
s 

th
at

 o
ve

r 
90

%
 o

f c
om

pl
ai

nt
s 

re
ce

iv
ed

 
ar

e 
re

so
lv

ed
 b

y 
in

fo
rm

al
 

in
te

ra
ct

io
n 

w
ith

 th
e 

ag
en

cy
 

co
m

pl
ai

ne
d 

ab
ou

t .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
Th

ey
 h

av
e 

po
w

er
s 

to
 

in
ve

st
ig

at
e 

an
d 

m
on

ito
r 

ou
tc

om
es

 o
f c

om
pl

ai
nt

s,
 b

ut
 

no
t t

o 
ta

ke
 a

ct
io

n .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 c
le

ar
 .

https://justice.nt.gov.au/contact/feedback
https://justice.nt.gov.au/contact/feedback
https://justice.nt.gov.au/contact/feedback
https://www.ombudsman.nt.gov.au/


331Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

nt
s 

“s
ho

ul
d 

in
cl

ud
e:

• 
Yo

ur
 n

am
e,

 a
dd

re
ss

 
an

d 
te

le
ph

on
e 

nu
m

be
r

• 
A 

co
nc

is
e 

su
m

m
ar

y 
of

 
yo

ur
 c

om
pl

ai
nt

 –
 w

ho
 

w
as

 in
vo

lv
ed

, w
ha

t, 
w

he
n 

an
d 

w
he

re
 it

 
ha

pp
en

ed
, a

nd
 w

hy
 

th
e 

si
tu

at
io

n 
is

 u
nf

ai
r 

or
 w

ro
ng

• 
W

ha
t y

ou
 h

av
e 

do
ne

 
to

 tr
y 

an
d 

re
so

lv
e 

yo
ur

 c
om

pl
ai

nt
 a

nd
 

th
e 

re
su

lt
• 

C
op

ie
s 

of
 re

le
va

nt
 

le
tte

rs
 o

r o
th

er
 

do
cu

m
en

ts
• 

Th
e 

re
su

lt 
yo

u 
ar

e 
se

ek
in

g .
”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

on
e 

sp
ec

ifi
ed

.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

o .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
es

e 
de

ta
ils

 a
re

 u
nc

le
ar

 . 
It 

st
at

es
 th

at
 in

ve
st

ig
at

in
g 

a 
m

at
te

r c
an

 ta
ke

 s
om

e 
tim

e,
 

de
pe

nd
in

g 
on

 it
s 

co
m

pl
ex

ity
, 

bu
t t

ha
t t

he
 a

ss
ig

ne
d 

C
as

e 
O

ffi
ce

r w
ill 

be
 in

 re
gu

la
r 

co
nt

ac
t w

ith
 th

e 
co

m
pl

ai
na

nt
 

th
ro

ug
ho

ut
 th

e 
in

ve
st

ig
at

io
n .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

ey
 a

re
 k

ep
t i

nf
or

m
ed

 o
f 

th
e 

in
ve

st
ig

at
io

n .
 T

he
ir 

ro
le

 
is

 n
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

As
 a

bo
ve

 .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Pa
rt 

of
 th

ei
r f

un
ct

io
n 

is
 

to
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
ag

ai
ns

t t
he

 p
ol

ic
e .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
O

m
bu

ds
m

an
 a

ls
o 

w
or

ks
 c

lo
se

ly
 w

ith
 p

ub
lic

 
au

th
or

iti
es

 a
nd

 s
ta

ke
ho

ld
er

s 
to

 im
pr

ov
e 

ad
m

in
is

tra
tiv

e 
pr

ac
tic

es
 a

cr
os

s 
go

ve
rn

m
en

t; 
pa

rti
ci

pa
te

s 
in

 th
e 

N
or

th
er

n 
Te

rri
to

ry
 L

aw
 R

ef
or

m
 

C
om

m
itt

ee
 w

hi
ch

 a
dv

is
es

 
th

e 
At

to
rn

ey
-G

en
er

al
 o

n 
la

w
 

re
fo

rm
 is

su
es

; a
nd

 m
ak

es
 

su
bm

is
si

on
s 

on
 p

ol
ic

y 
an

d 
le

gi
sl

at
iv

e 
re

fo
rm

 re
la

tin
g 

to
 

pu
bl

ic
 a

dm
in

is
tra

tio
n 

in
 th

e 
N

T .



332 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

St
at

es
 th

at
 it

 p
ro

vi
de

s 
as

si
st

an
ce

 to
 p

eo
pl

e 
w

ith
 

a 
di

sa
bi

lit
y 

or
 w

ho
 n

ee
d 

as
si

st
an

ce
 w

ith
 w

rit
in

g/
la

ng
ua

ge
, a

nd
/o

r p
eo

pl
e 

w
ho

 n
ee

d 
tra

ns
la

tio
n 

or
 

in
te

rp
re

tin
g 

se
rv

ic
es

 .



333Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

N
T 

A
nt

i-D
is

cr
im

in
at

io
n 

C
om

m
is

si
on

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 w
ho

 h
as

 b
ee

n 
un

la
w

fu
lly

 d
is

cr
im

in
at

ed
 

ag
ai

ns
t .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

“U
nl

aw
fu

l d
is

cr
im

in
at

io
n 

an
d 

un
fa

ir 
tre

at
m

en
t 

ba
se

d 
on

 th
e 

fo
llo

w
in

g 
at

tri
bu

te
s:

• 
ra

ce
• 

se
x

• 
se

xu
al

ity
• 

ag
e

• 
pr

eg
na

nc
y

• 
pa

re
nt

ho
od

• 
im

pa
irm

en
t

• 
re

lig
io

us
 b

el
ie

f o
r 

ac
tiv

ity
• 

irr
el

ev
an

t m
ed

ic
al

 
re

co
rd

• 
m

ar
ita

l s
ta

tu
s

• 
br

ea
st

 fe
ed

in
g

• 
tra

de
 u

ni
on

 
or

 e
m

pl
oy

er
 

as
so

ci
at

io
n 

ac
tiv

ity
• 

po
lit

ic
al

 o
pi

ni
on

, 
affi

lia
tio

n 
or

 a
ct

iv
ity

• 
irr

el
ev

an
t c

rim
in

al
 

re
co

rd
• 

yo
ur

 d
et

ai
ls

 b
ei

ng
 

pu
bl

is
he

d 
un

de
r 

se
ct

io
n 

66
M

 o
f 

th
e 

Fi
ne

s 
an

d 
Pe

na
lti

es
 (R

ec
ov

er
y)

 
Ac

t 2
00

1

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

m
us

t b
e 

lo
dg

ed
 in

 
w

rit
in

g 
an

d 
su

bm
itt

ed
 v

ia
 e

m
ai

l, 
fa

x,
 o

nl
in

e 
or

 in
 p

er
so

n .
Fo

rm
 o

f c
om

pl
ai

nt
It 

is
 n

ot
 c

le
ar

 if
 th

e 
C

om
m

is
si

on
 

ac
ce

pt
s 

an
on

ym
ou

s 
co

m
pl

ai
nt

s .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
If 

th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, t
he

y 
ar

e 
re

qu
ire

d 
to

 p
ro

vi
de

 d
et

ai
ls

 
ab

ou
t t

he
 c

om
pl

ai
nt

 a
t t

he
 ti

m
e 

of
 lo

dg
in

g 
it .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Th

e 
pa

rti
es

 c
an

 b
rin

g 
la

w
ye

rs
 o

r 
su

pp
or

t p
eo

pl
e 

w
ith

 th
em

, b
ut

 
m

us
t s

ee
k 

th
e 

C
om

m
is

si
on

’s
 

pe
rm

is
si

on
 fi

rs
t.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

Th
e 

co
m

pl
ai

nt
 is

 a
ss

es
se

d,
 

an
d 

th
e 

C
om

m
is

si
on

 “m
ak

es
 

a 
de

ci
si

on
 w

he
th

er
 to

 a
cc

ep
t 

or
 d

ec
lin

e 
it”

 w
ith

in
 1

0 
da

ys
 . 

Th
e 

C
om

m
is

si
on

 u
su

al
ly

 
co

nd
uc

ts
 th

is
 a

ss
es

sm
en

t 
us

in
g 

th
e 

in
fo

rm
at

io
n 

pr
ov

id
ed

 b
y 

th
e 

co
m

pl
ai

na
nt

, 
bu

t m
ay

 a
ls

o 
se

ek
 a

dd
iti

on
al

 
in

fo
rm

at
io

n 
fro

m
 th

e 
bo

dy
/

in
di

vi
du

al
 w

ho
 is

 th
e 

su
bj

ec
t 

of
 th

e 
co

m
pl

ai
nt

 .
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

e 
C

om
m

is
si

on
 p

rim
ar

ily
 

us
es

 C
om

pu
ls

or
y 

C
on

ci
lia

tio
n 

to
 a

tte
m

pt
 to

 
re

so
lv

e 
co

m
pl

ai
nt

s 
be

tw
ee

n 
pa

rti
es

 . T
hi

s 
is

 u
su

al
ly

 d
on

e 
w

ith
in

 6
 w

ee
ks

 o
f r

ec
ei

vi
ng

 
th

e 
co

m
pl

ai
nt

 .
If 

th
e 

co
m

pl
ai

nt
 is

 u
na

bl
e 

to
 

be
 re

so
lv

ed
 in

 th
is

 m
an

ne
r, 

th
e 

co
m

pl
ai

na
nt

 c
an

 re
qu

es
t 

th
at

 th
e 

C
om

m
is

si
on

 
ev

al
ua

te
 th

e 
co

m
pl

ai
nt

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

pa
rti

es
 a

re
 re

qu
ire

d 
by

 
la

w
 to

 a
tte

nd
 th

e 
co

m
pu

ls
or

y 
co

nc
ilia

tio
n .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
Vi

ct
im

is
at

io
n 

as
 re

su
lt 

of
 

co
m

pl
ai

ni
ng

, i
s 

its
el

f g
ro

un
ds

 
fo

r a
 c

om
pl

ai
nt

 .
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

https://adc.nt.gov.au/
https://adc.nt.gov.au/
https://legislation.nt.gov.au/Legislation/FINES-AND-PENALTIES-RECOVERY-ACT-2001
https://legislation.nt.gov.au/Legislation/FINES-AND-PENALTIES-RECOVERY-ACT-2001
https://legislation.nt.gov.au/Legislation/FINES-AND-PENALTIES-RECOVERY-ACT-2001


334 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

• 
as

so
ci

at
io

n 
w

ith
 a

 
pe

rs
on

 w
ho

 h
as

, o
r i

s 
be

lie
ve

d 
to

 h
av

e 
on

e 
of

 th
es

e 
at

tri
bu

te
s .

”
C

om
pl

ai
nt

s 
ca

n 
on

ly
 b

e 
m

ad
e 

“if
 

th
e 

di
sc

rim
in

at
io

n 
ha

s 
oc

cu
rre

d 
in

 th
e 

w
or

kp
la

ce
, w

he
n 

ac
ce

ss
in

g 
go

od
s,

 
se

rv
ic

es
 a

nd
 fa

ci
lit

ie
s,

 
ac

co
m

m
od

at
io

n,
 

ed
uc

at
io

n,
 in

su
ra

nc
e 

an
d 

su
pe

ra
nn

ua
tio

n 
or

 
at

 re
gi

st
er

ed
 c

lu
bs

 th
at

 
se

rv
e 

al
co

ho
l .”

Li
m

ita
tio

n 
pe

rio
ds

12
 m

on
th

s,
 u

nl
es

s 
th

er
e 

is
 a

 g
oo

d 
re

as
on

 fo
r a

 
lo

ng
er

 p
er

io
d .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

W
he

n 
ev

al
ua

tin
g 

a 
co

m
pl

ai
nt

, t
he

 C
om

m
is

si
on

 
ga

th
er

s 
in

fo
rm

at
io

n/
ev

id
en

ce
 fr

om
 th

e 
tw

o 
pa

rti
es

 a
nd

 d
ec

id
es

 w
he

th
er

 
th

er
e 

is
 “a

 re
as

on
ab

le
 

pr
os

pe
ct

 o
f s

uc
ce

ss
 if

 th
e 

co
m

pl
ai

nt
 is

 h
ea

rd
 b

y 
th

e 
N

or
th

er
n 

Te
rri

to
ry

 C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

”; 
at

 
w

hi
ch

 ti
m

e 
it 

m
ay

 re
fe

r t
he

 
m

at
te

r t
o 

th
at

 tr
ib

un
al

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Ta
ke

s 
pa

rt 
in

 c
om

pu
ls

or
y 

co
nc

ilia
tio

n .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Ta
ke

s 
pa

rt 
in

 c
om

pu
ls

or
y 

co
nc

ilia
tio

n .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d;

 d
oe

s 
no

t 
ap

pe
ar

 to
 b

e 
an

y 
pu

bl
ic

ly
 

av
ai

la
bl

e .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

ot
he

r r
ol

es
 o

f t
he

 
C

om
m

is
si

on
 in

cl
ud

e 
pu

bl
ic

 
ed

uc
at

io
n 

an
d 

tra
in

in
g,

 a
nd

 
co

m
m

un
ity

 e
ng

ag
em

en
t . 

It 
is

 u
nc

le
ar

 if
 o

r h
ow

 th
es

e 
ot

he
r p

ro
ce

ss
es

 re
la

te
 to

 it
s 

co
m

pl
ai

nt
s 

ha
nd

lin
g .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.



335Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

H
ea

lth
 a

nd
 C

om
m

un
ity

 
Se

rv
ic

es
 C

om
pl

ai
nt

s 
C

om
m

is
si

on
 N

T 

W
ho

 c
an

 c
om

pl
ai

n?
Pe

op
le

 li
vi

ng
 in

 s
up

po
rte

d 
ac

co
m

m
od

at
io

n,
 

re
ci

pi
en

ts
 o

f i
n 

ho
m

e 
ca

re
 a

nd
 a

llie
d 

he
al

th
 

se
rv

ic
es

, t
he

ir 
no

m
in

at
ed

 
re

pr
es

en
ta

tiv
es

, 
ad

vo
ca

te
, s

er
vi

ce
 

pr
ov

id
er

 o
r c

on
ce

rn
ed

 
m

em
be

r o
f t

he
 

co
m

m
un

ity
 if

 th
e 

is
su

e 
is

 d
ee

m
ed

 to
 b

e 
in

 th
e 

pu
bl

ic
 in

te
re

st
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

N
on

e 
sp

ec
ifi

ed
.

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed
.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

on
e 

sp
ec

ifi
ed

.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

on
e 

sp
ec

ifi
ed

.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
C

om
m

is
si

on
 .

Fo
rm

 o
f c

om
pl

ai
nt

Te
le

ph
on

e,
 in

 w
rit

in
g,

 o
nl

in
e 

or
 

in
 p

er
so

n .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

on
e 

sp
ec

ifi
ed

.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
on

e 
sp

ec
ifi

ed
.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

C
om

pl
ai

nt
s 

in
iti

al
ly

 a
re

 
at

te
m

pt
ed

 to
 b

e 
re

so
lv

ed
 

at
 th

e 
se

rv
ic

e 
le

ve
l . 

Th
e 

C
om

m
is

si
on

 w
ill 

th
en

 
at

te
m

pt
 to

 a
ch

ie
ve

 re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
 b

y 
pr

ov
id

in
g 

in
fo

rm
at

io
n,

 o
rg

an
is

in
g 

m
ee

tin
gs

, f
ac

ilit
at

in
g/

m
ed

ia
tin

g 
m

ee
tin

gs
 a

nd
 

pr
ov

id
in

g 
ad

vi
ce

 a
nd

 
op

tio
ns

 . I
f c

om
pl

ai
nt

s 
ca

nn
ot

 
be

 re
so

lv
ed

 th
en

 c
om

pl
ai

nt
s 

w
ill 

be
 re

gi
st

er
ed

, i
nq

ui
re

d 
in

to
 a

nd
 a

ss
es

se
d 

by
 th

e 
C

om
m

is
si

on
 . 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Ta

ke
 n

o 
fu

rth
er

 a
ct

io
n,

 
co

nc
ilia

te
, i

nv
es

tig
at

e 
or

 re
fe

r 
to

 o
th

er
 b

od
y .

 If
 th

e 
co

m
pl

ai
nt

 
is

 c
on

ci
lia

te
d 

a 
po

ss
ib

le
 

ou
tc

om
e 

is
 a

n 
en

fo
rc

ea
bl

e 
ag

re
em

en
t . 

O
ut

co
m

e 
of

 a
n 

in
ve

st
ig

at
io

n 
is

 th
e 

pr
ov

is
io

n 
of

 a
 n

ot
ic

e 
of

 in
ve

st
ig

at
io

n 
fin

di
ng

s 
to

 th
e 

co
m

pl
ai

na
nt

 
an

d 
pr

ov
id

er
 to

 im
pl

em
en

t 
ac

tio
ns

 .
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
on

e 
sp

ec
ifi

ed
.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

on
e 

sp
ec

ifi
ed

.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
Th

e 
C

om
m

is
si

on
 d

oe
s 

ha
ve

 
th

e 
po

w
er

 to
 in

ve
st

ig
at

e .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

on
e 

sp
ec

ifi
ed

.

http://www.hcscc.nt.gov.au
http://www.hcscc.nt.gov.au
http://www.hcscc.nt.gov.au


336 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
on

e 
sp

ec
ifi

ed

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
D

oc
um

en
ts

 p
ro

vi
de

d 
to

 th
e 

C
om

m
is

si
on

 a
re

 
pr

oh
ib

ite
d 

fro
m

 u
se

d 
in

 c
ou

rt 
pr

oc
ee

di
ng

s .
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Su
pp

or
t i

s 
gi

ve
n 

to
 F

irs
t 

N
at

io
ns

 p
eo

pl
e 

an
d 

pe
op

le
 

fro
m

 C
AL

D
 b

ac
kg

ro
un

ds
 . T

he
 

w
eb

si
te

 p
ro

vi
de

s 
a 

lin
k 

to
 th

e 
In

te
rp

re
tin

g 
an

d 
Tr

an
sl

at
in

g 
Se

rv
ic

e 
N

T .



337Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

 
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

O
th

er
 

re
le

va
nt

 
no

n-
co

m
pl

ai
nt

 
bo

di
es



338 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Ju
ri

sd
ic

tio
n:

 Q
ue

en
sl

an
d

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ed
uc

at
io

n
Q

LD
 D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 w

ho
 is

 d
ire

ct
ly

 
aff

ec
te

d 
by

 a
 d

ec
is

io
n 

or
 

ac
tio

n 
of

 th
e 

de
pa

rtm
en

t .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
m

ay
 re

la
te

 to
:

• 
“a

 d
ec

is
io

n 
m

ad
e,

 o
r 

a 
fa

ilu
re

 to
 m

ak
e 

a 
de

ci
si

on
, b

y 
a 

pu
bl

ic
 

se
rv

ic
e 

em
pl

oy
ee

 o
f 

th
e 

de
pa

rtm
en

t
• 

an
 a

ct
, o

r f
ai

lu
re

 to
 

ac
t, 

by
 th

e 
de

pa
rtm

en
t

• 
th

e 
fo

rm
ul

at
io

n 
of

 a
 

pr
op

os
al

 o
r i

nt
en

tio
n 

by
 th

e 
de

pa
rtm

en
t

• 
th

e 
m

ak
in

g 
of

 a
 

re
co

m
m

en
da

tio
n 

by
 

th
e 

de
pa

rtm
en

t
• 

th
e 

cu
st

om
er

 s
er

vi
ce

 
pr

ov
id

ed
 b

y 
a 

pu
bl

ic
 

se
rv

ic
e 

em
pl

oy
ee

 o
f 

th
e 

de
pa

rtm
en

t .”
C

om
pl

ai
nt

s 
co

ns
id

er
ed

 
ou

ts
id

e 
th

e 
sc

op
e 

of
 th

e 
co

m
pl

ai
nt

s 
fra

m
ew

or
k 

an
d 

to
 b

e 
“m

an
ag

ed
 th

ro
ug

h 
di

ffe
re

nt
 p

ro
ce

ss
es

” 
in

cl
ud

e:
 

• 
“c

om
pl

ai
nt

s 
un

de
r t

he
 

Ed
uc

at
io

n 
an

d 
C

ar
e 

Se
rv

ic
es

 A
ct

 2
01

3 
an

d 
th

e 
Ed

uc
at

io
n 

an
d 

C
ar

e 
Se

rv
ic

es
 

N
at

io
na

l L
aw

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
by

 p
ho

ne
, e

m
ai

l, 
in

 p
er

so
n,

 
on

lin
e 

or
 in

 w
rit

in
g 

– 
ei

th
er

 to
 

th
e 

re
le

va
nt

 s
ch

oo
l i

n 
th

e 
fir

st
 

in
st

an
ce

, o
r t

o 
th

e 
D

ep
ar

tm
en

t .
Fo

rm
 o

f c
om

pl
ai

nt
C

om
pl

ai
nt

s 
ca

n 
be

 a
no

ny
m

ou
s,

 
bu

t t
hi

s 
m

ay
 li

m
it 

ho
w

 th
e 

de
pa

rtm
en

t c
an

 h
an

dl
e 

th
e 

co
m

pl
ai

nt
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

• 
“C

us
to

m
er

s 
m

ak
in

g 
a 

co
m

pl
ai

nt
 a

re
 re

sp
on

si
bl

e 
fo

r:
• 

co
op

er
at

in
g 

re
sp

ec
tfu

lly
 

an
d 

un
de

rs
ta

nd
in

g 
th

at
 

un
re

as
on

ab
le

 c
on

du
ct

 w
ill 

no
t b

e 
to

le
ra

te
d,

 in
cl

ud
in

g 
ab

us
iv

e,
 a

gg
re

ss
iv

e 
or

 
di

sr
es

pe
ct

fu
l b

eh
av

io
ur

• 
pr

ov
id

in
g 

a 
cl

ea
r i

de
a 

of
 th

e 
pr

ob
le

m
 a

nd
 th

e 
de

si
re

d 
so

lu
tio

n
• 

pr
ov

id
in

g 
al

l r
el

ev
an

t 
in

fo
rm

at
io

n 
w

he
n 

th
e 

co
m

pl
ai

nt
 is

 m
ad

e 
• 

un
de

rs
ta

nd
in

g 
th

at
 s

om
e 

de
ci

si
on

s 
ca

nn
ot

 b
e 

ov
er

tu
rn

ed
 o

r c
ha

ng
ed

 
un

de
r t

he
 fr

am
ew

or
k 

ap
pr

oa
ch

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

Th
e 

co
m

pl
ai

nt
 is

 a
ss

es
se

d 
to

 c
he

ck
 th

at
 it

 fa
lls

 u
nd

er
 

th
e 

D
ep

ar
tm

en
t’s

 c
om

pl
ai

nt
 

m
an

ag
em

en
t f

ra
m

ew
or

k;
 

co
ns

id
er

s 
w

he
th

er
 th

er
e 

ar
e 

an
y 

hu
m

an
 ri

gh
ts

 
im

pl
ic

at
io

ns
 o

r i
f i

t n
ee

ds
 to

 
be

 re
fe

rre
d 

to
 a

 s
pe

ci
al

is
t 

ar
ea

 in
 th

e 
de

pa
rtm

en
t .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r, 
or

 
fu

nd
 a

 s
ch

oo
l t

ha
t i

s 
th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Ta

ke
s 

a 
th

re
e-

st
ep

 p
ro

ce
ss

 
to

 re
so

lv
in

g 
th

e 
co

m
pl

ai
nt

:
• 

Tr
yi

ng
 to

 re
so

lv
e 

it 
qu

ic
kl

y 
at

 th
e 

lo
ca

l/
fro

nt
lin

e 
le

ve
l (

th
e 

“E
ar

ly
 

R
es

ol
ut

io
n”

 p
ha

se
)

• 
An

 in
te

rn
al

 re
vi

ew
 if

 
th

e 
co

m
pl

ai
na

nt
 is

 
un

sa
tis

fie
d 

w
ith

 th
e 

ou
tc

om
e 

ar
is

in
g 

fro
m

 
th

e 
pr

ev
io

us
 p

ha
se

 (t
he

 
“In

te
rn

al
 R

ev
ie

w
” p

ha
se

)

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“O

pt
io

ns
 fo

r r
es

ol
vi

ng
 th

e 
cu

st
om

er
 c

om
pl

ai
nt

 th
at

 m
ay

 
ap

pl
y 

in
cl

ud
e:

• 
pr

ov
id

in
g 

an
 e

xp
la

na
tio

n 
to

 th
e 

co
m

pl
ai

na
nt

 a
bo

ut
 

th
e 

de
ci

si
on

, a
ct

io
n,

 
et

c .
 a

nd
 re

as
on

s 
if 

no
t 

pr
ev

io
us

ly
 p

ro
vi

de
d

• 
di

sm
is

si
ng

 th
e 

cu
st

om
er

 
co

m
pl

ai
nt

 (f
or

 e
xa

m
pl

e,
 

if 
th

e 
de

ci
si

on
 c

om
pl

ie
s 

w
ith

 le
gi

sl
at

io
n,

 o
r 

po
lic

ie
s 

or
 p

ro
ce

du
re

s 
of

 th
e 

go
ve

rn
m

en
t o

r 
de

pa
rtm

en
t)

• 
co

nc
lu

di
ng

 th
at

 th
e 

cu
st

om
er

 c
om

pl
ai

nt
 

ha
s 

be
en

 s
ub

st
an

tia
lly

 
re

so
lv

ed
• 

re
ac

hi
ng

 a
 c

om
pr

om
is

e 
so

lu
tio

n 
• 

up
ho

ld
in

g 
th

e 
cu

st
om

er
 c

om
pl

ai
nt

 
an

d 
im

pl
em

en
tin

g 
sp

ec
ifi

c 
ac

tio
n,

 s
uc

h 
as

 
ov

er
tu

rn
in

g 
a 

de
ci

si
on

, 
gi

vi
ng

 a
n 

ap
ol

og
y 

or
 

pr
ov

id
in

g 
a 

se
rv

ic
e 

no
t 

pr
ev

io
us

ly
 p

ro
vi

de
d 

o 
ad

dr
es

si
ng

 o
r r

ef
er

rin
g 

th
e 

is
su

e 
fo

r s
ys

te
m

 
im

pr
ov

em
en

t .”

https://qed.qld.gov.au/contact/customer-compliments-complaints
https://qed.qld.gov.au/contact/customer-compliments-complaints


339Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
co

m
pl

ai
nt

s 
ab

ou
t 

ce
rta

in
 d

ec
is

io
ns

 m
ad

e 
un

de
r l

eg
is

la
tio

n
• 

co
m

pl
ai

nt
s 

ab
ou

t 
de

ci
si

on
s 

m
ad

e 
un

de
r 

a 
co

nt
ra

ct
• 

em
pl

oy
ee

 
co

m
pl

ai
nt

s 
ab

ou
t 

th
ei

r e
m

pl
oy

m
en

t 
(P

ub
lic

 S
er

vi
ce

 A
ct

 
20

08
 a

nd
 P

ub
lic

 
Se

rv
ic

e 
C

om
m

is
si

on
 

D
ire

ct
iv

es
)

• 
co

m
pl

ai
nt

s 
in

vo
lv

in
g 

co
rru

pt
 c

on
du

ct
 (C

rim
e 

an
d 

C
or

ru
pt

io
n 

Ac
t 

20
01

) 
• 

pu
bl

ic
 in

te
re

st
 

di
sc

lo
su

re
s 

(P
ub

lic
 

In
te

re
st

 D
is

cl
os

ur
e 

Ac
t 

20
10

)”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly
; 

ho
w

ev
er

 c
om

pl
ai

na
nt

s 
ca

n 
be

 s
up

po
rte

d 
by

 a
 fr

ie
nd

, 
ad

vo
ca

te
, i

nt
er

pr
et

er
 o

r 
co

m
m

un
ity

 e
ld

er
, a

nd
 c

an
 

re
qu

es
t o

th
er

 re
as

on
ab

le
 

as
si

st
an

ce
 to

 lo
dg

e 
th

ei
r 

co
m

pl
ai

nt
 .

• 
in

fo
rm

in
g 

th
e 

de
pa

rtm
en

t 
of

 c
ha

ng
es

 a
ffe

ct
in

g 
th

e 
co

m
pl

ai
nt

 in
cl

ud
in

g 
if 

he
lp

 is
 

no
 lo

ng
er

 re
qu

ire
d .

”
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

C
om

pl
ai

na
nt

s 
ca

n 
be

 s
up

po
rte

d 
by

 a
 fr

ie
nd

, a
dv

oc
at

e,
 in

te
rp

re
te

r 
or

 c
om

m
un

ity
 e

ld
er

 .

• 
En

co
ur

ag
in

g 
co

m
pl

ai
na

nt
s 

to
 s

ee
k 

an
 e

xt
er

na
l r

ev
ie

w
 if

 
th

ey
 re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
e 

D
ep

ar
tm

en
t’s

 
de

ci
si

on
s 

(th
e 

“E
xt

er
na

l 
R

ev
ie

w
” p

ha
se

) .
At

 th
e 

“e
ar

ly
 re

so
lu

tio
n”

 
ph

as
e,

 th
er

e 
ar

e 
fo

ur
 

st
ep

s:
 re

ce
iv

e 
an

d 
re

co
rd

 
th

e 
co

m
pl

ai
nt

; a
ss

es
s 

an
d 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
; 

co
m

m
un

ic
at

e 
th

e 
ou

tc
om

e;
 

an
d 

cl
os

e 
th

e 
co

m
pl

ai
nt

 . 
Th

e 
de

pa
rtm

en
t’s

 C
us

to
m

er
 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

Pr
oc

ed
ur

e 
se

ts
 o

ut
 fu

rth
er

 
de

ta
il,

 h
ow

ev
er

 is
 s

til
l 

re
la

tiv
el

y 
va

gu
e 

on
 e

xa
ct

ly
 

ho
w

 in
ve

st
ig

at
io

ns
 a

re
 

co
nd

uc
te

d .
Th

e 
de

pa
rtm

en
t o

ffe
rs

 th
e 

fo
llo

w
in

g 
tim

el
in

es
:

• 
Si

m
pl

e 
co

m
pl

ai
nt

s 
m

ay
 

ta
ke

 u
p 

to
 2

0 
w

or
ki

ng
 

da
ys

• 
C

om
pl

ai
nt

s 
re

qu
iri

ng
 

so
m

e 
in

qu
iry

 m
ay

 ta
ke

 u
p 

to
 4

5 
da

ys
• 

C
om

pl
ai

nt
s 

re
qu

iri
ng

 
in

ve
st

ig
at

io
n 

an
d 

es
ca

la
tio

n 
m

ay
 ta

ke
 u

p 
to

 
90

 d
ay

s 
or

 lo
ng

er
• 

C
om

pl
ai

nt
s 

in
vo

lv
in

g 
hu

m
an

 ri
gh

ts
 is

su
es

 w
ill 

ta
ke

 u
p 

to
 4

5 
bu

si
ne

ss
 

da
ys

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

“T
he

 c
om

pl
ai

nt
s 

offi
ce

r m
us

t 
ad

vi
se

 th
e 

co
m

pl
ai

na
nt

 o
f t

he
 

ou
tc

om
e 

of
 th

e 
as

se
ss

m
en

t 
an

d 
re

so
lu

tio
n 

pr
oc

es
s .

 T
hi

s 
sh

ou
ld

 in
cl

ud
e:

• 
a 

cl
ea

r e
xp

la
na

tio
n 

of
 th

e 
fin

al
 d

ec
is

io
n

• 
an

y 
re

co
m

m
en

da
tio

ns
• 

an
y 

re
vi

ew
 o

pt
io

ns
 

av
ai

la
bl

e 
to

 th
e 

co
m

pl
ai

na
nt

, i
nc

lu
di

ng
 

in
te

rn
al

 o
r e

xt
er

na
l 

re
vi

ew
 .”



340 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
C

om
pl

ai
na

nt
s 

ha
ve

 th
e 

fo
llo

w
in

g 
re

sp
on

si
bi

lit
ie

s:
• 

co
op

er
at

e 
re

sp
ec

tfu
lly

 
an

d 
un

de
rs

ta
nd

 th
at

 
un

re
as

on
ab

le
, a

bu
si

ve
, 

or
 d

is
re

sp
ec

tfu
l c

on
du

ct
 

w
ill 

no
t b

e 
to

le
ra

te
d

• 
gi

ve
 th

e 
D

ep
ar

tm
en

t a
 

cl
ea

r i
de

a 
of

 th
e 

is
su

e 
or

 
co

nc
er

n 
an

d 
th

ei
r d

es
ire

d 
so

lu
tio

n
• 

pr
ov

id
e 

al
l t

he
 re

le
va

nt
 

in
fo

rm
at

io
n 

w
he

n 
m

ak
in

g 
th

e 
co

m
pl

ai
nt

• 
un

de
rs

ta
nd

 th
at

 
ad

dr
es

si
ng

 a
 c

om
pl

ai
nt

 
ca

n 
ta

ke
 ti

m
e

• 
le

t t
he

 D
ep

ar
tm

en
t k

no
w

 
if 

so
m

et
hi

ng
 c

ha
ng

es
, 

in
cl

ud
in

g 
if 

he
lp

 is
 n

o 
lo

ng
er

 n
ee

de
d .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 c

le
ar

 .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

“If
 th

e 
co

m
pl

ai
na

nt
 is

 
di

ss
at

is
fie

d 
w

ith
 th

e 
ou

tc
om

e 
of

 th
ei

r c
us

to
m

er
 c

om
pl

ai
nt

 
an

d/
or

 th
e 

w
ay

 th
e 

cu
st

om
er

 
co

m
pl

ai
nt

 w
as

 h
an

dl
ed

 
by

 th
e 

de
pa

rtm
en

t, 
th

e 
co

m
pl

ai
na

nt
 c

an
 re

qu
es

t a
n 

in
te

rn
al

 re
vi

ew
 .”

“T
hi

s 
re

qu
es

t s
ho

ul
d:

• 
be

 in
 w

rit
in

g 
us

in
g 

th
e 

re
qu

es
t f

or
 in

te
rn

al
 

re
vi

ew
 fo

rm
 (D

O
C

X,
 

41
0K

B)
 o

r p
ro

vi
de

d 
ov

er
 

th
e 

ph
on

e
• 

be
 lo

dg
ed

 w
ith

in
 2

8 
da

ys
 o

f r
ec

ei
vi

ng
 y

ou
r 

co
m

pl
ai

nt
 o

ut
co

m
e

• 
ex

pl
ai

n 
w

hy
 a

 re
vi

ew
 is

 
ap

pr
op

ria
te

 a
nd

 p
ro

vi
de

 
al

l r
el

ev
an

t i
nf

or
m

at
io

n
• 

de
ta

il 
th

e 
ac

tio
n 

yo
u 

w
ou

ld
 li

ke
 ta

ke
n 

to
 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 .”

Th
e 

D
ep

ar
tm

en
t a

im
s 

to
 

co
m

pl
et

e 
in

te
rn

al
 re

vi
ew

s 
w

ith
in

 4
5 

w
or

ki
ng

 d
ay

s .
It 

th
en

 re
fe

rs
 c

om
pl

ai
na

nt
s 

to
 

th
e 

Q
ue

en
sl

an
d 

O
m

bu
ds

m
an

 
or

 Q
ue

en
sl

an
d 

H
um

an
 

R
ig

ht
s 

C
om

m
is

si
on

 if
 th

ey
 

w
is

h 
to

 p
ur

su
e 

an
 e

xt
er

na
l 

re
vi

ew
 .

https://ppr.qed.qld.gov.au/attachment/customer-complaints-request-an-internal-review.docx
https://ppr.qed.qld.gov.au/attachment/customer-complaints-request-an-internal-review.docx
https://ppr.qed.qld.gov.au/attachment/customer-complaints-request-an-internal-review.docx


341Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“In
fo

rm
at

io
n 

is
 o

nl
y 

us
ed

 fo
r 

th
e 

pu
rp

os
e 

of
 re

sp
on

di
ng

 to
 

th
e 

co
m

pl
ai

nt
 . I

nf
or

m
at

io
n 

w
ill 

no
t b

e 
di

st
rib

ut
ed

 to
 a

ny
 th

ird
 

pa
rti

es
 u

nl
es

s 
au

th
or

is
ed

 o
r 

re
qu

ire
d 

by
 la

w .
”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fro
m

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

de
pa

rtm
en

t c
at

eg
or

is
es

 
co

m
pl

ai
nt

s 
to

 id
en

tit
y 

is
su

es
 

an
d 

tre
nd

s 
th

at
 m

ay
 h

el
p 

it 
im

pr
ov

e 
its

 s
er

vi
ce

s .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rti

cu
la

r g
ro

up
s?

C
om

pl
ai

na
nt

s 
ca

n 
re

qu
es

t a
ll 

re
as

on
ab

le
 a

ss
is

ta
nc

e,
 s

uc
h 

as
 tr

an
sl

at
io

n 
se

rv
ic

es
 o

r t
ex

t 
te

le
ph

on
e 

se
rv

ic
es

 .



342 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

H
ea

lth
Q

ue
en

sl
an

d 
H

ea
lth

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 c
an

 m
ak

e 
a 

co
m

pl
ai

nt
 a

bo
ut

 a
 (p

ub
lic

 
or

 p
riv

at
e)

 h
ea

lth
 s

er
vi

ce
 

in
 Q

ue
en

sl
an

d .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
R

el
at

es
 to

 in
ci

de
nt

s 
w

he
re

 th
e 

co
m

pl
ai

na
nt

 
fe

lt 
th

e 
se

rv
ic

es
 re

ce
iv

ed
 

w
er

e 
no

t o
f t

he
 s

ta
nd

ar
d 

ex
pe

ct
ed

 .
C

om
pl

ai
nt

s 
re

la
tin

g 
to

 
co

rru
pt

 c
on

du
ct

 a
nd

 
pu

bl
ic

 in
te

re
st

 d
is

cl
os

ur
e 

ar
e 

ex
cl

ud
ed

, a
s 

th
ey

 a
re

 
de

al
t w

ith
 b

y 
se

pa
ra

te
 

pr
oc

es
se

s 
(c

om
pl

ai
na

nt
s 

ar
e 

di
re

ct
ed

 to
 th

e 
D

ep
ar

tm
en

t’s
 e

th
ic

al
 

st
an

da
rd

s 
un

it)
 .

Li
m

ita
tio

n 
pe

rio
ds

N
o 

st
ric

t p
er

io
ds

 a
re

 
sp

ec
ifi

ed
, h

ow
ev

er
 th

e 
D

ep
ar

tm
en

t e
nc

ou
ra

ge
s 

co
m

pl
ai

na
nt

s 
to

 “t
al

k 
to

 
so

m
eo

ne
 a

s 
so

on
 a

s 
po

ss
ib

le
” a

s 
th

e 
lo

ng
er

 
tim

e 
pa

ss
es

, t
he

 “l
es

s 
cl

ea
r t

he
 fa

ct
s 

be
co

m
e,

 
w

hi
ch

 c
an

 m
ak

e 
it 

ha
rd

er
 

to
 fi

nd
 a

 s
ol

ut
io

n.
”

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
 H

ow
ev

er
, 

co
m

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 p

ro
vi

de
 

su
pp

or
tin

g

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

in
 

pe
rs

on
, b

y 
ph

on
e,

 in
 w

rit
in

g,
 

or
 u

si
ng

 a
n 

on
lin

e 
fe

ed
ba

ck
 

fo
rm

 . T
he

y 
m

ay
 a

ls
o 

em
ai

l t
he

 
D

ep
ar

tm
en

t L
ia

is
on

 o
ffi

ce
 w

ho
 

w
ill 

di
re

ct
 th

ei
r c

om
pl

ai
nt

 to
 th

e 
ap

pr
op

ria
te

 a
re

a .
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 “g

o 
lo

ca
l fi

rs
t” 

by
 s

pe
ak

in
g 

w
ith

 th
e 

re
le

va
nt

 d
ep

ar
tm

en
ta

l 
bu

si
ne

ss
 a

re
a,

 fa
ci

lit
y 

or
 

se
rv

ic
e 

th
at

 is
 th

e 
su

bj
ec

t o
f 

th
e 

co
m

pl
ai

nt
 . T

hi
s 

m
ay

 in
cl

ud
e 

sp
ea

ki
ng

 w
ith

 th
e 

st
aff

 m
em

be
r 

in
 q

ue
st

io
n,

 o
r t

he
ir 

m
an

ag
er

 
or

 th
e 

ex
ec

ut
iv

e 
of

 th
e 

se
rv

ic
e/

bu
si

ne
ss

 a
re

a .
Fo

rm
 o

f c
om

pl
ai

nt
Th

e 
D

ep
ar

tm
en

t d
is

tin
gu

is
he

s 
be

tw
ee

n 
“s

ta
nd

ar
d”

 c
om

pl
ai

nt
s 

w
hi

ch
 re

la
te

 to
 a

 d
is

sa
tis

fa
ct

io
n 

w
ith

 a
 s

er
vi

ce
/a

ct
io

n,
 a

nd
 a

 
“h

um
an

 ri
gh

ts
” c

om
pl

ai
nt

 w
he

re
 

th
e 

co
m

pl
ai

na
nt

 b
el

ie
ve

s 
“th

at
 

an
 a

ct
 o

r d
ec

is
io

n 
w

as
 m

ad
e 

th
at

 is
 n

ot
 c

om
pa

tib
le

 w
ith

 
hu

m
an

 ri
gh

ts
 o

r w
he

n 
m

ak
in

g 
a 

de
ci

si
on

, t
he

re
 w

as
 a

 fa
ilu

re
 to

 
co

ns
id

er
 h

um
an

 ri
gh

ts
 re

le
va

nt
 

to
 th

e 
de

ci
si

on
 .” 

Th
e 

sa
m

e 
m

et
ho

d 
of

 c
om

pl
ai

ni
ng

 is
 u

se
d 

fo
r b

ot
h 

fo
rm

s 
of

 c
om

pl
ai

nt
 . 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

“T
he

 D
ep

ar
tm

en
t o

f H
ea

lth
 

en
co

ur
ag

es
 [t

he
 c

om
pl

ai
na

nt
] t

o 
pl

ay
 a

n 
ac

tiv
e 

pa
rt 

in
 re

so
lv

in
g 

[th
ei

r] 
co

m
pl

ai
nt

 b
y:

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 

m
ay

 fu
nd

 a
 s

er
vi

ce
 w

hi
ch

 is
 

th
e 

su
bj

ec
t o

f a
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

e 
fo

rm
al

 c
om

pl
ai

nt
 

pr
oc

es
s 

de
pe

nd
s 

on
 w

he
th

er
 

th
e 

co
m

pl
ai

nt
 re

la
te

s 
to

 
a 

pr
iv

at
e 

or
 p

ub
lic

 h
ea

lth
 

se
rv

ic
e,

 o
r t

he
 D

ep
ar

tm
en

t o
f 

H
ea

lth
 it

se
lf .

Fo
r c

om
pl

ai
nt

s 
ab

ou
t t

he
 

D
ep

ar
tm

en
t o

f H
ea

lth
C

om
pl

ai
nt

s 
w

ill 
be

 h
an

dl
ed

 
by

 “a
n 

em
pl

oy
ee

 w
ho

 
m

an
ag

es
 c

om
pl

ai
nt

s 
on

 
be

ha
lf 

of
 th

e 
D

ep
ar

tm
en

t .”
 

Th
is

 p
er

so
n 

w
ill 

ac
kn

ow
le

dg
e 

th
e 

co
m

pl
ai

nt
, m

ay
 c

on
ta

ct
 

th
e 

co
m

pl
ai

na
nt

 fo
r f

ur
th

er
 

in
fo

rm
at

io
n,

 a
nd

 c
on

si
de

r t
he

 
co

m
pl

ai
nt

 . T
he

 c
om

pl
ai

na
nt

 
w

ill 
th

en
 b

e 
“n

ot
ifi

ed
 o

f 
th

e 
ou

tc
om

e,
 in

cl
ud

in
g 

re
as

on
s 

fo
r t

he
 d

ep
ar

tm
en

t’s
 

de
ci

si
on

s .
”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
C

om
pl

ai
na

nt
s 

m
ay

 re
qu

es
t 

an
 in

te
rn

al
 re

vi
ew

 b
y 

th
e 

m
an

ag
er

 o
f t

he
 re

le
va

nt
 

he
al

th
 s

er
vi

ce
 o

r b
us

in
es

s 
ar

ea
 o

f t
he

 D
ep

ar
tm

en
t . 

If 
th

ey
 re

m
ai

n 
un

sa
tis

fie
d,

 th
ey

 
m

ay
 c

on
ta

ct
 th

e 
Q

ue
en

sl
an

d 
O

m
bu

ds
m

an
 o

r t
he

 O
ffi

ce
 o

f 
th

e 
H

ea
lth

 O
m

bu
ds

m
an

 fo
r 

an
 e

xt
er

na
l r

ev
ie

w .

https://www.health.qld.gov.au/system-governance/contact-us/compliments-complaints


343Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

do
cu

m
en

ta
tio

n/
ev

id
en

ce
 

al
on

g 
w

ith
 th

ei
r c

om
pl

ai
nt

 
if 

po
ss

ib
le

 .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

Th
e 

D
ep

ar
tm

en
t 

st
at

es
 th

at
 “i

n 
so

m
e 

ci
rc

um
st

an
ce

s,
 a

 
re

la
tiv

e,
 c

ar
er

 o
r f

rie
nd

 
m

ay
 ra

is
e 

co
nc

er
ns

 o
r 

m
ak

e 
a 

co
m

pl
ai

nt
 o

n 
[th

e 
vi

ct
im

-s
ur

vi
vo

r’s
] 

be
ha

lf .
 A

 c
on

su
m

er
 g

ro
up

 
or

 a
dv

oc
at

e 
ca

n 
al

so
 

co
m

pl
ai

n 
on

 [t
he

 v
ic

tim
-

su
rv

iv
or

’s
] b

eh
al

f.”
In

 re
la

tio
n 

to
 b

ro
ad

er
 

he
al

th
 s

er
vi

ce
s 

in
 

Q
ue

en
sl

an
d 

(i .
e .

 n
ot

 
ne

ce
ss

ar
ily

 D
ep

ar
tm

en
t 

of
 H

ea
lth

 s
er

vi
ce

s)
, t

he
 

w
eb

si
te

 s
ta

te
s 

th
at

:
“C

hi
ld

re
n 

ca
n 

m
ak

e 
co

m
pl

ai
nt

s 
if 

th
ey

 a
re

 
as

se
ss

ed
 b

y 
th

e 
he

al
th

 
se

rv
ic

e 
as

 h
av

in
g 

a 
su

ffi
ci

en
t l

ev
el

 o
f m

at
ur

ity
 

an
d 

un
de

rs
ta

nd
in

g .
 If

 
th

e 
ch

ild
 is

 c
on

si
de

re
d 

to
 

la
ck

 th
e 

ca
pa

ci
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

, a
 p

ar
en

t o
r 

le
ga

l g
ua

rd
ia

n 
ca

n 
m

ak
e 

th
e 

co
m

pl
ai

nt
 o

n 
th

e 
ch

ild
’s

 b
eh

al
f.”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
ou

tli
ni

ng
 [t

he
ir]

 c
om

pl
ai

nt
 

as
 c

le
ar

ly
 a

nd
 a

cc
ur

at
el

y 
as

 
po

ss
ib

le
 

• 
pr

ov
id

in
g 

an
y 

su
pp

or
tin

g 
do

cu
m

en
ta

tio
n 

th
at

 m
ay

 
he

lp
 th

e 
de

pa
rtm

en
t r

es
ol

ve
 

[th
ei

r] 
co

m
pl

ai
nt

• 
tre

at
in

g 
st

aff
 w

ith
 c

ou
rte

sy
 

an
d 

re
sp

ec
t .”

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Th

e 
D

ep
ar

tm
en

t r
ec

og
ni

se
s 

th
at

 
ad

vo
ca

te
s 

m
ay

 c
om

pl
ai

n 
on

 
be

ha
lf 

of
 a

 v
ic

tim
-s

ur
vi

vo
r .

Fo
r c

om
pl

ai
nt

s 
ab

ou
t p

ub
lic

 
he

al
th

 s
er

vi
ce

s
C

om
pl

ai
nt

s 
ar

e 
di

re
ct

ed
 to

 
th

e 
lo

ca
l p

ub
lic

 h
os

pi
ta

l o
r 

he
al

th
 s

er
vi

ce
 in

 q
ue

st
io

n,
 a

s 
a 

fir
st

 s
te

p.
 If

 th
e 

co
m

pl
ai

nt
 

ca
nn

ot
 b

e 
re

so
lv

ed
, t

he
y 

ar
e 

di
re

ct
ed

 to
 a

sk
 to

 b
e 

re
fe

rre
d 

to
 th

e 
H

os
pi

ta
l a

nd
 

H
ea

lth
 S

er
vi

ce
 c

om
pl

ai
nt

s 
co

or
di

na
to

r o
f t

he
ir 

Q
ue

en
sl

an
d 

H
ea

lth
 a

re
a .

 
Th

is
 c

om
pl

ai
nt

s 
co

or
di

na
to

r 
w

ill 
th

en
 re

vi
ew

 th
e 

co
m

pl
ai

nt
 

an
d 

co
nt

ac
t t

he
 c

om
pl

ai
na

nt
 

“w
ith

 p
os

si
bl

e 
op

tio
ns

 to
 

re
so

lv
e 

[th
ei

r] 
co

m
pl

ai
nt

” a
nd

 
“e

xp
la

in
 w

ha
t w

ill 
ha

pp
en

 
ne

xt
 .”

Fo
r c

om
pl

ai
nt

s 
ab

ou
t p

riv
at

e 
he

al
th

 s
er

vi
ce

s
C

om
pl

ai
nt

s 
ar

e 
di

re
ct

ed
 

to
 th

e 
ho

sp
ita

l o
r h

ea
lth

 
se

rv
ic

e 
in

 q
ue

st
io

n,
 a

s 
a 

fir
st

 s
te

p.
 If

 th
e 

co
m

pl
ai

nt
 

ca
nn

ot
 b

e 
re

so
lv

ed
 a

t t
hi

s 
le

ve
l, 

co
m

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 c

on
ta

ct
 

th
e 

O
ffi

ce
 o

f t
he

 H
ea

lth
 

O
m

bu
ds

m
an

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tra
to

r 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

D
ep

ar
tm

en
t s

ta
te

s 
th

at
 

co
m

pl
ai

nt
s 

ar
e 

“d
ea

lt 
w

ith
 in

 
a 

co
nfi

de
nt

ia
l m

an
ne

r a
nd

 
w

ill 
on

ly
 b

e 
di

sc
us

se
d 

w
ith

 
th

e 
pe

op
le

 d
ire

ct
ly

 in
vo

lv
ed

 .” 
It 

al
so

 s
ta

te
s 

th
at

 c
om

pl
ai

nt
s 

w
ill 

no
t b

e 
ke

pt
 o

n 
an

y 
m

ed
ic

al
 re

co
rd

 .
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.



344 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.
O

ffi
ce

 o
f t

he
 C

hi
ef

 
Ps

yc
hi

at
ris

t
Th

e 
O

ffi
ce

 o
f t

he
 

C
hi

ef
 P

sy
ch

ia
tri

st
 c

an
 

in
ve

st
ig

at
e 

se
rio

us
 

m
at

te
rs

 c
on

ce
rn

in
g 

th
e 

ad
m

in
is

tra
tio

n 
of

 th
e 

M
en

ta
l H

ea
lth

 A
ct

 w
hi

ch
 

m
ay

 im
pa

ct
 th

e 
rig

ht
s 

of
 

pa
tie

nt
s .

A 
pa

tie
nt

 o
r s

om
eo

ne
 o

n 
th

e 
pa

tie
nt

’s
 b

eh
al

f, 
su

ch
 

as
 a

 n
om

in
at

ed
 s

up
po

rt 
pe

rs
on

, f
am

ily
, c

ar
er

 o
r 

ot
he

r s
up

po
rt 

pe
rs

on
 c

an
 

m
ak

e 
a 

co
m

pl
ai

nt
 .

C
om

pl
ai

nt
s 

m
ay

 c
on

ce
rn

 
“a

ny
 a

sp
ec

t o
f t

he
 

pa
tie

nt
’s

 tr
ea

tm
en

t o
r 

ca
re

 . T
hi

s 
m

ay
 in

cl
ud

e 
a 

co
m

pl
ai

nt
 a

bo
ut

 th
e 

qu
al

ity
 o

r s
ta

nd
ar

d 
of

 
m

en
ta

l h
ea

lth
 tr

ea
tm

en
t o

r 
ca

re
, o

r a
n 

al
le

ge
d 

fa
ilu

re
 

to
 p

ro
vi

de
 a

pp
ro

pr
ia

te
 

tre
at

m
en

t a
nd

 c
ar

e 
by

 a
n 

AM
H

S 
or

 p
ar

tic
ul

ar
 s

ta
ff 

m
em

be
r .”

Th
e 

pr
oc

es
s 

by
 w

hi
ch

 p
at

ie
nt

s 
or

 ‘i
nt

er
es

te
d 

pe
rs

on
s’

 c
an

 lo
dg

e 
a 

fo
rm

al
 c

om
pl

ai
nt

 is
 u

nc
le

ar
 .

M
en

ta
l h

ea
lth

 s
er

vi
ce

s 
ad

m
in

is
tra

to
rs

 “m
us

t n
ot

ify
 th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 o
f c

om
pl

ai
nt

s 
re

la
tin

g 
to

 s
ig

ni
fic

an
t n

on
-

co
m

pl
ia

nc
e 

w
ith

 th
e 

Ac
t a

nd
 fo

r 
sp

ec
ifi

ed
 c

rit
ic

al
 in

ci
de

nt
s.

”

In
fo

rm
at

io
n 

ab
ou

t t
he

 
co

m
pl

ai
nt

 re
so

lu
tio

n 
pr

oc
es

s 
is

 n
ot

 s
pe

ci
fie

d.
In

de
pe

nd
en

t P
at

ie
nt

 R
ig

ht
s 

Ad
vi

se
rs

 (I
PR

As
) a

nd
 s

ta
ff 

of
 a

 m
en

ta
l h

ea
lth

 s
er

vi
ce

 
m

us
t p

ro
vi

de
 a

ss
is

ta
nc

e 
to

 
pa

tie
nt

s 
an

d 
th

ei
r s

up
po

rt 
pe

rs
on

s 
in

 m
ak

in
g 

a 
co

m
pl

ai
nt

, i
f r

eq
ue

st
ed

 .

Th
e 

C
hi

ef
 P

sy
ch

ia
tri

st
 

ha
s 

po
w

er
s 

un
de

r t
he

 
re

le
va

nt
 M

en
ta

l H
ea

lth
 A

ct
 

to
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
ab

ou
t m

en
ta

l h
ea

lth
 s

er
vi

ce
s .

 
In

ve
st

ig
at

iv
e 

po
w

er
s 

al
so

 
ex

is
t u

nd
er

 th
e 

H
os

pi
ta

l a
nd

 
H

ea
lth

 B
oa

rd
s 

Ac
t 2

01
1 

an
d 

Pr
iv

at
e 

H
ea

lth
 F

ac
ilit

ie
s 

Ac
t 

19
99

 .
“T

he
 A

ct
 [a

ls
o]

 p
ro

vi
de

s 
pa

tie
nt

s 
an

d 
‘in

te
re

st
ed

 
pe

rs
on

s’
 a

 ri
gh

t t
o 

re
qu

es
t 

a 
se

co
nd

 o
pi

ni
on

 a
bo

ut
 

a 
pa

tie
nt

’s
 tr

ea
tm

en
t a

nd
 

ca
re

…
Th

e 
rig

ht
 to

 re
qu

es
t a

 s
ec

on
d 

op
in

io
n 

ap
pl

ie
s 

w
he

re
 a

 
[m

en
ta

l h
ea

lth
 s

er
vi

ce
] h

as
 

be
en

 u
na

bl
e 

to
 re

so
lv

e 
a 

co
m

pl
ai

nt
 m

ad
e 

by
 a

 p
at

ie
nt

 
or

 a
n 

‘in
te

re
st

ed
 p

er
so

n’
 

fo
r t

he
 p

at
ie

nt
, a

bo
ut

 th
e 

pa
tie

nt
’s

 tr
ea

tm
en

t a
nd

 c
ar

e.
” 

“T
he

 p
at

ie
nt

, o
r ‘

in
te

re
st

ed
 

pe
rs

on
’ f

or
 th

e 
pa

tie
nt

, m
us

t 
be

 k
ep

t i
nf

or
m

ed
 o

f s
te

ps
 

ta
ke

n 
to

 a
rra

ng
e 

a 
se

co
nd

 
op

in
io

n .
”

https://www.health.qld.gov.au/clinical-practice/guidelines-procedures/clinical-staff/mental-health/act/policies-guidelines
https://www.health.qld.gov.au/clinical-practice/guidelines-procedures/clinical-staff/mental-health/act/policies-guidelines


345Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

In
fo

rm
at

io
n 

ab
ou

t t
he

 
co

m
pl

ai
nt

 re
so

lu
tio

n 
pr

oc
es

s 
is

 n
ot

 s
pe

ci
fie

d.
In

de
pe

nd
en

t P
at

ie
nt

 R
ig

ht
s 

Ad
vi

se
rs

 (I
PR

As
) a

nd
 s

ta
ff 

of
 a

 m
en

ta
l h

ea
lth

 s
er

vi
ce

 
m

us
t p

ro
vi

de
 a

ss
is

ta
nc

e 
to

 
pa

tie
nt

s 
an

d 
th

ei
r s

up
po

rt 
pe

rs
on

s 
in

 m
ak

in
g 

a 
co

m
pl

ai
nt

, i
f r

eq
ue

st
ed

 . 

“If
 p

ro
vi

si
on

 o
f a

 s
ec

on
d 

op
in

io
n 

an
d 

th
e 

AM
H

S 
re

sp
on

se
 to

 it
 d

oe
s 

no
t 

re
so

lv
e 

th
e 

pa
tie

nt
’s

 o
r 

in
te

re
st

ed
 p

er
so

n’
s 

co
nc

er
ns

, 
th

e 
m

at
te

r m
ay

 b
e 

es
ca

la
te

d 
to

 th
e 

C
hi

ef
 P

sy
ch

ia
tri

st
 fo

r 
co

ns
id

er
at

io
n .

”
Es

ca
la

tio
n 

to
 th

e 
C

hi
ef

 
Ps

yc
hi

at
ris

t c
an

 o
nl

y 
oc

cu
r 

w
ith

 e
nd

or
se

m
en

t o
f t

he
 

re
le

va
nt

 c
lin

ic
al

 d
ire

ct
or

 a
nd

 
w

he
re

 a
ll 

ot
he

r a
ve

nu
es

 fo
r 

re
so

lu
tio

n 
ar

e 
ex

ha
us

te
d .

“W
he

re
 a

 p
at

ie
nt

 re
qu

ire
s 

sp
ec

ifi
c 

he
lp

 to
 m

ak
e 

a 
co

m
pl

ai
nt

, s
uc

h 
as

 w
ith

 th
e 

as
si

st
an

ce
 o

f a
n 

in
te

rp
re

te
r, 

pe
rs

on
al

 g
ua

rd
ia

n,
 s

up
po

rt 
pe

rs
on

 o
r c

om
m

un
ity

 v
is

ito
r, 

ev
er

y 
re

as
on

ab
le

 e
ffo

rt 
m

us
t 

be
 m

ad
e 

by
 th

e 
AM

H
S 

to
 

or
ga

ni
se

 th
e 

ap
pr

op
ria

te
 

su
pp

or
t .”



346 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

O
ffi

ce
 o

f t
he

 H
ea

lth
 

O
m

bu
ds

m
an

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

, i
nc

lu
di

ng
 a

 
pa

tie
nt

 o
f a

 h
ea

lth
 

se
rv

ic
e,

 th
ei

r p
ar

en
t/

gu
ar

di
an

/re
la

tiv
e/

fri
en

d 
or

 
re

pr
es

en
ta

tiv
e,

 a
 h

ea
lth

 
se

rv
ic

e 
pr

ov
id

er
 o

r a
ny

 
ot

he
r c

on
ce

rn
ed

 p
er

so
n .

Th
e 

O
H

O
 c

an
 a

ls
o 

in
iti

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

be
 

ab
ou

t a
ny

 h
ea

lth
 s

er
vi

ce
 

re
ce

iv
ed

, o
r h

ea
lth

 s
er

vi
ce

 
pr

ov
id

er
, i

n 
Q

ue
en

sl
an

d .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

An
y 

co
m

pl
ai

nt
 s

ho
ul

d 
in

cl
ud

e 
th

e 
fo

llo
w

in
g 

in
fo

rm
at

io
n:

• 
W

ho
 w

as
 in

vo
lv

ed
?

• 
W

he
re

 d
id

 th
e 

in
ci

de
nt

 
oc

cu
r?

• 
W

ha
t h

ap
pe

ne
d 

an
d 

w
he

n?
• 

W
ha

t a
re

 y
ou

 
co

nc
er

ne
d 

ab
ou

t?
• 

H
av

e 
yo

u 
do

ne
 

an
yt

hi
ng

 e
ls

e 
to

 
ad

dr
es

s 
th

is
 m

at
te

r?
• 

W
ha

t d
o 

yo
u 

w
an

t t
o 

ha
pp

en
 n

ow
?

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 in
 

w
rit

in
g,

 o
nl

in
e 

or
 b

y 
ph

on
e .

C
om

pl
ai

na
nt

s 
ar

e 
fir

st
 

en
co

ur
ag

ed
 to

 ra
is

e 
th

ei
r 

co
m

pl
ai

nt
 w

ith
 th

e 
re

le
va

nt
 

he
al

th
 s

er
vi

ce
 p

ro
vi

de
r, 

an
d 

to
 c

on
ta

ct
 th

e 
O

H
O

 if
 th

e 
co

m
pl

ai
nt

 is
 u

na
bl

e 
to

 b
e 

re
so

lv
ed

 a
t t

ha
t l

ev
el

 .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

; h
ow

ev
er

 th
is

 m
ay

 
m

ak
e 

it 
di

ffi
cu

lt 
to

 in
ve

st
ig

at
e 

th
e 

m
at

te
r a

nd
 re

sp
on

d 
to

 th
e 

sp
ec

ifi
cs

 o
f t

he
 c

om
pl

ai
nt

.
C

om
pl

ai
na

nt
s 

ca
n 

al
so

 
re

qu
es

t t
ha

t t
he

ir 
id

en
tit

y 
be

 
w

ith
he

ld
, i

ns
te

ad
 o

f r
em

ai
ni

ng
 

an
on

ym
ou

s .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
It 

is
 u

nc
le

ar
 w

he
th

er
 a

 v
ic

tim
-

su
rv

iv
or

 w
ou

ld
 b

e 
no

tifi
ed

 
or

 e
ng

ag
ed

 if
 a

 c
om

pl
ai

nt
 

w
as

 m
ad

e 
in

 re
sp

ec
t o

f c
ar

e/
tre

at
m

en
t p

ro
vi

de
d 

to
 th

em
, b

y 
an

ot
he

r p
er

so
n .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
C

om
pl

ai
nt

s 
ca

n 
al

so
 b

e 
lo

dg
ed

 
by

 a
 p

ar
en

t/g
ua

rd
ia

n/
re

la
tiv

e/
fri

en
d 

or
 re

pr
es

en
ta

tiv
e,

 a
 h

ea
lth

 
se

rv
ic

e 
pr

ov
id

er
 o

r a
ny

 o
th

er
 

co
nc

er
ne

d 
pe

rs
on

 .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

Th
e 

O
H

O
 c

an
 ta

ke
 

“im
m

ed
ia

te
 a

ct
io

n”
 

w
hi

ch
 in

vo
lv

es
 im

po
si

ng
 

“re
st

ric
tio

ns
 a

nd
 b

an
s 

on
 

in
di

vi
du

al
 h

ea
lth

 s
er

vi
ce

 
pr

ov
id

er
s 

w
ho

 a
re

 a
 ri

sk
 

to
 p

ub
lic

 h
ea

lth
 a

nd
 s

af
et

y 
or

 fo
r r

ea
so

ns
 o

f p
ub

lic
 

in
te

re
st

 .” 
It 

al
so

 w
or

ks
 

cl
os

el
y 

w
ith

 A
H

PR
A 

w
ho

 
m

ay
 ta

ke
 s

im
ila

r a
ct

io
n .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

C
om

pl
ai

nt
s 

m
ay

 b
e 

re
fe

rre
d 

to
 o

th
er

 a
ge

nc
ie

s,
 in

cl
ud

in
g 

th
e 

po
lic

e,
 if

 a
pp

ro
pr

ia
te

 .
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
er

e 
ar

e 
a 

nu
m

be
r o

f 
op

tio
ns

 th
e 

O
H

O
 m

ay
 ta

ke
 

in
 re

la
tio

n 
to

 re
so

lv
in

g 
a 

co
m

pl
ai

nt
 . T

he
se

 in
cl

ud
e:

• 
M

ak
in

g 
a 

fo
rm

al
 

as
se

ss
m

en
t

• 
R

ef
er

rin
g 

th
e 

co
m

pl
ai

nt
 

to
 a

 m
or

e 
ap

pr
op

ria
te

 
or

ga
ni

sa
tio

n 
fo

r 
re

so
lu

tio
n

• 
D

ire
ct

 re
so

lu
tio

n 
be

tw
ee

n 
th

e 
co

m
pl

ai
na

nt
 a

nd
 th

e 
he

al
th

 s
er

vi
ce

 th
at

 is
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
D

ep
en

di
ng

 o
n 

th
e 

ap
pr

oa
ch

 
ta

ke
n 

to
 re

so
lv

in
g 

th
e 

co
m

pl
ai

nt
, a

ny
 o

f t
he

 
fo

llo
w

in
g 

ou
tc

om
es

 a
re

 
po

ss
ib

le
:

• 
Ex

pl
an

at
io

n
• 

C
ha

ng
es

 in
 p

ra
ct

ic
e,

 
po

lic
y 

or
 p

ro
ce

du
re

• 
Ap

ol
og

y
• 

C
om

pe
ns

at
io

n
• 

N
o 

fu
rth

er
 a

ct
io

n
• 

R
ef

er
ra

l o
f t

he
 m

at
te

r 
to

 a
no

th
er

 b
od

y 
(e

 .g
 . 

AH
PR

A)
• 

Le
ga

l a
ct

io
n 

ta
ke

n 
by

 
th

e 
O

H
O

 a
ga

in
st

 th
e 

se
rv

ic
e 

pr
ov

id
er

 in
 th

e 
Q

ue
en

sl
an

d 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
O

H
O

 re
co

rd
s 

al
l 

co
m

pl
ai

nt
s 

in
 o

rd
er

 “t
o 

id
en

tif
y 

sy
st

em
ic

 is
su

es
 a

nd
 

pa
tte

rn
s 

of
 b

eh
av

io
ur

 .”

https://www.oho.qld.gov.au/
https://www.oho.qld.gov.au/


347Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
An

y 
su

pp
or

tin
g 

do
cu

m
en

ta
tio

n 
(w

he
re

 
av

ai
la

bl
e)

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
Pe

op
le

 w
ho

 a
re

 a
n 

ap
po

in
te

d 
gu

ar
di

an
, h

av
e 

au
th

or
ity

 to
 m

ak
e 

m
ed

ic
al

 
de

ci
si

on
s 

on
 b

eh
al

f o
f 

an
ot

he
r p

er
so

n,
 o

r w
ho

 
ha

ve
 E

nd
ur

in
g 

Po
w

er
 

of
 A

tto
rn

ey
 (M

ed
ic

al
) 

fo
r a

n 
in

di
vi

du
al

 o
r w

ho
 

ar
e 

a 
St

at
ut

or
y 

H
ea

lth
 

At
to

rn
ey

 m
ay

 b
e 

re
qu

ire
d 

to
 p

ro
vi

de
 a

dd
iti

on
al

 
do

cu
m

en
ta

tio
n 

to
 th

e 
O

H
O

 w
he

n 
lo

dg
in

g 
a 

co
m

pl
ai

nt
 . 

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
C

on
ci

lia
tio

n 
be

tw
ee

n 
th

e 
co

m
pl

ai
na

nt
 a

nd
 th

e 
he

al
th

 s
er

vi
ce

 th
at

 is
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

• 
Ta

ki
ng

 im
m

ed
ia

te
 a

ct
io

n 
ag

ai
ns

t t
he

 h
ea

lth
 s

er
vi

ce
 

pr
ov

id
er

• 
C

on
du

ct
in

g 
an

 
in

ve
st

ig
at

io
n 

in
to

 th
e 

co
m

pl
ai

nt
• 

R
ef

er
rin

g 
th

e 
m

at
te

r 
to

 th
e 

D
ire

ct
or

 o
f 

Pr
oc

ee
di

ng
s 

fo
r p

ot
en

tia
l 

le
ga

l a
ct

io
n

• 
Ta

ki
ng

 n
o 

fu
rth

er
 a

ct
io

n
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
is

 w
ill 

de
pe

nd
 o

n 
th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n 
pr

oc
es

s 
ad

op
te

d .
 D

ire
ct

 re
so

lu
tio

n 
an

d 
co

nc
ilia

tio
n 

bo
th

 in
vo

lv
e 

th
e 

pa
rti

es
 in

 a
 c

om
pl

ai
nt

 
co

m
in

g 
to

ge
th

er
 to

 re
so

lv
e 

it 
w

ith
 th

e 
as

si
st

an
ce

 o
f 

th
e 

O
H

O
 . I

f m
or

e 
se

rio
us

 
av

en
ue

s 
ar

e 
ta

ke
n 

– 
su

ch
 a

s 
im

m
ed

ia
te

 a
ct

io
n,

 c
on

du
ct

in
g 

an
 in

ve
st

ig
at

io
n 

or
 re

fe
rri

ng
 

th
e 

m
at

te
r f

or
 p

ro
se

cu
tio

n 
– 

th
e 

vi
ct

im
-s

ur
vi

vo
r m

ay
 

be
 le

ss
 in

vo
lv

ed
 in

 d
ire

ct
ly

 
re

so
lv

in
g 

th
e 

pr
ob

le
m

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

As
 a

bo
ve

 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
If 

an
y 

ac
tio

n 
is

 ta
ke

n 
ag

ai
ns

t 
a 

se
rv

ic
e 

pr
ov

id
er

, t
he

 O
H

O
 

w
ill 

m
on

ito
r c

om
pl

ia
nc

e 
w

ith
 a

ny
 c

on
di

tio
ns

/
re

st
ric

tio
ns

 im
po

se
d 

on
 th

em
 . 

“M
on

ito
rin

g 
w

ill 
co

nt
in

ue
 

un
til

 th
e 

H
ea

lth
 O

m
bu

ds
m

an
 

re
vo

ke
s 

th
e 

im
m

ed
ia

te
 a

ct
io

n 
or

 th
e 

Q
ue

en
sl

an
d 

C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 s
et

s 
th

e 
de

ci
si

on
 a

si
de

 .”
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
Th

e 
O

H
O

 s
ta

te
s:

 “M
os

t 
m

on
ito

rin
g 

re
qu

ire
m

en
ts

 a
re

 
in

cl
ud

ed
 in

 th
e 

im
m

ed
ia

te
 

ac
tio

n 
co

nd
iti

on
s/

re
st

ric
tio

ns
 

im
po

se
d 

by
 th

e 
H

ea
lth

 
O

m
bu

ds
m

an
, h

ow
ev

er
 

m
on

ito
rin

g 
offi

ce
rs

 a
ls

o 
ha

ve
 le

gi
sl

at
iv

e 
po

w
er

s 
to

 
re

qu
ire

 in
di

vi
du

al
s 

to
 g

iv
e 

in
fo

rm
at

io
n 

ab
ou

t a
 h

ea
lth

 
pr

ac
tit

io
ne

r’s
 c

om
pl

ia
nc

e 
w

ith
 im

m
ed

ia
te

 a
ct

io
n 

ta
ke

n 
ag

ai
ns

t a
 p

ra
ct

iti
on

er
…

Th
e 

H
ea

lth
 O

m
bu

ds
m

an
 A

ct
 

20
13

 a
ls

o 
pr

ov
id

es
 le

gi
sl

at
iv

e 
po

w
er

s 
to

 re
qu

ire
 s

ta
te

d 
in

fo
rm

at
io

n 
fo

r m
on

ito
rin

g 
pu

rp
os

es
 .”

Th
e 

O
H

O
 c

an
 a

ls
o 

in
iti

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .



348 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

O
m

bu
ds

m
an

 is
 a

n 
ap

po
in

te
d 

pe
rs

on
 w

ith
 

si
gn

ifi
ca

nt
 e

xp
er

ie
nc

e 
in

 
th

e 
pu

bl
ic

 s
ec

to
r/ 

pu
bl

ic
 

ad
m

in
is

tra
tio

n .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ca

n 
re

qu
es

t 
an

 in
te

rn
al

 re
vi

ew
 o

f t
he

 
fo

llo
w

in
g 

ty
pe

s 
of

 d
ec

is
io

ns
:

• 
“A

 d
ec

is
io

n 
th

at
 th

e 
co

m
pl

ai
nt

 is
 n

ot
 w

ith
in

 th
e 

ju
ris

di
ct

io
n 

of
 th

e 
H

ea
lth

 
O

m
bu

ds
m

an
 .

• 
A 

de
ci

si
on

 n
ot

 to
 a

cc
ep

t a
 

co
m

pl
ai

nt
 .

• 
A 

de
ci

si
on

 to
 ta

ke
 n

o 
fu

rth
er

 a
ct

io
n,

 a
t a

ny
 

st
ag

e 
of

 th
e 

co
m

pl
ai

nt
 

m
an

ag
em

en
t p

ro
ce

ss
, 

un
de

r s
ec

tio
n 

44
 o

f 
th

e 
H

ea
lth

 O
m

bu
ds

m
an

 
Ac

t 2
01

3 
(th

e 
Ac

t) .
• 

A 
de

ci
si

on
 to

 n
ot

 fa
ci

lit
at

e 
lo

ca
l r

es
ol

ut
io

n 
un

de
r 

se
ct

io
n 

43
A,

 fo
llo

w
in

g 
re

ce
ip

t o
f a

 m
an

da
to

ry
 

re
po

rt 
fro

m
 a

 s
ta

te
 e

nt
ity

 
un

de
r s

ec
tio

n 
93

 o
f t

he
 

Ac
t .”

R
eq

ue
st

s 
m

us
t b

e 
m

ad
e 

in
 

w
rit

in
g 

w
ith

in
 2

8 
ca

le
nd

ar
 

da
ys

 o
f t

he
 d

at
e 

th
e 

de
ci

si
on

 
w

as
 m

ad
e .

 T
he

y 
m

us
t 

in
cl

ud
e 

an
 o

ut
lin

e 
of

 th
e 

re
as

on
s 

w
hy

 th
e 

co
m

pl
ai

na
nt

 
be

lie
ve

s 
th

e 
de

ci
si

on
 is

 
in

co
rre

ct
, a

nd
 w

he
th

er
 th

er
e 

is
 a

ny
 n

ew
 in

fo
rm

at
io

n 
th

at
 

ha
s 

co
m

e 
to

 li
gh

t t
ha

t w
ou

ld
 

w
ar

ra
nt

 re
co

ns
id

er
in

g 
th

e 
de

ci
si

on
 .



349Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A 
ne

w
 re

vi
ew

 o
ffi

ce
r w

ill 
co

nd
uc

t t
he

 in
te

rn
al

 re
vi

ew
 .

Ex
te

rn
al

 re
vi

ew
s 

ca
n 

be
 re

qu
es

te
d 

fro
m

 th
e 

Q
ue

en
sl

an
d 

O
m

bu
ds

m
an

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
O

H
O

 a
ss

ur
es

 
co

m
pl

ai
na

nt
s 

th
at

 “t
he

 
H

ea
lth

 O
m

bu
ds

m
an

 A
ct

 
20

13
 a

nt
i-r

ep
ris

al
 le

gi
sl

at
io

n 
pr

ov
id

es
 p

ro
te

ct
io

n 
fo

r t
he

 
co

m
pl

ai
na

nt
 .”

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

O
H

O
 m

ay
 re

fe
r 

co
m

pl
ai

nt
s 

to
 a

 m
or

e 
ap

pr
op

ria
te

 a
ge

nc
y 

or
 b

od
y 

– 
in

cl
ud

in
g 

AH
PR

A,
 th

e 
po

lic
e,

 
or

 th
e 

C
rim

e 
an

d 
C

or
ru

pt
io

n 
C

om
m

is
si

on
 .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

O
H

O
 s

ta
te

s:
 “T

he
 

O
H

O
 is

 re
qu

ire
d 

to
 c

ar
ef

ul
ly

 
co

ns
id

er
 h

ow
 th

e 
co

ns
um

er
’s

 
pr

iv
ac

y 
co

ul
d 

be
 a

ffe
ct

ed
 b

y 
in

fo
rm

at
io

n 
th

at
 is

 p
ro

vi
de

d 
to

 th
e 

co
m

pl
ai

na
nt

…
Th

is
 

m
ea

ns
 s

pe
ci

fic
 d

et
ai

ls
 o

f 
th

e 
co

ns
um

er
’s

 tr
ea

tm
en

t 
an

d 
he

al
th

 in
fo

rm
at

io
n 

m
ay

 n
ot

 b
e 

pr
ov

id
ed

 to
 th

e 
co

m
pl

ai
na

nt
 in

 th
e 

no
tic

e 
of

 d
ec

is
io

n,
 h

ow
ev

er
 th

is
 

in
fo

rm
at

io
n 

w
ill 

ha
ve

 b
ee

n 



350 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

ca
re

fu
lly

 re
vi

ew
ed

 a
nd

 
co

ns
id

er
ed

 b
y 

th
e 

O
H

O
 

w
he

n 
m

ak
in

g 
th

e 
de

ci
si

on
 .”

C
om

pl
ai

na
nt

s 
ca

n 
al

so
 

re
qu

es
t t

ha
t t

he
ir 

id
en

tit
y 

be
 w

ith
he

ld
, i

ns
te

ad
 o

f 
re

m
ai

ni
ng

 a
no

ny
m

ou
s .

 
H

ow
ev

er
 in

 th
es

e 
ca

se
s 

it 
m

ay
 s

til
l b

e 
po

ss
ib

le
 fo

r t
he

 
se

rv
ic

e 
pr

ov
id

er
 to

 id
en

tif
y 

w
ho

 th
e 

co
m

pl
ai

na
nt

 is
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

If 
th

e 
co

m
pl

ai
nt

 re
su

lts
 in

 
di

sc
ip

lin
ar

y 
ac

tio
n,

 s
uc

h 
as

 
th

e 
im

po
si

tio
n 

of
 c

on
di

tio
ns

/
re

st
ric

tio
ns

 o
n 

a 
se

rv
ic

e 
pr

ov
id

er
’s

 p
ra

ct
ic

e,
 th

is
 is

 
lis

te
d 

on
 th

e 
O

H
O

’s
 w

eb
si

te
.

Th
e 

O
H

O
 a

ls
o 

pu
bl

is
he

s 
pe

rfo
rm

an
ce

 re
po

rts
 a

nd
 

co
m

pl
ai

nt
s 

da
ta

 o
n 

a 
m

on
th

ly
 

ba
si

s,
 w

hi
ch

 a
re

 a
ls

o 
re

po
rte

d 
on

 in
 th

ei
r a

nn
ua

l 
re

po
rts

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 c
le

ar
 . T

he
 O

H
O

 s
ta

te
s 

th
at

 it
 id

en
tifi

es
 a

nd
 a

na
ly

se
s 

sy
st

em
ic

 is
su

es
 in

 th
e 

he
al

th
 

se
ct

or
, a

nd
 m

on
ito

rs
 th

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
la

nd
sc

ap
e,

 h
ow

ev
er

 it
 is

 n
ot

 
cl

ea
r i

f i
t r

eg
ul

ar
ly



351Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

pa
rti

ci
pa

te
s 

in
 p

ol
ic

y/
la

w
 

re
fo

rm
 a

ct
iv

iti
es

 s
uc

h 
as

 
th

ro
ug

h 
in

qu
iry

 s
ub

m
is

si
on

s 
or

 re
po

rts
 to

 p
ar

lia
m

en
t .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

O
ffe

rs
 tr

an
sl

at
io

n 
an

d 
in

te
rp

re
te

r s
up

po
rt,

 a
s 

w
el

l 
as

 a
ss

is
ta

nc
e 

th
ro

ug
h 

th
e 

N
at

io
na

l R
el

ay
 S

er
vi

ce
 .



352 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

So
ci

al
 

Se
rv

ic
es

Q
LD

 D
ep

ar
tm

en
t o

f 
C

hi
ld

re
n,

 Y
ou

th
 J

us
tic

e 
an

d 
M

ul
tic

ul
tu

ra
l A

ffa
irs

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

, i
nc

lu
di

ng
 

de
pa

rtm
en

ta
l s

ta
ff 

an
d 

fu
nd

ed
 N

G
O

 s
er

vi
ce

 
pr

ov
id

er
s .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

ap
pl

y 
to

:
• 

a 
de

ci
si

on
 m

ad
e 

or
 n

ot
 

m
ad

e
• 

a 
de

ci
si

on
 m

ad
e 

th
at

 
br

ea
ch

es
 o

r r
es

tri
ct

s 
an

 in
di

vi
du

al
’s

 h
um

an
 

rig
ht

s
• 

th
e 

se
rv

ic
e 

pr
ov

id
ed

 o
r 

no
t p

ro
vi

de
d

• 
a 

se
rv

ic
e 

th
at

 is
 

fu
nd

ed
 b

y 
th

e 
D

ep
ar

tm
en

t
• 

th
e 

be
ha

vi
ou

r 
of

 D
ep

ar
tm

en
t 

em
pl

oy
ee

s
• 

on
e 

of
 th

e 
D

ep
ar

tm
en

t’s
 a

ct
s 

or
 

pr
ac

tic
es

 in
 re

la
tio

n 
to

 th
e 

in
di

vi
du

al
’s

 
pe

rs
on

al
 in

fo
rm

at
io

n 
th

at
 m

ay
 b

e 
a 

br
ea

ch
 

of
 th

e 
de

pa
rtm

en
t’s

 
ob

lig
at

io
n 

un
de

r 
th

e 
In

fo
rm

at
io

n 
Pr

iv
ac

y 
Ac

t 2
00

9 .
“C

om
pl

ai
nt

s 
in

 re
la

tio
n 

to
 

hu
m

an
 ri

gh
ts

 w
ill 

on
ly

 b
e 

ab
le

 to
 b

e 
m

ad
e 

ab
ou

t 
al

le
ge

d 
hu

m
an

 ri
gh

ts
 

br
ea

ch
es

 w
hi

ch
 o

cc
ur

 
af

te
r 1

 J
an

ua
ry

 2
02

0 .
”

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 re
so

lv
e 

th
ei

r c
om

pl
ai

nt
 w

ith
 

th
e 

se
rv

ic
e 

pr
ov

id
er

 in
 q

ue
st

io
n,

 
or

 th
ei

r l
oc

al
 d

ep
ar

tm
en

ta
l 

se
rv

ic
e 

ce
nt

re
 in

 th
e 

fir
st

 
in

st
an

ce
 .

If 
th

ey
 re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
ei

r r
es

po
ns

e,
 th

ey
 

ca
n 

fo
rm

al
ly

 c
om

pl
ai

n 
to

 th
e 

D
ep

ar
tm

en
t’s

 C
om

pl
ai

nt
 U

ni
t 

– 
by

 p
ho

ne
, e

m
ai

l, 
on

lin
e 

or
 in

 
w

rit
in

g .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, h
ow

ev
er

 th
e 

D
ep

ar
tm

en
t n

ot
es

 it
 m

ay
 n

ot
 

al
w

ay
s 

be
 p

os
si

bl
e 

to
 h

an
dl

e 
co

m
pl

ai
nt

s 
eff

ec
tiv

el
y 

if 
th

is
 is

 
th

e 
ca

se
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 a
re

 e
xp

ec
te

d 
to

 p
ro

vi
de

 a
s 

m
uc

h 
in

fo
rm

at
io

n 
ab

ou
t t

he
ir 

co
m

pl
ai

nt
 a

t t
he

 ti
m

e 
of

 lo
dg

in
g 

it . R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Th

e 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
s 

pr
oc

ed
ur

e 
st

at
es

 th
at

 th
e 

de
pa

rtm
en

t s
ho

ul
d 

“e
ns

ur
e 

co
m

pl
ai

na
nt

s 
ha

ve
 th

e 
op

po
rtu

ni
ty

 to
 b

e 
su

pp
or

te
d 

by
 a

 fr
ie

nd
, a

n 
ad

vo
ca

te
, a

n 
in

te
rp

re
te

r, 
a 

co
m

m
un

ity
 E

ld
er

 
or

 In
de

pe
nd

en
t E

nt
ity

 .”

An
y 

in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“In
fo

rm
at

io
n 

re
la

tin
g 

to
 

su
sp

ec
te

d 
ha

rm
 o

r r
is

k 
of

 
ha

rm
 to

 a
 c

hi
ld

 m
us

t b
e 

im
m

ed
ia

te
ly

 re
fe

rre
d 

to
 th

e 
ap

pr
op

ria
te

 R
eg

io
na

l I
nt

ak
e 

Se
rv

ic
e 

fo
r a

ss
es

sm
en

t .”
An

y 
re

po
rt 

to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

Re
la

tio
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tra
to

r o
r 

co
nt

ex
t

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 

m
ay

 fu
nd

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
th

at
 is

 th
e 

su
bj

ec
t o

f t
he

 
co

m
pl

ai
nt

 .
Na

tu
re

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Ac
co

rd
in

g 
to

 th
e 

de
pa

rtm
en

t’s
 

co
m

pl
ai

nt
s 

pr
oc

ed
ur

e,
 th

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
pr

oc
es

s 
co

ul
d 

in
cl

ud
e:

• 
D

ire
ct

/in
fo

rm
al

 re
sp

on
se

 
op

tio
ns

 . T
hi

s 
“m

ig
ht

 b
e 

a 
fa

ci
lit

at
ed

 d
is

cu
ss

io
n,

 
a 

fa
ce

-to
-fa

ce
 m

ee
tin

g,
 

an
 in

fo
rm

al
 d

is
cu

ss
io

n 
ov

er
 th

e 
ph

on
e 

be
tw

ee
n 

th
e 

de
pa

rtm
en

ta
l o

ffi
ce

r 
an

d 
th

e 
co

m
pl

ai
na

nt
 

or
 a

n 
ex

pl
an

at
io

n 
of

 
de

pa
rtm

en
ta

l l
eg

is
la

tio
n/

po
lic

y/
pr

oc
ed

ur
e 

th
at

 
re

su
lts

 in
 a

 re
so

lu
tio

n 
to

 
th

e 
co

m
pl

ai
nt

 . A
 w

rit
te

n 
re

sp
on

se
 is

 re
qu

ire
d,

 
an

d 
a 

rig
ht

 o
f r

ep
ly

 to
 

pr
el

im
in

ar
y 

fin
di

ng
s 

/ 
de

ci
si

on
 a

nd
 o

ut
co

m
e 

ad
vi

ce
 m

us
t b

e 
aff

or
de

d 
pr

io
r t

o 
m

ak
in

g 
a 

fin
al

 
de

te
rm

in
at

io
n .

”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
H

ow
ev

er
, t

he
 d

ep
ar

tm
en

t 
do

es
 n

ot
e 

th
at

 “a
t 

th
e 

co
nc

lu
si

on
 o

f a
n 

in
ve

st
ig

at
io

n,
 if

 th
e 

de
pa

rtm
en

t h
av

e 
id

en
tifi

ed
 

sy
st

em
ic

 o
r p

ra
ct

ic
e 

is
su

es
, 

sy
st

em
 im

pr
ov

em
en

t 
re

co
m

m
en

da
tio

ns
 w

ill 
be

 
m

ad
e 

to
 th

e 
re

le
va

nt
 a

re
a 

fo
r 

ap
pr

op
ria

te
 a

ct
io

n .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
de

pa
rtm

en
t n

ot
es

 th
e 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

pr
oc

es
s 

sh
ou

ld
 c

on
si

de
r 

“w
he

th
er

 th
e 

co
m

pl
ai

nt
 / 

de
ci

si
on

-m
ak

in
g 

pr
oc

es
s 

ra
is

es
 s

ys
te

m
ic

 fa
ct

or
s 

an
d 

or
 c

on
ce

rn
s .

”
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

de
pa

rtm
en

t’s
 c

om
pl

ai
nt

s 
pr

oc
ed

ur
es

 s
ta

te
s 

th
at

 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
st

aff
 s

ho
ul

d 
“e

ns
ur

e 
th

at
 

ou
tc

om
es

 a
nd

 fo
llo

w
 u

p 
ac

tio
ns

 a
re

 c
om

pl
et

ed
 .”

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.

https://www.cyjma.qld.gov.au/contact-us/compliments-complaints
https://www.cyjma.qld.gov.au/contact-us/compliments-complaints
https://www.cyjma.qld.gov.au/contact-us/compliments-complaints


353Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

C
om

pl
ai

nt
s 

de
em

ed
 o

ut
 

of
 s

co
pe

 in
cl

ud
e 

th
os

e 
re

la
tin

g 
to

 a
lle

ga
tio

ns
 

of
 s

us
pe

ct
ed

 h
ar

m
 o

r 
ris

k 
of

 h
ar

m
 to

 a
 c

hi
ld

; 
m

at
te

rs
 c

ur
re

nt
ly

 b
ei

ng
 

de
al

t w
ith

 b
y 

th
e 

co
ur

ts
 

or
 a

n 
ex

te
rn

al
 c

om
pl

ai
nt

s 
ag

en
cy

; m
at

te
rs

 re
la

tin
g 

to
 s

ta
ffi

ng
 is

su
es

 w
ith

in
 

fu
nd

ed
 N

G
O

 s
er

vi
ce

 
pr

ov
id

er
s 

(u
nl

es
s 

th
es

e 
ar

e 
ha

vi
ng

 a
n 

im
pa

ct
 o

n 
cl

ie
nt

 s
er

vi
ce

s)
; p

riv
ac

y 
co

m
pl

ai
nt

s;
 m

at
te

rs
 

co
nc

er
ni

ng
 th

e 
ou

tc
om

e 
th

e 
N

at
io

na
l R

ed
re

ss
 

Sc
he

m
e 

fo
r I

ns
tit

ut
io

na
l 

C
hi

ld
 S

ex
ua

l A
bu

se
 

ap
pl

ic
at

io
ns

; a
lle

ga
tio

ns
 

ag
ai

ns
t e

m
pl

oy
ee

s 
in

vo
lv

in
g 

su
sp

ec
te

d 
m

is
co

nd
uc

t, 
in

cl
ud

in
g 

co
rru

pt
 c

on
du

ct
 a

nd
 

m
al

ad
m

in
is

tra
tio

n .
 A

ll 
of

 
th

e 
ab

ov
e 

ha
ve

 s
ep

ar
at

e 
co

m
pl

ai
nt

s/
no

tifi
ca

tio
n 

sc
he

m
es

 .
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s,

 u
nl

es
s 

th
e 

D
ep

ar
tm

en
t “

co
ns

id
er

s 
th

at
 e

xc
ep

tio
na

l 
ci

rc
um

st
an

ce
s 

w
ar

ra
nt

 
co

ns
id

er
at

io
n 

of
 th

e 
ou

t-
of

-ti
m

e 
co

m
pl

ai
nt

 .”

• 
Fo

rm
al

 In
ve

st
ig

at
io

n 
“A

n 
in

ve
st

ig
at

io
n 

is
 a

 
pr

oc
es

s 
w

he
re

by
 th

e 
de

pa
rtm

en
t i

nv
es

tig
at

es
 

co
m

pl
ai

nt
s 

m
ad

e 
by

 
co

m
pl

ai
na

nt
s .

 T
he

 
co

m
pl

ai
nt

 a
lle

ga
tio

ns
 

ne
ed

 to
 b

e 
te

st
ed

 
an

d 
as

se
ss

ed
 a

ga
in

st
 

le
gi

sl
at

io
n,

 re
le

va
nt

 
po

lic
ie

s,
 p

ro
ce

du
re

s,
 

st
an

da
rd

s,
 a

nd
 s

er
vi

ce
 

ag
re

em
en

ts
 . A

 w
rit

te
n 

re
sp

on
se

 is
 re

qu
ire

d,
 

an
d 

a 
rig

ht
 o

f r
ep

ly
 to

 
pr

el
im

in
ar

y 
fin

di
ng

s 
/ 

de
ci

si
on

 a
nd

 o
ut

co
m

e 
ad

vi
ce

 m
us

t b
e 

aff
or

de
d 

pr
io

r t
o 

m
ak

in
g 

a 
fin

al
 

de
te

rm
in

at
io

n .
”

• 
Se

ni
or

 P
ra

ct
iti

on
er

 
R

ev
ie

w
 

“A
 s

en
io

r p
ra

ct
iti

on
er

 
re

vi
ew

 c
an

 b
e 

co
nd

uc
te

d 
as

 p
ar

t o
f a

 re
sp

on
se

 to
 

a 
co

m
pl

ai
nt

 re
ga

rd
in

g 
a 

pr
ac

tic
e 

de
ci

si
on

 o
r 

pr
ac

tic
e 

th
at

 le
d 

to
 a

 
de

ci
si

on
 . . .

 A
 s

en
io

r 
pr

ac
tit

io
ne

r r
ev

ie
w

 m
ay

 
al

so
 b

e 
co

nd
uc

te
d 

to
 

in
fo

rm
 a

n 
in

te
rn

al
 re

vi
ew

 
of

 a
 c

om
pl

ai
nt

 w
he

re
 

ap
pr

op
ria

te
 . T

he
 re

vi
ew

 
w

ill 
m

ak
e 

fin
di

ng
s 

to
 

as
si

st
 th

e 
de

ci
si

on
-m

ak
er

 
de

te
rm

in
e 

th
e 

ou
tc

om
e 

of
 th

e 
co

m
pl

ai
nt

 . T
he

 
re

vi
ew

 m
ay

 a
ls

o 
m

ak
e 

re
co

m
m

en
da

tio
ns

 to
 

re
sp

on
d 

to
 o

pp
or

tu
ni

tie
s 

id
en

tifi
ed

 in
 th

e 
re

vi
ew

 to
 

st
re

ng
th

en
 p

ra
ct

ic
e .

”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s,
 “i

nc
lu

di
ng

 c
om

pl
ai

nt
 

de
ci

si
on

s,
 re

as
on

s 
fo

r 
de

ci
si

on
s,

 re
vi

ew
 o

pt
io

ns
 a

nd
 

an
y 

ot
he

r a
ct

io
n 

ta
ke

n .
”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

If 
th

e 
co

m
pl

ai
na

nt
 re

m
ai

ns
 

un
sa

tis
fie

d 
w

ith
 th

e 
pr

oc
es

s 
or

 o
ut

co
m

e 
of

 th
ei

r 
co

m
pl

ai
nt

, t
he

y 
ca

n 
re

qu
es

t 
an

 in
te

rn
al

 re
vi

ew
 . “

A 
re

qu
es

t 
fo

r a
n 

in
te

rn
al

 re
vi

ew
 s

ho
ul

d:
• 

st
at

e 
cl

ea
rly

 th
e 

de
ta

ils
 

of
 w

ha
t s

pe
ci

fic
 a

sp
ec

ts
 

of
 th

e 
co

m
pl

ai
nt

 
m

an
ag

em
en

t p
ro

ce
ss

 
or

 o
ut

co
m

es
 th

e 
co

m
pl

ai
na

nt
 d

is
ag

re
es

 
w

ith
 a

nd
 w

hy
 th

e 
co

m
pl

ai
nt

 s
ho

ul
d 

be
 

re
vi

ew
ed

, a
nd

• 
be

 lo
dg

ed
 w

ith
in

 1
2 

m
on

th
s 

of
 re

ce
ip

t o
f t

he
 

co
m

pl
ai

nt
 o

ut
co

m
es

 .”
If 

st
ill 

un
sa

tis
fie

d,
 th

e 
co

m
pl

ai
na

nt
 is

 re
fe

rre
d 

to
 th

e 
Q

ue
en

sl
an

d 
O

m
bu

ds
m

an
 

to
 s

ee
k 

an
 e

xt
er

na
l r

ev
ie

w,
 

or
 th

e 
Q

ue
en

sl
an

d 
H

um
an

 
R

ig
ht

s 
C

om
m

is
si

on
 w

ho
 m

ay
 

off
er

 a
 c

on
ci

lia
tio

n 
pr

oc
es

s.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.



354 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
as

ke
d 

to
 p

ro
vi

de
 a

ll 
in

fo
rm

at
io

n 
“re

le
va

nt
 to

 th
e 

m
at

te
r 

in
 th

e 
or

de
r i

n 
w

hi
ch

 it
 

ha
pp

en
ed

 .” 
Th

is
 m

ay
 

in
cl

ud
e 

“a
 d

es
cr

ip
tio

n 
of

 
w

ha
t h

ap
pe

ne
d,

 d
at

es
, 

ph
on

e 
ca

lls
, l

et
te

rs
 

an
d 

m
ee

tin
gs

” a
nd

 th
e 

ou
tc

om
e 

th
e 

co
m

pl
ai

na
nt

 
is

 s
ee

ki
ng

 .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly.
 

A 
co

m
pl

ai
nt

 m
ay

 b
e 

lo
dg

ed
 b

y 
a 

co
m

pl
ai

na
nt

’s
 

re
pr

es
en

ta
tiv

e/
ad

vo
ca

te
 .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
Ta

ki
ng

 n
o 

fu
rth

er
 a

ct
io

n 
“T

he
 d

ep
ar

tm
en

t m
ay

 
de

ci
de

 to
 ta

ke
 n

o 
fu

rth
er

 
ac

tio
n 

w
he

re
 d

ea
lin

g 
w

ith
 

th
e 

co
m

pl
ai

nt
 w

ou
ld

 b
e 

an
 u

nj
us

tifi
ab

le
 u

se
 o

f 
re

so
ur

ce
s 

or
 w

he
re

 th
e 

co
m

pl
ai

nt
: •

 is
 fr

iv
ol

ou
s 

or
 v

ex
at

io
us

 • 
la

ck
s 

su
bs

ta
nc

e 
or

 c
re

di
bi

lit
y•

 
is

 n
ot

 m
ad

e 
in

 g
oo

d 
fa

ith
 

• i
s 

m
ad

e 
re

ck
le

ss
ly

 o
r 

m
al

ic
io

us
ly,

 o
r p

rim
ar

ily
 

fo
r a

 m
is

ch
ie

vo
us

 
pu

rp
os

e 
• h

as
 a

lre
ad

y 
be

en
 m

an
ag

ed
 a

nd
 

ex
ha

us
te

d 
un

de
r t

he
 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

Sy
st

em
 .”

Th
e 

D
ep

ar
tm

en
t a

ls
o 

di
st

in
gu

is
he

s 
be

tw
ee

n 
lo

w,
 

m
ed

iu
m

 a
nd

 h
ig

h 
co

m
pl

ex
ity

 
co

m
pl

ai
nt

s:
• 

“L
ow

 c
om

pl
ex

ity
 

co
m

pl
ai

nt
s 

ge
ne

ra
lly

 
re

qu
ire

 n
o 

in
ve

st
ig

at
io

n 
an

d 
ca

n 
be

 e
as

ily
 

ad
dr

es
se

d 
th

ro
ug

h 
th

e 
pr

ov
is

io
n 

of
 in

fo
rm

at
io

n,
 

or
 th

ro
ug

h 
ne

go
tia

tin
g 

a 
de

si
re

d 
ou

tc
om

e,
 

pe
rh

ap
s 

th
ro

ug
h 

a 
fa

ce
-to

-fa
ce

 m
ee

tin
g 

or
 o

ve
r t

he
 p

ho
ne

 . L
ow

 
co

m
pl

ex
ity

 c
om

pl
ai

nt
s 

sh
ou

ld
 ta

ke
 n

o 
m

or
e 

th
an

 3
0 

bu
si

ne
ss

 d
ay

s 
to

 
m

an
ag

e .
” 

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
de

pa
rtm

en
t m

ay
 d

is
cl

os
e 

“p
er

so
na

l i
nf

or
m

at
io

n 
to

 o
th

er
 

ag
en

ci
es

 o
r t

hi
rd

 p
ar

tie
s 

fo
r 

th
e 

pu
rp

os
e 

of
 re

sp
on

di
ng

 to
 

or
 m

an
ag

in
g 

[a
] c

om
pl

ai
nt

, o
r 

fo
r e

va
lu

at
io

n 
pu

rp
os

es
. [

P]
er

so
na

l i
nf

or
m

at
io

n 
w

ill 
be

 
ha

nd
le

d 
in

 a
cc

or
da

nc
e 

w
ith

 
th

e 
In

fo
rm

at
io

n 
P

riv
ac

y 
A

ct
 

20
09

 (Q
ld

) .”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
“A

 re
po

rt 
de

ta
ilin

g 
th

e 
pe

rfo
rm

an
ce

 o
f t

he
 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

sy
st

em
 is

 m
ad

e 
av

ai
la

bl
e 

th
ro

ug
h 

th
e 

de
pa

rtm
en

t’s
 

An
nu

al
 R

ep
or

t w
hi

ch
 is

 
pu

bl
is

he
d 

by
 3

0 
Se

pt
em

be
r 

ea
ch

 y
ea

r . 
Th

is
 is

 
al

ig
ne

d 
w

ith
 th

e 
re

po
rti

ng
 

re
qu

ire
m

en
ts

 s
et

 o
ut

 in
 th

e 
Pu

bl
ic

 S
er

vi
ce

 A
ct

 2
00

8,
 

an
d 

th
e 

Au
st

ra
lia

n/
N

ew
 

Ze
al

an
d 

St
an

da
rd

 A
S/

N
ZS

 
10

00
2-

20
14

 - 
G

ui
de

lin
es

 fo
r 

co
m

pl
ai

nt
 m

an
ag

em
en

t i
n 

or
ga

ni
za

tio
ns

 .”

https://www.legislation.qld.gov.au/view/html/inforce/current/act-2009-014
https://www.legislation.qld.gov.au/view/html/inforce/current/act-2009-014


355Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
“M

ed
iu

m
 c

om
pl

ex
ity

 
co

m
pl

ai
nt

s 
m

ay
 re

qu
ire

 
so

m
e 

in
ve

st
ig

at
io

n,
 

se
ni

or
 p

ra
ct

iti
on

er
 

re
vi

ew
, n

eg
ot

ia
tio

n 
or

 
fa

ci
lit

at
ed

 d
is

cu
ss

io
n 

w
ith

 th
e 

co
m

pl
ai

na
nt

s 
or

 
co

ns
ul

ta
tio

n 
w

ith
 o

th
er

 
ar

ea
s 

of
 th

e 
de

pa
rtm

en
t . 

Th
es

e 
co

m
pl

ai
nt

s 
sh

ou
ld

 
ta

ke
 n

o 
m

or
e 

th
an

 
60

 b
us

in
es

s 
da

ys
 to

 
m

an
ag

e .
”

• 
“H

ig
h 

co
m

pl
ex

ity
 

co
m

pl
ai

nt
s 

ar
e 

m
at

te
rs

 
w

he
re

 th
er

e 
ar

e 
po

ss
ib

ly
 

a 
la

rg
e 

nu
m

be
r o

f 
co

m
pl

ai
nt

 a
lle

ga
tio

ns
, 

or
 w

he
re

 th
e 

co
m

pl
ai

nt
 

al
le

ga
tio

ns
 m

ay
 re

fe
r 

to
 p

os
si

bl
e 

sy
st

em
ic

 
co

nc
er

ns
 . T

he
se

 m
at

te
rs

 
w

ill 
ty

pi
ca

lly
 in

vo
lv

e 
co

m
pl

ai
na

nt
s 

pr
ov

id
in

g 
de

ta
ile

d 
or

 le
ng

th
y 

ba
ck

gr
ou

nd
 in

fo
rm

at
io

n 
th

at
 re

qu
ire

s 
co

ns
id

er
ab

le
 

tim
e 

to
 a

dd
re

ss
 . 

Fo
rm

al
 in

ve
st

ig
at

io
n 

is
 ty

pi
ca

lly
 re

qu
ire

d,
 

so
m

et
im

es
 in

vo
lv

in
g 

a 
nu

m
be

r o
f u

ni
ts

 in
 th

e 
de

pa
rtm

en
t, 

an
d 

m
ay

 
in

vo
lv

e 
in

te
rv

ie
w

s 
or

 
di

sc
us

si
on

s 
w

ith
 s

ta
ff 

an
d 

ot
he

r r
el

ev
an

t p
er

so
ns

, 
in

cl
ud

in
g 

ex
te

rn
al

 
pe

rs
on

s 
of

 in
te

re
st

 a
nd

 
ju

ris
di

ct
io

ns
 . T

he
se

 
m

at
te

rs
 m

ay
 a

ls
o 

re
qu

ire
 

a 
se

ni
or

-p
ra

ct
iti

on
er

 
re

vi
ew

 . T
he

se
 c

om
pl

ai
nt

s 
m

ay
 ta

ke
 u

p 
to

 s
ix

 
m

on
th

s 
to

 c
om

pl
et

e .
”

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“R

eg
ul

ar
 d

e-
id

en
tifi

ed
 

co
m

pl
ai

nt
s 

re
po

rts
 w

ill 
al

so
 b

e 
m

ad
e 

av
ai

la
bl

e 
to

 d
ep

ar
tm

en
ta

l s
ta

ff 
fo

r 
an

al
ys

is
 to

 id
en

tif
y 

tre
nd

s,
 

sy
st

em
ic

 is
su

es
 a

nd
 p

ot
en

tia
l 

im
pr

ov
em

en
ts

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
de

pa
rtm

en
t p

ro
vi

de
s 

ac
ce

ss
 to

 in
te

rp
re

te
r a

nd
 

tra
ns

la
tio

n 
se

rv
ic

es
 .



356 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

is
 w

ill 
va

ry
 d

ep
en

di
ng

 
on

 th
e 

co
m

pl
ex

ity
 o

f t
he

ir 
co

m
pl

ai
nt

 a
nd

 th
e 

pr
oc

es
s 

ad
op

te
d 

(s
ee

 a
bo

ve
) .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

is
 w

ill 
va

ry
 d

ep
en

di
ng

 
on

 th
e 

co
m

pl
ex

ity
 o

f t
he

ir 
co

m
pl

ai
nt

 a
nd

 th
e 

pr
oc

es
s 

ad
op

te
d 

(s
ee

 a
bo

ve
) .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
s 

pr
oc

ed
ur

es
 s

ta
te

s 
th

at
 th

e 
de

pa
rtm

en
t s

ho
ul

d 
“e

ns
ur

e 
co

m
pl

ai
na

nt
s 

ha
ve

 th
e 

op
po

rtu
ni

ty
 to

 b
e 

su
pp

or
te

d 
by

 a
 fr

ie
nd

, a
n 

ad
vo

ca
te

, 
an

 in
te

rp
re

te
r, 

a 
co

m
m

un
ity

 
El

de
r o

r I
nd

ep
en

de
nt

 E
nt

ity
 .”

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

de
pa

rtm
en

t’s
 c

om
pl

ai
nt

s 
pr

oc
ed

ur
es

 s
ta

te
s 

th
at

 “e
ve

ry
 

co
m

pl
ai

nt
 w

ill 
be

 a
ss

ig
ne

d 
an

 e
m

pl
oy

ee
 to

 p
er

fo
rm

 
th

e 
ro

le
s 

of
 c

om
pl

ai
nt

 
ad

m
in

is
tra

to
r/i

nv
es

tig
at

or
, 

an
d 

co
m

pl
ai

nt
 d

ec
is

io
n-

m
ak

er
 . T

he
se

 ro
le

s 
m

ay
 

be
 u

nd
er

ta
ke

n 
by

 a
 s

in
gl

e 
em

pl
oy

ee
, o

r t
w

o 
di

ffe
re

nt
 

em
pl

oy
ee

s .
 T

he
 d

ec
is

io
n-

m
ak

er
 m

us
t b

e 
ap

pr
op

ria
te

ly
 

au
th

or
is

ed
 a

s 
ou

tli
ne

d 
in

 th
e 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

pr
oc

ed
ur

e .
”



357Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Q
LD

 D
ep

ar
tm

en
t o

f 
C

om
m

un
iti

es
, H

ou
si

ng
 

an
d 

D
ig

ita
l E

co
no

m
y

W
ho

 c
an

 c
om

pl
ai

n?
N

ot
 s

pe
ci

fie
d.

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

ab
ou

t “
an

y 
as

pe
ct

 o
f t

he
 

se
rv

ic
es

 o
r a

ct
io

ns
 o

f 
th

e 
de

pa
rtm

en
t o

r [
th

ei
r] 

st
aff

, i
nc

lu
di

ng
 p

riv
ac

y 
br

ea
ch

es
 .”

C
om

pl
ai

nt
s 

ab
ou

t m
at

te
rs

 
th

at
 a

re
 a

lre
ad

y 
be

in
g 

de
al

t w
ith

 b
y 

th
is

 o
r 

an
ot

he
r d

ep
ar

tm
en

t/
ag

en
cy

, m
at

te
rs

 b
ef

or
e 

th
e 

co
ur

ts
, m

at
te

rs
 

“th
at

 a
re

 im
pr

ac
tic

al
 to

 
in

ve
st

ig
at

e”
 o

r w
hi

ch
 

“a
pp

ea
r t

o 
co

nc
er

n 
fri

vo
lo

us
 m

at
te

rs
 o

r 
ap

pe
ar

 to
 h

av
e 

be
en

 
m

ad
e 

ve
xa

tio
us

ly
” a

re
 

ex
cl

ud
ed

 .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 re
po

rt 
th

ei
r 

co
m

pl
ai

nt
 “a

s 
so

on
 a

s 
po

ss
ib

le
 .”

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
as

ke
d 

to
 p

ro
vi

de
 “a

s 
m

uc
h 

in
fo

rm
at

io
n 

as
 p

os
si

bl
e 

in
cl

ud
in

g 
de

ta
ils

 o
f t

he
 

is
su

e,
 d

at
es

, p
ho

ne
 c

al
ls

Pr
oc

es
s 

to
 c

om
pl

ai
n

Ac
co

rd
in

g 
to

 th
e 

de
pa

rtm
en

t’s
 

co
m

pl
ai

nt
 p

ol
ic

y,
 “a

 c
om

pl
ai

nt
 

m
ay

 b
e 

su
bm

itt
ed

 th
ro

ug
h 

an
y 

m
od

e 
of

 c
om

m
un

ic
at

io
n 

in
cl

ud
in

g 
on

lin
e,

 in
 p

er
so

n,
 b

y 
ph

on
e,

 b
y 

em
ai

l, 
by

 S
M

S 
an

d 
by

 le
tte

r . 
A 

co
m

pl
ai

nt
 m

ay
 b

e 
re

ce
iv

ed
 b

y 
an

y 
em

pl
oy

ee
 o

f t
he

 
de

pa
rtm

en
t .”

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
ac

ce
pt

ed
 . H

ow
ev

er
, t

hi
s 

m
ay

 
im

pa
ct

 th
e 

de
pa

rtm
en

t’s
 a

bi
lit

y 
to

 a
ss

es
s 

th
e 

co
m

pl
ai

nt
 a

nd
 

ke
ep

 th
e 

co
m

pl
ai

na
nt

 u
pd

at
ed

 
as

 to
 it

s 
pr

og
re

ss
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

“C
om

pl
ai

na
nt

s 
ar

e 
re

sp
on

si
bl

e 
fo

r:
• 

pr
ov

id
in

g 
cl

ea
r i

nf
or

m
at

io
n 

of
 th

e 
is

su
e/

s 
ab

ou
t w

hi
ch

 
th

ey
 a

re
 c

om
pl

ai
ni

ng
• 

pr
ov

id
in

g 
al

l i
nf

or
m

at
io

n 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
• 

be
in

g 
cl

ea
r a

t t
he

 s
ta

rt 
ab

ou
t 

th
ei

r d
es

ire
d 

ou
tc

om
e 

or
 

so
lu

tio
n 

• 
co

op
er

at
in

g 
w

ith
 th

e 
de

pa
rtm

en
t i

n 
a 

re
sp

ec
tfu

l 
w

ay
 a

nd
 u

nd
er

st
an

di
ng

 th
at

 
un

re
as

on
ab

le
 c

on
du

ct
 w

ill 
no

t b
e 

to
le

ra
te

d
• 

in
fo

rm
in

g 
th

e 
de

pa
rtm

en
t 

if 
th

ey
 n

o 
lo

ng
er

 re
qu

ire
 

as
si

st
an

ce
 in

cl
ud

in
g 

ch
oo

si
ng

 to
 w

ith
dr

aw
 th

ei
r 

co
m

pl
ai

nt
 .”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

C
om

pl
ai

nt
s 

ar
e 

as
se

ss
ed

 
by

 “D
iv

is
io

na
l C

om
pl

ai
nt

s 
M

an
ag

em
en

t O
ffi

ce
rs

” 
(D

C
M

O
) t

o 
de

ci
de

 w
he

th
er

 
th

ey
 a

re
 in

 o
r o

ut
 o

f t
he

 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
s 

m
an

ag
em

en
t p

ol
ic

y .
 If

 a
 

co
m

pl
ai

nt
 is

 o
ut

 o
f s

co
pe

 
(e

 .g
 . s

ho
ul

d 
be

 h
an

dl
ed

 
un

de
r a

 m
or

e 
ap

pr
op

ria
te

 
po

lic
y,

 a
ge

nc
y 

or
 b

od
y)

, 
th

e 
D

C
M

O
 a

dv
is

es
 th

e 
co

m
pl

ai
na

nt
 o

n 
ho

w
 to

 
co

nt
ac

t t
he

 a
pp

ro
pr

ia
te

 a
re

a,
 

an
d 

“c
on

si
de

ra
tio

n 
sh

ou
ld

 
be

 g
iv

en
 a

s 
to

 w
he

th
er

 
th

e 
co

m
pl

ai
na

nt
 re

qu
ire

s 
as

si
st

an
ce

” t
o 

do
 s

o .
Th

e 
D

C
M

O
 is

 a
ls

o 
re

qu
ire

d 
to

 a
ss

es
s 

w
he

th
er

 a
 

co
m

pl
ai

nt
 in

vo
lv

es
 c

or
ru

pt
 

co
nd

uc
t, 

pu
bl

ic
 in

te
re

st
 

di
sc

lo
su

re
, o

r h
um

an
 ri

gh
ts

 
is

su
es

; i
n 

w
hi

ch
 c

as
e 

th
ey

 
m

us
t r

ef
er

 th
e 

co
m

pl
ai

nt
 

to
 d

ed
ic

at
ed

 a
re

as
 o

f t
he

 
de

pa
rtm

en
t f

or
 fu

rth
er

 a
ct

io
n 

an
d/

or
 a

dv
ic

e .
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 

fu
nd

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
th

at
 is

 th
e 

su
bj

ec
t o

f t
he

 
co

m
pl

ai
nt

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“P

os
si

bl
e 

ou
tc

om
es

 in
cl

ud
e 

bu
t a

re
 n

ot
 li

m
ite

d 
to

:
• 

an
 e

xp
la

na
tio

n 
of

 th
e 

or
ig

in
al

 a
ct

io
n 

or
 d

ec
is

io
n 

• 
ch

an
ge

 o
f t

he
 o

rig
in

al
 

de
ci

si
on

 
• 

co
rre

ct
io

n 
of

 in
co

rre
ct

 o
r 

m
is

le
ad

in
g 

re
co

rd
s

• 
fo

rm
al

 o
r i

nf
or

m
al

 d
is

pu
te

 
re

so
lu

tio
n 

• 
a 

st
at

em
en

t o
f a

po
lo

gy
• 

po
lic

y,
 p

ro
ce

du
re

 o
r 

pr
ac

tic
e 

re
vi

ew
 

• 
im

pr
ov

ed
 im

pl
em

en
ta

tio
n 

(c
ha

ng
e 

m
an

ag
em

en
t 

pr
ac

tic
es

)
• 

pr
og

ra
m

 re
vi

ew
• 

m
on

ito
rin

g 
co

m
pl

ia
nc

e
• 

im
pr

ov
ed

 c
om

m
un

ic
at

io
n 

– 
e .

g .
 re

gu
la

r t
ea

m
 

m
ee

tin
gs

• 
st

aff
 tr

ai
ni

ng
 o

r o
th

er
 

pr
of

es
si

on
al

 d
ev

el
op

m
en

t 
ac

tiv
ity

 .”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

C
om

pl
ai

nt
s 

ar
e 

as
se

ss
ed

 
fo

r w
he

th
er

 th
ey

 in
di

ca
te

 
sy

st
em

ic
 is

su
es

, a
nd

 
po

te
nt

ia
l o

ut
co

m
es

 
m

ay
 in

cl
ud

e 
ch

an
ge

s 
to

 
sy

st
em

-w
id

e 
po

lic
ie

s 
an

d 
pr

oc
ed

ur
es

 .

https://www.chde.qld.gov.au/contact/complaints-compliments
https://www.chde.qld.gov.au/contact/complaints-compliments
https://www.chde.qld.gov.au/contact/complaints-compliments


358 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

an
d 

an
y 

ot
he

r s
up

po
rti

ng
 

in
fo

rm
at

io
n .

” T
he

y 
ar

e 
al

so
 a

sk
ed

 w
ha

t o
ut

co
m

e 
th

ey
 a

re
 s

ee
ki

ng
 a

nd
 

an
y 

ac
tio

ns
 th

ey
 w

is
h 

th
e 

de
pa

rtm
en

t t
o 

ta
ke

 .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

C
om

pl
ai

nt
s 

ar
e 

fir
st

 
as

se
ss

ed
 a

nd
 a

llo
ca

te
d 

a 
le

ve
l o

f c
om

pl
ex

ity
 . “

Th
e 

na
tu

re
 o

f t
he

 c
om

pl
ai

nt
 

w
ill 

de
te

rm
in

e 
re

so
lu

tio
n 

ap
pr

oa
ch

es
 w

hi
ch

 m
ay

 
in

cl
ud

e 
w

or
ki

ng
 d

ire
ct

ly
 w

ith
 

th
e 

co
m

pl
ai

na
nt

 to
 re

so
lv

e 
th

e 
is

su
es

, d
oc

um
en

t r
ev

ie
w,

 
in

fo
rm

al
 in

qu
iri

es
 o

r a
 fo

rm
al

 
in

ve
st

ig
at

io
n .

”
Le

ve
l 1

“L
ev

el
 1

 c
om

pl
ai

nt
s 

ar
e 

ge
ne

ra
lly

 s
tra

ig
ht

fo
rw

ar
d 

w
ith

 m
in

im
al

 p
ot

en
tia

l t
o 

im
pa

ct
 o

n 
a 

di
vi

si
on

 . S
uc

h 
co

m
pl

ai
nt

s 
ar

e 
ge

ne
ra

lly
 

ab
le

 to
 b

e 
re

so
lv

ed
 a

t t
he

 
po

in
t o

f s
er

vi
ce

 o
r m

ay
 

re
qu

ire
 s

om
e 

en
qu

iri
es

 a
nd

/
or

 in
ve

st
ig

at
io

n…
Le

ve
l 1

 
co

m
pl

ai
nt

s 
m

ay
 b

e 
re

so
lv

ed
 

by
 s

up
er

vi
so

rs
 o

r m
an

ag
er

s 
w

ith
 re

ga
rd

 to
 a

ny
 a

ct
ua

l 
or

 p
er

ce
iv

ed
 c

on
fli

ct
s 

of
 

in
te

re
st

 .”
Le

ve
l 2

“L
ev

el
 2

 c
om

pl
ai

nt
s 

ar
e 

ge
ne

ra
lly

 o
f a

 m
or

e 
co

m
pl

ex
 o

r s
er

io
us

 n
at

ur
e 

an
d 

ha
ve

 th
e 

po
te

nt
ia

l t
o 

im
pa

ct
 n

eg
at

iv
el

y 
on

 a
 

di
vi

si
on

 . S
uc

h 
co

m
pl

ai
nt

s 
w

ill 
re

qu
ire

 e
nq

ui
rie

s 
an

d/
or

 in
ve

st
ig

at
io

n…
Le

ve
l 2

 
co

m
pl

ai
nt

s 
m

ay
 b

e 
re

so
lv

ed
 

at
 th

e 
D

ire
ct

or
 o

r a
bo

ve
 

le
ve

l w
ith

 re
ga

rd
 to

 a
ct

ua
l 

or
 p

er
ce

iv
ed

 c
on

fli
ct

s 
of

 
in

te
re

st
 .”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
D

ec
is

io
n 

m
ak

er
s 

ar
e 

“re
qu

ire
d 

to
 d

et
er

m
in

e 
w

ha
t 

ac
tio

ns
 m

ay
 b

e 
re

qu
ire

d 
to

 
ad

dr
es

s 
th

e 
co

m
pl

ai
nt

…
an

d 
en

su
re

 a
n 

im
pl

em
en

ta
tio

n 
pl

an
 is

 d
ev

is
ed

 to
 a

dd
re

ss
 

an
y 

id
en

tifi
ed

 a
ct

io
ns

.”
In

 a
dd

iti
on

, t
he

 “D
C

M
O

 is
 

to
 p

ro
vi

de
 th

e 
D

iv
is

io
na

l 
H

ea
d 

w
ith

 q
ua

rte
rly

 
re

po
rts

 to
 m

on
ito

r p
ro

gr
es

s 
of

 im
pl

em
en

ta
tio

n 
of

 
th

e 
re

co
rd

ed
 b

us
in

es
s 

im
pr

ov
em

en
ts

 .”
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
 “T

he
 c

om
pl

ai
na

nt
 is

 to
 

be
 p

ro
vi

de
d 

w
ith

 o
ut

co
m

e 
ad

vi
ce

 w
hi

ch
 u

se
s 

cl
ea

r a
nd

 
si

m
pl

e 
la

ng
ua

ge
 to

 e
xp

la
in

 
th

e 
de

ci
si

on
 . T

he
 a

dv
ic

e 
at

 a
 

m
in

im
um

 s
ho

ul
d 

in
cl

ud
e 

th
e 

fo
llo

w
in

g:
• 

th
e 

is
su

es
 w

hi
ch

 w
er

e 
re

vi
ew

ed
• 

th
e 

pr
oc

es
s 

us
ed

 to
 

re
vi

ew
 th

e 
co

m
pl

ai
nt

• 
th

e 
in

fo
rm

at
io

n 
w

hi
ch

 w
as

 
as

se
ss

ed
 in

 th
e 

re
vi

ew
• 

th
e 

fin
di

ng
s 

w
hi

ch
 w

er
e 

re
ac

he
d 

ag
ai

ns
t e

ac
h 

is
su

e/
al

le
ga

tio
n



359Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Le
ve

l 3
“L

ev
el

 3
 c

om
pl

ai
nt

s 
ar

e 
ge

ne
ra

lly
 c

om
pl

ex
 a

nd
 

si
gn

ifi
ca

nt
 a

nd
 h

av
e 

th
e 

po
te

nt
ia

l t
o 

im
pa

ct
 n

eg
at

iv
el

y 
on

 th
e 

de
pa

rtm
en

t a
nd

/o
r 

ca
us

e 
la

st
in

g 
de

tri
m

en
t o

r 
si

gn
ifi

ca
nt

 c
on

se
qu

en
ce

s.
 

Su
ch

 c
om

pl
ai

nt
s 

w
ill 

us
ua

lly
 

re
qu

ire
 c

om
pr

eh
en

si
ve

 
as

se
ss

m
en

t a
nd

/o
r 

in
ve

st
ig

at
io

n…
Le

ve
l 3

 
co

m
pl

ai
nt

s 
sh

ou
ld

 b
e 

re
so

lv
ed

 b
y 

th
e 

O
ffi

ce
 o

f 
th

e 
D

ire
ct

or
-G

en
er

al
 o

r t
he

 
In

te
gr

ity
 S

er
vi

ce
s 

U
ni

t w
ith

 
re

ga
rd

 to
 a

ct
ua

l o
r p

er
ce

iv
ed

 
co

nfl
ic

ts
 o

f i
nt

er
es

t.”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
is

 w
ill 

de
pe

nd
 o

n 
th

e 
ap

pr
oa

ch
 ta

ke
n 

to
 

re
so

lv
in

g 
th

e 
di

sp
ut

e 
(s

ee
 a

bo
ve

) . 
In

 m
at

te
rs

 
in

vo
lv

in
g 

in
ve

st
ig

at
io

n,
 th

e 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
 

m
an

ag
em

en
t p

ro
ce

du
re

 
st

at
es

 th
at

 c
om

pl
ai

na
nt

s 
sh

ou
ld

 b
e 

gi
ve

n 
th

e 
op

po
rtu

ni
ty

 to
 c

om
m

en
t o

n 
an

y 
pr

el
im

in
ar

y 
fin

di
ng

s 
be

fo
re

 a
 fi

na
l d

ec
is

io
n 

is
 

m
ad

e .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
is

 w
ill 

de
pe

nd
 o

n 
th

e 
ap

pr
oa

ch
 ta

ke
n 

to
 re

so
lv

in
g 

th
e 

di
sp

ut
e 

(s
ee

 a
bo

ve
) . 

• 
ad

vi
ce

 o
n 

th
e 

ou
tc

om
es

 
th

e 
co

m
pl

ai
na

nt
 s

ou
gh

t
• 

ad
vi

ce
 o

n 
an

y 
bu

si
ne

ss
 im

pr
ov

em
en

t 
re

co
m

m
en

da
tio

ns
• 

th
e 

re
vi

ew
 ri

gh
ts

 a
va

ila
bl

e 
to

 th
e 

co
m

pl
ai

na
nt

 
(in

te
rn

al
 o

r e
xt

er
na

l) .
”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

“A
ny

 re
qu

es
t f

or
 in

te
rn

al
 

re
vi

ew
 m

us
t b

e 
su

bm
itt

ed
 

w
ith

in
 th

re
e 

m
on

th
s 

fro
m

 th
e 

da
te

 o
f t

he
 d

ec
is

io
n 

m
ad

e 
in

 
re

la
tio

n 
to

 th
e 

co
m

pl
ai

nt
 . T

he
 

re
qu

es
t f

or
 a

 re
vi

ew
 s

ho
ul

d 
in

cl
ud

e:
• 

th
e 

de
pa

rtm
en

t’s
 

co
m

pl
ai

nt
 re

fe
re

nc
e 

nu
m

be
r (

if 
kn

ow
n)

• 
th

e 
de

ci
si

on
/s

 w
hi

ch
 th

e 
co

m
pl

ai
na

nt
 is

 s
ee

ki
ng

 to
 

be
 re

vi
ew

ed
• 

th
e 

re
as

on
/s

 w
hy

 th
e 

co
m

pl
ai

na
nt

 c
on

si
de

rs
 

th
e 

de
ci

si
on

/s
 to

 b
e 

w
ro

ng
 

• 
th

e 
ou

tc
om

e 
th

e 
co

m
pl

ai
na

nt
 is

 s
ee

ki
ng

 .”
“T

he
 re

vi
ew

 is
 to

 b
e 

co
nd

uc
te

d 
by

 a
 p

er
so

n 
w

ho
 is

 in
de

pe
nd

en
t o

f a
nd

 
se

ni
or

 to
 th

e 
or

ig
in

al
 d

ec
is

io
n 

m
ak

er
 .”

H
ow

ev
er

, “
in

te
rn

al
 re

vi
ew

 
rig

ht
s 

ar
e 

no
t a

pp
lic

ab
le

 to
 

pr
iv

ac
y 

co
m

pl
ai

nt
s 

or
 h

um
an

 
rig

ht
s 

co
m

po
ne

nt
s 

of
 a

 
co

m
pl

ai
nt

 .” 



360 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

In
 m

at
te

rs
 in

vo
lv

in
g 

in
ve

st
ig

at
io

n,
 th

e 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
 

m
an

ag
em

en
t p

ro
ce

du
re

 
st

at
es

 th
at

 s
ta

ff 
su

bj
ec

t t
o 

a 
co

m
pl

ai
nt

 s
ho

ul
d 

be
 g

iv
en

 
th

e 
op

po
rtu

ni
ty

 to
 c

om
m

en
t 

on
 a

ny
 p

re
lim

in
ar

y 
fin

di
ng

s 
be

fo
re

 a
 fi

na
l d

ec
is

io
n 

is
 

m
ad

e .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
D

iv
is

io
na

l C
om

pl
ai

nt
s 

M
an

ag
em

en
t O

ffi
ce

rs
 

(D
C

M
O

) h
an

dl
e 

fo
rm

al
 

co
m

pl
ai

nt
s .

If 
un

sa
tis

fie
d 

w
ith

 th
e 

pr
oc

es
s 

or
 o

ut
co

m
e 

of
 th

ei
r 

co
m

pl
ai

nt
, t

he
 c

om
pl

ai
na

nt
 

m
ay

 s
ee

k 
an

 e
xt

er
na

l 
re

vi
ew

 b
y 

th
e 

Q
ue

en
sl

an
d 

O
m

bu
ds

m
an

, t
he

 
Q

ue
en

sl
an

d 
H

um
an

 R
ig

ht
s 

C
om

m
is

si
on

 o
r O

ffi
ce

 o
f t

he
 

In
fo

rm
at

io
n 

C
om

m
is

si
on

er
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

de
pa

rtm
en

t m
an

ag
es

 
pr

iv
ac

y 
in

 a
cc

or
da

nc
e 

w
ith

 
“th

e 
11

 In
fo

rm
at

io
n 

Pr
iv

ac
y 

Pr
in

ci
pl

es
 in

 th
e 

In
fo

rm
at

io
n 

P
riv

ac
y 

A
ct

 2
00

9 
(Q

ld
)”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

Th
e 

D
ep

ar
tm

en
t r

ep
or

ts
 it

s 
co

m
pl

ai
nt

s 
da

ta
 in

 it
s 

an
nu

al
 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
de

pa
rtm

en
t h

as
 a

 
ra

ng
e 

of
 in

te
rn

al
 re

po
rti

ng
 

re
qu

ire
m

en
ts

 w
he

re
 

co
m

pl
ai

nt
s 

da
ta

 is
 u

se
d 

to
 in

fo
rm

 im
pr

ov
em

en
ts

 in
 

se
rv

ic
e 

de
liv

er
y .



361Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

“W
he

re
 th

e 
co

m
pl

ai
na

nt
 

in
di

ca
te

s 
th

ey
 re

qu
ire

 
as

si
st

an
ce

 w
ith

 lo
dg

in
g 

th
ei

r c
om

pl
ai

nt
 s

uc
h 

as
 

an
 in

te
rp

re
te

r o
r t

ra
ns

la
to

r 
or

 a
n 

ad
vo

ca
te

, a
ll 

re
as

on
ab

le
 a

ss
is

ta
nc

e 
sh

ou
ld

 b
e 

pr
ov

id
ed

 to
 th

e 
co

m
pl

ai
na

nt
 .” 

In
 a

dd
iti

on
, “

if 
th

e 
co

m
pl

ai
na

nt
 in

di
ca

te
s 

th
ey

 a
re

 a
 v

ic
tim

 o
f c

rim
e 

th
ey

 s
ho

ul
d 

be
 p

ro
vi

de
d 

w
ith

 
in

fo
rm

at
io

n 
ab

ou
t a

va
ila

bl
e 

as
si

st
an

ce
 to

 re
co

ve
r f

ro
m

 
im

pa
ct

s 
re

su
lti

ng
 fr

om
 th

e 
cr

im
e .

”



362 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ju
st

ic
e

D
ep

ar
tm

en
t o

f J
us

tic
e 

&
 A

tto
rn

ey
-G

en
er

al
.

W
ho

 c
an

 c
om

pl
ai

n?
A 

pe
rs

on
 a

pp
ar

en
tly

 
di

re
ct

ly
 a

ffe
ct

ed
 b

y 
th

e 
se

rv
ic

e 
or

 a
ct

io
n 

of
 D

JA
G

 
be

in
g 

co
m

pl
ai

ne
d 

ab
ou

t
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
G

en
er

al
 c

om
pl

ai
nt

s 
re

la
te

 
to

 “t
he

 s
er

vi
ce

 o
r a

ct
io

n 
of

 a
 d

ep
ar

tm
en

t, 
or

 it
s 

st
aff

, b
y 

a 
pe

rs
on

 w
ho

 
is

 a
pp

ar
en

tly
 d

ire
ct

ly
 

aff
ec

te
d 

by
 th

e 
se

rv
ic

e 
or

 
ac

tio
n .

”
C

om
pl

ai
nt

s 
ca

n 
al

so
 b

e 
m

ad
e 

ag
ai

ns
t b

re
ac

he
s 

of
 

H
um

an
 R

ig
ht

s 
un

de
r t

he
 

H
um

an
 R

ig
ht

s 
A

ct
 2

01
9,

 
ho

w
ev

er
 th

es
e 

ca
n 

on
ly

 
re

la
te

 to
 a

lle
ge

d 
br

ea
ch

es
 

th
at

 o
cc

ur
re

d 
af

te
r 1

 
Ja

nu
ar

y 
20

20
 .

C
om

pl
ai

nt
s 

ca
n 

al
so

 b
e 

m
ad

e 
ab

ou
t b

re
ac

he
s 

of
 

cl
ie

nt
 p

riv
ac

y 
by

 D
JA

G
 .

C
om

pl
ai

nt
s 

th
at

 a
re

 o
ut

 o
f 

sc
op

e 
in

cl
ud

e:
“D

ec
is

io
ns

 m
ad

e 
by

 c
ou

rts
 

or
 tr

ib
un

al
s,

 in
sp

ec
to

rs
, 

co
m

m
is

si
on

er
s,

 o
r d

en
ie

d 
re

qu
es

ts
 fo

r i
nf

or
m

at
io

n,
” 

as
 w

el
l a

s 
“c

or
ru

pt
io

n,
 

fra
ud

, o
r c

om
pl

ai
nt

s 
by

 p
ub

lic
 s

er
va

nt
s…

C
om

pl
ai

nt
s 

re
ga

rd
in

g 
th

es
e 

de
ci

si
on

s 
ar

e 
in

ve
st

ig
at

ed
 th

ro
ug

h 
ot

he
r p

ro
ce

ss
es

 a
nd

/o
r 

le
gi

sl
at

iv
e 

re
qu

ire
m

en
ts

 .” 

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
th

ro
ug

h 
an

 o
nl

in
e 

po
rta

l, 
or

 b
y 

fil
lin

g 
in

 a
 c

om
pl

ai
nt

 fo
rm

 a
nd

 
lo

dg
in

g 
in

 p
er

so
n 

or
 m

ai
lin

g 
it 

to
 th

e 
re

le
va

nt
 D

JA
G

 b
us

in
es

s 
ar

ea
 .

Fo
rm

 o
f c

om
pl

ai
nt

“A
no

ny
m

ou
s 

co
m

pl
ai

nt
s 

ar
e 

tre
at

ed
 li

ke
 a

ny
 o

th
er

 
co

m
pl

ai
nt

 .”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
D

JA
G

 e
nc

ou
ra

ge
s 

vi
ct

im
-

su
rv

iv
or

s 
to

 p
la

y 
an

 a
ct

iv
e 

pa
rt 

in
 re

so
lv

in
g 

th
ei

r c
om

pl
ai

nt
 b

y:
• 

ou
tli

ni
ng

 th
ei

r c
om

pl
ai

nt
 a

s 
cl

ea
rly

 a
nd

 a
cc

ur
at

el
y 

as
 

po
ss

ib
le

• 
pr

ov
id

in
g 

an
y 

su
pp

or
tin

g 
do

cu
m

en
ta

tio
n 

th
at

 m
ay

 h
el

p 
D

JA
G

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
• 

tre
at

in
g 

D
JA

G
 s

ta
ff 

w
ith

 
co

ur
te

sy
 a

nd
 re

sp
ec

t .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r o

f 
th

e 
be

ha
vi

ou
r w

hi
ch

 is
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Ta

ke
s 

an
 in

ve
st

ig
at

iv
e 

ap
pr

oa
ch

 . T
he

 re
so

lu
tio

n 
pr

oc
es

s 
in

vo
lv

es
• 

R
ec

ei
vi

ng
 a

 c
om

pl
ai

nt
 

an
d 

fo
rw

ar
di

ng
 it

 to
 th

e 
re

le
va

nt
 b

us
in

es
s 

ar
ea

 
fo

r a
ct

io
n

• 
Ac

kn
ow

le
dg

in
g 

re
ce

ip
t o

f 
th

e 
co

m
pl

ai
nt

• 
In

ve
st

ig
at

in
g 

th
e 

co
m

pl
ai

nt
• 

N
ot

ify
in

g 
th

e 
co

m
pl

ai
na

nt
 

of
 th

e 
ou

tc
om

e
• 

U
nd

er
ta

ki
ng

 a
n 

in
te

rn
al

 
re

vi
ew

 if
 re

qu
es

te
d

• 
R

ef
er

rin
g 

co
m

pl
ai

na
nt

s 
to

 
an

 e
xt

er
na

l r
ev

ie
w

 b
od

y 
if 

th
ey

 re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
ou

tc
om

e .
D

JA
G

 c
at

eg
or

is
es

 
co

m
pl

ai
nt

s 
as

 fo
llo

w
s:

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
D

JA
G

 s
ta

te
s 

th
at

 th
ey

 
“m

on
ito

r a
nd

 re
vi

ew
 

co
m

pl
ai

nt
s 

an
d 

th
ei

r 
ou

tc
om

es
 to

 im
pr

ov
e 

ou
r 

se
rv

ic
e .

” 
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ca

n 
re

qu
es

t 
an

 in
te

rn
al

 re
vi

ew
 b

y 
th

e 
re

le
va

nt
 D

JA
G

 b
us

in
es

s 
ar

ea
 . I

f t
he

y 
re

m
ai

n 
un

sa
tis

fie
d,

 th
ey

 m
ay

 s
ee

k 
an

 e
xt

er
na

l r
ev

ie
w

 b
y 

th
e 

Q
ue

en
sl

an
d 

O
m

bu
ds

m
an

 
or

 th
e 

Q
ue

en
sl

an
d 

H
um

an
 

R
ig

ht
s 

C
om

m
is

si
on

 .

https://www.justice.qld.gov.au/about-us/contact/compliments-complaints
https://www.justice.qld.gov.au/about-us/contact/compliments-complaints


363Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d 
fo

r g
en

er
al

 
co

m
pl

ai
nt

s .
C

om
pl

ai
nt

s 
un

de
r 

th
e 

H
um

an
 R

ig
ht

s 
A

ct
 

20
19

 (H
um

an
 R

ig
ht

s 
Ac

t) 
ca

n 
on

ly
 b

e 
m

ad
e 

ab
ou

t 
al

le
ge

d 
br

ea
ch

es
 w

hi
ch

 
oc

cu
r a

fte
r 1

 J
an

ua
ry

 
20

20
 .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

• 
Si

m
pl

e 
– 

co
m

pl
ai

nt
 

re
so

lv
ed

 a
t p

oi
nt

 o
f 

se
rv

ic
e 

(re
so

lv
ed

 a
t p

oi
nt

 
of

 s
er

vi
ce

)
• 

St
an

da
rd

 –
 c

om
pl

ai
nt

 
us

ua
lly

 h
as

 o
nl

y 
on

e 
si

ng
le

 is
su

e 
or

 c
on

ce
rn

 
(re

so
lv

ed
 w

ith
in

 3
0 

da
ys

)
• 

C
om

pl
ex

 –
 c

om
pl

ai
nt

 
ha

s 
m

ul
tip

le
 is

su
es

 a
nd

/
or

 is
 s

er
io

us
 in

 n
at

ur
e 

an
d 

re
qu

ire
s 

ex
te

ns
iv

e 
in

ve
st

ig
at

io
n 

(re
so

lv
ed

 
w

ith
in

 7
0 

da
ys

)
• 

Pr
iv

ac
y 

co
m

pl
ai

nt
 –

 
co

m
pl

ai
nt

 re
la

te
s 

to
 a

n 
ac

t o
r p

ra
ct

ic
e 

of
 D

JA
G

 in
 

re
la

tio
n 

to
 th

e 
in

di
vi

du
al

’s
 

pe
rs

on
al

 in
fo

rm
at

io
n 

(re
so

lv
ed

 w
ith

in
 4

5 
da

ys
)

• 
H

um
an

 ri
gh

ts
 c

om
pl

ai
nt

 
– 

co
m

pl
ai

nt
 is

 a
bo

ut
 a

n 
al

le
ge

d 
co

nt
ra

ve
nt

io
n 

of
 

th
e 

H
um

an
 R

ig
ht

s 
Ac

t 
20

19
 (r

es
ol

ve
d 

w
ith

in
 4

5 
da

ys
)

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Vi

ct
im

-s
ur

vi
vo

rs
 (w

ho
 

ar
e 

as
su

m
ed

 to
 b

e 
th

e 
co

m
pl

ai
na

nt
) m

ay
 b

e 
co

nt
ac

te
d 

in
iti

al
ly

 to
 d

is
cu

ss
 

th
ei

r c
om

pl
ai

nt
, a

nd
 a

re
 

th
en

 n
ot

ifi
ed

 o
f a

n 
ou

tc
om

e 
on

ce
 a

n 
in

ve
st

ig
at

io
n 

ha
s 

co
m

pl
et

ed
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

D
JA

G
 s

ta
te

s:
 “Y

ou
r 

pe
rs

on
al

 in
fo

rm
at

io
n 

m
ay

 b
e 

fo
rw

ar
de

d 
to

 th
e 

bu
si

ne
ss

 
un

it 
or

 re
gi

on
 re

le
va

nt
 to

 
yo

ur
 c

om
pl

ai
nt

 s
o 

yo
ur

 
co

m
pl

ai
nt

 c
an

 b
e 

ad
dr

es
se

d .
 

Yo
ur

 p
er

so
na

l i
nf

or
m

at
io

n 
w

ill 
no

t b
e 

pr
ov

id
ed

 to
 a

ny
 

pe
rs

on
 y

ou
 a

re
 c

om
pl

ai
ni

ng
 

ab
ou

t, 
un

le
ss

 it
 is

 s
pe

ci
fic

al
ly

 
re

qu
ire

d 
to

 e
ns

ur
e 

yo
ur

 
co

m
pl

ai
nt

 is
 a

pp
ro

pr
ia

te
ly

 
de

al
t w

ith
 . A

ny
 u

se
 o

f y
ou

r 
pe

rs
on

al
 in

fo
rm

at
io

n 
(D

O
C

X,
 

50
3 .

5 
KB

) w
ill 

be
 li

m
ite

d 
to

 
th

at
 n

ec
es

sa
ry

 to
 in

ve
st

ig
at

e 
an

d 
re

sp
on

d 
to

 th
e 

is
su

es
 

ra
is

ed
 in

 y
ou

r c
om

pl
ai

nt
 .”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.

https://www.justice.qld.gov.au/__data/assets/word_doc/0020/50627/Privacy-Plan.docx
https://www.justice.qld.gov.au/__data/assets/word_doc/0020/50627/Privacy-Plan.docx
https://www.justice.qld.gov.au/__data/assets/word_doc/0020/50627/Privacy-Plan.docx


364 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm

N
ot

 s
pe

ci
fie

d.
 

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?

N
ot

 s
pe

ci
fie

d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

“R
ea

so
na

bl
e 

as
si

st
an

ce
 is

 
pr

ov
id

ed
 to

 a
ny

on
e 

w
is

hi
ng

 
to

 m
ak

e 
a 

co
m

pl
ai

nt
 .” 

Ac
ce

ss
 

to
 la

ng
ua

ge
 a

ss
is

ta
nc

e,
 

tra
ns

la
tin

g 
an

d 
in

te
rp

re
te

r 
se

rv
ic

es
 a

re
 a

ls
o 

pr
ov

id
ed

 .



365Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

O
ffi

ce
 o

f t
he

 
Q

ue
en

sl
an

d 
O

m
bu

ds
m

an

W
ho

 c
an

 c
om

pl
ai

n?
A 

pe
rs

on
 w

ho
 is

 d
ire

ct
ly

 
aff

ec
te

d 
by

 th
e 

se
rv

ic
e 

or
 

ac
tio

n 
of

 a
 Q

ue
en

sl
an

d 
st

at
e 

go
ve

rn
m

en
t 

de
pa

rtm
en

t o
r a

ge
nc

y .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
Th

e 
O

m
bu

ds
m

an
 h

as
 

th
e 

“p
ow

er
 to

 in
ve

st
ig

at
e 

th
e 

de
ci

si
on

s 
an

d 
ac

tio
ns

 
of

 Q
ue

en
sl

an
d 

st
at

e 
go

ve
rn

m
en

t d
ep

ar
tm

en
ts

 
an

d 
ag

en
ci

es
 (i

nc
lu

di
ng

 
st

at
e 

sc
ho

ol
s 

an
d 

TA
FE

), 
lo

ca
l c

ou
nc

ils
, a

nd
 p

ub
lic

 
un

iv
er

si
tie

s”
 s

uc
h 

as
 

“c
om

pl
ai

nt
s 

ab
ou

t:
• 

a 
de

ci
si

on
 to

 re
fu

se
 a

 
se

rv
ic

e 
or

 s
ub

si
dy

• 
th

e 
w

ay
 a

 
co

m
pl

ai
na

nt
’s

 
ap

pl
ic

at
io

n 
ha

s 
be

en
 

ha
nd

le
d

• 
a 

de
ci

si
on

 to
 e

xc
lu

de
 

a 
co

m
pl

ai
na

nt
 fr

om
 a

 
pr

og
ra

m
 o

r s
er

vi
ce

• 
fe

es
 o

r c
ha

rg
es

 le
vi

ed
• 

th
e 

co
nd

uc
t o

f a
n 

offi
ce

r
• 

a 
po

lic
y 

or
 p

ro
ce

du
re

 .”
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s,

 u
nl

es
s 

th
er

e 
ar

e 
sp

ec
ia

l 
ci

rc
um

st
an

ce
s .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 in
 w

rit
in

g,
 in

 p
er

so
n 

or
 b

y 
ph

on
e .

 C
om

pl
ai

nt
s 

pr
oc

ee
di

ng
 

to
 a

n 
in

ve
st

ig
at

io
n 

m
us

t b
e 

m
ad

e 
in

 w
rit

in
g .

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 c
om

pl
ai

n 
to

 th
e 

ag
en

cy
 in

 
qu

es
tio

n 
in

 th
e 

fir
st

 in
st

an
ce

, 
in

cl
ud

in
g 

as
ki

ng
 fo

r a
n 

in
te

rn
al

 
re

vi
ew

 .
Fo

rm
 o

f c
om

pl
ai

nt
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
B

ef
or

e 
in

ve
st

ig
at

in
g 

a 
co

m
pl

ai
nt

, t
he

 
O

m
bu

ds
m

an
 w

ill
 c

on
si

de
r:

• 
W

he
th

er
 th

ey
 c

an
 le

ga
lly

 
in

ve
st

ig
at

e 
th

e 
is

su
e

• 
W

he
th

er
 th

e 
co

m
pl

ai
nt

 is
 

le
ss

 th
an

 1
2 

m
on

th
s 

ol
d

• 
W

he
th

er
 th

e 
co

m
pl

ai
na

nt
 

ha
s 

fir
st

 c
om

pl
ai

ne
d 

to
 

th
e 

ag
en

cy
 in

 q
ue

st
io

n
• 

W
he

th
er

 th
ey

 h
av

e 
ot

he
r a

pp
ea

l r
ig

ht
s 

(e
 .g

 . 
th

ro
ug

h 
th

e 
co

ur
ts

 o
r 

ot
he

r c
om

pl
ai

nt
 h

an
dl

in
g 

or
ga

ni
sa

tio
ns

)
• 

W
he

th
er

 th
e 

co
m

pl
ai

na
nt

 
ha

s 
pr

ov
id

ed
 e

no
ug

h 
su

pp
or

tin
g 

in
fo

rm
at

io
n

• 
W

he
th

er
 th

e 
co

m
pl

ai
na

nt
 

ha
s 

an
y 

pa
rti

cu
la

r 
ne

ed
s 

th
at

 m
ay

 m
ak

e 
it 

“h
ar

de
r t

o 
go

 th
ro

ug
h 

th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s”

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
If 

an
 in

ve
st

ig
at

io
n 

co
nc

lu
de

s 
th

at
 th

e 
or

ga
ni

sa
tio

n’
s 

ac
tio

ns
 w

er
e 

un
la

w
fu

l, 
un

fa
ir 

or
 u

nr
ea

so
na

bl
e,

 th
e 

O
m

bu
ds

m
an

 m
ay

 m
ak

e 
re

co
m

m
en

da
tio

ns
 to

 fi
x 

th
e 

co
m

pl
ai

nt
 . T

hi
s 

m
ay

 
in

vo
lv

e 
w

or
ki

ng
 in

fo
rm

al
ly

 
be

tw
ee

n 
th

e 
pa

rti
es

 to
 re

ac
h 

an
 o

ut
co

m
e,

 s
uc

h 
as

, f
or

 
ex

am
pl

e,
 a

 c
ha

ng
e 

in
 th

e 
or

ga
ni

sa
tio

n’
s 

po
lic

ie
s 

or
 

pr
oc

ed
ur

es
 .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
O

m
bu

ds
m

an
 s

ta
te

s:
 

“W
hi

le
 th

e 
m

aj
or

ity
 o

f o
ur

 
in

ve
st

ig
at

io
ns

 a
re

 b
as

ed
 o

n 
co

m
pl

ai
nt

s,
 in

ve
st

ig
at

io
ns

 
in

to
 s

er
io

us
 s

ys
te

m
ic

 
is

su
es

 m
ay

 b
e 

in
iti

at
ed

 
by

 th
e 

O
m

bu
ds

m
an

 . 
Th

es
e 

in
ve

st
ig

at
io

ns
 a

re
 

of
te

n 
re

le
as

ed
 p

ub
lic

ly
 to

 
br

in
g 

th
es

e 
is

su
es

 to
 th

e 
at

te
nt

io
n 

of
 p

ar
lia

m
en

t, 
th

e 
pu

bl
ic

 s
ec

to
r a

nd
 th

e 
ge

ne
ra

l 
pu

bl
ic

 .”
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

O
m

bu
ds

m
an

 c
an

no
t 

fo
rc

e 
an

 o
rg

an
is

at
io

n 
to

 
ac

ce
pt

 it
s 

re
co

m
m

en
da

tio
ns

 . 
M

on
ito

rin
g 

of
 o

ut
co

m
es

 is
 n

ot
 

sp
ec

ifi
ed

.

https://www.ombudsman.qld.gov.au/
https://www.ombudsman.qld.gov.au/
https://www.ombudsman.qld.gov.au/
https://www.ombudsman.qld.gov.au/improve-public-administration/investigative-reports-and-casebooks/investigative-reports/investigative-reports


366 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

Th
e 

O
m

bu
ds

m
an

’s
 

po
lic

y 
an

d 
pr

oc
ed

ur
e 

on
 c

om
pl

ai
nt

s 
ha

nd
lin

g 
st

at
es

 th
at

:
“R

ep
re

se
nt

at
iv

e 
co

m
pl

ai
nt

s 
w

ill 
ge

ne
ra

lly
 

be
 a

cc
ep

te
d 

w
he

re
: 

• 
th

er
e 

is
 a

 w
rit

te
n 

au
th

or
ity

 fr
om

 th
e 

pe
rs

on
 a

pp
ar

en
tly

 
aff

ec
te

d 
th

at
 

au
th

or
is

es
 th

e 
pe

rs
on

 
to

 m
ak

e 
th

e 
co

m
pl

ai
nt

 
to

 th
e 

O
m

bu
ds

m
an

 o
n 

th
ei

r b
eh

al
f 

• 
th

e 
pe

rs
on

 c
on

ta
ct

in
g 

th
e 

O
ffi

ce
 is

 a
 

re
gi

st
er

ed
 p

ro
fe

ss
io

na
l 

w
ho

 ty
pi

ca
lly

 
as

si
st

s 
pe

op
le

 
(e

 .g
 . L

aw
ye

r, 
to

w
n 

pl
an

ne
r, 

re
gi

st
er

ed
 

he
al

th
 p

ra
ct

iti
on

er
) 

an
d 

w
ho

 is
 b

ou
nd

 
by

 p
ro

fe
ss

io
na

l 
re

sp
on

si
bi

lit
ie

s 
in

 
re

sp
ec

t o
f t

he
 p

er
so

n .
 

• 
an

 e
le

ct
ed

 
re

pr
es

en
ta

tiv
e 

is
 

re
fe

rri
ng

 th
e 

m
at

te
r 

• 
a 

go
ve

rn
m

en
t a

ge
nc

y 
is

 re
fe

rri
ng

 th
e 

m
at

te
r

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

If 
th

e 
O

m
bu

ds
m

an
 d

ec
id

es
 

th
at

 a
 c

om
pl

ai
nt

 s
ho

ul
d 

be
 

in
ve

st
ig

at
ed

, a
n 

in
ve

st
ig

at
or

 
w

ill 
un

de
rta

ke
 a

n 
in

fo
rm

al
 

in
ve

st
ig

at
io

n 
to

 “a
ss

es
s:

• 
th

e 
im

pa
ct

 o
f t

he
 

or
ga

ni
sa

tio
n’

s 
de

ci
si

on
 o

r 
ac

tio
n

• 
w

he
th

er
 th

e 
or

ga
ni

sa
tio

n’
s 

de
ci

si
on

 
w

as
 la

w
fu

l, 
fa

ir 
an

d 
re

as
on

ab
le

• 
th

e 
ou

tc
om

e 
[th

e 
co

m
pl

ai
na

nt
] w

an
ts

• 
w

he
th

er
 a

n 
in

ve
st

ig
at

io
n 

is
 li

ke
ly

 to
 le

ad
 to

 a
 

po
si

tiv
e 

ou
tc

om
e 

fo
r 

[th
e 

co
m

pl
ai

na
nt

] a
nd

/o
r 

le
ad

 to
 a

n 
im

pr
ov

em
en

t 
in

 th
e 

or
ga

ni
sa

tio
n’

s 
pr

oc
ed

ur
es

 .”
A 

co
m

pl
ai

nt
 m

ay
 a

t t
hi

s 
po

in
t 

be
 d

is
co

nt
in

ue
d,

 o
r c

on
tin

ue
 

to
 th

e 
fo

rm
al

 in
ve

st
ig

at
io

n 
st

ag
e .

If 
an

 in
ve

st
ig

at
io

n 
pr

oc
ee

ds
, 

th
e 

tim
e 

ta
ke

n 
to

 in
ve

st
ig

at
e 

w
ill 

va
ry

 d
ep

en
di

ng
 o

n 
th

e 
co

m
pl

ex
ity

 o
f t

he
 m

at
te

r . 
Th

e 
pa

rti
es

 w
ill 

be
 k

ep
t i

nf
or

m
ed

 
of

 th
e 

pr
og

re
ss

 o
f t

he
 

in
ve

st
ig

at
io

n 
th

ro
ug

ho
ut

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

M
ay

 b
e 

re
qu

es
te

d 
to

 p
ro

vi
de

 
fu

rth
er

 in
fo

rm
at

io
n 

in
 re

la
tio

n 
to

 th
ei

r c
om

pl
ai

nt
, a

nd
 is

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

O
m

bu
ds

m
an

 h
as

 s
pe

ci
al

 
“p

ow
er

s 
to

:
• 

m
ak

e 
pr

el
im

in
ar

y 
in

qu
iri

es
 to

 d
ec

id
e 

w
he

th
er

 a
 c

om
pl

ai
nt

 
sh

ou
ld

 b
e 

in
ve

st
ig

at
ed

• 
in

ve
st

ig
at

e 
in

fo
rm

al
ly

• 
in

ve
st

ig
at

e 
fo

rm
al

ly,
 u

si
ng

 
co

er
ci

ve
 p

ow
er

s .
”

Th
ey

 a
ls

o 
ha

ve
 “f

or
m

al
 

po
w

er
s 

to
 o

bt
ai

n 
an

sw
er

s 
an

d 
ac

ce
ss

 d
oc

um
en

ts
,” 

an
d 

“th
e 

po
w

er
 to

 e
nt

er
 a

nd
 

in
sp

ec
t p

re
m

is
es

 .”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
C

om
pl

ai
na

nt
s 

w
ho

 re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 h

ow
 th

ei
r 

co
m

pl
ai

nt
 w

as
 h

an
dl

ed
 c

an
 

re
qu

es
t a

n 
in

te
rn

al
 re

vi
ew

 . 
Th

e 
re

qu
es

t m
us

t s
tip

ul
at

e 
w

hy
 th

e 
co

m
pl

ai
na

nt
 th

ou
gh

t 
th

e 
O

m
bu

ds
m

an
 re

ac
he

d 
th

e 
w

ro
ng

 d
ec

is
io

n 
an

d 
pr

ov
id

e 
an

y 
ne

w
 re

le
va

nt
 in

fo
rm

at
io

n .
 

Th
e 

re
vi

ew
 w

ill 
be

 h
an

dl
ed

 
by

 a
n 

offi
ce

 n
ot

 in
vo

lv
ed

 in
 

th
e 

in
iti

al
 c

om
pl

ai
nt

 . T
he

 
re

vi
ew

 w
ill 

“c
on

si
de

r w
he

th
er

:

file:///C:\Users\rebeccabunn\Downloads\Ombudsman%20guidelines%20for%20deciding%20complaints%20-%20August%202021%20PUBLIC.PDF


367Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
th

er
e 

is
 s

om
e 

ot
he

r e
vi

de
nc

e 
th

e 
co

m
pl

ai
na

nt
 w

is
he

s 
fo

r t
he

 p
er

so
n 

to
 

re
pr

es
en

t t
he

m
 

an
d 

th
er

e 
is

 re
as

on
 

to
 b

el
ie

ve
 th

e 
co

m
pl

ai
na

nt
 c

an
no

t 
ac

ce
ss

 th
e 

O
ffi

ce
’s

 
se

rv
ic

es
 d

ire
ct

ly .
”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

th
en

 k
ep

t i
nf

or
m

ed
 o

f t
he

 
pr

og
re

ss
 o

f a
n 

in
ve

st
ig

at
io

n,
 

if 
it 

pr
oc

ee
ds

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
O

m
bu

ds
m

en
 a

re
 a

pp
oi

nt
ed

 
offi

ci
al

s,
 u

su
al

ly
 w

ith
 le

ga
l 

an
d/

or
 p

ub
lic

 s
er

vi
ce

 
ba

ck
gr

ou
nd

s .

• 
th

e 
pr

oc
es

se
s 

fo
llo

w
ed

 
by

 s
ta

ff 
w

er
e 

fa
ir

• 
th

e 
co

nc
lu

si
on

s 
re

ac
he

d 
w

er
e 

re
as

on
ab

le
• 

th
ey

 p
ro

pe
rly

 e
xp

la
in

ed
 

th
ei

r d
ec

is
io

n”
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

O
m

bu
ds

m
an

’s
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
e 

fo
r c

om
pl

ai
nt

s 
ha

nd
lin

g 
st

at
es

 th
at

 if
 th

e 
O

m
bu

ds
m

an
 c

on
si

de
rs

 th
at

 
a 

co
m

pl
ai

nt
 re

la
te

s 
to

 c
or

ru
pt

 
co

nd
uc

t, 
th

e 
m

at
te

r m
ay

 b
e 

re
fe

rre
d 

to
 th

e 
C

rim
e 

an
d 

C
or

ru
pt

io
n 

C
om

m
is

si
on

 .
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
O

m
bu

ds
m

an
 c

ol
le

ct
s 

pe
rs

on
al

 in
fo

rm
at

io
n:

• 
us

in
g 

fa
ir 

an
d 

la
w

fu
l 

m
ea

ns
• 

fo
r a

 la
w

fu
l p

ur
po

se
 

di
re

ct
ly

 re
la

te
d 

to
 

co
m

pl
ai

nt
-h

an
dl

in
g 

fu
nc

tio
ns

 .



368 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Th
ey

 a
ls

o 
st

at
e:

 “U
nl

es
s 

yo
u 

te
ll 

us
 o

th
er

w
is

e,
 w

e 
w

ill 
w

or
k 

on
 th

e 
ba

si
s 

th
at

 y
ou

 c
on

se
nt

 
to

 p
ro

vi
di

ng
 n

ec
es

sa
ry

 
an

d 
re

le
va

nt
 in

fo
rm

at
io

n 
to

 
th

e 
or

ga
ni

sa
tio

n 
yo

u 
ha

ve
 

co
m

pl
ai

ne
d 

ab
ou

t . 
W

e 
ne

ed
 to

 d
o 

th
is

 s
o 

th
at

 th
e 

or
ga

ni
sa

tio
n 

ca
n 

re
sp

on
d 

to
 y

ou
r c

om
pl

ai
nt

 . Y
ou

r 
pe

rs
on

al
 in

fo
rm

at
io

n 
w

ill 
no

t o
th

er
w

is
e 

be
 d

is
cl

os
ed

 
un

le
ss

 y
ou

 c
on

se
nt

, o
r t

he
 

di
sc

lo
su

re
 is

 re
qu

ire
d 

or
 

au
th

or
is

ed
 b

y 
la

w .
”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

Th
e 

O
m

bu
ds

m
an

 p
ub

lis
he

s 
de

-id
en

tifi
ed

 c
om

pl
ai

nt
s 

da
ta

 
th

ro
ug

h 
its

 O
pe

n 
D

at
a 

po
lic

y .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

W
he

n 
“d

ec
id

in
g 

th
at

 a
 p

er
so

n 
is

 a
 s

ui
ta

bl
e 

re
pr

es
en

ta
tiv

e 
fo

r a
 c

om
pl

ai
na

nt
 w

ho
 h

as
 

di
ed

 o
r i

s 
un

ab
le

 to
 m

ak
e 

a 
co

m
pl

ai
nt

…
O

ffi
ce

rs
 s

ho
ul

d 
co

ns
id

er
: 

• 
th

e 
na

tu
re

 a
nd

 e
xt

en
t o

f 
th

e 
re

la
tio

ns
hi

p 
be

tw
ee

n 
th

e 
re

pr
es

en
ta

tiv
e 

an
d 

th
e 

ot
he

r p
er

so
n



369Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
w

he
th

er
 th

er
e 

is
 a

no
th

er
 

m
or

e 
su

ita
bl

e 
pe

rs
on

 to
 

re
pr

es
en

t t
he

 in
te

re
st

s 
of

 
th

e 
pe

rs
on

 .”
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
O

m
bu

ds
m

an
 h

as
 

di
ffe

re
nt

 w
ay

s 
av

ai
la

bl
e 

to
 

he
lp

 c
om

pl
ai

na
nt

s 
if 

th
ey

:
• 

id
en

tif
y 

as
 a

n 
Ab

or
ig

in
al

 
or

 T
or

re
s 

St
ra

it 
Is

la
nd

er
• 

ar
e 

un
de

r 1
8 

ye
ar

s 
of

 a
ge

• 
ha

ve
 a

n 
in

te
lle

ct
ua

l 
im

pa
irm

en
t

• 
ne

ed
 h

el
p 

w
ith

 re
ad

in
g 

or
 

w
rit

in
g

• 
ar

e 
ex

pe
rie

nc
in

g 
do

m
es

tic
 v

io
le

nc
e

• 
ar

e 
an

 a
sy

lu
m

 s
ee

ke
r o

r 
re

fu
ge

e .
Th

ey
 a

ls
o 

pr
ov

id
e 

ac
ce

ss
 to

 
in

te
rp

re
te

r a
nd

 tr
an

sl
at

io
n 

se
rv

ic
es

, o
r s

er
vi

ce
s 

fo
r 

pe
op

le
 w

ith
 h

ea
rin

g 
or

 
sp

ea
ki

ng
 im

pa
irm

en
ts

 .



370 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Q
ue

en
sl

an
d 

H
um

an
 

R
ig

ht
s 

C
om

m
is

si
on

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 w
ho

 h
as

 b
ee

n 
pe

rs
on

al
ly

 a
ffe

ct
ed

 b
y 

a 
si

tu
at

io
n 

in
vo

lv
in

g 
po

te
nt

ia
l d

is
cr

im
in

at
io

n,
 

se
xu

al
 h

ar
as

sm
en

t, 
or

 a
 

br
ea

ch
 o

f h
um

an
 ri

gh
ts

 .
C

om
pl

ai
nt

s 
ab

ou
t 

vi
lifi

ca
tio

n 
on

 th
e 

ba
si

s 
of

 
ra

ce
, r

el
ig

io
n,

 s
ex

ua
lit

y 
or

 g
en

de
r i

de
nt

ity
 m

ay
 

be
 m

ad
e 

by
 a

 ‘r
el

ev
an

t 
en

tit
y’

 w
hi

ch
 c

ou
ld

 in
cl

ud
e 

a 
co

m
m

un
ity

 g
ro

up
, 

su
pp

or
t o

rg
an

is
at

io
n 

or
 

an
 in

di
vi

du
al

 fr
om

 o
ne

 o
f 

th
os

e 
co

m
m

un
iti

es
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

In
cl

ud
es

 d
is

cr
im

in
at

io
n 

on
 th

e 
ba

si
s 

of
 a

ge
, 

se
x,

 ra
ce

, r
el

ig
io

n,
 

se
xu

al
ity

, g
en

de
r 

id
en

tit
y,

 im
pa

irm
en

t, 
fa

m
ily

 re
sp

on
si

bi
lit

ie
s,

 
br

ea
st

fe
ed

in
g,

 p
ar

en
ta

l 
st

at
us

, r
el

at
io

ns
hi

p 
st

at
us

, p
re

gn
an

cy
, 

po
lit

ic
al

 b
el

ie
f, 

tra
de

 u
ni

on
 

ac
tiv

ity
, l

aw
fu

l s
ex

ua
l 

ac
tiv

ity
 a

nd
 a

ss
oc

ia
tio

n 
w

ith
 s

om
eo

ne
 w

ith
 th

e 
ab

ov
e 

ch
ar

ac
te

ris
tic

s .
 

In
 a

dd
iti

on
, t

he
 a

bo
ve

 
di

sc
rim

in
at

io
n 

m
us

t h
av

e 
ta

ke
n 

pl
ac

e 
in

 s
pe

ci
fic

 
ar

ea
s 

of
 p

ub
lic

 li
fe

 
co

ve
re

d 
by

 th
e 

re
le

va
nt

 
An

ti-
D

is
cr

im
in

at
io

n 
Ac

t 
(e

 .g
 . w

or
k,

 e
du

ca
tio

n,
 

ac
co

m
m

od
at

io
n,

 e
tc

 .) .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

m
us

t b
e 

m
ad

e 
in

 
w

rit
in

g,
 lo

dg
ed

 o
nl

in
e,

 in
 p

er
so

n 
or

 b
y 

m
ai

l .
If 

th
e 

co
m

pl
ai

nt
 is

 a
bo

ut
 a

n 
al

le
ge

d 
br

ea
ch

 o
f h

um
an

 ri
gh

ts
, 

th
e 

co
m

pl
ai

nt
 m

us
t fi

rs
t b

e 
m

ad
e 

to
 th

e 
ag

en
cy

 in
 q

ue
st

io
n .

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
no

t 
ac

ce
pt

ed
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

M
us

t b
e 

th
e 

co
m

pl
ai

na
nt

, u
nl

es
s 

th
e 

C
om

m
is

si
on

 a
ut

ho
ris

es
 a

 
re

pr
es

en
ta

tiv
e 

to
 c

om
pl

ai
n 

on
 

th
ei

r b
eh

al
f . 

Th
ey

 m
us

t p
ro

vi
de

 
su

ffi
ci

en
t i

nf
or

m
at

io
n 

in
 th

ei
r 

co
m

pl
ai

nt
 fo

r t
he

 C
om

m
is

si
on

 
to

 a
ss

es
s 

w
he

th
er

 to
 p

ro
ce

ed
 to

 
co

nc
ilia

tio
n .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
La

w
ye

rs
 a

re
 n

ot
 re

qu
ire

d 
fo

r t
he

 
co

nc
ilia

tio
n 

pr
oc

es
s,

 h
ow

ev
er

 
co

m
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 
se

ek
 le

ga
l a

dv
ic

e 
if 

th
ey

 w
is

h .
Th

e 
C

om
m

is
si

on
 a

ls
o 

st
at

es
:

“C
om

pl
ai

na
nt

s 
an

d 
re

sp
on

de
nt

s 
m

us
t r

eq
ue

st
 p

er
m

is
si

on
 to

 
ha

ve
 le

ga
l r

ep
re

se
nt

at
io

n 
at

 
co

nc
ilia

tio
n 

co
nf

er
en

ce
s .

 T
hi

s 
m

us
t b

e 
do

ne
 in

 a
dv

an
ce

 o
f 

th
e 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 b
y 

co
nt

ac
tin

g 
th

e 
co

nc
ilia

to
r e

ith
er

 
by

 p
ho

ne
 o

r i
n 

w
rit

in
g .

 T
he

 
co

nc
ilia

to
r w

ill 
de

ci
de

 w
he

th
er

 
to

 a
pp

ro
ve

 th
e 

in
cl

us
io

n 
of

 a
n 

ad
vo

ca
te

 in
 th

e 
pr

oc
es

s 
by

 
co

ns
id

er
in

g 
w

he
th

er
:

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

C
om

pl
ai

na
nt

s 
ar

e 
as

ke
d 

to
 a

dv
is

e 
th

e 
C

om
m

is
si

on
, 

w
he

n 
lo

dg
in

g 
th

ei
r c

om
pl

ai
nt

, 
if: • 

th
er

e 
is

 a
n 

im
m

in
en

t a
nd

 
si

gn
ifi

ca
nt

 ri
sk

 to
 th

em
 o

r 
th

ei
r f

am
ily

’s
 li

fe
, l

ib
er

ty
, 

he
al

th
, o

r s
af

et
y

• 
si

gn
ifi

ca
nt

 h
ar

m
 to

 
th

em
 w

ou
ld

 re
su

lt 
fro

m
 

de
la

y 
in

 d
ea

lin
g 

w
ith

 th
e 

co
m

pl
ai

nt
• 

an
 e

ffe
ct

iv
e 

re
m

ed
y 

fo
r 

th
ei

r c
om

pl
ai

nt
 w

ou
ld

 
be

 d
en

ie
d 

to
 th

em
, i

f 
th

er
e 

w
as

 a
 d

el
ay

 –
 

fo
r e

xa
m

pl
e,

 w
he

re
 

a 
st

ud
en

t h
as

 b
ee

n 
su

sp
en

de
d 

or
 e

xp
el

le
d 

an
d 

w
ou

ld
 n

ot
 b

e 
ab

le
 to

 
si

t f
or

 e
xa

m
in

at
io

ns
 .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

e 
C

om
m

is
si

on
 is

 a
n 

in
de

pe
nd

en
t, 

im
pa

rti
al

 b
od

y .
 

Th
ei

r r
ol

e 
“is

 to
:

• 
w

or
k 

to
 e

ns
ur

e 
th

at
 

ev
er

yo
ne

 p
ut

s 
fo

rw
ar

d 
th

ei
r p

oi
nt

 o
f v

ie
w,

 is
 

lis
te

ne
d 

to
, a

nd
 fe

el
s 

sa
fe

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“It

 is
 u

p 
to

 th
e 

co
m

pl
ai

na
nt

 
an

d 
re

sp
on

de
nt

 to
 a

gr
ee

 o
n 

th
e 

ou
tc

om
e .

 . . 
Th

e 
co

nc
ilia

to
r 

ca
n 

m
ak

e 
su

gg
es

tio
ns

, 
bu

t d
oe

s 
no

t d
ec

id
e 

on
 th

e 
ou

tc
om

e .
 O

ut
co

m
es

 fr
om

 a
 

co
nf

er
en

ce
 v

ar
y 

an
d 

m
ay

 
de

pe
nd

 o
n 

w
he

th
er

 th
e 

co
m

pl
ai

nt
 w

as
 d

ea
lt 

w
ith

 
un

de
r t

he
 A

nt
i-D

is
cr

im
in

at
io

n 
Ac

t o
r t

he
 H

um
an

 R
ig

ht
s 

Ac
t . 

C
om

m
on

 o
ut

co
m

es
 

to
 re

so
lv

e 
di

sc
rim

in
at

io
n 

co
m

pl
ai

nt
s 

in
cl

ud
e:

 
• 

m
ak

in
g 

an
 a

po
lo

gy
; 

• 
ch

an
gi

ng
 o

rg
an

is
at

io
na

l 
po

lic
y 

or
 p

ra
ct

ic
es

; 
• 

pa
yi

ng
 c

om
pe

ns
at

io
n 

fo
r h

ur
t f

ee
lin

gs
 a

nd
 lo

st
 

w
ag

es
; 

• 
or

ga
ni

si
ng

 tr
ai

ni
ng

 in
 

th
e 

w
or

kp
la

ce
 s

o 
th

at
 

ev
er

yo
ne

 u
nd

er
st

an
ds

 
th

ei
r r

ig
ht

s 
an

d 
re

sp
on

si
bi

lit
ie

s .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

https://www.qhrc.qld.gov.au/
https://www.qhrc.qld.gov.au/


371Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Al
so

 in
cl

ud
es

 c
om

pl
ai

nt
s 

ab
ou

t s
ex

ua
l h

ar
as

sm
en

t, 
w

he
re

ve
r i

t i
s 

al
le

ge
d 

to
 

ha
ve

 o
cc

ur
re

d .
C

om
pl

ai
nt

s 
ab

ou
t 

br
ea

ch
es

 o
f h

um
an

 ri
gh

ts
, 

al
le

ge
d 

to
 h

av
e 

oc
cu

rre
d 

in
 p

ub
lic

 e
nt

iti
es

 o
f t

he
 

st
at

e 
of

 Q
ue

en
sl

an
d 

ar
e 

al
so

 a
cc

ep
te

d .
Fi

na
lly

, c
om

pl
ai

nt
s 

ab
ou

t 
vi

lifi
ca

tio
n 

ar
e 

ac
ce

pt
ed

 if
 

th
e 

al
le

ge
d 

in
ci

de
nt

:
• 

ha
pp

en
ed

 in
 p

ub
lic

• 
is

 c
ap

ab
le

 o
f i

nc
iti

ng
 

ha
tre

d,
 c

on
te

m
pt

 o
r 

se
ve

re
 ri

di
cu

le
• 

w
as

 o
f s

om
eo

ne
 o

n 
th

e 
gr

ou
nd

s 
of

 ra
ce

, 
re

lig
io

n,
 s

ex
ua

lit
y 

or
 

ge
nd

er
 id

en
tit

y .
C

om
pl

ai
nt

s 
re

la
tin

g 
to

 
an

y 
of

 th
e 

ab
ov

e 
w

hi
ch

 
oc

cu
rre

d 
in

 fe
de

ra
l 

go
ve

rn
m

en
t d

ep
ar

tm
en

ts
/

ag
en

ci
es

, p
riv

at
e 

bu
si

ne
ss

es
 o

r t
he

 c
ou

rts
 

ar
e 

ex
cl

ud
ed

 .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
m

us
t 

pr
ov

id
e 

“e
no

ug
h 

in
fo

rm
at

io
n 

ab
ou

t w
ha

t 
ha

pp
en

ed
” i

nc
lu

di
ng

 
de

ta
ils

 s
uc

h 
as

 “w
ho

 w
as

 
re

sp
on

si
bl

e,
 w

he
re

, w
he

n 
an

d 
w

ha
t h

ap
pe

ne
d”

, i
n 

or
de

r f
or

 th
e 

co
m

pl
ai

nt
 to

 
th

e 
as

se
ss

ed
 .

• 
th

e 
at

te
nd

an
ce

 o
f t

he
 

ad
vo

ca
te

/s
 w

ill 
as

si
st

 th
e 

re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
;

• 
th

e 
ot

he
r p

ar
tie

s 
w

ill 
be

 
re

pr
es

en
te

d;
 a

nd
• 

th
e 

ad
vo

ca
te

s 
ag

re
e 

to
 

pa
rti

ci
pa

te
 in

 a
 w

ay
 th

at
 w

ill 
as

si
st

 th
e 

re
so

lu
tio

n 
of

 th
e 

co
m

pl
ai

nt
 .”

• 
as

si
st

 e
ve

ry
on

e 
re

ac
h 

ag
re

em
en

t a
bo

ut
 h

ow
 to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

• 
en

su
re

 th
e 

pr
oc

es
s 

is
 

fa
ir .

”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
If 

a 
co

m
pl

ai
nt

 is
 a

ss
es

se
d 

as
 

re
le

va
nt

 to
 th

e 
C

om
m

is
si

on
, 

an
d 

is
 a

cc
ep

te
d,

 it
 w

ill 
be

 re
so

lv
ed

 th
ro

ug
h 

a 
co

nc
ilia

tio
n 

pr
oc

es
s .

In
 c

on
ci

lia
tio

n,
 th

e 
co

m
pl

ai
na

nt
 a

nd
 

re
sp

on
de

nt
 w

ill 
be

 d
ire

ct
ed

 
to

 a
tte

nd
 a

 c
on

ci
lia

tio
n 

co
nf

er
en

ce
, f

ac
ilit

at
ed

 b
y 

th
e 

C
om

m
is

si
on

 . “
H

ow
 th

e 
co

nf
er

en
ce

 is
 c

on
du

ct
ed

 
de

pe
nd

s 
on

 th
os

e 
in

vo
lv

ed
 

an
d 

th
e 

na
tu

re
 o

f t
he

 
co

m
pl

ai
nt

 . T
he

 c
on

fe
re

nc
e 

ca
n 

be
 w

ith
 e

ve
ry

on
e 

m
ee

tin
g 

fa
ce

-to
-fa

ce
, b

y 
te

le
co

nf
er

en
ce

, o
r w

ith
 th

e 
co

nc
ilia

to
r t

al
ki

ng
 to

 e
ac

h 
pa

rty
 in

 s
ep

ar
at

e 
ro

om
s .

”
If 

th
e 

co
m

pl
ai

nt
 is

 n
ot

 
re

so
lv

ed
 th

ro
ug

h 
co

nc
ilia

tio
n,

 
th

e 
co

m
pl

ai
na

nt
 c

an
 re

qu
es

t 
th

at
 th

e 
is

su
e 

be
 re

fe
rre

d 
to

 a
 

tri
bu

na
l t

o 
de

ci
de

d 
on

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 a
re

 re
qu

ire
d 

to
 a

tte
nd

 a
 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 a
nd

 
sp

ea
k 

ab
ou

t t
he

ir 
co

m
pl

ai
nt

, 
th

e 
im

pa
ct

 it
 h

ad
 o

n 
th

em
 

an
d 

w
ha

t o
ut

co
m

e 
th

ey
 a

re
 

se
ek

in
g .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Fo

r A
nt

i-D
is

cr
im

in
at

io
n 

Ac
t 

co
m

pl
ai

nt
s,

 th
e 

ag
re

em
en

t 
be

tw
ee

n 
a 

co
m

pl
ai

na
nt

 
an

d 
re

sp
on

de
nt

 is
 fi

le
d 

in
 a

 
Tr

ib
un

al
 a

nd
 e

nf
or

ce
ab

le
 a

s 
if 

it 
w

er
e 

a 
co

ur
t o

rd
er

 . 
Fo

r H
um

an
 R

ig
ht

s 
Ac

t 
co

m
pl

ai
nt

s,
 a

 c
op

y 
of

 th
e 

ag
re

em
en

t w
ill 

be
 g

iv
en

 
to

 e
ac

h 
of

 th
e 

pa
rti

es
 . 

Th
e 

C
om

m
is

si
on

 d
oe

s 
no

t s
pe

ci
fy

 w
he

th
er

 it
 

m
on

ito
rs

 im
pl

em
en

ta
tio

n 
of

 
ag

re
em

en
ts

 m
ad

e 
in

 re
la

tio
n 

to
 th

es
e 

co
m

pl
ai

nt
s .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“T
he

 C
om

m
is

si
on

 d
oe

s 
no

t 
ha

ve
 th

e 
po

w
er

 to
 d

ec
id

e 
if 

un
la

w
fu

l d
is

cr
im

in
at

io
n 

or
 

ot
he

r c
on

du
ct

 h
as

 o
cc

ur
re

d .
”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
“If

 th
e 

co
m

pl
ai

nt
 is

 re
so

lv
ed

 
th

e 
C

om
m

is
si

on
 w

ill 
w

rit
e 

it 
do

w
n 

an
d 

as
k 

th
e 

pa
rti

es
 to

 
si

gn
 it

 .”
An

y 
ap

pe
al

/re
vi

ew
 p

ro
ce

ss
es

 
fo

llo
w

in
g 

ou
tc

om
e



372 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
“If

 s
om

eo
ne

 c
an

no
t m

ak
e 

a 
co

m
pl

ai
nt

 th
em

se
lf 

– 
su

ch
 a

s 
a 

ch
ild

 o
r a

 
pe

rs
on

 w
ith

 d
is

ab
ilit

y 
– 

[th
e 

C
om

m
is

si
on

] m
ay

 
au

th
or

is
e 

so
m

eo
ne

, s
uc

h 
as

 a
 p

ar
en

t o
r g

ua
rd

ia
n,

 
to

 m
ak

e 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r b

eh
al

f .”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

o,
 c

an
 b

e 
an

 
or

ga
ni

sa
tio

n .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
If 

a 
co

m
pl

ai
nt

 a
bo

ut
 a

 
pe

rp
et

ra
to

r i
s 

ac
ce

pt
ed

 b
y 

th
e 

C
om

m
is

si
on

, t
he

y 
w

ill 
be

 
gi

ve
n 

a 
co

py
 o

f t
he

 c
om

pl
ai

nt
 

an
d 

w
ill 

ha
ve

 a
n 

op
po

rtu
ni

ty
 

to
 re

sp
on

d 
to

 it
, u

su
al

ly
 

th
ro

ug
h 

th
e 

co
nc

ilia
tio

n 
pr

oc
es

s .
 

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

An
 im

pa
rti

al
 c

on
ci

lia
to

r a
t t

he
 

C
om

m
is

si
on

, w
ith

 s
pe

ci
al

is
t 

kn
ow

le
dg

e 
of

 h
um

an
 ri

gh
ts

 
an

d 
di

sc
rim

in
at

io
n 

w
ill 

ru
n 

th
e 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 .

“F
or

 A
nt

i-D
is

cr
im

in
at

io
n 

Ac
t 

co
m

pl
ai

nt
s,

 th
e 

co
m

pl
ai

na
nt

 
ca

n 
ch

oo
se

 to
 h

av
e 

th
ei

r 
un

re
so

lv
ed

 c
om

pl
ai

nt
 

re
fe

rre
d 

to
 a

 tr
ib

un
al

 fo
r a

 
pu

bl
ic

 h
ea

rin
g .

 W
or

k-
re

la
te

d 
co

m
pl

ai
nt

s 
ar

e 
de

ci
de

d 
by

 
th

e 
Q

ue
en

sl
an

d 
In

du
st

ria
l 

R
el

at
io

ns
 C

om
m

is
si

on
 a

nd
 

al
l o

th
er

 c
om

pl
ai

nt
s 

ar
e 

de
ci

de
d 

by
 th

e 
Q

ue
en

sl
an

d 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 (Q

C
AT

) . 
Fo

r H
um

an
 

R
ig

ht
s 

Ac
t c

om
pl

ai
nt

s,
 if

 th
e 

co
m

pl
ai

nt
 is

 n
ot

 re
so

lv
ed

 
th

ro
ug

h 
co

nc
ilia

tio
n,

 th
e 

C
om

m
is

si
on

 w
ill 

pr
ep

ar
e 

a 
re

po
rt 

fo
r t

he
 p

ar
tie

s .
 

Th
is

 re
po

rt 
m

ay
 in

cl
ud

e 
re

co
m

m
en

da
tio

ns
 fo

r a
ct

io
ns

 
th

e 
re

sp
on

de
nt

 s
ho

ul
d 

ta
ke

 
to

 e
ns

ur
e 

its
 a

ct
io

ns
 a

nd
 

de
ci

si
on

s 
ar

e 
co

m
pa

tib
le

 w
ith

 
hu

m
an

 ri
gh

ts
 .”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
om

pl
ai

na
nt

s 
ar

e 
w

ar
ne

d 
th

at
 a

ll 
of

 th
e 

in
fo

rm
at

io
n 

pr
ov

id
ed

 in
 th

ei
r c

om
pl

ai
nt

 
w

ill 
be

 g
iv

en
 to

 th
e 



373Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

re
sp

on
de

nt
, i

nc
lu

di
ng

 
id

en
tif

yi
ng

 in
fo

rm
at

io
n 

su
ch

 
as

 th
e 

ad
dr

es
s 

fo
r d

el
iv

er
y 

of
 m

ai
l t

he
y 

pr
ov

id
e 

to
 th

e 
C

om
m

is
si

on
 (w

hi
ch

 m
ay

 
be

 th
ei

r h
om

e 
ad

dr
es

s)
 . 

C
om

pl
ai

na
nt

s 
ar

e 
ad

vi
se

d 
to

 
lo

dg
e 

th
ei

r c
om

pl
ai

nt
 th

ro
ug

h 
ot

he
r m

ea
ns

 if
 th

ey
 d

o 
no

t 
w

is
h 

th
is

 in
fo

rm
at

io
n 

to
 b

e 
pa

ss
ed

 to
 th

e 
re

sp
on

de
nt

 . 
O

th
er

w
is

e,
 a

ll 
pe

rs
on

al
 

in
fo

rm
at

io
n 

is
 “g

en
er

al
ly

 
tre

at
ed

 c
on

fid
en

tia
lly

.”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
Th

e 
C

om
m

is
si

on
 p

ub
lis

he
s 

in
fo

rm
at

io
n 

ab
ou

t i
ts

 
co

m
pl

ai
nt

s 
da

ta
 in

 it
s 

an
nu

al
 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
C

om
m

is
si

on
 a

im
s 

“to
 

pr
om

ot
e 

hu
m

an
 ri

gh
ts

 in
 

a 
nu

m
be

r o
f w

ay
s .

 T
he

se
 

in
cl

ud
e 

pa
rtn

er
sh

ip
s 

w
ith

 
go

ve
rn

m
en

t a
nd

 c
om

m
un

ity
 

bo
di

es
, o

rg
an

is
in

g 
an

d 
at

te
nd

in
g 

co
m

m
un

ity
 e

ve
nt

s,
 

an
d 

ta
ki

ng
 p

ar
t i

n 
fo

ru
m

s 
an

d 
fo

cu
s 

gr
ou

ps
, t

hr
ou

gh
 

ou
r c

om
m

un
ity

 e
ng

ag
em

en
t 

w
or

k .
” T

he
 C

om
m

is
si

on
 a

ls
o 

m
ak

es
 “s

ub
m

is
si

on
s 

to
 s

ta
te

 
an

d 
fe

de
ra

l c
on

su
lta

tio
ns

 o
n 

th
e 

de
ve

lo
pm

en
t o

f l
aw

s 
an

d 
po

lic
ie

s .
”



374 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

C
om

m
is

si
on

 p
ro

vi
de

s 
ac

ce
ss

 to
 in

te
rp

re
te

r 
an

d 
tra

ns
la

tio
n 

se
rv

ic
es

, 
an

d 
se

rv
ic

es
 fo

r p
eo

pl
e 

w
ith

 h
ea

rin
g 

or
 s

pe
ak

in
g 

im
pa

irm
en

ts
 . 

Th
ey

 a
ls

o 
ha

ve
 s

pe
ci

fic
 

pr
ov

is
io

ns
 fo

r p
eo

pl
e 

in
 

pr
is

on
, A

bo
rig

in
al

 a
nd

 T
or

re
s 

St
ra

it 
Is

la
nd

er
 p

eo
pl

e,
 a

nd
 

pe
op

le
 fr

om
 th

e 
LG

BT
I 

co
m

m
un

iti
es

 .



375Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

C
om

pl
ai

nt
s 

an
d 

Pr
ev

en
tio

n 
U

ni
t o

f 
th

e 
D

ep
ar

tm
en

t o
f 

C
om

m
un

iti
es

, D
is

ab
ili

ty
 

Se
rv

ic
es

 a
nd

 S
en

io
rs

W
ho

 c
an

 c
om

pl
ai

n?
R

ec
ip

ie
nt

s 
of

 a
 

se
rv

ic
e 

pr
ov

id
ed

 b
y 

th
e 

D
ep

ar
tm

en
t o

r a
 

se
rv

ic
e 

fu
nd

ed
 b

y 
th

e 
D

ep
ar

tm
en

t .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
N

on
e 

sp
ec

ifi
ed

.
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

on
e 

sp
ec

ifi
ed

.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

on
e 

sp
ec

ifi
ed

.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
C

om
pl

ai
nt

s 
an

d 
Pr

ev
en

tio
n 

U
ni

t o
f t

he
 

D
ep

ar
tm

en
t o

f C
om

m
un

iti
es

, 
D

is
ab

ilit
y 

Se
rv

ic
es

 a
nd

 S
en

io
rs

 . 
Fo

rm
 o

f c
om

pl
ai

nt
Te

le
ph

on
e,

 e
m

ai
l, 

on
lin

e,
 a

nd
 

po
st

Th
e 

on
lin

e 
co

m
pl

ai
nt

s 
fo

rm
 

as
ks

 w
ha

t h
ap

pe
ne

d,
 w

he
n 

di
d 

it 
ha

pp
en

, w
he

re
 d

id
 it

 
ha

pp
en

, t
he

 o
ut

co
m

e 
th

e 
co

m
pl

ai
na

nt
 w

as
 e

xp
ec

tin
g 

an
d 

if 
th

e 
co

m
pl

ai
na

nt
 w

is
he

d 
to

 b
e 

co
nt

ac
te

d .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
It 

is
 p

ar
t o

f t
he

 D
ep

ar
tm

en
t 

of
 C

om
m

un
iti

es
, D

is
ab

ilit
y 

Se
rv

ic
es

 a
nd

 S
en

io
rs

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

on
e 

sp
ec

ifi
ed

.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

on
e 

sp
ec

ifi
ed

.
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
on

e 
sp

ec
ifi

ed
.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

on
e 

sp
ec

ifi
ed

.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

on
e 

sp
ec

ifi
ed

.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
on

e 
sp

ec
ifi

ed
.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

R
eq

ue
st

s 
ca

n 
be

 m
ad

e 
th

at
 th

e 
C

om
pl

ai
nt

s 
U

ni
t 

to
 re

vi
ew

 it
s 

pr
oc

es
se

s .
 

If 
th

e 
co

m
pl

ai
na

nt
 is

 s
til

l 
no

t s
at

is
fie

d,
 th

ey
 c

an
 

co
m

pl
ai

n 
to

 th
e 

Q
ue

en
sl

an
d 

O
m

bu
ds

m
an

 .  
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.

https://www.dsdsatsip.qld.gov.au
https://www.dsdsatsip.qld.gov.au
https://www.dsdsatsip.qld.gov.au
https://www.dsdsatsip.qld.gov.au
https://www.dsdsatsip.qld.gov.au


376 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 c

om
pl

ai
nt

s 
bo

dy
/o

rg
an

is
at

io
n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
on

e 
sp

ec
ifi

ed
.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
on

e 
sp

ec
ifi

ed
.

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
on

e 
sp

ec
ifi

ed
.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
on

e 
sp

ec
ifi

ed
.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

In
te

rp
re

te
rs

 a
re

 a
va

ila
bl

e:
 

“W
e 

w
ill 

pr
ov

id
e 

an
d 

pa
y 

fo
r p

ro
fe

ss
io

na
l i

nt
er

pr
et

in
g 

se
rv

ic
es

 fo
r c

lie
nt

s 
w

ho
 h

av
e 

di
ffi

cu
lti

es
 c

om
m

un
ic

at
in

g 
in

 E
ng

lis
h,

 a
nd

 c
an

 a
ls

o 
ar

ra
ng

e 
fo

r i
nt

er
pr

et
er

s 
in

 A
us

la
n 

an
d 

ot
he

r s
ig

n 
la

ng
ua

ge
s 

w
he

n 
re

qu
ire

d .
”

O
th

er
 

re
le

va
nt

 
no

n-
co

m
pl

ai
nt

 
bo

di
es

Q
ue

en
sl

an
d 

M
en

ta
l 

H
ea

lth
 C

om
m

is
si

on
 

N
ot

e 
– 

do
es

 n
ot

 h
an

dl
e 

co
m

pl
ai

nt
s 

bu
t d

riv
es

 
sy

st
em

-w
id

e 
re

fo
rm

https://www.qmhc.qld.gov.au/about
https://www.qmhc.qld.gov.au/about


377Appendix A: Australian Complaint Mechanism Landscape Table

Ju
ri

sd
ic

tio
n:

 S
ou

th
 A

us
tr

al
ia

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ed
uc

at
io

n
SA

 D
ep

ar
tm

en
t o

f 
Ed

uc
at

io
n

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
on

e 
w

ho
 h

as
 b

ee
n 

aff
ec

te
d 

by
 a

 d
ec

is
io

n 
or

 a
ct

io
n 

at
 a

 s
ch

oo
l o

r 
pr

es
ch

oo
l (

in
cl

ud
in

g 
a 

fa
ilu

re
 to

 m
ak

e 
a 

de
ci

si
on

 
or

 ta
ke

 a
ct

io
n)

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
be

 a
bo

ut
• 

“th
e 

ty
pe

, l
ev

el
 o

r 
qu

al
ity

 o
f s

er
vi

ce
• 

st
aff

 b
eh

av
io

ur
 a

nd
 

de
ci

si
on

s
• 

a 
po

lic
y,

 p
ro

ce
du

re
 

or
 p

ra
ct

ic
e .

”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

“A
n 

ad
vo

ca
te

 is
 

au
th

or
is

ed
 to

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

r s
pe

ak
 fo

r 
th

e 
pe

rs
on

 m
ak

in
g 

th
e 

co
m

pl
ai

nt
 . G

en
er

al
ly,

 th
is

 
w

ill 
be

 w
he

n 
th

e 
pe

rs
on

 
do

es
 n

ot
 h

av
e 

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
e 

D
ep

ar
tm

en
t d

ire
ct

s 
co

m
pl

ai
nt

s 
ab

ou
t e

du
ca

tio
n 

pr
ov

id
er

s 
in

 S
A 

th
ro

ug
h 

di
ffe

re
nt

 
st

re
am

s,
 a

cc
or

di
ng

 to
 ty

pe
 o

f 
pr

ov
id

er
 b

ei
ng

 c
om

pl
ai

ne
d 

ab
ou

t. 
Ea

ch
 s

tre
am

 re
fle

ct
s 

a 
di

ffe
re

nt
 v

ar
ia

tio
n 

of
 th

e 
“3

 
le

ve
ls

 o
f c

om
pl

ai
nt

 h
an

dl
in

g”
 

ap
pl

ie
d 

by
 th

e 
D

ep
ar

tm
en

t 
(fr

on
tli

ne
/e

ar
ly

 re
so

lu
tio

n;
 

ce
nt

ra
l r

es
ol

ut
io

n;
 e

xt
er

na
l 

re
so

lu
tio

n)
 .

Fo
r s

ch
oo

ls
/p

re
-s

ch
oo

ls
:

• 
Fi

rs
t r

ai
se

 th
e 

is
su

e 
w

ith
 

th
e 

or
ig

in
al

 s
ta

ff 
m

em
be

r/
te

ac
he

r 
• 

th
en

 ra
is

e 
w

ith
 th

e 
pr

in
ci

pa
l 

or
 p

re
-s

ch
oo

l d
ire

ct
or

 
• 

th
en

 ra
is

e 
w

ith
 th

e 
“C

us
to

m
er

 F
ee

db
ac

k 
Te

am
” 

of
 th

e 
D

ep
ar

tm
en

t 
• 

if 
st

ill 
un

sa
tis

fie
d,

 c
on

ta
ct

 
th

e 
SA

 O
m

bu
ds

m
an

 o
r 

Ed
uc

at
io

n 
St

an
da

rd
s 

Bo
ar

d .
Fo

r t
er

tia
ry

 e
du

ca
tio

n 
pr

ov
id

er
s:

• 
Fi

rs
t r

ai
se

 w
ith

 th
e 

st
ud

en
t 

ad
m

in
is

tra
tio

n 
ar

ea
 o

f t
he

 
te

rti
ar

y 
ed

uc
at

io
n 

pr
ov

id
er

• 
Th

en
 lo

dg
e 

a 
fo

rm
al

 
co

m
pl

ai
nt

 w
ith

 th
at

 p
ro

vi
de

r
• 

If 
un

sa
tis

fie
d 

w
ith

 th
e 

re
sp

on
se

, l
od

ge
 a

n 
in

te
rn

al
 

ap
pe

al
 w

ith
 th

at
 p

ro
vi

de
r

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 

m
ay

 fu
nd

 a
 s

er
vi

ce
 th

at
 is

 
th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
Fo

r e
ac

h 
st

re
am

, t
he

re
 

is
 a

n 
op

po
rtu

ni
ty

 fo
r a

n 
in

te
rn

al
 re

vi
ew

 b
y 

th
e 

se
rv

ic
e 

pr
ov

id
er

 o
r t

he
 D

ep
ar

tm
en

t 
of

 E
du

ca
tio

n,
 a

nd
 th

en
 a

n 
ex

te
rn

al
 re

vi
ew

 b
y 

a 
bo

dy
 

su
ch

 a
s 

th
e 

SA
 O

m
bu

ds
m

an
, 

th
e 

AC
C

C
 o

r t
he

 S
A 

Ed
uc

at
io

n 
St

an
da

rd
s 

Bo
ar

d .

https://www.sa.gov.au/topics/about-sa/government/departments/education
https://www.sa.gov.au/topics/about-sa/government/departments/education


378 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

ca
pa

ci
ty

 to
 c

om
m

un
ic

at
e 

eff
ec

tiv
el

y 
or

 fu
lly

 
un

de
rs

ta
nd

 th
e 

ac
tio

ns
 

ar
is

in
g .

  W
he

re
 p

er
so

na
l 

in
fo

rm
at

io
n 

is
 in

vo
lv

ed
, 

th
e 

co
m

pl
ai

na
nt

 m
us

t g
iv

e 
w

rit
te

n 
co

nfi
rm

at
io

n 
(b

y 
em

ai
l) 

th
at

 th
e 

ad
vo

ca
te

 
ha

s 
pe

rm
is

si
on

 to
 a

ct
 fo

r 
th

e 
co

m
pl

ai
na

nt
 .”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
If 

st
ill 

un
sa

tis
fie

d,
 re

qu
es

t a
n 

ex
te

rn
al

 re
vi

ew
 b

y 
a 

bo
dy

 
ch

os
en

 b
y 

th
e 

pr
ov

id
er

• 
If 

st
ill 

un
sa

tis
fie

d,
 c

on
ta

ct
 

th
e 

SA
 O

m
bu

ds
m

an
 o

r t
he

 
AC

C
C

 .
Fo

r c
hi

ld
 c

ar
e 

se
rv

ic
es

• 
Fi

rs
t r

ai
se

 w
ith

 th
e 

re
le

va
nt

 
pr

ov
id

er
• 

If 
th

e 
m

at
te

r i
s 

no
t r

es
ol

ve
d,

 
co

nt
ac

t t
he

 E
du

ca
tio

n 
St

an
da

rd
s 

Bo
ar

d
• 

If 
st

ill 
un

sa
tis

fie
d,

 c
on

ta
ct

 
th

e 
C

EO
 o

f t
he

 D
ep

ar
tm

en
t 

of
 E

du
ca

tio
n .

• 
If 

st
ill 

un
sa

tis
fie

d,
 c

on
ta

ct
 

th
e 

SA
 M

in
is

te
r f

or
 

Ed
uc

at
io

n .
C

om
pl

ai
nt

s 
di

re
ct

ed
 to

 th
e 

D
ep

ar
tm

en
t’s

 c
en

tra
l C

us
to

m
er

 
Fe

ed
ba

ck
 te

am
 c

an
 b

e 
lo

dg
ed

 
on

lin
e 

or
 o

ve
r t

he
 p

ho
ne

 .
Fo

rm
 o

f c
om

pl
ai

nt
Th

e 
de

pa
rtm

en
t a

cc
ep

ts
 

an
on

ym
ou

s 
co

m
pl

ai
nt

s .
 It

 
st

at
es

: “
If 

th
er

e 
is

 e
no

ug
h 

in
fo

rm
at

io
n 

w
e 

w
ill 

ac
tio

n 
an

d/
or

 re
sp

on
d .

 H
ow

ev
er

, i
f t

he
re

 is
 

lit
tle

 in
fo

rm
at

io
n 

an
d 

no
 c

on
ta

ct
 

de
ta

ils
, t

he
 m

at
te

r c
an

’t 
be

 
fo

llo
w

ed
 u

p .
”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“T

o 
m

ea
su

re
 th

e 
pe

rfo
rm

an
ce

 
of

 th
e 

de
pa

rtm
en

t, 
re

gu
la

r 
re

po
rts

 a
re

 g
at

he
re

d 
on

:
• 

Le
ve

l 1
 c

om
pl

ai
nt

s 
– 

pr
in

ci
pa

ls
, p

re
sc

ho
ol

 
di

re
ct

or
s 

an
d 

te
am

 
le

ad
er

s 
m

on
ito

r a
nd

 
re

co
rd

 c
om

pl
ai

nt
 h

an
dl

in
g 

co
m

pl
ia

nc
e,

 s
ta

tis
tic

s 
an

d 
tre

nd
s .

 P
ar

tic
ul

ar
s 

of
 th

e 
vo

lu
m

e,
 n

at
ur

e 
an

d 
re

su
lts

 o
f c

om
pl

ai
nt

 
ha

nd
lin

g,
 in

cl
ud

in
g 

w
he

th
er

 re
so

lu
tio

n 
oc

cu
rre

d 
lo

ca
lly

 o
r w

as
 

re
fe

rre
d 

to
 C

us
to

m
er

 
Fe

ed
ba

ck
 is

 re
po

rte
d 

an
nu

al
ly

 b
y 

sc
ho

ol
s 

an
d 

pr
es

ch
oo

ls
 .



379Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
“A

ny
on

e 
ag

ed
 1

8 
or

 o
ld

er
 

ca
n 

be
 a

 s
up

po
rt 

pe
rs

on
 o

r 
ad

vo
ca

te
 fo

r a
 p

ar
en

t, 
ca

re
r, 

fa
m

ily
 m

em
be

r o
r s

tu
de

nt
 

m
ak

in
g 

a 
co

m
pl

ai
nt

 .
Th

e 
ro

le
 o

f a
 s

up
po

rt 
pe

rs
on

 o
r 

ad
vo

ca
te

 is
 to

 h
el

p 
m

ak
e 

th
e 

co
m

pl
ai

nt
 p

ro
ce

ss
 e

as
ie

r f
or

 th
e 

pe
rs

on
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 . 
R

ol
es

 m
us

t b
e 

m
ad

e 
cl

ea
r a

nd
 

ag
re

ed
 b

y 
al

l p
ar

tie
s 

at
 th

e 
st

ar
t . 

A 
su

pp
or

t p
er

so
n 

ca
n:

• 
at

te
nd

 m
ee

tin
gs

• 
su

gg
es

t a
 p

au
se

 d
ur

in
g 

m
ee

tin
gs

 to
 s

up
po

rt 
th

e 
pe

rs
on

 m
ak

in
g 

th
e 

co
m

pl
ai

nt
 a

nd
 p

ro
vi

de
 

ad
vi

ce
 o

r a
ss

is
ta

nc
e

• 
ta

ke
 n

ot
es

 a
nd

 h
el

p 
w

ith
 

im
pl

em
en

tin
g 

ou
tc

om
es

 .
An

 a
dv

oc
at

e 
is

 a
ut

ho
ris

ed
 to

 
lo

dg
e 

a 
co

m
pl

ai
nt

 o
r s

pe
ak

 
fo

r t
he

 p
er

so
n 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 . G

en
er

al
ly,

 th
is

 w
ill 

be
 w

he
n 

th
e 

pe
rs

on
 d

oe
s 

no
t 

ha
ve

 c
ap

ac
ity

 to
 c

om
m

un
ic

at
e 

eff
ec

tiv
el

y 
or

 fu
lly

 u
nd

er
st

an
d 

th
e 

ac
tio

ns
 a

ris
in

g .
 

W
he

re
 p

er
so

na
l i

nf
or

m
at

io
n 

is
 in

vo
lv

ed
, t

he
 c

om
pl

ai
na

nt
 

m
us

t g
iv

e 
w

rit
te

n 
co

nfi
rm

at
io

n 
(b

y 
em

ai
l) 

th
at

 th
e 

ad
vo

ca
te

 
ha

s 
pe

rm
is

si
on

 to
 a

ct
 fo

r t
he

 
co

m
pl

ai
na

nt
 .”

• 
Le

ve
l 2

 c
om

pl
ai

nt
s 

– 
C

us
to

m
er

 F
ee

db
ac

k 
pr

ov
id

e 
a 

qu
ar

te
rly

 re
po

rt 
to

 th
e 

de
pa

rtm
en

t’s
 

Se
ni

or
 E

xe
cu

tiv
e 

G
ro

up
 

an
d 

to
 re

le
va

nt
 e

xe
cu

tiv
es

 
m

on
th

ly .
 C

us
to

m
er

 
Fe

ed
ba

ck
 c

om
pl

ai
nt

 
da

ta
 is

 a
ls

o 
pu

bl
is

he
d 

in
 

th
e 

de
pa

rtm
en

t’s
 a

nn
ua

l 
re

po
rt .

An
 a

na
ly

si
s 

of
 th

es
e 

re
po

rts
 

is
 u

nd
er

ta
ke

n 
re

gu
la

rly
 to

 
id

en
tif

y 
an

d 
m

on
ito

r t
re

nd
s,

 
re

vi
ew

 th
e 

qu
al

ity
 o

f s
er

vi
ce

 
an

d 
m

ak
e 

im
pr

ov
em

en
t .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

A 
nu

m
be

r o
f p

ro
vi

si
on

s 
ar

e 
m

ad
e 

to
 s

up
po

rt 
di

ffe
re

nt
 

gr
ou

ps
, i

nc
lu

di
ng

 p
eo

pl
e 

w
ith

 a
 d

is
ab

ilit
y,

 A
bo

rig
in

al
 

an
d 

To
rre

s 
St

ra
it 

Is
la

nd
er

 
pe

op
le

, p
eo

pl
e 

w
ho

 re
qu

ire
 

tra
ns

la
tio

n 
an

d 
in

te
rp

re
tin

g 
se

rv
ic

es
, t

he
 N

at
io

na
l R

el
ay

 
Se

rv
ic

e 
an

d 
yo

un
g 

pe
op

le
 . 

Se
e 

he
re

 .

https://www.education.sa.gov.au/support-making-complaint


380 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ed
uc

at
io

n 
St

an
da

rd
s 

B
oa

rd
Th

e 
Ed

uc
at

io
n 

St
an

da
rd

s 
Bo

ar
d 

is
 a

 s
ta

te
-

go
ve

rn
m

en
t a

ut
ho

rit
y 

re
sp

on
si

bl
e 

fo
r r

eg
ul

at
in

g 
ea

rly
 c

hi
ld

ho
od

 s
er

vi
ce

s 
an

d 
sc

ho
ol

s 
in

 S
A .

 
In

 a
dd

iti
on

 to
 h

an
dl

in
g 

co
m

pl
ai

nt
s 

ab
ou

t 
ch

ild
ca

re
 s

er
vi

ce
s 

an
d 

pr
e-

sc
ho

ol
s,

 it
 h

as
 a

 
br

oa
de

r r
em

it 
to

, f
or

 
ex

am
pl

e,
 e

st
ab

lis
h 

Q
ua

lit
y 

Fr
am

ew
or

ks
 fo

r t
he

 S
A 

ed
uc

at
io

n 
se

ct
or

, a
ss

es
s 

an
d 

ap
pr

ov
e 

ch
ild

ca
re

 
an

d 
ed

uc
at

io
n 

pr
ov

id
er

s 
in

 S
A,

 a
nd

 in
ve

st
ig

at
e 

pr
ov

id
er

s 
to

 e
ns

ur
e 

le
gi

sl
at

iv
e 

co
m

pl
ia

nc
e .

In
 re

la
tio

n 
to

 c
om

pl
ai

nt
s 

ha
nd

lin
g,

 th
er

e 
is

 o
nl

y 
lim

ite
d 

de
ta

il 
av

ai
la

bl
e 

on
 

its
 w

eb
si

te
 . 

It 
st

at
es

: “
An

yo
ne

 c
an

 
re

po
rt 

a 
co

m
pl

ai
nt

 to
 th

e 
Ed

uc
at

io
n 

St
an

da
rd

s 
Bo

ar
d 

if 
th

ey
 h

av
e 

a 
co

nc
er

n 
ab

ou
t:

• 
no

n-
co

m
pl

ia
nc

e 
w

ith
 

th
e 

ea
rly

 c
hi

ld
ho

od
 

se
rv

ic
es

 le
gi

sl
at

io
n

• 
he

al
th

, s
af

et
y 

or
 

w
el

lb
ei

ng
 o

f a
ny

 c
hi

ld
 

w
ith

in
 a

 s
er

vi
ce

 .”

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
vi

a 
em

ai
l o

r p
ho

ne
, h

ow
ev

er
 

co
m

pl
ai

na
nt

s 
ar

e 
ex

pe
ct

ed
 to

 
ha

ve
 a

tte
m

pt
ed

 to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 w
ith

 th
e 

re
le

va
nt

 
se

rv
ic

e 
pr

ov
id

er
 in

 th
e 

fir
st

 
in

st
an

ce
 .

In
 re

la
tio

n 
to

 c
om

pl
ai

nt
s 

ha
nd

lin
g/

re
so

lu
tio

n,
 th

e 
Bo

ar
d’

s 
w

eb
si

te
 s

ta
te

s:
“C

om
pl

ai
nt

s 
w

ill 
be

:
• 

as
se

ss
ed

 fo
r r

is
k 

to
 

th
e 

he
al

th
, s

af
et

y 
or

 
w

el
lb

ei
ng

 o
f a

ny
 c

hi
ld

• 
in

ve
st

ig
at

ed
 b

y 
an

 
au

th
or

is
ed

 o
ffi

ce
r

• 
re

vi
ew

ed
 fo

r n
on

-
co

m
pl

ia
nc

e 
w

ith
 th

e 
le

gi
sl

at
io

n .
Ac

tio
n 

ta
ke

n 
w

ill:
• 

be
 b

as
ed

 o
n 

th
e 

se
rio

us
ne

ss
 o

f t
he

 m
at

te
r

• 
as

se
ss

 th
e 

le
ve

l o
f r

is
k 

to
 

ch
ild

re
n .

”

N
o 

de
ta

ils
 c

ou
ld

 b
e 

fo
un

d 
on

 
th

e 
Bo

ar
d’

s 
w

eb
si

te
 a

bo
ut

 
po

te
nt

ia
l o

ut
co

m
es

 a
ris

in
g 

fro
m

 a
 c

om
pl

ai
nt

 .

https://www.esb.sa.gov.au/schools/complaint-about-school
https://www.esb.sa.gov.au/schools/complaint-about-school


381Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

H
ea

lth
SA

 D
ep

ar
tm

en
t o

f 
H

ea
lth

W
ho

 c
an

 c
om

pl
ai

n?
C

on
su

m
er

s,
 c

ar
er

s 
an

d 
th

e 
ge

ne
ra

l c
om

m
un

ity
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

N
ot

 s
pe

ci
fie

d.
 T

he
 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

G
ui

de
 s

ta
te

s 
th

at
 

“c
on

su
m

er
s,

 c
ar

er
s 

an
d 

th
e 

co
m

m
un

ity
 s

ho
ul

d 
be

 
ab

le
 to

 g
iv

e 
fe

ed
ba

ck
 a

nd
/

or
 m

ak
e 

a 
co

m
pl

ai
nt

 to
 

an
y 

he
al

th
 s

er
vi

ce
 s

ta
ff 

an
d 

at
 a

ny
 p

oi
nt

 o
f c

on
ta

ct
 

w
ith

 th
e 

he
al

th
 s

er
vi

ce
 .”

Li
m

ita
tio

n 
pe

rio
ds

“C
on

su
m

er
, c

ar
er

 a
nd

 
co

m
m

un
ity

 c
om

pl
ai

nt
s 

m
us

t b
e 

lo
dg

ed
 w

ith
in

 
tw

o 
ye

ar
s 

fro
m

 th
e 

da
y 

on
 w

hi
ch

 th
e 

co
m

pl
ai

na
nt

 
fir

st
 h

ad
 n

ot
ic

e 
of

 th
e 

ci
rc

um
st

an
ce

s 
gi

vi
ng

 
ris

e 
to

 th
e 

co
m

pl
ai

nt
 . 

H
ow

ev
er

, t
he

 C
hi

ef
 

Ex
ec

ut
iv

e 
SA

 H
ea

lth
, 

th
ro

ug
h 

w
rit

te
n 

re
qu

es
t 

m
ay

 e
xt

en
d 

th
is

 p
er

io
d 

if 
sa

tis
fie

d 
do

in
g 

so
 

is
 a

pp
ro

pr
ia

te
 fo

r t
he

 
pa

rti
cu

la
r c

as
e .

”
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

on
e 

sp
ec

ifi
ed

.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 in
 

pe
rs

on
, v

ia
 p

ho
ne

, e
m

ai
l o

r i
n 

w
rit

in
g .

Fo
rm

 o
f c

om
pl

ai
nt

“S
A 

H
ea

lth
 s

er
vi

ce
s 

w
ill 

re
ce

iv
e 

an
d 

ac
t o

n 
an

on
ym

ou
s 

fe
ed

ba
ck

 in
cl

ud
in

g 
co

m
pl

ai
nt

s 
to

 th
e 

ex
te

nt
 th

at
 th

ey
 a

re
 a

bl
e 

w
ith

 th
e 

in
fo

rm
at

io
n 

pr
ov

id
ed

 .”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r m
ay

 
ha

ve
 a

n 
ad

vo
ca

te
/g

ua
rd

ia
n/

ca
re

r/l
aw

ye
r c

om
pl

ai
n 

on
 th

ei
r 

be
ha

lf .
 If

 th
e 

la
tte

r, 
th

ey
 a

re
 

re
qu

ire
d 

to
 g

iv
e 

co
ns

en
t u

nl
es

s 
th

ey
 d

o 
no

t h
av

e 
th

e 
le

ga
l 

ca
pa

ci
ty

 to
 d

o 
so

 .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

SA
 H

ea
lth

 e
xp

ec
ts

 th
at

 it
s 

“h
ea

lth
 s

er
vi

ce
s 

ac
tiv

el
y 

en
co

ur
ag

e 
an

d 
fa

ci
lit

at
e 

fe
ed

ba
ck

 a
nd

 c
om

pl
ai

nt
s 

fro
m

 
ca

re
rs

, c
on

su
m

er
 a

dv
oc

at
es

 
an

d 
re

pr
es

en
ta

tiv
es

 w
ho

 m
ay

 
su

pp
or

t i
nd

iv
id

ua
l c

on
su

m
er

s 
or

 
co

m
m

un
iti

es
 .”

“W
he

n 
w

rit
te

n 
co

ns
en

t i
s 

re
qu

ire
d 

he
al

th
 s

er
vi

ce
s 

ar
e 

to
 h

av
e 

th
e 

co
ns

um
er

 s
ig

n 
th

e 
co

ns
en

t f
or

m
 o

r, 
if 

th
e 

co
ns

um
er

 
is

 a
 c

hi
ld

, i
s 

de
ce

as
ed

, t
oo

 il
l 

or
 la

ck
s 

m
en

ta
l c

ap
ac

ity
, h

av
e 

th
e 

ad
vo

ca
te

, g
ua

rd
ia

n,
 p

er
so

n 
w

ith
 th

e 
En

du
rin

g 
Po

w
er

 o
f 

G
ua

rd
ia

ns
hi

p 
or

 e
xe

cu
to

r s
ig

n 
on

 th
e 

co
ns

um
er

’s
 b

eh
al

f.”

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

C
om

pl
ai

nt
s 

ar
e 

cl
as

si
fie

d 
an

d 
an

 in
iti

al
 a

ss
es

sm
en

t i
s 

co
nd

uc
te

d 
to

 d
et

er
m

in
e 

th
e 

co
m

pl
ai

nt
’s

 s
ev

er
ity

.
“W

he
re

 a
pp

ro
pr

ia
te

, a
t 

th
e 

po
in

t o
f r

ec
ei

vi
ng

 a
 

co
m

pl
ai

nt
, t

he
 s

ta
ff 

m
em

be
r 

sh
ou

ld
 e

ns
ur

e 
th

at
 th

e 
co

ns
um

er
 is

 s
af

e 
an

d 
ab

le
 to

 
ac

ce
ss

 tr
ea

tm
en

t t
ha

t t
he

y 
re

qu
ire

, e
sp

ec
ia

lly
 in

 th
e 

ca
se

 o
f a

n 
ac

ut
e 

co
nd

iti
on

 .”
If 

th
e 

“c
om

pl
ai

nt
 in

vo
lv

es
 a

n 
in

ci
de

nt
, i

m
m

ed
ia

te
 a

ct
io

n 
sh

ou
ld

 b
e 

ta
ke

n 
to

 s
up

po
rt 

an
d 

tre
at

 th
e 

pe
rs

on
 a

nd
 to

 
pr

ev
en

t f
ur

th
er

 in
ju

ry
 to

 th
at

 
pe

rs
on

 a
nd

 o
th

er
s .

”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

 th
e 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t 

G
ui

de
 s

ta
te

s 
th

at
 “i

n 
so

m
e 

ca
se

s 
th

e 
co

ns
um

er
, c

ar
er

 
an

d 
co

m
m

un
ity

 c
om

pl
ai

nt
s 

ra
is

e 
is

su
es

 th
at

 re
qu

ire
 

m
an

da
to

ry
 e

xt
er

na
l 

no
tifi

ca
tio

n.
”

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r o

r 
m

ay
 fu

nd
 a

 h
ea

lth
 s

er
vi

ce
 

th
at

 is
 th

e 
su

bj
ec

t o
f a

 
co

m
pl

ai
nt

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“O

pt
io

ns
 fo

r a
pp

ro
pr

ia
te

 
ac

tio
n 

m
ay

 in
cl

ud
e:

 
• 

off
er

in
g 

an
 e

xp
la

na
tio

n 
an

d 
an

 a
po

lo
gy

 
• 

de
ve

lo
pi

ng
 o

r a
m

en
di

ng
 

a 
po

lic
y 

or
 p

ro
ce

du
re

 o
r 

pr
oc

es
s 

• 
ed

uc
at

io
n 

an
d 

tra
in

in
g 

of
 

st
aff

 o
r p

ub
lic

 
• 

co
nfi

rm
 / 

re
as

su
re

 
ap

pr
op

ria
te

 c
lin

ic
al

 c
ar

e 
w

as
 

• 
pr

ov
id

ed
 

• 
co

m
pe

ns
at

in
g 

fo
r o

ut
 

of
 p

oc
k 

ex
pe

ns
es

 / 
re

pl
ac

em
en

t o
f i

te
m

s 
lo

st
 

or
 d

am
ag

ed
 

• 
w

ai
vi

ng
 fe

es
 

• 
m

od
ifi

ca
tio

n 
of

 th
e 

en
vi

ro
nm

en
t 

• 
re

qu
es

tin
g 

a 
fo

rm
al

 
re

vi
ew

 
• 

on
go

in
g 

m
on

ito
rin

g 
of

 a
n 

is
su

e 
• 

no
tifi

ca
tio

n 
to

 a
n 

ex
te

rn
al

 
re

gu
la

to
ry

 a
ge

nc
y 

• 
m

ed
ia

tio
n 

m
ee

tin
g 

be
tw

ee
n 

co
m

pl
ai

na
nt

 a
nd

 
st

aff
 

• 
co

m
pl

ai
nt

 re
so

lu
tio

n 
m

ee
tin

g 
w

ith
 c

om
pl

ai
na

nt
 

an
d 

st
aff

 
• 

ta
ki

ng
 n

o 
ac

tio
n .

”

https://www.sahealth.sa.gov.au/wps/wcm/connect/public+content/sa+health+internet/contact+us/contact+us
https://www.sahealth.sa.gov.au/wps/wcm/connect/public+content/sa+health+internet/contact+us/contact+us


382 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 a
nd

 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
“C

on
su

m
er

s,
 c

ar
er

s 
an

d 
th

e 
co

m
m

un
ity

 s
ho

ul
d 

be
 

in
fo

rm
ed

 o
f t

he
 re

qu
ire

m
en

t 
fo

r c
on

se
nt

 a
s 

pa
rt 

of
 th

e 
fo

rm
al

 a
ck

no
w

le
dg

em
en

t o
f t

he
 

co
m

pl
ai

nt
 .”

“C
on

se
nt

 is
 re

qu
ire

d 
fro

m
 

th
e 

co
ns

um
er

 (p
er

so
n 

w
ho

 
ex

pe
rie

nc
ed

 th
e 

is
su

e 
/ 

pr
ob

le
m

) w
he

ne
ve

r…
an

ot
he

r 
pe

rs
on

 is
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 
on

 b
eh

al
f o

f t
he

 c
on

su
m

er
 

w
ho

 re
ce

iv
ed

 th
e 

tre
at

m
en

t 
eg

 a
n 

ad
vo

ca
te

 is
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 o
n 

th
ei

r b
eh

al
f (

th
e 

co
m

pl
ai

na
nt

), 
ex

ce
pt

 w
he

re
 th

e 
co

m
pl

ai
na

nt
 h

ol
ds

 a
n 

En
du

rin
g 

Po
w

er
 o

f G
ua

rd
ia

ns
hi

p 
or

 a
n 

en
ac

te
d 

Ad
va

nc
e 

C
ar

e 
D

ire
ct

iv
e 

/ S
ha

re
d 

D
ec

is
io

n 
M

ak
er

 (S
D

M
) 

fo
r t

he
 c

on
su

m
er

 .”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

co
m

pl
ai

nt
 p

ro
ce

ss
 h

as
 

se
ve

n 
(7

) s
te

ps
:

• 
R

ec
ei

ve
• 

R
eg

is
te

r a
nd

 
ac

kn
ow

le
dg

e
• 

In
iti

al
 a

ss
es

sm
en

t
• 

In
ve

st
ig

at
e

• 
R

es
po

nd
• 

R
es

ol
ut

io
n

“A
ll 

co
ns

um
er

 c
om

pl
ai

nt
s 

re
qu

ire
, t

o 
a 

gr
ea

te
r o

r 
le

ss
er

 d
eg

re
e,

 a
 fa

ct
-fi

nd
in

g 
pr

oc
es

s 
to

 d
et

er
m

in
e 

w
ha

t 
ha

s 
ha

pp
en

ed
, a

nd
 w

ha
t 

co
ur

se
 o

f a
ct

io
n 

is
 re

qu
ire

d 
in

 th
e 

re
sp

on
se

 .”
“O

nc
e 

th
e 

in
fo

rm
at

io
n 

ha
s 

be
en

 a
na

ly
se

d,
 th

e 
pe

rs
on

 
m

an
ag

in
g 

th
e 

co
m

pl
ai

nt
 

de
te

rm
in

es
 fi

nd
in

gs
 a

nd
 

re
co

m
m

en
da

tio
ns

 fo
r 

ac
tio

n…
Ac

tio
ns

 ta
ke

n 
by

 a
 

he
al

th
 s

er
vi

ce
 to

 re
so

lv
e 

a 
co

m
pl

ai
nt

 m
us

t b
e 

ba
se

d 
on

 
th

e 
ev

id
en

ce
, a

dd
re

ss
 a

ny
 

sy
st

em
 is

su
e 

or
 p

ro
ce

ss
 o

r 
pr

ac
tit

io
ne

r i
ss

ue
s .

 T
he

y 
m

us
t b

e 
in

fo
rm

ed
 b

y 
th

e 
pr

in
ci

pl
es

 o
f n

at
ur

al
 ju

st
ic

e,
 

pu
bl

ic
 in

te
re

st
 a

nd
 g

oo
d 

cl
in

ic
al

 g
ov

er
na

nc
e .

”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
“A

ll 
co

ns
um

er
, c

ar
er

 a
nd

 
co

m
m

un
ity

 c
om

pl
ai

nt
s,

 
co

m
pl

im
en

ts
, a

dv
ic

e 
an

d 
su

gg
es

tio
ns

 a
re

 to
 b

e 
re

co
rd

ed
 in

 th
e 

Sa
fe

ty
 

Le
ar

ni
ng

 S
ys

te
m

 (S
LS

) 
C

on
su

m
er

 F
ee

db
ac

k 
m

od
ul

e 
to

 e
na

bl
e 

th
e 

id
en

tifi
ca

tio
n 

of
 tr

en
ds

 a
nd

 
ris

ks
 . T

hi
s 

in
fo

rm
at

io
n 

ca
n 

be
 u

se
d 

to
 im

pr
ov

e 
se

rv
ic

es
 

an
d 

pr
od

uc
e 

re
po

rts
 o

n 
ag

gr
eg

at
ed

 c
om

pl
ai

nt
 

in
fo

rm
at

io
n .

”
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
is

 is
 le

ft 
to

 th
e 

re
le

va
nt

 
un

it/
he

al
th

 s
er

vi
ce

 w
ho

 h
as

 
m

an
ag

ed
 th

e 
co

m
pl

ai
nt

 . S
A 

H
ea

lth
 s

ta
te

s 
th

at
 “O

ut
co

m
es

 
an

d 
re

co
m

m
en

da
tio

ns
 

sh
ou

ld
 b

e 
in

te
gr

at
ed

 
in

to
 q

ua
lit

y 
im

pr
ov

em
en

t 
sy

st
em

s 
th

ro
ug

h 
ap

pr
op

ria
te

 
im

pl
em

en
ta

tio
n 

an
d 

su
bs

eq
ue

nt
 re

vi
ew

s 
of

 
eff

ec
tiv

en
es

s.
” I

t a
ls

o 
st

at
es

 
th

at
 “f

ol
lo

w
 u

p 
pr

ev
en

ta
tiv

e 
ac

tio
n,

 m
on

ito
rin

g 
an

d 
ev

al
ua

tio
n 

sh
ou

ld
 b

e 
un

de
rta

ke
n 

in
 li

ne
 w

ith
 lo

ca
l 

po
lic

ie
s 

an
d 

pr
oc

ed
ur

es
 .



383Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Pr

ov
id

es
 in

iti
al

 in
fo

rm
at

io
n 

to
 

as
si

st
 w

ith
 th

e 
in

ve
st

ig
at

io
n .

 
Is

 k
ep

t u
pd

at
ed

 a
nd

 
in

fo
rm

ed
 o

f t
he

 p
ro

ce
ss

, a
nd

 
in

fo
rm

ed
 a

bo
ut

 th
ei

r r
ig

ht
s 

at
 

ea
ch

 s
ta

ge
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
“C

on
su

m
er

, c
ar

er
 a

nd
 

co
m

m
un

ity
 c

om
pl

ai
nt

s 
sh

ou
ld

 b
e 

de
al

t w
ith

 b
y 

th
e 

un
it 

in
vo

lv
ed

, w
he

re
 

po
ss

ib
le

, w
ith

 s
up

po
rt 

fro
m

 
a 

m
an

ag
er

 o
r C

on
su

m
er

 
Ad

vi
se

r . 
H

ow
ev

er
, f

or
 m

or
e 

se
rio

us
 m

at
te

rs
 o

r t
ho

se
 

w
ith

 b
ro

ad
er

 im
pl

ic
at

io
ns

 
fo

r t
he

 h
ea

lth
 s

er
vi

ce
, 

se
ni

or
 m

an
ag

em
en

t a
nd

 
th

e 
ex

ec
ut

iv
e 

m
us

t b
e 

no
tifi

ed
 a

nd
 p

ar
tic

ip
at

e 
in

 th
e 

re
so

lu
tio

n .
”

Th
e 

C
on

su
m

er
, C

ar
er

 a
nd

 
C

om
m

un
ity

 F
ee

db
ac

k 
an

d 
C

om
pl

ai
nt

s 
M

an
ag

em
en

t 
St

ra
te

gi
c 

Fr
am

ew
or

k 
an

d 
th

e 
C

om
pl

ai
nt

s 
M

an
ag

em
en

t 
G

ui
de

 p
ro

vi
de

 e
xt

en
si

ve
 

ex
pe

ct
at

io
ns

 a
bo

ut
 h

ow
 

he
al

th
 s

er
vi

ce
 p

ro
vi

de
rs

 
sh

ou
ld

 a
ct

 th
ro

ug
ho

ut
 th

e 
co

m
pl

ai
nt

s 
pr

oc
es

s .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 c
le

ar
 . T

he
re

 a
re

 a
 

nu
m

be
r o

f o
bl

ig
at

io
ns

 u
nd

er
 

va
rio

us
 a

ct
s 

(in
cl

ud
in

g 
th

e 
H

ea
lth

 a
nd

 C
om

m
un

ity
 

S
er

vi
ce

s 
C

om
pl

ai
nt

s 
A

ct
 

20
04

 (S
A

)) 
ho

w
ev

er
 it

 is
 n

ot
 

cl
ea

r i
f a

ny
 o

f t
he

se
 c

on
fe

r 
in

ve
st

ig
at

iv
e/

en
fo

rc
em

en
t 

po
w

er
s 

on
 S

A 
H

ea
lth

 .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

W
rit

te
n 

re
as

on
s 

m
ay

 b
e 

pr
ov

id
ed

, b
ut

 a
re

 n
ot

 
co

m
pu

ls
or

y .
 S

A 
H

ea
lth

 
st

at
es

 th
at

 th
e 

he
al

th
 s

er
vi

ce
 

m
an

ag
in

g 
th

e 
co

m
pl

ai
nt

 
“m

us
t e

ns
ur

e 
th

e 
ou

tc
om

e 
an

d 
re

co
m

m
en

da
tio

ns
 a

re
 

cl
ea

rly
 c

om
m

un
ic

at
ed

 to
 th

e 
co

ns
um

er
, c

ar
er

, c
om

m
un

ity
, 

st
aff

 a
nd

 m
an

ag
em

en
t.”

 
If 

pr
ov

id
in

g 
th

is
 re

sp
on

se
 in

 
w

rit
in

g,
 th

e 
re

sp
on

se
 s

ho
ul

d 
in

cl
ud

e 
th

e 
fo

llo
w

in
g:

• 
an

 a
ck

no
w

le
dg

em
en

t 
of

 th
e 

co
m

pl
ai

na
nt

’s
 

ex
pe

rie
nc

e 
• 

ad
dr

es
s 

ea
ch

 o
f t

he
 

po
in

ts
 ra

is
ed

 b
y 

th
e 

co
m

pl
ai

na
nt

, i
nc

lu
di

ng
 

th
ei

r e
xp

re
ss

ed
 

ex
pe

ct
at

io
ns

 fo
r r

es
ol

ut
io

n 
w

ith
 a

 fu
ll 

ex
pl

an
at

io
n 

of
: 



384 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

C
om

pl
ai

na
nt

s 
ar

e 
in

fo
rm

ed
 

th
at

 th
ey

 c
an

 a
cc

es
s 

an
 

in
de

pe
nd

en
t r

ev
ie

w
 o

f t
he

 
co

m
pl

ai
nt

 fr
om

 th
e 

H
C

SC
C

 
at

 a
ny

 ti
m

e .
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

• 
w

ha
t w

as
 d

is
co

ve
re

d 
• 

w
ha

t a
ct

io
n 

ha
s 

be
en

 
ta

ke
n 

as
 a

 re
su

lt 
of

 th
e 

co
m

pl
ai

nt
 

• 
or

 g
iv

e 
th

e 
re

as
on

(s
) 

w
hy

 it
 is

 n
ot

 p
os

si
bl

e 
to

 
ad

dr
es

s 
a 

sp
ec

ifi
c 

is
su

e 
• 

pr
ov

id
e 

cl
ea

r i
nf

or
m

at
io

n 
ab

ou
t t

he
 c

om
pl

ai
na

nt
s 

rig
ht

s 
to

 s
ee

k 
fu

rth
er

 
in

te
rn

al
 re

vi
ew

 o
f t

he
 

re
so

lu
tio

n .
 

• 
pr

ov
id

e 
cl

ea
r i

nf
or

m
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

na
nt

s 
rig

ht
s 

to
 s

ee
k 

ex
te

rn
al

 
re

vi
ew

 o
f t

he
 c

om
pl

ai
nt

 
an

d 
re

so
lu

tio
n,

 a
nd

 
co

nt
ac

t d
et

ai
ls

 o
f e

xt
er

na
l 

co
m

pl
ai

nt
 b

od
ie

s .
”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

If 
co

m
pl

ai
na

nt
s 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 h

ow
 th

ei
r 

co
m

pl
ai

nt
 w

as
 h

an
dl

ed
, 

or
 th

e 
ou

tc
om

e 
of

 th
ei

r 
co

m
pl

ai
nt

, t
he

y 
ar

e 
pr

ov
id

ed
 

w
ith

 th
e 

fo
llo

w
in

g 
op

tio
ns

:
• 

“e
sc

al
at

io
n 

to
 a

 C
on

su
m

er
 

Ad
vi

se
r, 

w
he

re
 c

om
pl

ai
nt

 
ha

s 
be

en
 h

an
dl

ed
 a

t t
he

 
he

al
th

 s
er

vi
ce

 le
ve

l i
n 

th
e 

fir
st

 in
st

an
ce

 
• 

re
vi

ew
 b

y 
an

ot
he

r 
se

ni
or

 s
ta

ff 
m

em
be

r, 
if 

co
ns

id
er

ed
 b

y 
th

e 
C

hi
ef

 E
xe

cu
tiv

e 
O

ffi
ce

r /
 

G
en

er
al

 M
an

ag
er



385Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
co

nt
ac

t H
ea

lth
 a

nd
 

C
om

m
un

ity
 S

er
vi

ce
s 

C
om

pl
ai

nt
s 

C
om

m
is

si
on

er
 

(H
C

SC
C

)
• 

co
nt

ac
t t

he
 A

us
tra

lia
n 

H
ea

lth
 P

ra
ct

iti
on

er
 

R
eg

ul
at

io
n 

Ag
en

cy
 

(A
H

PR
A)

• 
se

ek
 in

de
pe

nd
en

t r
ev

ie
w

 
by

 a
no

th
er

 e
xt

er
na

l 
ag

en
cy

 / 
pe

rs
on

 .”
“C

om
pl

ai
na

nt
s 

ca
n 

[a
ls

o]
 b

e 
pr

ov
id

ed
 w

ith
 in

fo
rm

at
io

n 
ab

ou
t o

r r
ef

er
re

d 
to

 th
e 

O
ffi

ce
 

of
 th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 
(O

C
P)

 fo
r c

on
su

m
er

s 
re

ce
iv

in
g 

m
en

ta
l h

ea
lth

 
se

rv
ic

es
 .”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
ap

pa
re

nt
 . T

he
 

gu
id

el
in

es
 s

ta
te

 th
at

: “
a 

fa
ir 

fe
ed

ba
ck

 a
nd

 c
om

pl
ai

nt
s 

m
an

ag
em

en
t p

ro
ce

ss
 th

at
 

en
su

re
 im

pa
rti

al
ity

 a
nd

 a
ct

s 
to

 s
up

po
rt 

an
d 

pr
ot

ec
t t

he
 

w
el

fa
re

 o
f t

he
 c

om
pl

ai
na

nt
 

is
 v

ita
l t

o 
th

e 
cr

ed
ib

ilit
y 

an
d 

ac
co

un
ta

bi
lit

y 
of

 th
e 

he
al

th
 

se
rv

ic
e 

an
d 

su
cc

es
s 

of
 a

ny
 

co
m

pl
ai

nt
’s

 m
an

ag
em

en
t 

pr
oc

es
s .

”



386 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

“In
 s

om
e 

ca
se

s 
th

e 
co

ns
um

er
, c

ar
er

 a
nd

 
co

m
m

un
ity

 c
om

pl
ai

nt
s 

ra
is

e 
is

su
es

 th
at

 re
qu

ire
 m

an
da

to
ry

 
ex

te
rn

al
 n

ot
ifi

ca
tio

n 
or

 re
fe

rra
l 

be
ca

us
e:

 
• 

th
e 

co
m

pl
ai

nt
 s

ho
ul

d 
be

 
m

an
ag

ed
 b

y 
an

ot
he

r 
ag

en
cy

 (D
ep

ar
tm

en
t 

of
 H

um
an

 S
er

vi
ce

s,
 

C
om

m
on

w
ea

lth
 A

ge
d 

C
ar

e 
C

om
pl

ai
nt

s 
R

es
ol

ut
io

n 
Sc

he
m

e 
et

c)
 . 

• 
co

nt
ac

t H
ea

lth
 a

nd
 

C
om

m
un

ity
 S

er
vi

ce
s 

C
om

pl
ai

nt
s 

C
om

m
is

si
on

er
 

(H
C

SC
C

)
• 

co
nt

ac
t t

he
 A

us
tra

lia
n 

H
ea

lth
 P

ra
ct

iti
on

er
 

R
eg

ul
at

io
n 

Ag
en

cy
 

(A
H

PR
A)

• 
se

ek
 in

de
pe

nd
en

t r
ev

ie
w

 
by

 a
no

th
er

 e
xt

er
na

l 
ag

en
cy

 / 
pe

rs
on

 .”
“C

om
pl

ai
na

nt
s 

ca
n 

[a
ls

o]
 b

e 
pr

ov
id

ed
 w

ith
 in

fo
rm

at
io

n 
ab

ou
t o

r r
ef

er
re

d 
to

 th
e 

O
ffi

ce
 

of
 th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 
(O

C
P)

 fo
r c

on
su

m
er

s 
re

ce
iv

in
g 

m
en

ta
l h

ea
lth

 
se

rv
ic

es
 .”



387Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“C
om

pl
ai

na
nt

s 
sh

ou
ld

 b
e 

in
fo

rm
ed

 o
f: 

• 
th

e 
na

tu
re

 o
f i

nf
or

m
at

io
n 

th
at

 n
ee

ds
 to

 b
e 

ga
th

er
ed

 . 
• 

w
he

th
er

 p
at

ie
nt

 m
ed

ic
al

 
re

co
rd

s 
an

d 
ot

he
r 

do
cu

m
en

ts
 w

ill 
ne

ed
 to

 b
e 

ac
ce

ss
ed

 . 
• 

w
ho

 m
ay

 a
cc

es
s 

th
is

 
in

fo
rm

at
io

n 
as

 p
ar

t o
f t

he
 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

pr
oc

es
s .

 
• 

w
ha

t w
ill 

be
 d

oc
um

en
te

d 
ab

ou
t t

he
 c

om
pl

ai
nt

 . 
• 

w
he

re
 in

fo
rm

at
io

n 
ab

ou
t 

th
e 

co
m

pl
ai

nt
 w

ill 
be

 
st

or
ed

 .”
“It

 s
ho

ul
d 

be
 e

xp
la

in
ed

 
to

 th
e 

co
m

pl
ai

na
nt

 th
at

 
al

th
ou

gh
 th

e 
he

al
th

 s
er

vi
ce

 
w

ill 
en

de
av

ou
r t

o 
m

ai
nt

ai
n 

co
nfi

de
nt

ia
lit

y,
 th

er
e 

m
ay

 
be

 s
om

e 
ci

rc
um

st
an

ce
s 

w
he

re
 it

 is
 n

ec
es

sa
ry

, 
w

ith
 th

e 
co

m
pl

ai
na

nt
’s

 
co

ns
en

t, 
to

 re
ve

al
 c

er
ta

in
 

in
fo

rm
at

io
n 

to
 s

ta
ff,

 s
er

vi
ce

s 
or

 e
xt

er
na

l c
om

pl
ai

nt
s 

bo
di

es
, s

o 
th

at
 th

ey
 c

an
 

re
sp

on
d 

ap
pr

op
ria

te
ly

 to
 th

e 
co

m
pl

ai
nt

 .”



388 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 c
le

ar
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
C

om
pl

ai
nt

 d
at

a 
is

 u
se

d 
to

 
in

fo
rm

 q
ua

lit
y 

im
pr

ov
em

en
t 

w
ith

in
 S

A 
H

ea
lth

, a
nd

 is
 u

se
d 

to
 in

fo
rm

 re
vi

ew
 o

f S
A 

H
ea

lth
 

po
lic

ie
s .

 S
ee

 th
e 

re
le

va
nt

 
St

ra
te

gi
c 

Fr
am

ew
or

k 
fo

r m
or

e 
in

fo
rm

at
io

n .
 

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
“S

A 
H

ea
lth

 s
ta

ff 
w

ill 
ap

pl
y 

th
e 

pr
in

ci
pl

es
 o

f n
at

ur
al

 ju
st

ic
e,

 
eq

ui
ty

 o
f a

cc
es

s 
an

d 
cu

ltu
ra

l 
ap

pr
op

ria
te

ne
ss

 a
nd

 w
ill 

as
si

st
 p

eo
pl

e 
w

ith
 s

pe
ci

al
 

ne
ed

s .
 

Fo
r e

xa
m

pl
e:

 
• 

ac
ce

ss
 to

 a
n 

in
te

rp
re

te
r, 

if 
ne

ed
ed

, i
nc

lu
di

ng
 

so
m

eo
ne

 w
ho

 c
an

 
in

te
rp

re
t f

or
 p

eo
pl

e 
w

ho
 

m
ay

 h
av

e 
an

 in
te

lle
ct

ua
l 

di
sa

bi
lit

y

https://www.sahealth.sa.gov.au/wps/wcm/connect/312f2f79-adf0-48a3-94f7-780b3a02cabb/ConsumerCarerCommunity_Consumer+Feedback+Strategic+Framework.pdf?MOD=AJPERES&amp;CACHEID=ROOTWORKSPACE-312f2f79-adf0-48a3-94f7-780b3a02cabb-nKLhajU


389Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
a 

re
ad

er
, t

ra
ns

la
to

r o
r 

as
si

st
an

t f
or

 p
eo

pl
e 

w
ho

 a
re

 n
ot

 s
uffi

ci
en

tly
 

lit
er

at
e 

in
 E

ng
lis

h 
or

 th
ei

r 
ow

n 
la

ng
ua

ge
 o

r w
ho

se
 

vi
su

al
 im

pa
irm

en
t m

ak
es

 
re

ad
in

g 
di

ffi
cu

lt 
• 

m
at

er
ia

ls
 in

 p
la

in
 E

ng
lis

h 
• 

al
te

rn
at

iv
e 

w
ay

s 
fo

r 
pe

op
le

 to
 a

cc
es

s 
in

fo
rm

at
io

n 
ie

 v
ia

 a
ud

io
 o

r 
vi

su
al

 m
ed

ia
 

• 
ad

eq
ua

te
 s

ig
na

ge
 

fo
r p

eo
pl

e 
w

ith
 v

is
io

n 
im

pa
irm

en
t 

• 
a 

si
gn

er
 o

r b
ro

ad
ca

st
 

fa
ci

lit
ie

s 
fo

r t
ho

se
 w

ho
 a

re
 

pr
of

ou
nd

ly
 d

ea
f o

r h
av

e 
he

ar
in

g 
di

ffi
cu

lti
es

 
• 

bu
ild

in
g 

ac
ce

ss
 fo

r p
eo

pl
e 

w
ith

 a
 p

hy
si

ca
l d

iffi
cu

lty
 

eg
 w

he
el

ch
ai

r a
cc

es
s,

 
pr

ov
is

io
n 

fo
r a

n 
as

si
st

an
t, 

as
si

st
an

ce
 d

og
 .”



390 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

O
ffi

ce
 o

f t
he

 C
hi

ef
 

Ps
yc

hi
at

ris
t

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
 p

er
so

n 
ca

n 
re

fe
r a

 m
at

te
r t

o 
th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 fo
r 

in
ve

st
ig

at
io

n .
 A

s 
no

te
d,

 
th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 h
as

 
di

sc
re

tio
n 

as
 to

 w
he

th
er

 
or

 n
ot

 to
 in

ve
st

ig
at

e 
a 

pa
rti

cu
la

r i
ss

ue
 o

r r
ef

er
 it

 
to

 a
no

th
er

 o
rg

an
is

at
io

n 
or

 
ag

en
cy

 .”
Th

e 
C

hi
ef

 P
sy

ch
ia

tri
st

 c
an

 
al

so
 in

st
ig

at
e 

‘o
w

n-
m

ot
io

n’
 

in
ve

st
ig

at
io

ns
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

N
ot

 s
pe

ci
fie

d.
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

N
ot

 s
pe

ci
fie

d.
Fo

rm
 o

f c
om

pl
ai

nt
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“In
 d

et
er

m
in

in
g 

w
he

th
er

 
or

 n
ot

 to
 u

nd
er

ta
ke

 a
n 

in
ve

st
ig

at
io

n,
 th

e 
fo

llo
w

in
g 

fa
ct

or
s 

w
ill 

be
 c

on
si

de
re

d:
 

• 
R

es
ol

ut
io

n 
of

 m
at

te
rs

 a
t 

a 
Lo

ca
l H

ea
lth

 N
et

w
or

k 
le

ve
l s

ha
ll 

be
 s

ou
gh

t fi
rs

t.
• 

C
om

pl
ai

nt
 m

at
te

rs
 

sh
ou

ld
 b

e 
pu

rs
ue

d 
by

 
th

e 
in

ve
st

ig
at

or
 o

r o
ffi

ci
al

 
w

ith
 th

e 
m

os
t a

pp
ro

pr
ia

te
 

po
w

er
s 

to
 o

bt
ai

n 
ev

id
en

ce
 a

nd
 d

ra
w

 a
 

co
nc

lu
si

on
 .

• 
Th

e 
co

m
pl

ai
nt

s 
se

ve
rit

y 
as

se
ss

m
en

t c
od

e 
in

de
x

• 
In

te
rfa

ce
 w

ith
 o

th
er

 
in

ve
st

ig
at

io
ns

 .”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 c

le
ar

. “
Th

e 
O

ffi
ce

 m
ay

 
re

ce
iv

e 
co

m
pl

ai
nt

s 
th

at
 

sh
ou

ld
 b

e 
be

tte
r i

nv
es

tig
at

ed
 

lo
ca

lly
 b

y 
se

rv
ic

e,
 o

r b
y 

an
ot

he
r s

ta
tu

to
ry

 o
ffi

ce
r w

ho
 

ha
s 

m
or

e 
re

le
va

nt
 p

ow
er

s .
”

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

An
 in

de
pe

nd
en

t b
od

y .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
“T

he
 O

ffi
ce

 m
ay

 re
ce

iv
e 

co
m

pl
ai

nt
s 

di
re

ct
ly,

 o
r 

be
co

m
e 

aw
ar

e 
of

 c
om

pl
ai

nt
 

in
ve

st
ig

at
io

ns
 in

to
 m

en
ta

l 
he

al
th

 s
er

vi
ce

s 
un

de
rta

ke
n 

by
 s

er
vi

ce
s 

an
d 

ot
he

r 
ag

en
ci

es
, a

nd
 w

is
h 

to
 m

on
ito

r 
th

e 
ou

tc
om

e .
”

In
 re

la
tio

n 
to

 s
ys

te
m

ic
 

m
at

te
rs

:
“T

he
 O

ffi
ce

 w
ill 

in
ve

st
ig

at
e 

m
at

te
rs

 o
f a

 s
ys

te
m

ic
 n

at
ur

e 
th

at
 a

re
 re

la
te

d 
to

 th
e 

de
liv

er
y 

of
 m

en
ta

l h
ea

lth
 c

ar
e 

by
 th

e 
un

it 
or

 te
am

, o
r a

 s
er

vi
ce

 . 
M

at
te

rs
 in

vo
lv

in
g 

m
or

e 
th

an
 

on
e 

pr
ac

tit
io

ne
r o

r a
ffe

ct
in

g 
m

ul
tip

le
 c

on
su

m
er

s 
w

ou
ld

 
al

so
 b

e 
co

ns
id

er
ed

 . 
AN

D
 

2 .
 L

oc
al

 re
so

lu
tio

n 
ha

s 
no

t 
oc

cu
rre

d…
 

AN
D

3.
 T

he
 O

ffi
ce

 h
as

 th
e 

m
os

t 
ap

pr
op

ria
te

 p
ow

er
s .

”

https://www.chiefpsychiatrist.sa.gov.au/
https://www.chiefpsychiatrist.sa.gov.au/


391Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
er

e 
ar

e 
fo

ur
 m

ai
n 

st
ag

es
 to

 th
e 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t p

ro
ce

ss
:

• 
R

ec
ei

pt
 –

 th
e 

co
m

pl
ai

na
nt

 w
ill 

re
ce

iv
e 

a 
le

tte
r o

f 
ac

kn
ow

le
dg

em
en

t w
ith

in
 

24
 h

ou
rs

 o
f l

od
gi

ng
 th

ei
r 

co
m

pl
ai

nt
• 

Tr
ia

ge
 –

 th
e 

co
m

pl
ai

nt
 

w
ill 

be
 a

llo
ca

te
d 

or
 

re
fe

rre
d 

w
ith

in
 2

 w
ee

ks
, 

in
cl

ud
in

g 
a 

de
ci

si
on

 
on

 w
he

th
er

 o
r n

ot
 to

 
in

ve
st

ig
at

e 
th

e 
co

m
pl

ai
nt

 
or

 re
fe

r i
t t

o 
an

ot
he

r 
ag

en
cy

• 
U

pd
at

es
 –

 c
om

pl
ai

na
nt

s 
“w

ill 
be

 p
ro

vi
de

d 
w

ith
 

re
gu

la
r u

pd
at

es
 a

bo
ut

 
th

e 
pr

og
re

ss
 o

f t
he

ir 
co

m
pl

ai
nt

”
• 

At
te

nt
io

n 
to

 Im
m

ed
ia

te
 

R
is

ks
 –

 “e
ar

ly
 a

ct
io

n 
w

ill 
be

 ta
ke

n 
to

 re
so

lv
e 

im
m

ed
ia

te
 ri

sk
s,

 p
rio

r 
to

 th
e 

re
so

lu
tio

n 
of

 a
 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
 C

om
pl

ai
na

nt
s 

“w
ill 

be
 p

ro
vi

de
d 

w
ith

 re
gu

la
r 

up
da

te
s 

ab
ou

t t
he

 p
ro

gr
es

s 
of

 th
ei

r c
om

pl
ai

nt
 .”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
“S

ys
te

m
ic

 re
co

m
m

en
da

tio
ns

 
fro

m
 a

 C
hi

ef
 P

sy
ch

ia
tri

st
 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n 

w
ill 

be
 

re
fe

rre
d 

ei
th

er
 to

 a
 re

le
va

nt
 

se
rv

ic
e 

to
 im

pl
em

en
t, 

or
 

w
he

re
 it

 in
vo

lv
es

 s
ta

te
w

id
e 

m
at

te
rs

, t
o 

th
e 

C
hi

ef
 

Ex
ec

ut
iv

e .
” 

Th
e 

O
ffi

ce
 o

f t
he

 C
hi

ef
 

Ps
yc

hi
at

ris
t “

m
ay

 it
se

lf 
be

 
in

vo
lv

ed
 in

 im
pl

em
en

tin
g 

se
rv

ic
e 

re
de

si
gn

ed
 a

nd
 

im
pr

ov
em

en
ts

, t
ha

t s
te

m
 fr

om
 

th
e 

ou
tc

om
es

 o
f a

 c
om

pl
ai

nt
 

in
ve

st
ig

at
io

n .
”

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

C
hi

ef
 P

sy
ch

ia
tri

st
 h

as
 

le
gi

sl
at

ed
 p

ow
er

s 
re

la
te

d 
to

 m
on

ito
rin

g 
an

d 
se

rv
ic

e 
im

pr
ov

em
en

t, 
in

sp
ec

tio
n 

po
w

er
s,

 a
nd

 d
el

eg
at

io
n 

po
w

er
s .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

“C
om

pl
ai

na
nt

s 
w

ill 
be

 
ad

vi
se

d 
of

 th
e 

ou
tc

om
e 

of
 

a 
co

m
pl

ai
nt

 in
ve

st
ig

at
io

n,
 

su
bj

ec
t t

o 
lim

ita
tio

ns
 o

n 
w

ha
t c

an
 b

e 
pr

ov
id

ed
 d

ue
 

to
 p

at
ie

nt
 c

on
fid

en
tia

lit
y,

 
if 

th
e 

co
m

pl
ai

na
nt

 is
 n

ot
 a

 
co

ns
um

er
 o

r c
ar

er
 .”



392 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
“T

he
 fo

llo
w

in
g 

st
aff

 m
ay

 
un

de
rta

ke
 a

n 
in

ve
st

ig
at

io
n,

 
ei

th
er

 a
lo

ne
 o

r i
n 

co
m

bi
na

tio
n:

 
• 

Th
e 

C
hi

ef
 P

sy
ch

ia
tri

st
 

• 
O

ffi
ce

 s
ta

ff 
w

ith
 c

lin
ic

al
 

tra
in

in
g,

 w
he

re
 th

at
 

tra
in

in
g 

w
ill 

be
 n

ee
de

d 
to

 
as

se
ss

 a
nd

 in
ve

st
ig

at
e 

th
e 

co
m

pl
ai

nt
 m

at
te

r 
• 

O
ffi

ce
 s

ta
ff 

w
ith

 a
 g

en
er

al
 

ad
m

in
is

tra
tio

n 
po

lic
y 

ba
ck

gr
ou

nd
, w

ho
 h

av
e 

kn
ow

le
dg

e 
in

 a
n 

ar
ea

 
re

la
te

d 
to

 th
e 

su
bj

ec
t o

f 
th

e 
co

m
pl

ai
nt

 . E
xa

m
pl

e 
of

 th
is

 w
ou

ld
 b

e 
th

e 
al

lo
ca

tio
n 

to
 le

gi
sl

at
iv

e 
an

d 
po

lic
y 

st
aff

 o
f 

co
m

pl
ai

nt
s 

re
la

te
d 

to
 th

e 
us

e 
of

 th
e 

M
en

ta
l H

ea
lth

 
Ac

t . 

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

“If
 th

e 
pa

rty
 is

 d
is

sa
tis

fie
d 

w
ith

 a
n 

O
ffi

ce
 c

om
pl

ai
nt

 
in

ve
st

ig
at

io
n,

 th
ey

 m
ay

 
w

is
h 

to
 a

pp
ro

ac
h 

th
e 

C
hi

ef
 E

xe
cu

tiv
e 

[o
f t

he
 

D
ep

ar
tm

en
t o

f H
ea

lth
] o

r t
he

 
M

in
is

te
r, 

or
 lo

dg
e 

a 
fu

rth
er

 
co

m
pl

ai
nt

 a
bo

ut
 h

ow
 th

e 
m

at
te

r h
as

 b
ee

n 
de

al
t w

ith
, 

w
ith

 th
e 

H
C

SC
C

, o
r t

he
 

O
m

bu
ds

m
an

 .”
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

C
om

pl
ai

nt
s 

m
ay

 b
e 

re
fe

rre
d 

to
 th

e 
H

C
SC

C
 o

r A
H

PR
A 

if 
th

ey
 a

re
 d

ee
m

ed
 m

or
e 

ap
pr

op
ria

te
, o

r h
av

e 
gr

ea
te

r 
po

w
er

s 
to

 in
ve

st
ig

at
e 

th
e 

m
at

te
r . 

Th
es

e 
or

ga
ni

sa
tio

ns
 

in
 tu

rn
 h

av
e 

gr
ea

te
r i

nt
er

fa
ce

 
w

ith
 le

ga
l i

ns
tit

ut
io

ns
 .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“C
om

pl
ai

na
nt

s 
w

ill 
be

 
ad

vi
se

d 
of

 th
e 

ou
tc

om
e 

of
 

a 
co

m
pl

ai
nt

 in
ve

st
ig

at
io

n,
 

su
bj

ec
t t

o 
lim

ita
tio

ns
 o

n 
w

ha
t c

an
 b

e 
pr

ov
id

ed
 d

ue
 

to
 p

at
ie

nt
 c

on
fid

en
tia

lit
y,

 
if 

th
e 

co
m

pl
ai

na
nt

 is
 n

ot
 a

 
co

ns
um

er
 o

r c
ar

er
 .”



393Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
O

ffi
ce

 s
ta

ff 
w

ith
 

in
ve

st
ig

at
io

n 
tra

in
in

g .
 

• 
Ex

te
rn

al
 s

ta
ff 

w
ho

 
ar

e 
in

vi
te

d 
to

 jo
in

 a
 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n,

 
as

 a
dd

iti
on

al
 s

ki
lls

 
ar

e 
ne

ed
ed

 o
r t

he
 

an
tic

ip
at

ed
 w

or
kl

oa
d 

of
 

su
ch

 a
n 

in
ve

st
ig

at
io

n 
is

 s
o 

ex
te

ns
iv

e,
 th

at
 it

 
co

ul
d 

no
t r

ea
so

na
bl

y 
be

 
un

de
rta

ke
n 

in
te

rn
al

ly .
”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 c
le

ar
 . T

he
 C

hi
ef

 
Ps

yc
hi

at
ris

t r
ep

or
ts

 o
n 

co
m

pl
ai

nt
 d

at
a 

in
 it

s 
an

nu
al

 
re

po
rts

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

“T
he

 C
hi

ef
 P

sy
ch

ia
tri

st
 a

ls
o 

ha
s 

sp
ec

ifi
c 

po
w

er
s 

an
d 

fu
nc

tio
ns

 to
 im

pr
ov

e 
th

e 
de

liv
er

y,
 a

nd
 o

rg
an

is
at

io
n,

 o
f 

m
en

ta
l h

ea
lth

 s
er

vi
ce

s .
 T

he
 

re
co

m
m

en
da

tio
ns

 m
ad

e 
fro

m
 

C
hi

ef
 P

sy
ch

ia
tri

st
 in

sp
ec

tio
ns

 
w

ill 
be

co
m

e 
pa

rt 
of

 th
e 

se
rv

ic
e 

im
pr

ov
em

en
t r

eg
im

e 
of

 th
e 

Lo
ca

l H
ea

lth
 N

et
w

or
ks

 
an

d 
th

e 
D

ep
ar

tm
en

t f
or

 
H

ea
lth

 a
nd

 W
el

lb
ei

ng
 to

 
in

fo
rm

 im
pr

ov
em

en
t a

t t
he

 
lo

ca
l a

nd
 s

ta
te

 le
ve

l .”
Th

e 
C

hi
ef

 E
xe

cu
tiv

e 
of

 
th

e 
D

ep
ar

tm
en

t o
f H

ea
lth

, 
an

d 
th

e 
re

le
va

nt
 M

in
is

te
r, 

ar
e 

al
so

 in
fo

rm
ed

 w
he

n 
co

m
pl

ai
nt

 in
ve

st
ig

at
io

ns
 

re
la

te
d 

to
 s

ys
te

m
ic

 is
su

es
 

oc
cu

r, 
or

 w
he

n 
pa

rti
cu

la
r 

in
sp

ec
tio

n 
po

w
er

s 
ar

e 
us

ed
 

to
 in

ve
st

ig
at

e 
co

m
pl

ai
nt

s .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.



394 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.
H

ea
lth

 a
nd

 C
om

m
un

ity
 

Se
rv

ic
es

 C
om

pl
ai

nt
s 

C
om

m
is

si
on

er

W
ho

 c
an

 c
om

pl
ai

n?
“A

 c
on

su
m

er
 o

r t
he

ir 
no

m
in

at
ed

 re
pr

es
en

ta
tiv

e 
su

ch
 a

s 
a 

fa
m

ily
 m

em
be

r, 
ca

re
r, 

gu
ar

di
an

 o
r 

ad
vo

ca
te

 c
an

 m
ak

e 
a 

co
m

pl
ai

nt
 . T

he
 

C
om

m
is

si
on

er
 c

an
 a

ls
o 

ac
ce

pt
 a

 c
om

pl
ai

nt
 fr

om
 

a 
se

rv
ic

e 
pr

ov
id

er
 o

r 
so

m
eo

ne
 e

ls
e .

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“Y

ou
 m

ay
 c

om
pl

ai
n 

if:
• 

Se
rv

ic
es

 w
er

e 
re

fu
se

d
• 

Se
rv

ic
es

 w
er

e 
no

t 
co

m
pl

et
ed

 o
n 

tim
e

• 
Se

rv
ic

es
 w

er
e 

in
ap

pr
op

ria
te

 fo
r y

ou
 

fo
r s

om
e 

ot
he

r r
ea

so
n 

(fo
r e

xa
m

pl
e,

 y
ou

 
ha

ve
 a

 d
is

ab
ilit

y 
or

 
yo

ur
 c

ul
tu

ra
l n

ee
ds

 
w

er
e 

no
t t

ak
en

 in
to

 
ac

co
un

t)
• 

Se
rv

ic
es

 w
er

e 
de

liv
er

ed
 

in
ad

eq
ua

te
ly,

 
ne

gl
ig

en
tly

, o
r i

f 
si

gn
ifi

ca
nt

 e
rro

rs
 w

er
e 

m
ad

e 
du

rin
g 

th
ei

r 
de

liv
er

y

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 o
r b

y 
ph

on
e .

 A
ls

o,
 

“h
om

e 
or

 s
ite

 v
is

its
 c

an
 b

e 
ar

ra
ng

ed
 o

n 
re

qu
es

t .”
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 re

so
lv

e 
th

e 
m

at
te

r w
ith

 th
e 

se
rv

ic
e 

pr
ov

id
er

 in
 q

ue
st

io
n 

as
 

a 
fir

st
 m

ea
su

re
.

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
If 

th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, 
th

ey
 a

re
 e

xp
ec

te
d 

to
 p

ro
vi

de
 

in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 

w
he

n 
re

qu
es

te
d,

 a
nd

 k
ee

p 
th

e 
H

C
SC

C
 in

fo
rm

ed
 o

f a
ny

 
de

ve
lo

pm
en

ts
 th

at
 h

av
e 

a 
be

ar
in

g 
on

 th
ei

r c
om

pl
ai

nt
 .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

An
y 

in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
Th

e 
H

C
SC

C
 c

an
 is

su
e 

an
 

In
te

rim
 P

ro
hi

bi
tio

n 
O

rd
er

 
ag

ai
ns

t a
 p

er
so

n 
or

 s
er

vi
ce

 
pr

ov
id

er
 fo

r r
ea

so
ns

 in
cl

ud
in

g 
th

at
 it

 re
as

on
ab

ly
 b

el
ie

ve
s 

an
 

off
en

ce
 h

as
 b

ee
n 

co
m

m
itt

ed
, 

or
 th

er
e 

is
 a

 d
an

ge
r t

o 
pu

bl
ic

 
he

al
th

 o
r s

af
et

y .
An

y 
re

po
rt 

to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

Re
la

tio
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tra
to

r o
r 

co
nt

ex
t

Th
e 

H
SC

SC
C

 is
 a

n 
in

de
pe

nd
en

t b
od

y .
Na

tu
re

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

An
y 

or
 a

 n
um

be
r o

f t
he

 
fo

llo
w

in
g 

ap
pr

oa
ch

es
 m

ay
 

be
 u

se
d 

to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

:
1 .

 
As

se
ss

in
g 

th
e 

is
su

e 
Th

e 
co

m
pl

ai
nt

 w
ill 

be
 

co
ns

id
er

ed
 to

 d
ec

id
e 

w
he

th
er

 fu
rth

er
 a

ct
io

n 
is

 
re

qu
ire

d .
2 .

 
D

ire
ct

 R
es

ol
ut

io
n 

Th
e 

H
C

SC
C

 m
ay

 re
qu

es
t 

th
at

 th
e 

co
m

pl
ai

na
nt

 
at

te
m

pt
s 

to
 re

so
lv

e 
th

e 
is

su
e 

di
re

ct
ly

 w
ith

 
th

e 
se

rv
ic

e 
pr

ov
id

er
 in

 
qu

es
tio

n;
 th

ey
 c

an
 a

ls
o 

off
er

 to
 a

ss
is

t i
n 

th
is

 
pr

oc
es

s .

Ra
ng

e 
of

 p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 s

ug
ge

st
 th

e 
ou

tc
om

e 
th

ey
 a

re
 s

ee
ki

ng
 . E

xa
m

pl
es

 
in

cl
ud

e 
an

 a
po

lo
gy

, 
ex

pl
an

at
io

n,
 in

fo
rm

at
io

n,
 a

 
pr

ob
le

m
 s

ol
ve

d,
 im

pr
ov

ed
 

fu
tu

re
 s

er
vi

ce
 p

ro
vi

si
on

 .
Ro

le
s 

of
 p

er
pe

tra
to

r 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
Th

e 
H

C
SC

C
 a

im
s 

to
 “i

de
nt

ify
, 

in
ve

st
ig

at
e 

an
d 

re
po

rt 
on

 
sy

st
em

ic
 is

su
es

 o
f c

on
ce

rn
 

in
 h

ea
lth

 a
nd

 c
om

m
un

ity
 

se
rv

ic
es

” a
nd

 “m
on

ito
rs

 tr
en

ds
 

in
 h

ea
lth

 a
nd

 c
om

m
un

ity
 

se
rv

ic
es

 c
om

pl
ai

nt
s 

an
d 

re
co

m
m

en
ds

 im
pr

ov
em

en
ts

 .” 
An

y 
en

fo
rc

em
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

H
ea

lth
 a

nd
 C

om
m

un
ity

 
Se

rv
ic

es
 C

om
pl

ai
nt

s 
C

om
m

is
si

on
er

 (H
C

SC
C

) 
ha

s 
th

e 
po

w
er

 to
 is

su
e 

an
 

Pr
oh

ib
iti

on
 O

rd
er

 (P
O

) 

https://www.hcscc.sa.gov.au/
https://www.hcscc.sa.gov.au/
https://www.hcscc.sa.gov.au/


395Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
Th

e 
se

rv
ic

e 
pr

ov
id

er
 

tre
at

ed
 y

ou
 in

 a
 

ru
de

 o
r d

is
re

sp
ec

tfu
l 

m
an

ne
r

• 
Ab

us
iv

e 
tre

at
m

en
t, 

w
he

th
er

 p
hy

si
ca

l, 
ve

rb
al

, o
r s

ex
ua

l
• 

Th
e 

ca
re

 p
ro

vi
de

r 
fa

ile
d 

to
 re

sp
ec

t y
ou

r 
rig

ht
s .

”
C

om
pl

ai
nt

s 
ar

e 
ex

cl
ud

ed
 

if 
th

ey
 re

la
te

 to
 th

e 
fo

llo
w

in
g:

• 
“M

os
t i

nc
id

en
ts

 th
at

 
ha

pp
en

ed
 o

ve
r t

w
o 

ye
ar

s 
ag

o
• 

C
ou

rt 
de

ci
si

on
s 

or
 

no
tifi

er
s

• 
A 

m
at

te
r t

ha
t i

s 
cu

rre
nt

ly
 b

ei
ng

 
de

ci
de

d 
by

 a
 c

ou
rt

• 
A 

co
m

pl
ai

nt
 th

at
 h

as
 

al
re

ad
y 

be
en

 d
ec

id
ed

 
un

de
r t

he
 la

w
• 

A 
de

at
h,

 o
nc

e 
th

e 
C

or
on

er
 h

as
 s

ta
rte

d 
an

 in
qu

es
t

• 
Ac

tio
ns

 o
f G

ov
er

nm
en

t 
M

in
is

te
rs

 o
r P

ol
iti

ci
an

s
• 

M
os

t m
at

te
rs

 re
la

te
d 

to
 h

ou
si

ng
• 

Fo
od

 h
an

dl
in

g 
or

 fo
od

 
sa

fe
ty

 in
 s

ho
ps

 o
r 

re
st

au
ra

nt
s

3 .
 

In
fo

rm
al

 m
ed

ia
tio

n 
Th

e 
H

C
SC

C
 m

ay
 

co
nd

uc
t i

nf
or

m
al

 
m

ed
ia

tio
n 

be
tw

ee
n 

th
e 

co
m

pl
ai

na
nt

 a
nd

 th
e 

se
rv

ic
es

 p
ro

vi
de

r . 
Th

is
 

m
ay

 b
e 

fa
ci

lit
at

ed
 in

 
pe

rs
on

, v
ia

 p
ho

ne
 o

r i
n 

w
rit

in
g .

4 .
 

C
on

ci
lia

tio
n 

Th
e 

H
C

SC
C

 m
ay

 
fa

ci
lit

at
e 

a 
co

nfi
de

nt
ia

l 
co

nc
ilia

tio
n 

pr
oc

es
s;

 th
is

 
is

 re
se

rv
ed

 fo
r “

m
at

te
rs

 
th

at
 a

re
 v

er
y 

co
m

pl
ex

, 
se

rio
us

 o
r i

nv
ol

ve
 

fin
an

ci
al

 s
et

tle
m

en
ts

.”
5 .

 
In

ve
st

ig
at

io
n 

Th
e 

H
C

SC
C

 m
ay

 a
ls

o 
ch

oo
se

 to
 in

ve
st

ig
at

e 
a 

m
at

te
r t

ha
t h

as
 b

ee
n 

br
ou

gh
t t

o 
th

ei
r a

tte
nt

io
n .

 
“T

hi
s 

ap
pr

oa
ch

 is
 ta

ke
n 

w
he

re
 s

er
io

us
 a

nd
/o

r 
sy

st
em

ic
 m

at
te

rs
 a

ris
e 

fro
m

 th
e 

co
m

pl
ai

nt
 a

nd
 

it 
is

 n
ot

 a
m

en
ab

le
 to

 th
e 

ot
he

r f
or

m
s 

of
 c

om
pl

ai
nt

s 
re

so
lu

tio
n .

”
6 .

 
R

ef
er

 
If 

th
e 

co
m

pl
ai

nt
 c

an
 

be
 h

an
dl

ed
 b

y 
a 

m
or

e 
ap

pr
op

ria
te

 b
od

y/
ag

en
cy

, 
th

e 
H

C
SC

C
 m

ay
 re

fe
r i

t 
ac

co
rd

in
gl

y .
 

ag
ai

ns
t a

 p
er

so
n 

or
 p

er
so

ns
 

or
 a

n 
en

tit
y 

pr
ov

id
in

g 
a 

he
al

th
 

se
rv

ic
e .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

“T
he

 H
C

SC
C

 h
as

 a
 s

ta
tu

to
ry

 
re

la
tio

ns
hi

p 
w

ith
 th

e 
na

tio
na

l 
he

al
th

 p
ra

ct
iti

on
er

 re
gi

st
ra

tio
n 

bo
ar

ds
 th

ro
ug

h 
th

e 
Au

st
ra

lia
n 

H
ea

lth
 P

ra
ct

iti
on

er
 R

eg
ul

at
io

n 
Ag

en
cy

 (A
H

PR
A)

 .”
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
H

C
SC

C
 s

ta
te

s 
th

at
 

its
 s

er
vi

ce
s 

ar
e 

“s
tri

ct
ly

 
co

nfi
de

nt
ia

l.”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
In

te
rim

 P
ro

hi
bi

tio
n 

O
rd

er
s 

an
d 

Pr
oh

ib
iti

on
 O

rd
er

s 
ar

e 
pu

bl
is

he
d 

on
 th

e 
H

C
SC

C
’s

 
w

eb
si

te
 . C

om
pl

ai
nt

 
da

ta
 is

 p
ub

lis
he

d 
in

 th
e 

or
ga

ni
sa

tio
n’

s 
an

nu
al

 re
po

rts
.

https://www.hcscc.sa.gov.au/hcscc-charter-of-rights/
https://www.hcscc.sa.gov.au/hcscc-charter-of-rights/


396 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
En

vi
ro

nm
en

ta
l h

ea
lth

 
is

su
es

• 
Em

pl
oy

m
en

t d
is

pu
te

s .
”

Li
m

ita
tio

n 
pe

rio
ds

G
en

er
al

ly,
 tw

o 
ye

ar
s.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
D

ep
en

ds
 o

n 
th

e 
ap

pr
oa

ch
 

ta
ke

n .
 If

 th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, t
he

y 
ar

e 
ex

pe
ct

ed
 to

 p
ro

vi
de

 
in

fo
rm

at
io

n 
ab

ou
t 

th
e 

co
m

pl
ai

nt
 w

he
n 

re
qu

es
te

d,
 a

nd
 k

ee
p 

th
e 

H
C

SC
C

 in
fo

rm
ed

 o
f a

ny
 

de
ve

lo
pm

en
ts

 th
at

 h
av

e 
a 

be
ar

in
g 

on
 th

ei
r c

om
pl

ai
nt

 . 
Th

ey
 m

ay
 a

ls
o 

be
 re

qu
ire

d 
to

 p
ar

tic
ip

at
e 

in
 in

fo
rm

al
 

m
ed

ia
tio

n 
or

 c
on

ci
lia

tio
n 

m
ee

tin
gs

, i
f d

ee
m

ed
 

ap
pr

op
ria

te
 to

 re
so

lv
e 

th
ei

r 
co

m
pl

ai
nt

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Se
rv

ic
e 

pr
ov

id
er

s 
ar

e 
ex

pe
ct

ed
 to

 re
sp

on
d 

to
 

re
qu

es
ts

 b
y 

th
e 

H
C

SC
C

, 
co

op
er

at
e 

in
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
se

s 
su

ch
 

as
 in

fo
rm

al
 m

ed
ia

tio
n 

or
 

co
nc

ilia
tio

n,
 a

nd
 im

pl
em

en
t 

se
rv

ic
e 

im
pr

ov
em

en
ts

 if
 

re
co

m
m

en
de

d 
to

 b
y 

th
e 

H
C

SC
C

 .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
H

C
SC

C
 “w

or
ks

 to
 e

ns
ur

e 
co

m
pl

ai
nt

s 
ar

e 
us

ed
 to

 
im

pr
ov

e 
th

e 
sa

fe
ty

 a
nd

 q
ua

lit
y 

of
 s

er
vi

ce
s .

” A
pa

rt 
fro

m
 it

s 
an

nu
al

 re
po

rts
, t

he
 H

C
SC

C
 

ca
n 

al
so

 p
ub

lis
h 

re
po

rts
 

fo
llo

w
in

g 
in

ve
st

ig
at

io
ns

 in
to

 
pa

rti
cu

la
r c

on
ce

rn
s .

 F
or

 
ex

am
pl

e,
 in

 2
02

0 
th

e 
H

C
SC

C
 

pu
bl

is
he

d 
a 

re
po

rt 
fo

llo
w

in
g 

its
 o

w
n-

m
ot

io
n 

in
ve

st
ig

at
io

n 
in

to
 th

e 
ca

re
 o

f p
eo

pl
e 

w
ith

 
di

sa
bi

lit
y 

by
 S

A 
H

ea
lth

 in
 

ac
ut

e 
se

tti
ng

s .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
H

C
SC

C
 p

ro
vi

de
s 

as
si

st
an

ce
 to

 p
eo

pl
e 

w
ho

 
ar

e 
de

af
, o

r h
av

e 
a 

sp
ee

ch
 

or
 h

ea
rin

g 
im

pa
irm

en
t; 

an
d 

pe
op

le
 w

ho
 re

qu
ire

 
in

te
rp

re
te

r o
r t

ra
ns

la
tio

n 
se

rv
ic

es
 .

https://www.hcscc.sa.gov.au/reports-2/


397Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

C
om

m
is

si
on

er
 is

 a
n 

ap
po

in
te

d 
pe

rs
on

 w
ith

 
si

gn
ifi

ca
nt

 e
xp

er
ie

nc
e 

in
 p

ub
lic

 h
ea

lth
/ p

ub
lic

 
ad

m
in

is
tra

tio
n .

So
ci

al
 

Se
rv

ic
es

SA
 D

ep
ar

tm
en

t o
f 

H
um

an
 S

er
vi

ce
s

W
ho

 c
an

 c
om

pl
ai

n?
C

us
to

m
er

s 
of

 D
H

S .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
re

la
te

 
to

 a
ny

 is
su

e .
 H

ow
ev

er
, 

co
m

pl
ai

nt
s 

th
at

 a
re

 
th

e 
su

bj
ec

t o
f a

n 
ad

m
in

is
tra

tiv
e 

ap
pe

al
 

or
 o

th
er

 fo
rm

 o
f l

eg
al

 
re

dr
es

s,
 a

nd
 c

om
pl

ai
nt

s 
co

nc
er

ne
d 

w
ith

 w
or

kf
or

ce
 

co
nd

uc
t, 

ar
e 

ex
cl

ud
ed

 .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

us
in

g 
an

 o
nl

in
e 

fo
rm

, i
n 

w
rit

in
g 

vi
a 

em
ai

l o
r b

y 
m

ai
l, 

by
 p

ho
ne

 o
r i

n 
pe

rs
on

 a
t a

 D
H

S 
offi

ce
. 

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r, 
or

 
m

ay
 fu

nd
 a

 s
er

vi
ce

 p
ro

vi
de

r 
th

at
 is

 th
e 

su
bj

ec
t o

f a
 

co
m

pl
ai

nt
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

U
nc

le
ar

. T
he

 d
ep

ar
tm

en
t’s

 
co

m
pl

ai
nt

 h
an

dl
in

g 
po

lic
y 

st
at

es
 th

at
 it

 “w
ill 

m
ai

nt
ai

n 
go

od
 c

om
m

un
ic

at
io

n 
w

ith
 c

om
pl

ai
na

nt
s 

al
l 

th
e 

w
ay

 th
ro

ug
h 

th
e 

pr
oc

es
s,

 in
cl

ud
in

g 
pr

om
pt

 
ac

kn
ow

le
dg

em
en

t, 
in

fo
rm

at
io

n 
ab

ou
t e

xp
ec

te
d 

tim
ef

ra
m

es
, o

ut
co

m
es

 a
nd

 
av

en
ue

s 
of

 re
vi

ew
 a

nd
 

ap
pe

al
” a

nd
 w

ill 
“e

ns
ur

e 
th

at
 

co
m

pl
ai

nt
s 

ar
e

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

co
m

pl
ai

na
nt

s 
re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
e 

ou
tc

om
e

https://dhs.sa.gov.au/contact/feedback-and-complaints
https://dhs.sa.gov.au/contact/feedback-and-complaints


398 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

ac
kn

ow
le

dg
ed

 w
ith

in
 fi

ve
 

bu
si

ne
ss

 d
ay

s 
an

d 
w

ill 
ai

m
 

to
 fi

na
lis

ed
 c

om
pl

ai
nt

s 
w

ith
in

 
30

 b
us

in
es

s 
da

ys
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Bu

si
ne

ss
 u

ni
ts

 o
f t

he
 

de
pa

rtm
en

t a
re

 re
qu

ire
d 

to
 p

ro
vi

de
 in

fo
rm

at
io

n 
in

 th
ei

r q
ua

rte
rly

 re
po

rts
 

on
 “i

ss
ue

s 
ar

is
in

g 
fro

m
 

co
m

pl
ai

nt
s 

an
d 

fe
ed

ba
ck

, f
or

 
ex

am
pl

e 
co

m
pl

ai
nt

 tr
en

ds
, 

ris
ks

, s
ys

te
m

ic
 is

su
es

, a
nd

 
im

pr
ov

em
en

ts
 m

ad
e 

as
 a

 
re

su
lt 

of
 c

on
ta

ct
 .”

of
 th

ei
r c

om
pl

ai
nt

, t
he

y 
ar

e 
re

fe
rre

d 
to

 th
e 

H
ea

lth
 

an
d 

C
om

m
un

ity
 S

er
vi

ce
s 

C
om

pl
ai

nt
s 

C
om

m
is

si
on

er
, o

r 
th

e 
SA

 O
m

bu
ds

m
an

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

“A
ny

 c
om

pl
ai

nt
s 

or
 

fe
ed

ba
ck

 th
at

 p
ot

en
tia

lly
 

re
la

te
 to

 is
su

es
 o

f 
co

rru
pt

io
n,

 m
is

co
nd

uc
t a

nd
 

m
al

ad
m

in
is

tra
tio

n 
w

ill 
be

 
im

m
ed

ia
te

ly
 re

po
rte

d 
to

 th
e 

O
ffi

ce
 fo

r P
ub

lic
 In

te
gr

ity
.”

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
de

pa
rtm

en
t’s

 c
om

pl
ai

nt
s 

ha
nd

lin
g 

po
lic

y 
st

at
es

 th
at

 
it 

“w
ill 

co
lle

ct
, m

on
ito

r a
nd

 
ev

al
ua

te
 o

ur
 p

er
fo

rm
an

ce
, 

an
d 

lo
ok

 fo
r o

pp
or

tu
ni

tie
s 

to
 

im
pr

ov
e .

”



399Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

de
pa

rtm
en

t p
ro

vi
de

s 
ac

ce
ss

 to
 in

te
rp

re
te

r 
an

d 
tra

ns
la

tio
n 

se
rv

ic
es

, 
an

d 
se

rv
ic

es
 fo

r p
eo

pl
e 

w
ith

 h
ea

rin
g 

or
 s

pe
ak

in
g 

im
pa

irm
en

ts
 .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
er

e 
is

 a
 s

pe
ci

fic
 A

bo
rig

in
al

 
C

lie
nt

 F
ee

db
ac

k 
fo

rm
, a

nd
 

fe
ed

ba
ck

 fo
rm

s 
in

 d
iff

er
en

t 
la

ng
ua

ge
s .



400 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Ju
st

ic
e

SA
 A

tto
rn

ey
-G

en
er

al
’s

 
D

ep
ar

tm
en

t
\

W
ho

 c
an

 c
om

pl
ai

n?
A 

co
m

pl
ai

nt
 c

an
 b

e 
su

bm
itt

ed
 b

y 
a 

cu
st

om
er

 
of

 th
e 

de
pa

rtm
en

t, 
or

 
by

 a
 th

ird
 p

ar
ty

 o
n 

a 
cu

st
om

er
’s

 b
eh

al
f.

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

m
ay

 
re

la
te

 to
 “b

eh
av

io
ur

, 
co

m
m

un
ic

at
io

n,
 s

er
vi

ce
 

de
liv

er
y 

an
d 

se
rv

ic
e 

qu
al

ity
” o

f t
he

 d
ep

ar
tm

en
t .

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ca

n 
lo

dg
e 

th
ei

r 
co

m
pl

ai
nt

 u
si

ng
 a

n 
on

lin
e 

fo
rm

, 
or

 c
on

ta
ct

 th
e 

de
pa

rtm
en

t b
y 

em
ai

l o
r b

y 
ph

on
e .

In
 o

rd
er

 to
 a

ss
es

s 
a 

co
m

pl
ai

nt
, 

th
e 

de
pa

rtm
en

t r
eq

ui
re

s 
th

e 
fo

llo
w

in
g 

in
fo

rm
at

io
n:

• 
Th

e 
co

m
pl

ai
na

nt
s 

na
m

e 
an

d 
co

nt
ac

t d
et

ai
ls

• 
If 

th
ey

 a
re

 a
 th

ird
 p

ar
ty

, 
de

ta
ils

 o
n 

w
ho

 th
e 

de
pa

rtm
en

t s
ho

ul
d 

co
nt

ac
t 

to
 d

is
cu

ss
 th

e 
co

m
pl

ai
nt

• 
In

fo
rm

at
io

n 
ab

ou
t a

ny
 

as
si

st
an

ce
 th

e 
co

m
pl

ai
na

nt
 

re
qu

ire
s 

in
 o

rd
er

 to
 

co
m

m
un

ic
at

e 
w

ith
 th

e 
de

pa
rtm

en
t (

e .
g .

 a
n 

in
te

rp
re

te
r)

• 
Th

e 
de

ta
ils

 o
f t

he
 c

om
pl

ai
nt

• 
W

he
th

er
 th

ey
 h

av
e 

co
nt

ac
te

d 
th

e 
de

pa
rtm

en
t 

be
fo

re
• 

W
ha

t o
ut

co
m

e 
th

ey
 a

re
 

se
ek

in
g .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
A 

th
ird

 p
ar

ty
 m

ay
 s

ub
m

it 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r b

eh
al

f .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

A 
th

ird
 p

ar
ty

 m
ay

 s
ub

m
it 

a 
co

m
pl

ai
nt

 o
n 

so
m

eo
ne

 e
ls

e’
s 

be
ha

lf .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r, 
or

 
fu

nd
 a

 s
er

vi
ce

 p
ro

vi
de

r w
ho

 
is

 th
e 

su
bj

ec
t o

f a
 c

om
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

 It
 a

pp
ea

rs
 to

 
be

 a
 s

im
pl

e 
in

ve
st

ig
at

iv
e 

pr
oc

es
s 

by
 th

e 
de

pa
rtm

en
t .

Th
e 

de
pa

rtm
en

t w
ill 

co
nfi

rm
 

th
ey

 h
av

e 
re

ce
iv

ed
 th

e 
co

m
pl

ai
nt

 w
ith

in
 5

 w
or

ki
ng

 
da

ys
, a

ss
es

s 
th

e 
co

m
pl

ai
nt

 
w

ith
in

 1
0 

da
ys

 a
nd

 a
tte

m
pt

 
to

 re
so

lv
e 

it 
w

ith
in

 2
1 

w
or

ki
ng

 d
ay

s 
of

 h
av

in
g 

re
ce

iv
ed

 it
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

https://www.agd.sa.gov.au/connect/compliments-complaints-and-feedback
https://www.agd.sa.gov.au/connect/compliments-complaints-and-feedback


401Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

To
 e

ns
ur

e 
th

e 
ap

pr
op

ria
te

 
bu

si
ne

ss
 a

re
a 

ha
nd

le
s 

th
e 

co
m

pl
ai

nt
, t

he
 

de
pa

rtm
en

t m
ay

 n
ee

d 
to

 
sh

ar
e 

th
e 

co
m

pl
ai

na
nt

s 
pe

rs
on

al
 in

fo
rm

at
io

n 
“w

ith
 o

th
er

 re
le

va
nt

 s
ta

te
 

go
ve

rn
m

en
t a

ge
nc

ie
s,

 
st

at
ut

or
y 

au
th

or
iti

es
 o

r e
ve

n 
or

ga
ni

sa
tio

ns
 o

ut
si

de
 o

f 
go

ve
rn

m
en

t, 
su

ch
 a

s 
a 

ut
ilit

y 
co

m
pa

ny
 .” 

C
om

pl
ai

na
nt

s 
“in

fo
rm

at
io

n 
w

ill 
no

t b
e 

us
ed

 o
r d

is
cl

os
ed

 fo
r a

ny
 

ot
he

r p
ur

po
se

 w
ith

ou
t [

th
ei

r] 
co

ns
en

t u
nl

es
s 

pe
rm

itt
ed

 b
y 

th
e 

G
ov

er
nm

en
t o

f S
ou

th
 

Au
st

ra
lia

’s
 In

fo
rm

at
io

n 
Pr

iv
ac

y 
Pr

in
ci

pl
es

 (I
PP

s)
 

is
su

ed
 b

y 
th

e 
D

ep
ar

tm
en

t o
f 

th
e 

Pr
em

ie
r a

nd
 C

ab
in

et
 .”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

“A
G

D
 is

 re
qu

ire
d 

to
 re

po
rt 

th
e 

nu
m

be
r a

nd
 ty

pe
 o

f 
co

m
pl

ai
nt

s 
an

d 
th

e 
ou

tc
om

es
/

im
pr

ov
em

en
ts

 m
ad

e 
as

 a
 

re
su

lt 
of

 c
om

pl
ai

nt
s 

in
 th

e 
an

nu
al

 re
po

rt .
”

http://dpc.sa.gov.au/documents/rendition/DPC-Circular-Information-Privacy-Principles-IPPS-Instruction.pdf
http://dpc.sa.gov.au/documents/rendition/DPC-Circular-Information-Privacy-Principles-IPPS-Instruction.pdf


402 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

SA
 O

m
bu

ds
m

an
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

on
ly

 b
e 

ab
ou

t a
dm

in
is

tra
tiv

e 
ac

ts
 . 

“F
or

 e
xa

m
pl

e:
• 

a 
de

ci
si

on
-m

ak
in

g 
pr

oc
es

s
• 

a 
fa

ilu
re

 to
 a

ct
 o

r d
el

ay
 

in
 ta

ki
ng

 a
ct

io
n

• 
an

 u
nr

ea
so

na
bl

e 
or

 
un

fa
ir 

de
ci

si
on

 o
r 

re
qu

ire
m

en
t

• 
th

e 
co

nd
uc

t o
f s

ta
ff 

or
 

de
liv

er
y 

of
 a

 s
er

vi
ce

• 
th

e 
irr

eg
ul

ar
 o

r 
un

au
th

or
is

ed
 u

se
 

of
 p

ub
lic

 m
on

ey
 

or
 s

ub
st

an
tia

l 
m

is
m

an
ag

em
en

t o
f 

pu
bl

ic
 re

so
ur

ce
s .

”
C

om
pl

ai
nt

s 
re

la
tin

g 
to

 C
om

m
on

w
ea

lth
 

go
ve

rn
m

en
t a

ge
nc

ie
s,

 
co

ns
um

er
 m

at
te

rs
 

in
vo

lv
in

g 
pr

iv
at

e 
bu

si
ne

ss
es

, p
ol

ic
e 

m
is

co
nd

uc
t, 

he
al

th
 

an
d 

co
m

m
un

ity
 s

er
vi

ce
 

pr
ov

id
er

s,
 le

ga
l 

pr
ac

tit
io

ne
rs

 a
nd

 th
e 

ju
di

ci
ar

y,
 e

m
pl

oy
m

en
t 

is
su

es
, h

ou
si

ng
, u

til
iti

es
, 

ba
nk

in
g,

 in
su

ra
nc

e,
 

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 o
r b

y 
m

ai
l o

r p
ho

ne
 .

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 h
av

e 
tri

ed
 to

 re
so

lv
e 

th
ei

r 
co

m
pl

ai
nt

 w
ith

 th
e 

ag
en

cy
 in

 
qu

es
tio

n,
 b

ef
or

e 
co

nt
ac

tin
g 

th
e 

O
m

bu
ds

m
an

 .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, h
ow

ev
er

 th
is

 m
ay

 
m

ak
e 

it 
m

or
e 

di
ffi

cu
lt 

to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 a
nd

/o
r k

ee
p 

th
e 

co
m

pl
ai

na
nt

 u
pd

at
ed

 o
n 

its
 

pr
og

re
ss

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
If 

th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, 
th

ey
 a

re
 re

qu
ire

d 
to

 p
ro

vi
de

 a
s 

m
uc

h 
in

fo
rm

at
io

n 
ab

ou
t t

he
ir 

co
m

pl
ai

nt
 a

s 
po

ss
ib

le
, a

t t
he

 
tim

e 
of

 lo
dg

in
g 

it .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.
 

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

 
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

 
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

O
m

bu
ds

m
an

 a
do

pt
s 

an
 

in
ve

st
ig

at
iv

e 
ap

pr
oa

ch
 . T

hi
s 

in
vo

lv
es

:
• 

As
se

ss
m

en
t –

 th
e 

O
m

bu
ds

m
an

 a
ss

es
se

s 
th

e 
co

m
pl

ai
nt

 a
nd

 
co

nt
ac

ts
 th

e 
co

m
pl

ai
na

nt
 

fo
r f

ur
th

er
 in

fo
rm

at
io

n
• 

N
ot

ifi
ca

tio
n 

to
 th

e 
ag

en
cy

 
– 

th
e 

ag
en

cy
 th

at
 is

 th
e 

su
bj

ec
t o

f t
he

 c
om

pl
ai

nt
 

is
 n

ot
ifi

ed
, a

nd
 a

llo
w

ed
 to

 
re

sp
on

d
• 

Ea
rly

 re
so

lu
tio

n 
– 

at
te

m
pt

s 
to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 e

ith
er

 fo
rm

al
ly

 
or

 in
fo

rm
al

ly
 w

ith
 th

e 
ag

en
cy

’s
 c

oo
pe

ra
tio

n
• 

In
ve

st
ig

at
io

n 
– 

in
 

th
e 

ev
en

t n
o 

ea
rly

 
re

so
lu

tio
n 

is
 p

os
si

bl
e,

 th
e 

O
m

bu
ds

m
an

 m
ay

 d
ec

id
e 

to
 in

ve
st

ig
at

e 
th

e 
m

at
te

r 
fu

rth
er

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
If 

a 
co

m
pl

ai
nt

 c
an

no
t b

e 
re

so
lv

ed
 th

ro
ug

h 
ea

rly
 

re
so

lu
tio

n,
 th

e 
O

m
bu

ds
m

an
 

ha
s 

ad
di

tio
na

l c
rit

er
ia

 to
 

de
te

rm
in

e 
w

he
th

er
 to

 p
ur

su
e 

a 
fo

rm
al

 in
ve

st
ig

at
io

n .
 T

he
se

 
cr

ite
ria

 in
cl

ud
e 

w
he

th
er

 th
e 

m
at

te
r c

on
ce

rn
s 

is
su

es
 o

f 
a 

sy
st

em
ic

 n
at

ur
e,

 o
r a

re
 

in
 th

e 
pu

bl
ic

 in
te

re
st

 to
 

in
ve

st
ig

at
e .

 F
or

 e
xa

m
pl

e,
 th

e 
O

m
bu

ds
m

an
 c

on
si

de
rs

 th
e 

fo
llo

w
in

g 
qu

es
tio

ns
:

• 
“d

oe
s 

th
e 

al
le

ge
d 

ad
m

in
is

tra
tiv

e 
er

ro
r 

am
ou

nt
 to

 a
 s

er
io

us
 

fa
ilu

re
 to

 m
ee

t e
xp

ec
te

d 
st

an
da

rd
s 

of
 p

ub
lic

 
ad

m
in

is
tra

tio
n?

• 
is

 th
e 

co
m

pl
ai

nt
 a

bo
ut

 
m

at
te

rs
 o

f s
er

io
us

 
co

nc
er

n 
an

d 
be

ne
fit

 to
 th

e 
pu

bl
ic

 ra
th

er
 th

an
 s

im
pl

y 
an

 in
di

vi
du

al
’s

 in
te

re
st

?
• 

is
 th

er
e 

ev
id

en
ce

 o
f 

on
go

in
g 

sy
st

em
ic

 fa
ilu

re
 

in
 p

ub
lic

 a
dm

in
is

tra
tio

n?

https://www.ombudsman.sa.gov.au/make-a-complaint


403Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

su
pe

ra
nn

ua
tio

n 
pr

ov
id

er
s,

 
th

e 
m

ed
ia

, a
nd

 e
du

ca
tio

n 
an

d 
tra

in
in

g 
pr

ov
id

er
s 

ar
e 

al
l e

xc
lu

de
d 

be
ca

us
e 

th
ey

 h
av

e 
ot

he
r c

om
pl

ai
nt

 
ha

nd
lin

g 
au

th
or

iti
es

 
re

sp
on

si
bl

e 
fo

r t
he

m
 .

Th
e 

O
m

bu
ds

m
an

 a
ls

o 
“c

an
no

t i
nv

es
tig

at
e 

w
he

n 
a 

pe
rs

on
 m

ak
in

g 
a 

co
m

pl
ai

nt
 h

as
 a

 ri
gh

t o
f 

ap
pe

al
 o

r r
ev

ie
w

 u
nd

er
 

le
gi

sl
at

io
n,

 o
r a

 le
ga

l 
re

m
ed

y,
 re

as
on

ab
ly

 
av

ai
la

bl
e 

to
 th

em
 .”

Li
m

ita
tio

n 
pe

rio
ds

U
su

al
ly

 1
2 

m
on

th
s .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 p
ro

vi
de

 th
e 

fo
llo

w
in

g 
in

fo
rm

at
io

n 
w

he
n 

lo
dg

in
g 

th
ei

r 
co

m
pl

ai
nt

:
• 

th
e 

na
m

e 
of

 th
e 

ag
en

cy
 th

e 
co

m
pl

ai
nt

 
re

la
te

s 
to

• 
a 

cl
ea

r o
ut

lin
e 

of
 th

e 
co

m
pl

ai
nt

• 
th

e 
st

ep
s 

ta
ke

n 
to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

 
w

ith
 th

e 
ag

en
cy

• 
da

te
s 

of
 th

e 
ag

en
cy

’s
 a

ct
s 

th
at

 
th

e 
co

m
pl

ai
na

nt
 is

 
co

nc
er

ne
d 

ab
ou

t

• 
Pr

ov
is

io
na

l v
ie

w
 –

 th
e 

O
m

bu
ds

m
an

 fo
rm

s 
a 

pr
ov

is
io

na
l v

ie
w

 a
bo

ut
 

th
e 

m
at

te
r a

nd
 th

e 
pa

rti
es

 a
re

 in
vi

te
d 

to
 

co
m

m
en

t
• 

Fi
na

l v
ie

w
 a

nd
 

re
co

m
m

en
da

tio
n 

– 
th

e 
O

m
bu

ds
m

an
 c

om
es

 to
 

a 
fin

al
 d

ec
is

io
n 

an
d 

if 
it 

co
ns

id
er

s 
th

e 
ag

en
cy

 
ha

s 
m

ad
e 

an
 e

rro
r, 

w
ill 

m
ak

e 
re

co
m

m
en

da
tio

ns
 

fo
r t

ha
t a

ge
nc

y 
to

 
ad

dr
es

s 
th

e 
er

ro
r . 

It 
w

ill 
al

so
 n

ot
ify

 th
e 

re
le

va
nt

 
M

in
is

te
r o

f i
ts

 d
ec

is
io

n .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

M
ay

 b
e 

in
vi

te
d 

to
 re

so
lv

e 
th

e 
co

m
pl

ai
nt

 in
fo

rm
al

ly
 b

y 
th

e 
O

m
bu

ds
m

an
 th

ro
ug

h 
fa

ci
lit

at
ed

 d
is

cu
ss

io
ns

 w
ith

 
th

e 
ag

en
cy

 . I
f t

he
 m

at
te

r i
s 

in
ve

st
ig

at
ed

, t
he

y 
m

ay
 b

e 
in

vi
te

d 
to

 p
ro

vi
de

 fu
rth

er
 

in
fo

rm
at

io
n,

 a
nd

/o
r t

o 
pr

ov
id

e 
co

m
m

en
t o

n 
th

e 
O

m
bu

ds
m

an
’s

 p
ro

vi
si

on
al

 
de

ci
si

on
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
M

ay
 b

e 
in

vi
te

d 
to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 in

fo
rm

al
ly

 b
y 

th
e 

O
m

bu
ds

m
an

 th
ro

ug
h

• 
ar

e 
th

e 
ci

rc
um

st
an

ce
s 

of
 th

e 
co

m
pl

ai
nt

 li
ke

ly
 to

 
ar

is
e 

ag
ai

n?
• 

is
 th

e 
co

m
pl

ai
nt

 a
bo

ut
 a

n 
er

ro
r o

f p
ro

ce
ss

?
• 

is
 th

e 
co

m
pl

ai
nt

 a
bo

ut
 

fa
ilu

re
s 

of
 e

th
ic

al
 

an
d 

tra
ns

pa
re

nt
 

m
an

ag
em

en
t?

• 
do

es
 th

e 
co

m
pl

ai
nt

 re
la

te
 

to
 m

at
te

rs
 o

f p
ub

lic
 

sa
fe

ty
 a

nd
 s

ec
ur

ity
, t

he
 

ec
on

om
ic

 w
el

l-b
ei

ng
 

of
 S

ou
th

 A
us

tra
lia

, t
he

 
pr

ot
ec

tio
n 

of
 p

ub
lic

 w
el

l-
be

in
g,

 th
e 

pr
ot

ec
tio

n 
of

 
hu

m
an

 ri
gh

ts
 o

r t
he

 ri
gh

ts
 

an
d 

fre
ed

om
s 

of
 c

iti
ze

ns
?

• 
ha

s 
th

e 
co

m
pl

ai
na

nt
 

su
ffe

re
d 

si
gn

ifi
ca

nt
 

pe
rs

on
al

 lo
ss

 o
r i

s 
th

e 
co

m
pl

ai
na

nt
 in

 v
ul

ne
ra

bl
e 

ci
rc

um
st

an
ce

s?
• 

w
ou

ld
 in

ve
st

ig
at

io
n 

of
 th

e 
co

m
pl

ai
nt

 b
e 

lik
el

y 
to

 le
ad

 
to

 m
ea

ni
ng

fu
l o

ut
co

m
es

 
fo

r t
he

 c
om

pl
ai

na
nt

 a
nd

/
or

 to
 th

e 
im

pr
ov

em
en

t o
f 

pu
bl

ic
 a

dm
in

is
tra

tio
n?

• 
ha

s 
an

ot
he

r r
ev

ie
w

 b
od

y 
co

ns
id

er
ed

 th
e 

m
at

te
r 

or
 is

 a
no

th
er

 b
od

y 
m

or
e 

ap
pr

op
ria

te
 fo

r r
ev

ie
w

in
g 

th
e 

m
at

te
r?

• 
w

ha
t i

s 
th

e 
lik

el
ih

oo
d 

of
 c

ol
le

ct
in

g 
su

ffi
ci

en
t 

ev
id

en
ce

 to
 s

up
po

rt 
a 

fin
di

ng
 o

f a
dm

in
is

tra
tiv

e 
er

ro
r?



404 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
ot

he
r k

ey
 d

at
es

• 
an

y 
do

cu
m

en
ts

 to
 

su
pp

or
t t

he
 c

om
pl

ai
nt

, 
su

ch
 a

s:
 

• 
em

ai
ls

 o
r l

et
te

rs
 s

en
t 

to
 th

e 
ag

en
cy

• 
an

y 
re

sp
on

se
s 

re
ce

iv
ed

 fr
om

 th
e 

ag
en

cy
• 

ph
ot

og
ra

ph
s 

(if
 

ap
pl

ic
ab

le
)

• 
th

e 
ou

tc
om

e 
th

e 
co

m
pl

ai
na

nt
 is

 
se

ek
in

g .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

C
om

pl
ai

na
nt

s 
ar

e 
ad

vi
se

d 
th

at
 if

 th
ey

 re
qu

ire
 

as
si

st
an

ce
 in

 m
ak

in
g 

a 
co

m
pl

ai
nt

, t
he

y 
m

ay
 a

sk
 a

 
re

pr
es

en
ta

tiv
e 

(s
uc

h 
as

 a
 

re
la

tiv
e,

 c
ar

er
, s

ol
ic

ito
r o

r 
M

em
be

r o
f P

ar
lia

m
en

t) 
to

 
m

ak
e 

it 
on

 th
ei

r b
eh

al
f .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

fa
ci

lit
at

ed
 d

is
cu

ss
io

ns
 w

ith
 

th
e 

co
m

pl
ai

na
nt

 . I
f t

he
 

m
at

te
r i

s 
in

ve
st

ig
at

ed
, t

he
y 

m
ay

 b
e 

in
vi

te
d 

to
 re

sp
on

d 
to

 
th

e 
co

m
pl

ai
nt

 a
ga

in
st

 th
em

, 
an

d/
or

 to
 p

ro
vi

de
 c

om
m

en
t 

on
 th

e 
O

m
bu

ds
m

an
’s

 
pr

ov
is

io
na

l d
ec

is
io

n .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

• 
w

ou
ld

 in
ve

st
ig

at
io

n 
of

 
th

e 
co

m
pl

ai
nt

 in
vo

lv
e 

eff
or

t a
nd

 re
so

ur
ce

s 
th

at
 a

re
 p

ro
po

rti
on

at
e 

to
 

th
e 

se
rio

us
ne

ss
 o

f t
he

 
m

at
te

r?
”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
O

m
bu

sd
m

an
 c

an
no

t 
fo

rc
e 

an
 a

ge
nc

y 
to

 c
om

pl
y 

w
ith

 it
s 

re
co

m
m

en
da

tio
ns

; 
ho

w
ev

er
, i

f t
he

 a
ge

nc
y 

do
es

 
no

t c
om

pl
y,

 th
ey

 c
an

 re
po

rt 
it 

to
 th

e 
Pr

em
ie

r a
nd

 th
e 

So
ut

h 
Au

st
ra

lia
n 

Pa
rli

am
en

t .
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
“T

he
 O

m
bu

ds
m

an
 o

r, 
by

 
de

le
ga

tio
n,

 h
is

 s
ta

ff 
m

ay
:

• 
de

te
rm

in
e 

th
e 

pr
oc

ed
ur

e 
to

 b
e 

us
ed

 in
 

an
 in

ve
st

ig
at

io
n

• 
ob

ta
in

 in
fo

rm
at

io
n 

he
ld

 b
y 

an
 a

ge
nc

y
• 

en
te

r a
nd

 in
sp

ec
t a

ny
 

ite
m

 o
n 

th
e 

pr
em

is
es

 o
f 

an
 a

ge
nc

y .
”

Th
e 

O
m

bu
ds

m
an

 a
ls

o 
“h

as
 

al
l o

f t
he

 p
ow

er
s 

of
 a

 R
oy

al
 

C
om

m
is

si
on

, w
hi

ch
 in

cl
ud

e 
th

e 
po

w
er

s 
to

:
• 

su
m

m
on

s 
a 

pe
rs

on
 to

 
gi

ve
 s

w
or

n 
ev

id
en

ce
• 

su
m

m
on

s 
a 

pe
rs

on
 

or
 a

ge
nc

y 
to

 p
ro

vi
de

 
do

cu
m

en
ts

• 
in

sp
ec

t p
re

m
is

es
 .



405Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

In
 s

om
e 

ca
se

s,
 th

e 
O

m
bu

ds
m

an
 c

an
 d

ire
ct

 a
n 

ag
en

cy
 n

ot
 to

 p
er

fo
rm

 a
n 

ac
t 

fo
r u

p 
to

 4
5 

da
ys

 to
 a

llo
w

 th
e 

O
m

bu
ds

m
an

 to
 u

nd
er

ta
ke

 a
n 

in
ve

st
ig

at
io

n .
”

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
 T

he
 p

ro
vi

si
on

al
 v

ie
w,

 
an

d 
fin

al
 v

ie
w,

 o
f t

he
 

O
m

bu
ds

m
an

 is
 s

et
 o

ut
 in

 a
 

re
po

rt .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

at
 th

e 
co

nc
lu

si
on

 o
f a

n 
in

ve
st

ig
at

io
n,

 a
 p

ar
ty

 is
 

st
ill 

co
nc

er
ne

d 
ab

ou
t t

he
 

O
m

bu
ds

m
an

’s
 d

ec
is

io
n,

 th
ey

 
ca

n 
as

k 
th

e 
O

m
bu

ds
m

an
 

fo
r t

he
 c

as
e 

to
 b

e 
re

vi
ew

ed
 . 

Th
e 

re
qu

es
t f

or
 re

vi
ew

 
m

us
t p

ro
vi

de
 “s

ig
ni

fic
an

t 
pe

rs
ua

si
ve

 e
vi

de
nc

e 
an

d 
[e

xp
la

in
] h

ow
 th

e 
de

ci
si

on
 is

 
w

ro
ng

 .”
If 

th
e 

O
m

bu
ds

m
an

 a
gr

ee
s 

to
 re

vi
ew

 th
e 

de
ci

si
on

, t
he

 
re

vi
ew

 w
ill 

be
 a

ss
ig

ne
d 

to
 a

n 
offi

ce
r w

ho
 w

as
 n

ot
 in

vo
lv

ed
 

in
 m

an
ag

in
g 

th
e 

or
ig

in
al

 
in

ve
st

ig
at

io
n .

 D
ec

is
io

ns
 

w
ill 

on
ly

 b
e 

re
vi

ew
ed

 
on

ce
 . “

A 
re

vi
ew

 is
 n

ot
 a

 
re

in
ve

st
ig

at
io

n .
 R

at
he

r, 
[th

e 
re

vi
ew

 w
ill]

 lo
ok

 a
t w

he
th

er
 

th
e 

pr
oc

es
se

s 
w

hi
ch

 th
e 



406 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

offi
ce

r/s
 fo

llo
w

ed
 w

er
e 

fa
ir 

an
d 

ad
eq

ua
te

, w
he

th
er

 th
e 

co
nc

lu
si

on
s 

re
ac

he
d 

w
er

e 
re

as
on

ab
le

 o
n 

th
e 

in
fo

rm
at

io
n 

av
ai

la
bl

e 
at

 th
e 

tim
e 

an
d 

w
he

th
er

 th
e 

co
nc

lu
si

on
s 

w
er

e 
pr

op
er

ly
 e

xp
la

in
ed

 .”
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

If 
th

e 
O

m
bu

ds
m

an
 h

as
 

a 
re

as
on

ab
le

 s
us

pi
ci

on
 

of
 c

or
ru

pt
io

n 
in

 p
ub

lic
 

ad
m

in
is

tra
tio

n,
 th

e 
O

m
bu

ds
m

an
 m

us
t r

ef
er

 
th

e 
m

at
te

r t
o 

th
e 

O
ffi

ce
 fo

r 
Pu

bl
ic

 In
te

gr
ity

 . T
he

y 
ar

e 
al

so
 re

qu
ire

d 
to

 m
ak

e 
re

po
rts

 
un

de
r t

he
 P

ub
lic

 In
te

re
st

 
D

is
cl

os
ur

e 
A

ct
 2

01
8 .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

U
nl

es
s 

th
e 

Pu
bl

ic
 In

te
re

st
 

D
is

cl
os

ur
e 

Ac
t 2

01
8 

ap
pl

ie
s,

 
th

e 
O

m
bu

ds
m

an
 w

ill 
di

sc
lo

se
 

th
e 

co
m

pl
ai

na
nt

’s
 id

en
tit

y 
to

 
th

e 
re

le
va

nt
 a

ge
nc

y 
fo

r t
he

 
pu

rp
os

es
 o

f a
ss

es
si

ng
 a

nd
 

in
ve

st
ig

at
in

g 
th

e 
co

m
pl

ai
nt

 . 
C

om
pl

ai
na

nt
s 

ca
n 

re
qu

es
t 

th
at

 th
ey

 n
ot

 b
e 

id
en

tifi
ed

 
to

 th
e 

ag
en

cy
, a

t t
he

 ti
m

e 
of

 
m

ak
in

g 
a 

co
m

pl
ai

nt
 . 

https://www.publicintegrity.sa.gov.au/
https://www.publicintegrity.sa.gov.au/
https://www.ombudsman.sa.gov.au/make-a-complaint/public-interest-disclosure
https://www.ombudsman.sa.gov.au/make-a-complaint/public-interest-disclosure


407Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

If 
th

is
 o

cc
ur

s,
 th

e 
O

m
bu

ds
m

an
 w

ill 
w

ith
ho

ld
 

th
ei

r i
de

nt
ity

 fr
om

 th
e 

ag
en

cy
 in

 q
ue

st
io

n,
 u

nl
es

s 
th

ey
 c

on
si

de
r i

t n
ec

es
sa

ry
 

to
 p

ro
pe

rly
 a

ss
es

s 
an

d 
in

ve
st

ig
at

e 
th

e 
co

m
pl

ai
nt

 .
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
If 

th
e 

O
m

bu
ds

m
an

 th
in

ks
 it

 
is

 in
 th

e 
pu

bl
ic

 in
te

re
st

, t
he

y 
m

ay
 p

ub
lis

h 
a 

de
ci

si
on

 o
n 

th
e 

O
m

bu
ds

m
an

 S
A 

w
eb

si
te

 
an

d 
Au

st
lii .

 T
he

 O
m

bu
ds

m
an

 
m

ay
 a

ls
o 

ta
bl

e 
a 

re
po

rt 
in

 
Pa

rli
am

en
t .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

O
m

bu
ds

m
an

 p
ro

vi
de

s 
ac

ce
ss

 to
 in

te
rp

re
te

r 
an

d 
tra

ns
la

tio
n 

se
rv

ic
es

, 
an

d 
se

rv
ic

es
 fo

r p
eo

pl
e 

w
ith

 h
ea

rin
g 

or
 s

pe
ak

in
g 

im
pa

irm
en

ts
 .



408 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

O
ffi

ce
 o

f t
he

 
C

om
m

is
si

on
er

 fo
r 

Eq
ua

l O
pp

or
tu

ni
ty

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
D

is
cr

im
in

at
io

n 
on

 th
e 

ba
si

s 
of

 a
ge

, a
ss

oc
ia

tio
n 

w
ith

 a
 c

hi
ld

, c
ar

in
g 

re
sp

on
si

bi
lit

ie
s,

 d
is

ab
ilit

y,
 

as
si

st
an

ce
 a

ni
m

al
s,

 
th

er
ap

eu
tic

 a
ni

m
al

s,
 

ge
nd

er
 id

en
tit

y,
 in

te
rs

ex
 

st
at

us
, m

ar
ita

l s
ta

tu
s,

 
pr

eg
na

nc
y,

 ra
ce

, r
el

ig
io

us
 

dr
es

s,
 s

ex
, s

ex
ua

l 
or

ie
nt

at
io

n,
 o

r a
 s

po
us

e 
or

 p
ar

tn
er

’s
 id

en
tit

y;
 

se
xu

al
 h

ar
as

sm
en

t a
nd

 
vi

ct
im

is
at

io
n .

Li
m

ita
tio

n 
pe

rio
ds

12
 m

on
th

s .
 H

ow
ev

er
, 

la
te

 c
om

pl
ai

nt
s 

ca
n 

be
 a

cc
ep

te
d 

if 
th

e 
co

m
pl

ai
na

nt
 c

an
 s

ho
w

 
th

at
 th

er
e 

is
 g

oo
d 

re
as

on
 

fo
r t

he
 c

om
pl

ai
nt

 b
ei

ng
 

la
te

, a
nd

 it
 w

ou
ld

 b
e 

fa
ir 

fo
r t

he
 c

om
pl

ai
nt

 to
 b

e 
ta

ke
n 

up
 d

es
pi

te
 b

ei
ng

 
la

te
 .

If 
th

e 
C

om
m

is
si

on
er

 d
oe

s 
no

t a
cc

ep
t t

he
 c

om
pl

ai
nt

 
be

ca
us

e 
it 

is
 la

te
, a

 
co

m
pl

ai
na

nt
 h

as
 a

 ri
gh

t 
to

 a
pp

ly
 to

 th
e 

So
ut

h 
Au

st
ra

lia
n 

C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 b
y 

m
ai

l, 
fa

x 
or

 e
m

ai
l .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r m
ay

 
ha

ve
 s

om
eo

ne
 c

om
pl

ai
ni

ng
 o

n 
th

ei
r b

eh
al

f . 
Th

ey
 a

re
 re

qu
ire

d 
to

 p
ro

vi
de

 a
s 

m
uc

h 
ev

id
en

tia
ry

 
m

at
er

ia
l a

s 
po

ss
ib

le
 to

 in
fo

rm
 

th
e 

in
iti

al
 a

ss
es

sm
en

t .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t, 

im
pa

rti
al

 
bo

dy
 . T

he
 C

om
m

is
si

on
 

do
es

 n
ot

 d
et

er
m

in
e 

w
he

th
er

 d
is

cr
im

in
at

io
n,

 
ha

ra
ss

m
en

t o
r v

ic
tim

is
at

io
n 

ha
s 

oc
cu

rre
d .

 It
 a

ss
is

ts
 th

e 
pa

rti
es

 to
 re

ac
h 

a 
re

so
lu

tio
n .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

C
om

pl
ai

nt
s 

ar
e 

ha
nd

le
d 

in
 

tw
o 

ke
y 

st
ag

es
: a

ss
es

sm
en

t 
an

d 
co

nc
ilia

tio
n .

A
ss

es
sm

en
t

W
he

n 
a 

co
m

pl
ai

nt
 is

 
lo

dg
ed

, t
he

 C
om

m
is

si
on

 w
ill 

as
se

ss
 it

 to
 s

ee
 w

he
th

er
 

it 
is

 c
ov

er
ed

 b
y 

th
e 

Eq
ua

l 
O

pp
or

tu
ni

ty
 A

ct
 (1

98
4)

 .
If 

it 
is

, a
nd

 it
 a

pp
ea

rs
 

th
e 

co
m

pl
ai

na
nt

 h
as

 
be

en
 tr

ea
te

d 
un

fa
irl

y,
 th

e 
C

om
m

is
si

on
 w

ill 
ac

ce
pt

 th
e 

co
m

pl
ai

nt
 a

nd
 a

llo
ca

te
 it

 to
 a

 
C

on
ci

lia
tio

n 
O

ffi
ce

r.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

er
e 

ar
e 

fo
ur

 p
os

si
bl

e 
ou

tc
om

es
 fr

om
 c

on
ci

lia
tio

n:
A

gr
ee

m
en

t: 
w

he
re

 b
ot

h 
si

de
s 

ag
re

e 
on

 a
n 

ou
tc

om
e 

an
d 

si
gn

 a
 c

on
fid

en
tia

l 
ag

re
em

en
t . 

Th
is

 a
gr

ee
m

en
t 

“m
ay

 in
cl

ud
e:

• 
C

ha
ng

es
 to

 p
ol

ic
ie

s/
pr

oc
ed

ur
es

 to
 p

re
ve

nt
 

fu
tu

re
 d

is
cr

im
in

at
io

n
• 

Eq
ua

l o
pp

or
tu

ni
ty

 tr
ai

ni
ng

• 
Jo

b 
re

in
st

at
em

en
t o

r 
tra

ns
fe

r, 
pr

om
ot

io
n,

 
tra

in
in

g,
 a

dj
us

tm
en

t t
o 

ho
ur

s,
 p

ay
 o

r c
on

di
tio

ns
• 

ac
ce

ss
 to

 p
re

vi
ou

sl
y 

re
fu

se
d 

ac
co

m
m

od
at

io
n,

 
en

try
 to

 a
 c

lu
b,

 a
dm

is
si

on
 

to
 a

 c
ou

rs
e 

or
 a

 lo
an

• 
a 

pr
iv

at
e 

or
 p

ub
lic

 a
po

lo
gy

• 
co

m
pe

ns
at

io
n 

fo
r 

ec
on

om
ic

 lo
ss

, d
am

ag
es

 
or

 in
ju

ry
 to

 fe
el

in
gs

 .”
W

ith
dr

aw
al

: “
Af

te
r f

ur
th

er
 

di
sc

us
si

on
 o

r m
or

e 
in

fo
rm

at
io

n,
 th

e 
pe

rs
on

 w
ho

 
m

ad
e 

th
e 

co
m

pl
ai

nt
 m

ay
 

w
ith

dr
aw

 o
r n

ot
 c

on
tin

ue
 w

ith
 

th
ei

r c
om

pl
ai

nt
 .”

D
is

co
nt

in
ua

nc
e:

 “T
he

 E
qu

al
 

O
pp

or
tu

ni
ty

 C
om

m
is

si
on

er
 

m
ay

 d
ec

id
e 

no
t t

o 
co

nt
in

ue
 

to
 c

on
ci

lia
te

 th
e 

co
m

pl
ai

nt
 

ba
se

d 
on

 th
e 

in
fo

rm
at

io
n 

fro
m

 b
ot

h 
si

de
s .

”

https://www.eoc.sa.gov.au/
https://www.eoc.sa.gov.au/
https://www.eoc.sa.gov.au/
https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal
https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal
https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal
https://www.eoc.sa.gov.au/complaints/where-do-i-complain
https://www.eoc.sa.gov.au/complaints/where-do-i-complain


409Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Tr
ib

un
al

 (S
AC

AT
) f

or
 a

 
ru

lin
g 

th
at

 th
e 

co
m

pl
ai

nt
 

sh
ou

ld
 b

e 
ac

ce
pt

ed
 . T

he
 

pe
rs

on
 b

ei
ng

 c
om

pl
ai

ne
d 

ab
ou

t h
as

 a
 ri

gh
t t

o 
ar

gu
e 

ag
ai

ns
t t

he
 a

pp
lic

at
io

n .
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

re
qu

ire
d 

to
:

• 
pr

ov
id

e 
th

ei
r c

om
pl

ai
nt

 
in

 w
rit

in
g 

(c
an

 b
e 

in
 th

ei
r p

re
fe

rre
d 

la
ng

ua
ge

) o
f n

o 
lo

ng
er

 
th

an
 5

 p
ag

es
 .

• 
ex

pl
ai

n 
w

ha
t h

as
 

ha
pp

en
ed

 a
nd

 
w

hy
 th

ey
 th

in
k 

it 
is

 
di

sc
rim

in
at

io
n

• 
id

en
tif

y 
th

e 
gr

ou
nd

s 
of

 
di

sc
rim

in
at

io
n 

an
d 

an
 

ar
ea

 o
f a

ct
iv

ity
 in

 th
ei

r 
co

m
pl

ai
nt

• 
in

cl
ud

e 
de

ta
ils

 a
bo

ut
 

th
e 

or
ga

ni
sa

tio
n 

th
ey

 b
el

ie
ve

 h
as

 
di

sc
rim

in
at

ed
 a

ga
in

st
 

th
em

• 
at

ta
ch

 c
op

ie
s 

of
 a

ny
 re

le
va

nt
 

do
cu

m
en

ta
tio

n .

If 
it 

is
 n

ot
 c

ov
er

ed
 u

nd
er

 
th

e 
Ac

t, 
th

en
 th

e 
co

m
pl

ai
nt

 
w

ill 
be

 d
ec

lin
ed

, a
nd

 th
e 

co
m

pl
ai

na
nt

 w
ill 

re
ce

iv
e 

a 
le

tte
r e

xp
la

in
in

g 
w

hy
 th

is
 is

 
th

e 
ca

se
 .

C
on

ci
lia

tio
n

If 
a 

co
m

pl
ai

nt
 is

 a
cc

ep
te

d,
 

it 
w

ill 
be

 re
fe

rre
d 

fo
r 

co
nc

ilia
tio

n .
 “C

on
ci

lia
tio

n 
ca

n 
be

 c
on

du
ct

ed
 in

 
va

rio
us

 a
nd

 fl
ex

ib
le

 w
ay

s,
 

de
pe

nd
in

g 
on

 th
e 

na
tu

re
 

of
 th

e 
m

at
te

r . 
Fo

r s
om

e 
m

at
te

rs
, c

on
ci

lia
tio

n 
w

ill 
oc

cu
r v

ia
 e

m
ai

l, 
le

tte
r a

nd
/o

r 
te

le
ph

on
e 

co
rre

sp
on

de
nc

e .
 

Fo
r o

th
er

 m
at

te
rs

, t
he

 
C

om
m

is
si

on
er

 m
ay

 a
ls

o 
de

em
 it

 a
pp

ro
pr

ia
te

 to
 c

al
l 

a 
fa

ce
-to

-fa
ce

 c
on

ci
lia

tio
n 

co
nf

er
en

ce
 .”

“C
on

ci
lia

tio
n 

co
nf

er
en

ce
s 

ar
e 

ch
ai

re
d 

by
 a

 
C

om
m

is
si

on
er

’s
 d

el
eg

at
e 

an
d 

ty
pi

ca
lly

 in
vo

lv
e:

• 
Pl

ac
in

g 
al

l p
ar

tie
s 

in
 a

 
ro

om
 to

ge
th

er
 w

ith
 a

 
co

nc
ilia

to
r;

• 
Pr

es
en

tin
g 

al
l t

he
 fa

ct
s 

an
d 

pe
rs

pe
ct

iv
es

 in
 a

 
co

he
re

nt
 w

ay
;

• 
En

su
rin

g 
ea

ch
 p

ar
ty

 is
 

he
ar

d 
in

 a
n 

im
pa

rti
al

 a
nd

 
co

nfi
de

nt
ia

l m
an

ne
r;

R
ef

er
ra

l t
o 

S
A

C
AT

: “
If 

bo
th

 s
id

es
 d

o 
no

t r
ea

ch
 

ag
re

em
en

t, 
th

e 
pe

rs
on

 
w

ho
 m

ad
e 

th
e 

co
m

pl
ai

nt
 

ca
n 

as
k 

th
e 

C
om

m
is

si
on

er
 

to
 re

fe
r t

he
ir 

ca
se

 to
 

th
e 

So
ut

h 
Au

st
ra

lia
n 

C
iv

il 
an

d 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 
(S

AC
AT

) . 
Th

is
 is

 a
 p

ub
lic

 
co

ur
t h

ea
rin

g 
w

he
re

 th
e 

Tr
ib

un
al

 c
an

 m
ak

e 
a 

le
ga

l 
ju

dg
em

en
t a

bo
ut

 th
e 

ca
se

 .”
R

ol
es

 o
f p

er
pe

tra
to

r 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

If 
an

 a
gr

ee
m

en
t i

s 
re

ac
he

d,
 

bo
th

 p
ar

tie
s 

si
gn

 a
 w

rit
te

n,
 

co
nfi

de
nt

ia
l a

gr
ee

m
en

t.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d.

https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal
https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal
https://www.eoc.sa.gov.au/complaints/complaint-process/south-australian-civil-and-administrative-tribunal


410 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
A 

pe
rs

on
 m

ay
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

be
ha

lf 
of

 
so

m
eo

ne
 e

ls
e,

 a
s 

lo
ng

 a
s 

th
ey

 h
av

e 
th

ei
r w

rit
te

n 
an

d 
si

gn
ed

 c
on

se
nt

 (t
hi

s 
m

ay
 

be
 a

 p
ow

er
 o

f a
tto

rn
ey

 if
 

th
ey

 a
re

 u
na

bl
e 

to
 s

ig
n 

fo
r 

th
em

se
lv

es
) .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
Pr

om
ot

in
g 

fra
nk

, h
on

es
t, 

an
d 

op
en

 d
is

cu
ss

io
n 

ar
ou

nd
 s

ol
ut

io
ns

 / 
ou

tc
om

es
; a

nd
• 

W
or

ki
ng

 to
ge

th
er

 to
 

re
ac

h 
m

ut
ua

lly
 a

gr
ee

ab
le

 
ou

tc
om

es
 a

nd
 to

 d
ra

ft 
th

os
e 

ou
tc

om
es

 in
to

 a
 

si
gn

ed
 a

gr
ee

m
en

t .”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Is
 e

xp
ec

te
d 

to
 p

ro
vi

de
 th

e 
C

om
m

is
si

on
 w

ith
 fu

rth
er

 
in

fo
rm

at
io

n 
ab

ou
t t

he
 

m
at

te
r, 

an
d 

pa
rti

ci
pa

te
 in

 a
 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Is
 e

xp
ec

te
d 

to
 p

ro
vi

de
 th

e 
C

om
m

is
si

on
 w

ith
 fu

rth
er

 
in

fo
rm

at
io

n 
ab

ou
t t

he
 

m
at

te
r, 

an
d 

pa
rti

ci
pa

te
 in

 a
 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Pe
rs

on
al

 in
fo

rm
at

io
n 

w
ill 

no
t 

be
 d

is
cl

os
ed

 to
 a

 th
ird

 p
ar

ty
 

“u
nl

es
s:

• 
th

e 
pe

rs
on

 h
as

 c
on

se
nt

ed
 

to
 th

e 
in

fo
rm

at
io

n 
be

in
g 

se
nt

, e
ith

er
 e

xp
re

ss
ly

 o
r 

im
pl

ie
dl

y
• 

it 
is

 to
 p

re
ve

nt
 o

r l
es

se
n 

a 
se

rio
us

 th
re

at
 o

f 
lif

e,
 h

ea
lth

 o
r s

af
et

y 
of

 
yo

ur
se

lf 
or

 a
no

th
er

 p
er

so
n

• 
th

e 
di

sc
lo

su
re

 is
 

au
th

or
is

ed
 u

nd
er

 la
w

• 
th

e 
di

sc
lo

su
re

 is
 

ne
ce

ss
ar

y 
fo

r t
he

 
en

fo
rc

em
en

t o
f t

he
 

cr
im

in
al

 la
w,

 a
 la

w
 

im
po

si
ng

 a
 p

ec
un

ia
ry

 
pe

na
lty

, o
r f

or
 th

e 
pr

ot
ec

tio
n 

of
 p

ub
lic

 
re

ve
nu

e 
or

 th
e 

in
te

re
st

s 
of

 th
e 

go
ve

rn
m

en
t o

r 
st

at
ut

or
y 

au
th

or
ity

 o
r 

st
at

ut
or

y 
offi

ce
 h

ol
de

r o
f 

as
 a

n 
em

pl
oy

er



411Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

• 
th

e 
di

sc
lo

su
re

 is
 

ne
ce

ss
ar

y 
be

ca
us

e 
of

 
su

sp
ic

io
n 

of
 u

nl
aw

fu
l 

ac
tiv

ity
, i

lle
ga

l o
r s

er
io

us
 

m
is

co
nd

uc
t .”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 h

an
dl

in
g 

da
ta

 is
 p

ub
lis

he
d 

in
 th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l r

ep
or

ts
.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
In

 a
dd

iti
on

 to
 c

om
pl

ai
nt

s 
ha

nd
lin

g,
 th

e 
C

om
m

is
si

on
 

pe
rfo

rm
s 

a 
nu

m
be

r o
f 

fu
nc

tio
ns

, i
nc

lu
di

ng
 a

dv
is

in
g 

go
ve

rn
m

en
t o

n 
le

gi
sl

at
iv

e 
an

d 
po

lic
y 

re
fo

rm
s 

re
la

tin
g 

to
 

eq
ua

l o
pp

or
tu

ni
ty

 .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Pr

ov
id

es
 a

cc
es

s 
to

 in
te

rp
re

te
r 

an
d 

tra
ns

la
tio

n 
se

rv
ic

es
, 

an
d 

se
rv

ic
es

 fo
r p

eo
pl

e 
w

ith
 h

ea
rin

g 
or

 s
pe

ak
in

g 
im

pa
irm

en
ts

 .



412 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

O
ffi

ce
 o

f t
he

 S
ou

th
 

A
us

tr
al

ia
n 

H
ea

lth
 

an
d 

C
om

m
un

ity
 

Se
rv

ic
es

 C
om

pl
ai

nt
s 

C
om

m
is

si
on

er
  

W
ho

 c
an

 c
om

pl
ai

n?
N

ot
 s

pe
ci

fie
d.

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

Ph
ys

ic
al

, v
er

ba
l o

r s
ex

ua
l 

ab
us

e:
 

“Y
ou

 m
ay

 c
om

pl
ai

n 
if:

• 
Se

rv
ic

es
 w

er
e 

re
fu

se
d

• 
Se

rv
ic

es
 w

er
e 

no
t 

co
m

pl
et

ed
 o

n 
tim

e
• 

Se
rv

ic
es

 w
er

e 
in

ap
pr

op
ria

te
 fo

r y
ou

 
fo

r s
om

e 
ot

he
r r

ea
so

n 
(fo

r e
xa

m
pl

e,
 y

ou
 

ha
ve

 a
 d

is
ab

ilit
y 

or
 

yo
ur

 c
ul

tu
ra

l n
ee

ds
 

w
er

e 
no

t t
ak

en
 in

to
 

ac
co

un
t)

• 
Se

rv
ic

es
 w

er
e 

de
liv

er
ed

 
in

ad
eq

ua
te

ly,
 

ne
gl

ig
en

tly
, o

r i
f 

si
gn

ifi
ca

nt
 e

rro
rs

 w
er

e 
m

ad
e 

du
rin

g 
th

ei
r 

de
liv

er
y

• 
Th

e 
se

rv
ic

e 
pr

ov
id

er
 

tre
at

ed
 y

ou
 in

 a
 

ru
de

 o
r d

is
re

sp
ec

tfu
l 

m
an

ne
r

• 
Ab

us
iv

e 
tre

at
m

en
t, 

w
he

th
er

 p
hy

si
ca

l, 
ve

rb
al

, o
r s

ex
ua

l
• 

Th
e 

ca
re

 p
ro

vi
de

r 
fa

ile
d 

to
 re

sp
ec

t y
ou

r 
rig

ht
s .

”

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
C

om
m

is
si

on
er

Fo
rm

 o
f c

om
pl

ai
nt

Te
le

ph
on

e 
or

 o
nl

in
e 

fo
rm

 .
Th

e 
co

m
pl

ai
nt

 fo
rm

 a
sk

s 
fo

r 
th

e 
de

ta
ils

 o
f t

he
 c

om
pl

ai
na

nt
, 

w
he

th
er

 th
ey

 n
ee

d 
an

 
in

te
rp

re
te

r, 
de

ta
ils

 o
f t

he
 p

er
so

n 
w

ho
 re

ce
iv

ed
 th

e 
se

rv
ic

e,
  

de
ta

ils
 o

f t
he

 s
er

vi
ce

 w
hi

ch
 

th
e 

co
m

pl
ai

nt
 w

as
 a

bo
ut

, h
ow

 
th

e 
co

m
pl

ai
nt

 w
ou

ld
 li

ke
 th

e 
co

m
pl

ai
nt

 re
so

lv
ed

, w
he

th
er

 
th

e 
co

m
pl

ai
na

nt
 h

as
 tr

ie
d 

to
 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 w

ith
 th

e 
se

rv
ic

e 
pr

ov
id

er
 a

nd
 w

he
th

er
 

th
e 

co
m

pl
ai

na
nt

 h
as

 m
ad

e 
a 

co
m

pl
ai

nt
 to

 a
no

th
er

 p
er

so
n 

or
 

or
ga

ni
sa

tio
n .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
on

e 
sp

ec
ifi

ed
.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
W

he
n 

a 
co

m
pl

ai
nt

 c
an

no
t b

e 
re

so
lv

ed
 in

fo
rm

al
ly,

 it
 c

an
 b

e 
m

ed
ia

te
d 

in
fo

rm
al

ly,
 re

fe
rre

d 
to

 c
on

ci
lia

tio
n,

 re
fe

rre
d 

to
 

an
ot

he
r b

od
y 

or
 c

lo
se

d
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 p

ro
vi

de
r/

go
ve

rn
m

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, i
nc

lu
di

ng
 fo

rm
al

 
pr

oc
es

s 
fo

r a
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
 to

 tr
ig

ge
r a

 
sy

st
em

ic
 re

sp
on

se
:

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

on
e 

sp
ec

ifi
ed

.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

https://www.hcscc.sa.gov.au
https://www.hcscc.sa.gov.au
https://www.hcscc.sa.gov.au
https://www.hcscc.sa.gov.au
https://www.hcscc.sa.gov.au
https://www.hcscc.sa.gov.au/hcscc-charter-of-rights/
https://www.hcscc.sa.gov.au/hcscc-charter-of-rights/


413Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
 c

om
pl

ai
nt

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed
.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
om

pl
ai

nt
s 

ar
e 

co
nfi

de
nt

ia
l. 

C
om

pl
ai

na
nt

s 
ar

e 
pr

ot
ec

te
d 

fro
m

 in
tim

id
at

io
n .

  
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

on
e 

sp
ec

ifi
ed

.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

C
om

pl
ai

nt
 tr

en
ds

 a
re

 
m

on
ito

re
d 

an
d 

re
po

rte
d:

“A
t a

ll 
tim

es
 w

e 
co

m
m

it 
to

: 
• 

ac
tin

g 
in

de
pe

nd
en

tly
, 

im
pa

rti
al

ly
 a

nd
 in

 th
e 

pu
bl

ic
 in

te
re

st
 . 

• 
pr

ot
ec

tin
g 

co
ns

um
er

s 
in

vo
lv

ed
 in

 a
 c

om
pl

ai
nt

 
fro

m
 re

pr
is

al
s,

 th
re

at
s 

or
 

in
tim

id
at

io
n 

in
 a

ny
 w

ay
 

re
la

te
d 

to
 th

e 
co

m
pl

ai
nt

 . 
• 

m
ak

in
g 

re
co

m
m

en
da

tio
ns

 
to

 im
pr

ov
e 

sa
fe

ty
 a

nd
 

qu
al

ity
 in

 s
er

vi
ce

 d
el

iv
er

y .
 

• 
m

on
ito

rin
g 

an
d 

re
po

rti
ng

 
co

m
pl

ai
nt

 tr
en

ds
 .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

on
e 

sp
ec

ifi
ed

.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

on
e 

sp
ec

ifi
ed

.
O

th
er

 
re

le
va

nt
 

no
n-

co
m

pl
ai

nt
 

bo
di

es

SA
 M

en
ta

l H
ea

lth
 

C
om

m
is

si
on

 
N

ot
e 

– 
do

es
 n

ot
 h

an
dl

e 
co

m
pl

ai
nt

s 
bu

t d
riv

es
 

sy
st

em
-w

id
e 

re
fo

rm

https://samentalhealthcommission.com.au/what-we-do/sa-mental-health-plan/
https://samentalhealthcommission.com.au/what-we-do/sa-mental-health-plan/


414 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Ju
ri

sd
ic

tio
n:

 T
as

m
an

ia

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ed
uc

at
io

n
TA

S 
D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n
W

ho
 c

an
 c

om
pl

ai
n?

“A
ny

on
e 

w
ho

 is
 d

ire
ct

ly
 

im
pa

ct
ed

 b
y 

a 
sc

ho
ol

 o
r 

C
FL

C
 d

ec
is

io
n,

 a
ct

io
n 

an
d 

se
rv

ic
e 

or
 th

e 
fa

ilu
re

 
to

 ta
ke

 a
n 

ac
tio

n,
 m

ak
e 

a 
de

ci
si

on
 o

r p
ro

vi
de

 a
 

se
rv

ic
e .

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
R

ef
er

s 
si

m
pl

y 
to

 
a 

co
m

pl
ai

nt
 b

ei
ng

 
an

 “e
xp

re
ss

io
n 

of
 

di
ss

at
is

fa
ct

io
n…

fro
m

 a
 

pe
rs

on
 w

ho
 h

as
 b

ee
n 

di
re

ct
ly

 a
ffe

ct
ed

 b
y 

an
 

ac
tio

n,
 d

ec
is

io
n 

or
 s

er
vi

ce
” 

(o
r l

ac
k 

th
er

eo
f) .

C
om

pl
ai

nt
s 

th
at

 th
e 

D
ep

ar
tm

en
t e

xc
lu

de
s 

in
cl

ud
e 

co
m

pl
ai

nt
s 

ab
ou

t 
en

ro
lm

en
ts

, i
nc

id
en

ts
 

ou
ts

id
e 

of
 s

ch
oo

l, 
an

d 
st

ud
en

t t
ra

ns
po

rt .
 It

 a
ls

o 
st

at
es

 th
at

 c
om

pl
ai

nt
s 

ab
ou

t s
ta

ff 
m

is
co

nd
uc

t a
re

 
m

an
ag

ed
 u

nd
er

 s
ep

ar
at

e 
“H

um
an

 R
es

ou
rc

e 
pr

oc
es

se
s”

, r
at

he
r t

ha
n 

its
 

co
m

pl
ai

nt
 m

an
ag

em
en

t 
po

lic
y .

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
e 

D
ep

ar
tm

en
t a

do
pt

s 
a 

3-
le

ve
l a

pp
ro

ac
h 

to
 c

om
pl

ai
nt

s 
ha

nd
lin

g .
Le

ve
l 1

: E
ar

ly
 R

es
ol

ut
io

n
Th

e 
C

om
pl

ai
na

nt
 is

 e
xp

ec
te

d 
to

 
at

te
m

pt
 to

 re
so

lv
e 

th
e 

di
sp

ut
e 

at
 

th
e 

se
rv

ic
e 

pr
ov

id
er

 le
ve

l (
e .

g .
, 

th
e 

sc
ho

ol
 o

r f
am

ily
 le

ar
ni

ng
 

ce
nt

re
) i

n 
th

e 
fir

st
 in

st
an

ce
. 

Le
ve

l 2
: I

nt
er

na
l R

ev
ie

w
If 

a 
co

m
pl

ai
na

nt
 re

m
ai

ns
 

un
sa

tis
fie

d 
w

ith
 th

e 
co

m
pl

ai
nt

 
ha

nd
lin

g 
at

 L
ev

el
 1

, t
he

y 
ca

n 
re

qu
es

t a
n 

in
te

rn
al

 re
vi

ew
 b

y 
th

e 
Le

ar
ni

ng
 S

er
vi

ce
s 

un
it 

at
 

th
e 

D
ep

ar
tm

en
t . 

Th
is

 c
an

 b
e 

lo
dg

ed
 u

si
ng

 a
n 

on
lin

e 
fo

rm
, o

r 
co

nt
ac

tin
g 

th
em

 b
y 

ph
on

e .
 T

hi
s 

m
us

t b
e 

do
ne

 w
ith

in
 2

8 
da

ys
 o

f 
re

ce
iv

in
g 

th
e 

Ea
rly

 R
es

ol
ut

io
n 

ou
tc

om
e .

 C
om

pl
ai

nt
s 

w
ill 

be
 

ac
kn

ow
le

dg
ed

 w
ith

in
 3

 w
or

ki
ng

 
da

ys
 .

Le
ve

l 3
: E

xt
er

na
l R

ev
ie

w
If 

a 
co

m
pl

ai
na

nt
 re

m
ai

ns
 

un
sa

tis
fie

d 
af

te
r a

n 
in

te
rn

al
 

re
vi

ew
, t

he
y 

ar
e 

di
re

ct
ed

 to
 a

n 
ex

te
rn

al
 re

vi
ew

 b
od

y 
su

ch
 a

s 
O

m
bu

ds
m

an
 T

as
m

an
ia

 .
Fo

rm
 o

f c
om

pl
ai

nt
It 

is
 u

nc
le

ar
 w

he
th

er
 th

e 
D

ep
ar

tm
en

t a
cc

ep
ts

 a
no

ny
m

ou
s 

co
m

pl
ai

nt
s .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
“A

ll 
st

aff
 a

re
 le

ga
lly

 re
qu

ire
d 

to
 re

po
rt 

an
y 

kn
ow

n 
or

 s
us

pe
ct

ed
 a

bu
se

 o
f 

st
ud

en
ts

 to
 th

e 
ap

pr
op

ria
te

 
au

th
or

iti
es

 .”
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Th

e 
D

ep
ar

tm
en

t m
ay

 b
e 

th
e 

pe
rp

et
ra

to
r o

r f
un

d 
th

e 
se

rv
ic

e 
pr

ov
id

er
 w

ho
 is

 th
e 

su
bj

ec
t o

f t
he

 c
om

pl
ai

nt
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

At
 L

ev
el

 1
 (E

ar
ly

 R
es

ol
ut

io
n)

, 
co

m
pl

ai
nt

s 
ar

e 
re

so
lv

ed
 

ac
co

rd
in

g 
to

 th
e 

pr
oc

es
se

s 
of

 e
ac

h 
in

di
vi

du
al

 s
er

vi
ce

 
pr

ov
id

er
/s

ch
oo

l . 
Th

e 
D

ep
ar

tm
en

t’s
 c

om
pl

ai
nt

 
ha

nd
lin

g 
po

lic
y 

no
te

s 
th

at
 

at
 th

is
 le

ve
l, 

a 
pr

in
ci

pa
l m

ay
 

en
ga

ge
 a

 d
is

pu
te

 re
so

lu
tio

n 
pr

ov
id

er
 to

 a
ss

is
t i

n 
re

so
lv

in
g 

th
e 

co
m

pl
ai

nt
, h

ow
ev

er
 th

is
 

is
 n

ot
 g

ua
ra

nt
ee

d .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“R

es
ol

ut
io

ns
 c

an
 in

cl
ud

e:
• 

an
 e

xp
la

na
tio

n
• 

re
ac

hi
ng

 a
 c

om
pr

om
is

e
• 

ch
an

gi
ng

 a
 d

ec
is

io
n 

or
 

ac
tio

n 
• 

sp
ee

di
ng

 u
p 

a 
de

ci
si

on
 .”

Th
e 

D
ep

ar
tm

en
t c

au
tio

ns
 

th
at

 “a
 re

so
lu

tio
n 

m
ay

 o
r 

m
ay

 n
ot

 s
at

is
fy

 e
ve

ry
on

e .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Th
e 

D
ep

ar
tm

en
t s

ta
te

s 
th

at
 

it 
co

nt
ac

ts
 c

om
pl

ai
na

nt
s 

ab
ou

t t
he

 o
ut

co
m

e 
of

 th
ei

r 
co

m
pl

ai
nt

 a
nd

 a
ny

 re
vi

ew
 

op
tio

ns
 a

va
ila

bl
e 

to
 th

em
 . I

t 
do

es
 n

ot
 s

pe
ci

fy
 w

he
th

er
 th

is
 

is
 d

on
e 

in
 w

rit
in

g .

https://www.education.tas.gov.au/about-us/contacts/
https://www.education.tas.gov.au/about-us/contacts/


415Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

At
 L

ev
el

 2
 (I

nt
er

na
l R

ev
ie

w
), 

th
e 

D
ep

ar
tm

en
t d

oe
s 

no
t p

ro
vi

de
 d

et
ai

ls
 o

n 
th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n 
pr

oc
ed

ur
e .

 It
 n

ot
es

 th
at

 it
 

ai
m

s 
to

 re
so

lv
e 

co
m

pl
ai

nt
s 

qu
ic

kl
y,

 a
nd

 th
at

 “t
he

 
co

m
pl

ai
nt

 p
ro

ce
ss

 a
nd

 le
ve

l 
of

 re
so

ur
ce

s 
al

lo
ca

te
d 

to
 a

 
co

m
pl

ai
nt

, w
ill 

be
 d

et
er

m
in

ed
 

by
 th

e 
D

oE
 b

as
ed

 o
n 

th
e 

su
bs

ta
nc

e 
of

 th
e 

co
m

pl
ai

nt
 .”

C
om

pl
ai

nt
s 

at
 L

ev
el

 1
 a

re
 

ex
pe

ct
ed

 to
 ta

ke
 u

p 
to

 4
5 

w
or

ki
ng

 d
ay

s .
 In

te
rn

al
 re

vi
ew

 
re

qu
es

ts
 m

us
t b

e 
su

bm
itt

ed
 

w
ith

in
 2

8 
da

ys
 o

f r
ec

ei
vi

ng
 a

 
co

m
pl

ai
nt

 o
ut

co
m

e;
 a

nd
 a

n 
in

te
rn

al
 re

vi
ew

 c
an

 ta
ke

 u
p 

to
 

90
 w

or
ki

ng
 d

ay
s .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
D

ep
ar

tm
en

t’s
 c

om
pl

ai
nt

s 
m

an
ag

em
en

t p
ol

ic
y 

st
at

es
 

th
at

 “a
ll 

pa
rti

es
 w

ill 
be

 k
ep

t 
in

fo
rm

ed
 a

bo
ut

 th
e 

pr
og

re
ss

 
of

 th
e 

co
m

pl
ai

nt
, i

nc
lu

di
ng

 
th

e 
ou

tc
om

e 
an

d 
th

e 
re

as
on

s 
fo

r a
ny

 d
ec

is
io

ns
 .”

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

Le
ve

l 2
 o

f t
he

 c
om

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s 

is
, b

y 
na

tu
re

, a
n 

in
te

rn
al

 re
vi

ew
 o

f 
a 

de
ci

si
on

 th
at

 is
 a

ss
um

ed
 to

 
be

gi
n 

at
 L

ev
el

 1
 (t

he
 s

er
vi

ce
 

pr
ov

id
er

). 
Th

e 
D

ep
ar

tm
en

t’s
 

co
m

pl
ai

nt
s 

ha
nd

lin
g 

po
lic

y 
do

es
 n

ot
 s

pe
ci

fy
 w

he
th

er
 

th
er

e 
is

 fu
rth

er
 s

co
pe

 fo
r 

co
m

pl
ai

nt
 o

ut
co

m
es

 to
 

be
 re

vi
ew

ed
 a

t L
ev

el
 2

 
(w

ith
in

 th
e 

D
ep

ar
tm

en
t) .

 
C

om
pl

ai
na

nt
s 

un
sa

tis
fie

d 
w

ith
 L

ev
el

 2
 o

ut
co

m
es

 
ar

e 
en

co
ur

ag
ed

 to
 s

ee
k 

an
 e

xt
er

na
l r

ev
ie

w
 fr

om
 

O
m

bu
ds

m
an

 T
as

m
an

ia
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

D
ep

ar
tm

en
t’s

 c
om

pl
ai

nt
 

m
an

ag
em

en
t p

ol
ic

y 
st

at
es

 
th

at
 “c

om
pl

ai
na

nt
s 

w
ill 

no
t b

e 
ad

ve
rs

el
y 

aff
ec

te
d 

be
ca

us
e 

th
ey

 h
av

e 
m

ad
e 

a 
co

m
pl

ai
nt

 .”
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
“A

ll 
st

aff
 a

re
 le

ga
lly

 re
qu

ire
d 

to
 re

po
rt 

an
y 

kn
ow

n 
or

 s
us

pe
ct

ed
 a

bu
se

 o
f 

st
ud

en
ts

 to
 th

e 
ap

pr
op

ria
te

 
au

th
or

iti
es

 .”



416 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Th
e 

D
ep

ar
tm

en
t’s

 c
om

pl
ai

nt
s 

m
an

ag
em

en
t p

ol
ic

y 
st

at
es

 
th

at
 “a

ll 
pa

rti
es

 w
ill 

be
 k

ep
t 

in
fo

rm
ed

 a
bo

ut
 th

e 
pr

og
re

ss
 

of
 th

e 
co

m
pl

ai
nt

, i
nc

lu
di

ng
 

th
e 

ou
tc

om
e 

an
d 

th
e 

re
as

on
s 

fo
r a

ny
 d

ec
is

io
ns

 .”
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

D
ep

ar
tm

en
t e

m
pl

oy
ee

s 
ar

e 
ex

pe
ct

ed
 to

 “m
ai

nt
ai

n 
th

e 
co

nfi
de

nt
ia

lit
y 

of
 a

ll 
pa

rti
es

 
w

he
n 

m
an

ag
in

g 
co

m
pl

ai
nt

s 
in

 a
lig

nm
en

t w
ith

 p
ol

ic
y 

an
d 

le
gi

sl
at

iv
e 

re
qu

ire
m

en
ts

 .”
Fo

r p
riv

ac
y 

re
as

on
s,

 
th

e 
D

ep
ar

tm
en

t s
ta

te
s 

th
at

 it
 “c

an
no

t g
iv

e 
[th

e 
co

m
pl

ai
na

nt
] i

nf
or

m
at

io
n 

ab
ou

t o
th

er
 p

eo
pl

e 
in

vo
lv

ed
 

in
 [t

he
ir]

 c
om

pl
ai

nt
.”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

D
ep

ar
tm

en
t’s

 L
ea

rn
in

g 
Se

rv
ic

es
 u

ni
t r

ec
or

ds
 “d

at
a 

on
 c

om
pl

ai
nt

s 
to

 id
en

tif
y 

tre
nd

s 
an

d 
em

er
gi

ng
 is

su
es

, 
id

en
tif

y 
eff

ec
tiv

e 
so

lu
tio

ns
 

an
d 

m
ea

su
re

 p
er

fo
rm

an
ce

 .” 
Th

is
 in

fo
rm

at
io

n 
is

 “r
ep

or
te

d 
qu

ar
te

rly
 to

 th
e 

Le
ar

ni
ng

 
Se

rv
ic

es
 D

ire
ct

or
s 

an
d 

an
nu

al
ly

 to
 D

oE
 E

xe
cu

tiv
e,

 
to

 in
fo

rm
 fu

tu
re

 p
la

nn
in

g,
 

po
lic

y,
 a

nd
 c

on
tin

uo
us

 
se

rv
ic

e 
im

pr
ov

em
en

t .”



417Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

D
ep

ar
tm

en
t a

cc
ep

ts
 

co
m

pl
ai

nt
s 

fro
m

 d
ea

f, 
he

ar
in

g-
im

pa
ire

d 
or

 s
pe

ec
h-

im
pa

ire
d 

cu
st

om
er

s 
th

ro
ug

h 
th

e 
N

at
io

na
l R

el
ay

 S
er

vi
ce

 .
H

ea
lth

TA
S 

D
ep

ar
tm

en
t o

f 
H

ea
lth

Th
er

e 
is

 li
m

ite
d 

in
fo

rm
at

io
n 

on
 th

e 
de

pa
rtm

en
t’s

 w
eb

si
te

 
ab

ou
t t

he
 c

om
pl

ai
nt

s 
pr

oc
es

s .

Pe
op

le
 s

ee
ki

ng
 to

 p
ro

vi
de

 
fe

ed
ba

ck
 to

 th
e 

D
ep

ar
tm

en
t c

an
 

us
e 

an
 o

nl
in

e 
fe

ed
ba

ck
 fo

rm
, 

or
 fi

ll 
ou

t a
 C

lie
nt

 E
xp

er
ie

nc
e 

Su
rv

ey
 . T

he
y 

m
ay

 a
ls

o 
co

nt
ac

t 
th

e 
de

pa
rtm

en
t b

y 
ph

on
e 

fo
r 

fu
rth

er
 a

ss
is

ta
nc

e .

Th
er

e 
is

 n
o 

in
fo

rm
at

io
n 

on
 

ho
w

 c
om

pl
ai

nt
s 

ar
e 

re
so

lv
ed

 .
Th

er
e 

is
 n

o 
in

fo
rm

at
io

n 
on

 
th

e 
ou

tc
om

es
 o

f c
om

pl
ai

nt
s .

C
om

pl
ai

na
nt

s 
w

ho
 re

qu
ire

 
co

m
m

un
ic

at
io

n 
as

si
st

an
ce

 
ar

e 
di

re
ct

ed
 to

 th
e 

N
at

io
na

l 
R

el
ay

 S
er

vi
ce

 o
r i

nt
er

pr
et

in
g 

an
d 

tra
ns

la
tio

n 
se

rv
ic

es
 .

http://www.health.tas.gov.au/contact
http://www.health.tas.gov.au/contact


418 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

H
ea

lth
 C

om
pl

ai
nt

s 
C

om
m

is
si

on
er

W
ho

 c
an

 c
om

pl
ai

n?
O

nl
y 

a 
pe

rs
on

 w
ho

 h
as

 
re

ce
iv

ed
 a

 h
ea

lth
 s

er
vi

ce
s 

in
 T

as
m

an
ia

, o
r t

he
ir 

re
pr

es
en

ta
tiv

e .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
re

la
te

 to
:

• 
“tr

ea
tm

en
t

• 
ac

ce
ss

 to
 s

er
vi

ce
s

• 
qu

al
ity

 a
nd

 s
af

et
y

• 
ca

re
 a

nd
 a

tte
nt

io
n

• 
re

sp
ec

t a
nd

 d
ig

ni
ty

• 
fe

es
 a

nd
 c

ha
rg

es

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
us

in
g 

an
 o

nl
in

e 
or

 h
ar

d 
co

py
 

co
m

pl
ai

nt
 fo

rm
, b

y 
ph

on
e 

or
 in

 
pe

rs
on

 . A
ll 

co
m

pl
ai

nt
s 

w
ill 

be
 

re
qu

ire
d 

to
 b

e 
pu

t i
n 

w
rit

in
g .

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 ra
is

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 th
e 

se
rv

ic
e 

pr
ov

id
er

 in
 q

ue
st

io
n 

in
 

th
e 

fir
st

 in
st

an
ce

.
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

pe
rm

itt
ed

, h
ow

ev
er

 th
is

 m
ay

 
im

pa
ct

 th
e 

eff
ec

tiv
en

es
s 

of
 th

e 
in

ve
st

ig
at

io
n 

in
to

 th
e 

m
at

te
r .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

R
ec

ei
pt

 o
f c

om
pl

ai
nt

s 
is

 
ac

kn
ow

le
dg

ed
, a

nd
 th

en
 th

ey
 

ar
e 

as
se

ss
ed

 to
 s

ee
 if

 e
ar

ly
 

re
so

lu
tio

n 
is

 p
os

si
bl

e,
 b

ef
or

e 
m

ov
in

g 
to

 a
 m

or
e 

fo
rm

al
 

as
se

ss
m

en
t p

ro
ce

ss
 .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

 
H

ow
ev

er
, o

f n
ot

e 
– 

th
e 

C
om

m
is

si
on

er
 is

 a
ls

o 
th

e 
St

at
e 

O
m

bu
ds

m
an

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Po

ss
ib

le
 o

ut
co

m
es

 in
cl

ud
e:

• 
“a

n 
ap

ol
og

y
• 

an
 e

xp
la

na
tio

n
• 

a 
re

fu
nd

 o
f o

ut
 o

f p
oc

ke
t 

ex
pe

ns
es

• 
a 

ch
an

ge
 in

 p
ol

ic
y 

or
 

pr
oc

ed
ur

e
• 

co
m

pe
ns

at
io

n”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

https://www.healthcomplaints.tas.gov.au/
https://www.healthcomplaints.tas.gov.au/


419Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

• 
co

m
m

un
ic

at
io

n 
ab

ou
t 

tre
at

m
en

t, 
op

tio
ns

 a
nd

 
co

st
s

• 
yo

ur
 in

vo
lv

em
en

t i
n 

he
al

th
ca

re
 d

ec
is

io
ns

• 
th

e 
w

ay
 y

ou
r h

ea
lth

 
se

rv
ic

e 
pr

ov
id

er
 

ha
nd

le
s 

yo
ur

 
co

m
pl

ai
nt

”
C

om
pl

ai
nt

s 
w

hi
ch

 a
re

 
ex

cl
ud

ed
 in

cl
ud

e 
th

os
e 

co
nc

er
ni

ng
:

• 
“th

e 
co

nt
en

ts
 o

f a
 

m
ed

ic
al

 re
po

rt
• 

M
ed

ic
ar

e 
or

 h
ea

lth
 

in
su

ra
nc

e
• 

or
de

rs
 m

ad
e 

by
 th

e 
M

en
ta

l H
ea

lth
 T

rib
un

al
• 

or
de

rs
 m

ad
e 

by
 th

e 
G

ua
rd

ia
ns

hi
p 

an
d 

Ad
m

in
is

tra
tio

n 
Bo

ar
d

• 
he

al
th

 s
er

vi
ce

s 
re

ce
iv

ed
 in

 a
no

th
er

 
st

at
e 

or
 te

rri
to

ry
 .

• 
re

st
ric

tio
ns

 o
n 

pr
es

cr
ib

in
g 

by
 th

e 
Ph

ar
m

ac
eu

tic
al

 
Se

rv
ic

es
 B

ra
nc

h”
Li

m
ita

tio
n 

pe
rio

ds
U

su
al

ly
 2

 y
ea

rs
 fr

om
 th

e 
da

te
 o

f t
he

 in
ci

de
nt

 in
 

qu
es

tio
n,

 o
r w

he
n 

th
e 

co
m

pl
ai

na
nt

 b
ec

am
e 

aw
ar

e 
of

 th
e 

is
su

e 
th

at
 

is
 th

e 
su

bj
ec

t o
f t

he
 

co
m

pl
ai

nt
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

La
w

ye
rs

 a
re

 n
ot

 re
qu

ire
d,

 b
ut

 
co

m
pl

ai
na

nt
s 

ca
n 

se
ek

 le
ga

l 
ad

vi
ce

 if
 n

ee
de

d .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
er

e 
ar

e 
a 

nu
m

be
r o

f 
op

tio
ns

/a
ve

nu
es

 th
at

 m
ay

 b
e 

pu
rs

ue
d .

1 .
 

E
ar

ly
 R

es
ol

ut
io

n 
Th

e 
fo

cu
s 

is
 o

n 
qu

ic
k,

 
in

fo
rm

al
 re

so
lu

tio
n 

be
tw

ee
n 

th
e 

pa
rti

es
, 

fa
ci

lit
at

ed
 b

y 
th

e 
C

om
m

is
si

on
, o

ve
r t

he
 

ph
on

e .
2 .

 
Fo

rm
al

 A
ss

es
sm

en
t 

If 
a 

co
m

pl
ai

nt
 is

 
as

se
ss

ed
 a

s 
be

in
g 

m
or

e 
co

m
pl

ex
, i

t m
ay

 b
e 

ta
ke

n 
th

ro
ug

h 
a 

m
or

e 
fo

rm
al

 
as

se
ss

m
en

t p
ro

ce
ss

 . T
he

 
C

om
m

is
si

on
 w

ill 
w

rit
e 

to
 

th
e 

co
m

pl
ai

na
nt

 s
ee

ki
ng

 
fu

rth
er

 in
fo

rm
at

io
n .

 
Th

e 
pr

oc
es

s 
m

ay
 a

ls
o 

in
vo

lv
e 

th
e 

fo
llo

w
in

g:
• 

“s
en

di
ng

 a
 c

op
y 

of
 th

e 
co

m
pl

ai
nt

 to
 

th
e 

he
al

th
 s

er
vi

ce
 

pr
ov

id
er

 re
qu

es
tin

g 
a 

re
sp

on
se

 to
 th

e 
is

su
es

 ra
is

ed
• 

ob
ta

in
in

g 
a 

co
py

 o
f 

th
e 

m
ed

ic
al

 re
co

rd
s 

w
hi

ch
 re

la
te

 to
 th

e 
co

m
pl

ai
nt

• 
se

ek
in

g 
in

fo
rm

at
io

n 
fro

m
 p

re
vi

ou
s 

or
 

su
bs

eq
ue

nt
 h

ea
lth

 
ca

re
 p

ro
vi

de
rs

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d.
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
N

ot
 s

pe
ci

fie
d.

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
w

ho
 re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
e 

ou
tc

om
e 

or
 p

ro
ce

ss
 o

f h
an

dl
in

g 
th

ei
r 

co
m

pl
ai

nt
, c

an
 re

qu
es

t 
a 

re
vi

ew
 . T

he
se

 re
vi

ew
s 

w
ill 

be
 h

an
dl

ed
 b

y 
a 

di
ffe

re
nt

, m
or

e 
se

ni
or

 s
ta

ff 
m

em
be

r o
rig

in
al

ly
 in

vo
lv

ed
 . 

Ex
te

rn
al

 re
vi

ew
s 

ca
n 

al
so

 
be

 re
qu

es
te

d 
fro

m
 th

e 
O

m
bu

ds
m

an
 . 

H
ow

ev
er

, o
f n

ot
e:

 th
e 

C
om

m
is

si
on

er
 is

 a
ls

o 
th

e 
St

at
e 

O
m

bu
ds

m
an

 in
 

Ta
sm

an
ia

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.

https://www.healthcomplaints.tas.gov.au/complaints/health-complaints-entities-in-other-states
https://www.healthcomplaints.tas.gov.au/complaints/health-complaints-entities-in-other-states


420 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 p

ro
vi

de
 a

s 
m

an
y 

de
ta

ils
 a

s 
po

ss
ib

le
, 

su
ch

 a
s 

“th
e 

da
te

s 
of

 
ke

y 
ev

en
ts

, t
he

 n
am

es
 

of
 p

eo
pl

e 
[th

ey
 h

av
e]

 
co

nt
ac

te
d 

an
d 

co
pi

es
 o

f 
le

tte
rs

, d
oc

um
en

ts
 a

nd
 

ph
ot

os
 .”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
Pe

op
le

 w
ho

 m
ay

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 a

 
co

ns
um

er
 in

cl
ud

e:
• 

“T
he

 p
ar

en
t o

r 
gu

ar
di

an
 o

f a
 c

hi
ld

 
un

de
r 1

4 
ye

ar
s

• 
A 

pe
rs

on
 a

pp
oi

nt
ed

 b
y 

a 
ch

ild
 o

ve
r 1

4 
ye

ar
s

• 
Th

e 
do

ne
e 

of
 a

 p
ow

er
 

of
 a

tto
rn

ey
• 

A 
le

ga
lly

 a
pp

oi
nt

ed
 

gu
ar

di
an

, e
xe

cu
to

r 
or

 (i
n 

so
m

e 
ci

rc
um

st
an

ce
s)

 a
 c

lo
se

 
fri

en
d 

or
 re

la
tiv

e .
”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
se

ek
in

g 
cl

in
ic

al
 

ad
vi

ce
 in

 re
la

tio
n 

to
 

th
e 

co
m

pl
ai

nt
• 

se
nd

in
g 

th
e 

co
m

pl
ai

na
nt

 a
 c

op
y 

of
 th

e 
re

sp
on

se
 fo

r 
co

m
m

en
t

• 
ex

pl
or

in
g 

av
ai

la
bl

e 
re

so
lu

tio
n 

op
tio

ns
 

re
le

va
nt

 to
 th

e 
co

m
pl

ai
nt

 .”
“F

ol
lo

w
in

g 
th

is
 

pr
oc

es
s 

th
e 

co
m

pl
ai

nt
 m

ay
 

be
 d

is
m

is
se

d,
 

re
fe

rre
d 

to
 a

 
re

le
va

nt
 re

gi
st

ra
tio

n 
bo

ar
d,

 a
ss

es
se

d 
fo

r c
on

ci
lia

tio
n 

or
 fo

r f
ur

th
er

 
in

ve
st

ig
at

io
n .

  I
n 

so
m

e 
in

st
an

ce
s,

 
m

or
e 

th
an

 o
ne

 
op

tio
n 

m
ay

 b
e 

ch
os

en
 . E

ac
h 

pa
rty

 
w

ill 
be

 a
dv

is
ed

 a
bo

ut
 

th
e 

as
se

ss
m

en
t 

de
ci

si
on

 .”
“If

 n
o 

re
so

lu
tio

n 
is

 re
ac

he
d 

us
in

g 
th

is
 a

pp
ro

ac
h,

 [t
he

 
C

om
m

is
si

on
] m

ay
 

no
t b

e 
ab

le
 to

 a
ss

is
t 

th
e 

co
m

pl
ai

na
nt

 a
ny

 
fu

rth
er

 .”
3 .

 
R

ef
er

ra
l t

o 
a 

re
le

va
nt

 
he

al
th

 re
gi

st
ra

tio
n 

bo
ar

d 
Fo

r e
xa

m
pl

e,
 th

is
 m

ay
 

in
cl

ud
e 

re
fe

rri
ng

 to
 

AH
PR

A .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
D

e-
id

en
tifi

ed
 c

as
e 

su
m

m
ar

ie
s 

ar
e 

av
ai

la
bl

e 
on

 th
ei

r w
eb

si
te

 . C
om

pl
ai

nt
 

da
ta

 is
 p

ub
lis

he
d 

in
 a

nn
ua

l 
re

po
rts

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Th

e 
N

at
io

na
l R

el
ay

 s
er

vi
ce

, 
an

d 
in

te
rp

re
te

r/t
ra

ns
la

tio
n 

su
pp

or
t s

er
vi

ce
s 

ar
e 

off
er

ed
 

fo
r a

ss
is

ta
nc

e .



421Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

4 .
 

C
on

ci
lia

tio
n

• 
“C

on
ci

lia
tio

n 
en

ab
le

s 
al

l p
ar

tie
s 

to
 m

ee
t a

nd
 

ha
ve

 a
 fu

ll 
an

d 
fra

nk
 

di
sc

us
si

on
 in

 a
 p

riv
ile

ge
d 

an
d 

co
nfi

de
nt

ia
l 

pr
oc

es
s .

 M
or

e 
de

ta
ile

d 
ex

pl
an

at
io

ns
 

m
ay

 b
e 

pr
ov

id
ed

 o
r 

co
m

pe
ns

at
io

n 
m

ay
 b

e 
di

sc
us

se
d .

 C
on

ci
lia

tio
n 

al
lo

w
s 

pa
rti

es
 to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

 
in

 a
 c

ol
la

bo
ra

tiv
e 

w
ay

 . 
If 

pa
rti

es
 a

re
 s

ee
ki

ng
 

co
m

pe
ns

at
io

n,
 th

is
 

pr
oc

es
s 

m
ay

 b
e 

an
 

al
te

rn
at

iv
e 

to
 li

tig
at

io
n .

”
5 .

 
In

ve
st

ig
at

io
n

“A
n 

In
ve

st
ig

at
io

n 
is

 a
 

de
ta

ile
d 

ex
am

in
at

io
n 

of
 th

e 
co

m
pl

ai
nt

, a
nd

 
is

 u
su

al
ly

 re
se

rv
ed

 fo
r 

hi
gh

ly
 c

om
pl

ex
 m

at
te

rs
 

w
he

re
 c

om
pl

ai
nt

s 
gi

ve
 

ris
e 

to
 s

ys
te

m
ic

 o
r p

ub
lic

 
in

te
re

st
 is

su
es

 .
An

 in
ve

st
ig

at
io

n 
re

po
rt 

w
ill 

be
 p

re
pa

re
d 

an
d 

pu
bl

is
he

d 
on

 [t
he

 
H

C
SC

C
] w

eb
si

te
.”

6 .
 

D
is

m
is

sa
l

“T
he

 c
om

pl
ai

nt
 m

ay
 

be
 d

is
m

is
se

d 
if 

a 
re

as
on

ab
le

 e
xp

la
na

tio
n 

ha
s 

be
en

 p
ro

vi
de

d 
fo

r 
th

e 
co

nc
er

ns
 ra

is
ed

 in
 

th
e 

co
m

pl
ai

nt
, a

nd
 th

er
e 

w
ou

ld
 b

e 
no

 b
en

efi
t i

n 
co

nt
in

ui
ng

 th
e 

co
m

pl
ai

nt
 

pr
oc

es
s .

”

https://www.healthcomplaints.tas.gov.au/conciliation


422 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

is
 w

ill 
de

pe
nd

 o
n 

th
e 

av
en

ue
 a

do
pt

ed
 fo

r 
co

m
pl

ai
nt

 re
so

lu
tio

n,
 

ra
ng

in
g 

fro
m

 th
e 

pr
ov

is
io

n 
of

 in
fo

rm
at

io
n 

(fo
r m

or
e 

in
fo

rm
al

 re
so

lu
tio

n 
pr

oc
es

se
s)

 to
 p

ar
tic

ip
at

in
g 

in
 

co
nc

ilia
tio

n 
m

ee
tin

gs
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

C
om

m
is

si
on

er
 is

 a
n 

ap
po

in
te

d 
pe

rs
on

 w
ith

 
si

gn
ifi

ca
nt

 e
xp

er
ie

nc
e 

in
 p

ub
lic

 h
ea

lth
/ p

ub
lic

 
ad

m
in

is
tra

tio
n .

So
ci

al
 

Se
rv

ic
es

TA
S 

D
ep

ar
tm

en
t o

f 
C

om
m

un
iti

es
N

ot
e 

– 
do

es
 n

ot
 a

pp
ea

r 
to

 h
av

e 
a 

ce
nt

ra
l 

co
m

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s .

Th
e 

de
pa

rtm
en

t h
as

 
se

pa
ra

te
 c

om
pl

ai
nt

s 
co

nt
ac

ts
 fo

r e
ac

h 
se

rv
ic

e 
ar

ea
, b

ut
 d

oe
s 

no
t 

ap
pe

ar
 to

 h
av

e 
a 

ce
nt

ra
l 

co
m

pl
ai

nt
s 

ha
nd

lin
g 

pr
oc

es
s .

N
/A

 .
N

/A
 .

N
/A

 .

https://www.communities.tas.gov.au/
https://www.communities.tas.gov.au/


423Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Ju
st

ic
e

TA
S 

D
ep

ar
tm

en
t o

f 
Ju

st
ic

e
W

ho
 c

an
 c

om
pl

ai
n?

N
ot

 s
pe

ci
fie

d.
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
m

ay
 re

la
te

 to
:

• 
“c

om
m

un
ic

at
io

n 
by

 
a 

st
aff

 m
em

be
r t

ha
t 

do
es

 n
ot

 a
dh

er
e 

to
 th

e 
Se

rv
ic

e 
St

an
da

rd
s;

• 
be

ha
vi

ou
r b

y 
a 

st
aff

 
m

em
be

r t
ha

t d
oe

s 
no

t c
om

pl
y 

w
ith

 th
e 

Se
rv

ic
e 

St
an

da
rd

s;
• 

un
re

as
on

ab
le

 d
el

ay
 in

 
pr

ov
id

in
g 

in
fo

rm
at

io
n 

or
 s

er
vi

ce
s;

• 
in

ad
eq

ua
te

 s
er

vi
ce

, 
ex

pl
an

at
io

n 
or

 
re

as
on

s;
• 

hu
m

an
 e

rro
r;

• 
pr

oc
ed

ur
al

 d
efi

ci
en

cy
;

• 
in

ad
eq

ua
te

 k
no

w
le

dg
e/

tra
in

in
g 

of
 s

ta
ff;

• 
po

or
 fa

ci
lit

ie
s 

(s
uc

h 
as

 u
nc

le
an

 to
ile

ts
, 

in
ad

eq
ua

te
 s

ea
tin

g)
 .”

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 p
ro

vi
de

 th
e 

fo
llo

w
in

g 
in

fo
rm

at
io

n:
• 

th
ei

r c
on

ta
ct

 d
et

ai
ls

;

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 re
so

lv
e 

th
ei

r c
om

pl
ai

nt
 

w
ith

 th
e 

m
an

ag
er

 o
f t

he
 s

ta
ff 

m
em

be
r o

r s
er

vi
ce

 p
ro

vi
de

r t
ha

t 
is

 th
e 

su
bj

ec
t o

f t
he

 c
om

pl
ai

nt
, 

in
 th

e 
fir

st
 in

st
an

ce
, b

ef
or

e 
lo

dg
in

g 
a 

fo
rm

al
 c

om
pl

ai
nt

 .
Fo

rm
al

 c
om

pl
ai

nt
s 

ca
n 

be
 

lo
dg

ed
 v

ia
 e

m
ai

l, 
or

 b
y 

ph
on

e .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, h
ow

ev
er

 
th

ey
 m

ay
 n

ot
 b

e 
ab

le
 to

 b
e 

eff
ec

tiv
el

y 
in

ve
st

ig
at

ed
 a

nd
 th

e 
co

m
pl

ai
na

nt
 w

ill 
no

t b
e 

ab
le

 to
 

be
 k

ep
t u

pd
at

ed
 o

n 
th

e 
pr

og
re

ss
 

of
 th

e 
co

m
pl

ai
nt

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
“It

 is
 th

e 
re

sp
on

si
bi

lit
y 

of
 th

e 
co

m
pl

ai
na

nt
 to

:
• 

id
en

tif
y 

th
e 

is
su

es
 o

f t
he

 
co

m
pl

ai
nt

, a
nd

 h
ow

 th
ey

 
be

lie
ve

 th
ey

 d
o 

no
t m

ee
t t

he
 

Se
rv

ic
e 

St
an

da
rd

s
• 

gi
ve

 th
e 

D
ep

ar
tm

en
t a

ll 
th

e 
av

ai
la

bl
e 

in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 in

 a
n 

or
ga

ni
se

d 
fo

rm
at

 a
t t

he
 ti

m
e 

of
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

• 
co

op
er

at
e 

w
ith

 th
e 

D
ep

ar
tm

en
t’s

 e
nq

ui
rie

s 
or

 
in

ve
st

ig
at

io
ns

• 
tre

at
 th

e 
D

ep
ar

tm
en

t’s
 s

ta
ff 

w
ith

 c
ou

rte
sy

 a
nd

 re
sp

ec
t .”

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
U

po
n 

re
ce

iv
in

g 
a 

co
m

pl
ai

nt
, 

th
e 

D
ep

ar
tm

en
t w

ill 
m

ak
e 

an
 

as
se

ss
m

en
t a

bo
ut

 w
he

th
er

 
th

e 
co

m
pl

ai
nt

 in
di

ca
te

s 
th

e 
de

pa
rtm

en
t’s

 s
er

vi
ce

 
st

an
da

rd
s 

ha
ve

 b
ee

n 
br

ea
ch

ed
, a

nd
 w

he
th

er
 it

 is
 

th
e 

m
os

t a
pp

ro
pr

ia
te

 b
od

y 
to

 h
an

dl
e 

th
e 

co
m

pl
ai

nt
 . I

f 
ne

ith
er

 o
f t

he
se

 a
pp

ly,
 th

e 
D

ep
ar

tm
en

t m
ay

 d
ec

lin
e 

to
 

ha
nd

le
 th

e 
co

m
pl

ai
nt

 a
nd

/
or

 re
fe

r t
he

 c
om

pl
ai

na
nt

 
el

se
w

he
re

 .
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 m

ay
 fu

nd
 th

e 
se

rv
ic

e 
pr

ov
id

er
 th

at
 is

 th
e 

su
bj

ec
t o

f 
th

e 
co

m
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
“A

fte
r a

cc
ep

tin
g 

a 
co

m
pl

ai
nt

, 
th

e 
D

ep
ar

tm
en

t w
ill 

un
de

rta
ke

 a
n 

as
se

ss
m

en
t 

ba
se

d 
on

 th
e 

fo
llo

w
in

g 
cr

ite
ria

:
• 

se
ve

rit
y

• 
he

al
th

 a
nd

 s
af

et
y 

im
pl

ic
at

io
ns

 (f
or

 th
e 

co
m

pl
ai

na
nt

, t
he

 p
ub

lic
, 

or
 th

e 
em

pl
oy

ee
/a

ge
nc

y)

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“T

he
 o

ut
co

m
e 

m
ay

 in
cl

ud
e:

• 
an

 a
po

lo
gy

• 
am

en
di

ng
 o

r r
et

ra
ct

in
g 

do
cu

m
en

ta
tio

n 
(e

 .g
 ., 

pu
bl

ic
at

io
ns

, m
ed

ia
 

st
at

em
en

ts
, w

eb
 p

ag
es

)
• 

ch
an

ge
d 

po
lic

ie
s 

or
 

pr
ac

tic
es

 to
 p

re
ve

nt
 a

 
re

pe
at

 o
f t

he
 in

ci
de

nt
 o

r 
m

at
te

r y
ou

 c
om

pl
ai

ne
d 

ab
ou

t 
• 

ac
tio

n 
to

 m
od

ify
 th

e 
be

ha
vi

ou
r o

f t
he

 s
ta

ff 
m

em
be

r w
ho

 th
e 

co
m

pl
ai

nt
 w

as
 a

bo
ut

, i
f 

ap
pl

ic
ab

le
 (e

 .g
 . f

ur
th

er
 

tra
in

in
g,

 m
en

to
rin

g 
et

c .
) .”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

e 
de

pa
rtm

en
t s

ta
te

s 
th

at
 if

 th
ey

 “r
ec

ei
ve

 a
 

co
m

pl
ai

nt
 th

at
 h

ig
hl

ig
ht

s 
a 

sy
st

em
ic

 p
ro

bl
em

 w
ith

 [t
he

ir]
 

pr
oc

es
se

s 
or

 s
er

vi
ce

s,
 o

r…
re

pe
at

ed
 c

om
pl

ai
nt

s 
ab

ou
t 

sp
ec

ifi
c 

bu
si

ne
ss

 a
re

as
 o

r 
is

su
es

, [
th

ey
] w

ill 
us

e 
th

e 
fe

ed
ba

ck
 [t

he
y]

 re
ce

iv
e 

to
 

re
vi

ew
 [t

he
ir]

 p
ol

ic
ie

s 
an

d 
pr

oc
ed

ur
es

 .”

https://www.justice.tas.gov.au/about/policies/feedback-policy
https://www.justice.tas.gov.au/about/policies/feedback-policy


424 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

• 
w

ho
 s

ho
ul

d 
be

 
co

nt
ac

te
d 

re
ga

rd
in

g 
th

e 
co

m
pl

ai
nt

;
• 

th
e 

co
m

pl
ai

na
nt

’s
 

or
 re

pr
es

en
ta

tiv
e’

s 
pr

ef
er

re
d 

co
nt

ac
t 

m
et

ho
d;

• 
de

ta
ils

 re
ga

rd
in

g 
th

e 
co

m
pl

ai
nt

 (e
 .g

 . d
at

e,
 

tim
e,

 lo
ca

tio
n,

 s
ta

ff 
m

em
be

r(s
) o

r o
ut

pu
t 

in
vo

lv
ed

, i
nc

id
en

t o
r 

is
su

e)
;

• 
an

y 
or

ga
ni

sa
tio

n 
id

en
tifi

er
 (e

.g
. 

re
fe

re
nc

e 
nu

m
be

r, 
da

te
 o

f 
co

rre
sp

on
de

nc
e,

 n
am

e 
of

 a
ut

ho
r) 

re
la

tin
g 

to
 

th
e 

co
m

pl
ai

na
nt

;
• 

an
y 

sp
ec

ia
l a

ss
is

ta
nc

e 
re

qu
ire

d 
by

 th
e 

co
m

pl
ai

na
nt

 to
 in

te
ra

ct
 

w
ith

 th
e 

D
ep

ar
tm

en
t;

• 
w

he
th

er
 th

e 
is

su
e 

ha
s 

be
en

 ra
is

ed
 p

re
vi

ou
sl

y,
 

an
d 

if 
so

 d
et

ai
ls

 o
f t

hi
s 

pr
oc

es
s

• 
th

e 
ou

tc
om

e 
so

ug
ht

;
• 

w
he

th
er

 th
e 

co
m

pl
ai

na
nt

 w
is

he
s 

th
e 

D
ep

ar
tm

en
t t

o 
co

nt
ac

t t
he

m
 a

bo
ut

 
th

ei
r c

om
pl

ai
nt

 .

• 
co

m
pl

ex
ity

• 
po

te
nt

ia
l f

or
 th

e 
m

at
te

r t
o 

es
ca

la
te

• 
w

he
th

er
 w

e 
ha

ve
 

re
ce

iv
ed

 o
th

er
 c

om
pl

ai
nt

s 
ab

ou
t t

he
 s

am
e 

is
su

e
• 

th
e 

ne
ed

 fo
r a

nd
 

po
ss

ib
ilit

y 
of

 im
m

ed
ia

te
 

ac
tio

n
• 

th
e 

ou
tc

om
es

 s
ou

gh
t b

y 
th

e 
ap

pl
ic

an
t

• 
w

he
th

er
 o

th
er

 o
ut

pu
ts

 o
r 

ar
ea

s 
of

 th
e 

or
ga

ni
sa

tio
n 

ne
ed

 to
 b

e 
in

vo
lv

ed
 .

Th
e 

as
se

ss
m

en
t p

ro
ce

ss
 w

ill 
de

te
rm

in
e:

• 
w

ho
 w

ill 
de

al
 w

ith
 th

e 
co

m
pl

ai
nt

• 
th

e 
be

st
 m

et
ho

d 
to

 
ac

hi
ev

e 
re

so
lu

tio
n

• 
th

e 
le

ve
l o

f i
nv

es
tig

at
io

n 
re

qu
ire

d .
”

“D
ep

en
di

ng
 o

n 
th

e 
ty

pe
 o

f 
co

m
pl

ai
nt

 a
nd

 th
e 

ou
tc

om
e 

of
 th

e 
as

se
ss

m
en

t p
ro

ce
ss

, 
a 

co
m

pl
ai

nt
 m

ay
 b

e 
re

fe
rre

d 
fo

r i
nv

es
tig

at
io

n 
to

:
• 

th
e 

di
re

ct
 M

an
ag

er
 o

f 
th

e 
em

pl
oy

ee
 o

r s
er

vi
ce

 
in

vo
lv

ed
;

• 
th

e 
O

ut
pu

t M
an

ag
er

 fo
r 

th
e 

re
le

va
nt

 b
us

in
es

s 
ar

ea
; o

r
• 

th
e 

D
ep

ut
y 

Se
cr

et
ar

y,
 

Se
cr

et
ar

y 
(o

r d
el

eg
at

e)
 .”

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
Th

er
e 

do
es

 n
ot

 a
pp

ea
r t

o 
be

 
an

 o
pt

io
n 

fo
r i

nt
er

na
l r

ev
ie

w .
 

If 
co

m
pl

ai
na

nt
s 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
ou

tc
om

e 
of

 th
ei

r c
om

pl
ai

nt
, t

he
y 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 th
e 

Ta
sm

an
ia

n 
O

m
bu

ds
m

an
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“W
he

re
 p

os
si

bl
e 

an
d 

to
 th

e 
D

ep
ar

tm
en

t’s
 b

es
t e

ffo
rts

, a
 

co
m

pl
ai

nt
 in

ve
st

ig
at

io
n 

w
ill 

m
ai

nt
ai

n 
co

nfi
de

nt
ia

lit
y 

an
d 

pr
iv

ac
y…

Al
l D

ep
ar

tm
en

t 
pe

rs
on

ne
l h

av
e 

an
 im

po
rta

nt
 



425Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d,

 h
ow

ev
er

 
th

e 
de

pa
rtm

en
t’s

 p
ol

ic
y 

im
pl

ie
s 

a 
co

m
pl

ai
na

nt
’s

 
re

pr
es

en
ta

tiv
e 

m
ay

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
th

ei
r 

be
ha

lf .
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
If 

th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, 
th

ey
 p

ro
vi

de
 in

fo
rm

at
io

n 
ab

ou
t t

he
 is

su
e 

at
 th

e 
tim

e 
of

 
lo

dg
in

g 
th

ei
r c

om
pl

ai
nt

 . T
he

ir 
in

vo
lv

em
en

t i
n 

th
e 

re
so

lu
tio

n 
pr

oc
es

s 
is

 u
nc

le
ar

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

U
nc

le
ar

 .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

le
ga

l o
bl

ig
at

io
n 

to
 c

ar
ef

ul
ly

 
co

ns
id

er
 th

e 
ap

pr
op

ria
te

ne
ss

 
of

 p
ub

lic
ly

 d
is

cl
os

in
g 

pe
rs

on
al

 a
nd

 p
riv

ile
ge

d 
in

fo
rm

at
io

n .
 T

hi
s 

ob
lig

at
io

n 
is

 c
ov

er
ed

 in
 th

e 
P

er
so

na
l 

In
fo

rm
at

io
n 

P
ro

te
ct

io
n 

A
ct

 
20

04
.”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Im
pr

ov
em

en
t i

n 
th

e 
de

pa
rtm

en
t’s

 s
er

vi
ce

 d
el

iv
er

y 
“w

ill 
be

 a
ch

ie
ve

d 
by

:
• 

id
en

tif
yi

ng
 re

pe
at

ed
 

co
m

pl
ai

nt
s;

 
• 

ev
al

ua
tin

g 
da

ta
, 

de
te

rm
in

in
g 

th
e 

ca
us

es
 

of
 c

om
pl

ai
nt

s 
an

d 
w

he
th

er
 re

m
ed

ia
l a

ct
io

n 
is

 re
qu

ire
d;

 
• 

de
ve

lo
pi

ng
 a

nd
 

im
pl

em
en

tin
g 

co
nt

in
uo

us
 

im
pr

ov
em

en
ts

 to
 s

er
vi

ce
s 

an
d 

pr
od

uc
ts

 th
at

 a
re

 th
e 

ca
us

e 
of

 c
om

pl
ai

nt
s .

”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

ot
 s

pe
ci

fie
d.



426 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

O
m

bu
ds

m
an

 T
as

m
an

ia
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 p

er
so

na
lly

 
aff

ec
te

d 
by

 th
e 

ad
m

in
is

tra
tiv

e 
ac

tio
ns

 
of

 T
as

m
an

ia
n 

pu
bl

ic
 

au
th

or
iti

es
 .

Th
e 

O
m

bu
ds

m
an

 c
an

 
al

so
 in

st
ig

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

if 
so

m
eo

ne
 b

el
ie

ve
s 

a 
Ta

sm
an

ia
n 

pu
bl

ic
 a

ut
ho

rit
y 

ha
s 

ac
te

d 
un

fa
irl

y 
or

 
un

re
as

on
ab

ly .
H

ow
ev

er
, t

he
 a

ct
io

ns
 

of
 th

e 
fo

llo
w

in
g 

pu
bl

ic
 

au
th

or
iti

es
 a

re
 e

xc
lu

de
d:

• 
Th

e 
At

to
rn

ey
-G

en
er

al
, 

th
e 

So
lic

ito
r-G

en
er

al
 o

r 
th

e 
D

ire
ct

or
 o

f P
ub

lic
 

Pr
os

ec
ut

io
ns

• 
Th

e 
Ta

sm
an

ia
n 

Au
di

t 
O

ffi
ce

• 
Ju

dg
es

, a
ss

oc
ia

te
 

ju
dg

es
, m

ag
is

tra
te

s 
or

 
co

ur
ts

• 
Th

e 
ac

tio
ns

 o
f p

ub
lic

 
au

th
or

iti
es

 w
ith

 re
sp

ec
t 

to
 c

ou
rt 

pr
oc

ee
di

ng
s 

in
 w

hi
ch

 th
ey

 a
re

 
in

vo
lv

ed
• 

Ac
tio

ns
 ta

ke
n 

by
 a

 
tri

bu
na

l o
r i

ts
 m

em
be

rs
 

in
 th

e 
pe

rfo
rm

an
ce

 o
f 

its
 d

ec
is

io
n-

m
ak

in
g 

fu
nc

tio
ns

 .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 
on

lin
e,

 b
y 

ph
on

e,
 in

 p
er

so
n 

or
 in

 
w

rit
in

g .
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 ra

is
e 

th
ei

r c
om

pl
ai

nt
 w

ith
 

th
e 

re
le

va
nt

 a
ge

nc
y 

be
fo

re
 

co
m

pl
ai

ni
ng

 to
 th

e 
O

m
bu

ds
m

an
 .

U
su

al
ly,

 th
e 

O
m

bu
ds

m
an

 
w

ill 
no

t a
cc

ep
t a

 c
om

pl
ai

nt
 if

 
an

ot
he

r m
ea

ns
 o

f r
ev

ie
w

 is
 o

r 
w

as
 o

pe
n 

to
 th

e 
co

m
pl

ai
na

nt
 

- f
or

 in
st

an
ce

 b
y 

ap
pl

yi
ng

 to
 a

 
co

ur
t o

r t
rib

un
al

 - 
an

d 
th

ey
 h

av
e 

no
t m

ad
e 

us
e 

of
 th

at
 .

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
ac

ce
pt

ed
, h

ow
ev

er
 th

is
 m

ay
 

m
ak

e 
it 

di
ffi

cu
lt 

fo
r t

he
 c

om
pl

ai
nt

 
to

 b
e 

in
ve

st
ig

at
ed

 e
ffe

ct
iv

el
y 

an
d/

or
 to

 k
ee

p 
th

e 
co

m
pl

ai
na

nt
 

up
da

te
d 

on
 th

e 
pr

og
re

ss
 o

f t
he

 
in

ve
st

ig
at

io
n .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 a
re

 re
qu

ire
d 

to
 p

ro
vi

de
 a

s 
m

an
y 

de
ta

ils
 a

s 
po

ss
ib

le
 a

bo
ut

 
th

e 
m

at
te

r a
t t

he
 ti

m
e 

of
 lo

dg
in

g 
th

ei
r c

om
pl

ai
nt

 .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“In
ve

st
ig

at
io

n 
O

ffi
ce

rs
 (I

O
) 

w
or

ki
ng

 in
 th

e 
O

m
bu

ds
m

an
’s

 
te

am
 a

ss
es

s 
co

m
pl

ai
nt

s 
to

 d
et

er
m

in
e 

th
at

 th
ey

 
ar

e 
w

ith
in

 ju
ris

di
ct

io
n,

 th
is

 
in

cl
ud

es
 m

ak
in

g 
su

re
 th

e 
ac

tio
ns

 re
fe

rre
d 

to
 in

 a
 

co
m

pl
ai

nt
:

• 
co

nc
er

n 
a 

Ta
sm

an
ia

n 
pu

bl
ic

 a
ut

ho
rit

y 
an

d 
ad

m
in

is
tra

tiv
e 

ac
tio

ns
 a

s 
de

fin
ed

 b
y 

se
ct

io
n 

12
 a

nd
 

Sc
he

du
le

 2
 o

f t
he

 A
ct

;
• 

oc
cu

rre
d 

w
ith

in
 th

e 
tim

e 
lim

it 
pr

ov
id

ed
 b

y 
se

ct
io

n 
19

 o
f t

he
 A

ct
;

• 
ha

ve
 b

ee
n 

ra
is

ed
 w

ith
 th

e 
ag

en
cy

 in
 q

ue
st

io
n 

in
 th

e 
fir

st
 in

st
an

ce
;

• 
ar

e 
no

t r
ev

ie
w

ab
le

 b
y 

a 
co

ur
t o

r a
 tr

ib
un

al
 .

It 
m

us
t a

ls
o 

be
 c

on
fir

m
ed

 
th

at
 th

e 
co

m
pl

ai
na

nt
 is

 
pe

rs
on

al
ly

 a
gg

rie
ve

d 
by

 th
e 

ac
tio

ns
 c

om
pl

ai
ne

d 
of

 .
Th

e 
Ac

t a
ls

o 
gi

ve
s 

th
e 

O
m

bu
ds

m
an

 a
 d

is
cr

et
io

n 
to

 re
fu

se
 a

 c
om

pl
ai

nt
 

w
he

n 
in

ve
st

ig
at

io
n 

of
 it

 is
 

un
ju

st
ifi

ed
 o

r u
nn

ec
es

sa
ry

.
O

nc
e 

a 
co

m
pl

ai
nt

 h
as

 b
ee

n 
ac

ce
pt

ed
, e

ffo
rts

 w
ill 

be
 

m
ad

e 
to

 a
dd

re
ss

 a
nd

 re
so

lv
e 

it 
in

fo
rm

al
ly,

 if
 p

os
si

bl
e .

 T
hi

s 
m

ay
 in

vo
lv

e 
an

 IO
 s

ee
ki

ng
 

so
m

e 
ad

di
tio

na
l i

nf
or

m
at

io
n 

fro
m

 th
e 

ag
en

cy
 in

 q
ue

st
io

n .
”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
If 

a 
co

m
pl

ai
nt

 is
 u

ph
el

d,
 

th
e 

O
m

bu
ds

m
an

 m
ay

 
m

ak
e 

re
co

m
m

en
da

tio
ns

 
to

 th
e 

au
th

or
ity

 a
bo

ut
 h

ow
 

an
y 

pr
ob

le
m

s 
sh

ou
ld

 b
e 

re
so

lv
ed

 . 
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

Th
e 

O
m

bu
ds

m
an

 c
an

 
in

st
ig

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 fo

llo
w

in
g 

re
ce

ip
t o

f a
 c

om
pl

ai
nt

 . 
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

“If
 th

e 
fin

di
ng

s 
of

 th
e 

in
ve

st
ig

at
io

n 
in

cl
ud

e 
re

co
m

m
en

da
tio

ns
 to

 th
e 

ag
en

cy
, t

he
 O

m
bu

ds
m

an
 

w
ill 

fo
llo

w
 u

p 
on

 th
es

e 
re

co
m

m
en

da
tio

ns
 to

 m
ak

e 
su

re
 th

at
 th

ey
 a

re
 c

om
pl

ie
d 

w
ith

 .” 
Th

e 
O

m
bu

ds
m

an
 

“c
an

no
t r

eq
ui

re
 th

e 
au

th
or

ity
 

to
 a

ct
 in

 a
 p

ar
tic

ul
ar

 w
ay

 
bu

t m
os

t c
om

pl
y 

w
ith

 [t
he

ir]
 

re
co

m
m

en
da

tio
ns

 . I
f t

he
y 

do
 

no
t, 

an
d 

[th
e 

O
m

bu
ds

m
an

] 
be

lie
ve

s 
it 

is
 in

 th
e 

pu
bl

ic
 

in
te

re
st

 to
 d

o 
so

, [
it]

 c
an

 
re

po
rt 

[th
e 

ag
en

cy
’s

] n
on

-
co

m
pl

ia
nc

e 
to

 P
ar

lia
m

en
t .”

https://www.ombudsman.tas.gov.au/


427Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Li
m

ita
tio

n 
pe

rio
ds

U
su

al
ly

 2
 y

ea
rs

 .
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 e
xp

la
in

 
th

ei
r c

on
ce

rn
s 

“s
im

pl
y 

an
d 

cl
ea

rly
” i

nc
lu

di
ng

 
w

ha
t o

ut
co

m
e 

th
ey

 a
re

 
se

ek
in

g .
 T

he
y 

ar
e 

al
so

 
en

co
ur

ag
ed

 to
 “i

nc
lu

de
 a

s 
m

an
y 

re
le

va
nt

 d
et

ai
ls

” a
s 

po
ss

ib
le

 s
uc

h 
as

 “d
at

es
 

of
 k

ey
 e

ve
nt

s,
 th

e 
na

m
es

 
of

 p
eo

pl
e 

co
nt

ac
te

d 
an

d 
co

pi
es

 o
f l

et
te

rs
 a

nd
 

do
cu

m
en

ts
 .”

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

 H
ow

ev
er

, 
th

e 
O

m
bu

ds
m

an
 d

oe
s 

st
at

e 
th

at
 s

om
eo

ne
 e

ls
e 

ca
n 

lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 a

 p
er

so
n 

di
re

ct
ly

 
aff

ec
te

d 
by

 th
e 

ac
tio

ns
 

of
 a

 T
as

m
an

ia
n 

pu
bl

ic
 

au
th

or
ity

 .
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

P
re

lim
in

ar
y 

In
qu

iri
es

Af
te

r a
n 

in
iti

al
 a

ss
es

sm
en

t i
s 

co
nd

uc
te

d,
 th

e 
O

m
bu

ds
m

an
 

m
ay

 d
ec

id
e 

to
 m

ak
e 

pr
el

im
in

ar
y 

in
qu

iri
es

 to
 

de
te

rm
in

e 
w

he
th

er
 th

e 
m

at
te

r 
ca

n 
be

 re
so

lv
ed

 in
fo

rm
al

ly .
 

Th
is

 m
ay

 in
vo

lv
e:

• 
w

rit
in

g 
to

 th
e 

he
ad

 o
f t

he
 

ag
en

cy
 a

nd
 re

qu
es

tin
g 

a 
re

sp
on

se
 to

 th
e 

is
su

es
 

ra
is

ed
 in

 th
e 

co
m

pl
ai

nt
 . 

• 
re

qu
es

tin
g 

co
pi

es
 o

f 
sp

ec
ifi

c 
do

cu
m

en
ts

, 
co

pi
es

 o
f p

ol
ic

ie
s,

 o
r

• 
in

te
rv

ie
w

in
g 

ce
rta

in
 

pe
op

le
 . 

“A
t t

he
 c

on
cl

us
io

n 
of

 th
is

 
pr

oc
es

s 
th

e 
in

ve
st

ig
at

in
g 

offi
ce

r w
ill 

m
ak

e 
a 

de
te

rm
in

at
io

n 
ab

ou
t 

w
he

th
er

 th
e 

ad
m

in
is

tra
tiv

e 
ac

tio
n 

ta
ke

n 
by

 th
e 

ag
en

cy
 

w
as

 re
as

on
ab

le
 in

 th
e 

ci
rc

um
st

an
ce

s .
” 

At
 th

is
 p

oi
nt

, t
he

 m
at

te
r m

ay
 

ei
th

er
 b

e 
cl

os
ed

, o
r p

ro
gr

es
s 

to
 a

 fo
rm

al
 in

ve
st

ig
at

io
n .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“G
en

er
al

ly
 th

e 
O

m
bu

ds
m

an
 

at
te

m
pt

s 
to

 o
bt

ai
n 

in
fo

rm
at

io
n 

co
op

er
at

iv
el

y,
 

bu
t t

he
 A

ct
 d

oe
s 

pr
ov

id
e 

fo
r 

th
e 

us
e 

of
 c

oe
rc

iv
e 

po
w

er
s 

if 
ne

ce
ss

ar
y .

”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s,

 in
 th

e 
fo

rm
 o

f a
 fi

na
l 

re
po

rt .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
C

om
pl

ai
na

nt
s 

ca
n 

re
qu

es
t 

an
 in

te
rn

al
 re

vi
ew

 if
:

• 
th

e 
O

m
bu

ds
m

an
 h

as
 

m
ad

e 
a 

fin
al

 d
ec

is
io

n 
in

 
th

ei
r c

as
e;

• 
th

ey
 b

el
ie

ve
 th

e 
O

m
bu

ds
m

an
 h

as
 m

ad
e 

an
 e

rro
r w

he
n 

de
al

in
g 

w
ith

 th
ei

r c
as

e;
 a

nd
• 

th
ey

 h
av

e 
tri

ed
 to

 re
so

lv
e 

th
ei

r c
on

ce
rn

s 
w

ith
 th

ei
r 

ca
se

 o
ffi

ce
r.

R
eq

ue
st

s 
fo

r i
nt

er
na

l r
ev

ie
w

 
sh

ou
ld

 b
e 

m
ad

e 
no

 la
te

r 
th

an
 6

0 
da

ys
 a

fte
r a

 c
as

e 
ha

s 
be

en
 c

lo
se

d .
 In

 th
ei

r 
re

qu
es

t, 
th

e 
co

m
pl

ai
na

nt
 

m
us

t:
• 

Ex
pl

ai
n 

w
hy

 th
ey

 b
el

ie
ve

 
th

e 
de

ci
si

on
 m

ad
e 

in
 

re
la

tio
n 

to
 th

ei
r c

as
e 

w
as

 
in

co
rre

ct
; a

nd



428 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

In
ve

st
ig

at
io

ns
If 

th
e 

O
m

bu
ds

m
an

 d
ec

id
es

 to
 

un
de

rta
ke

 a
n 

in
ve

st
ig

at
io

n,
 

th
e 

ag
en

cy
 w

ill 
be

 n
ot

ifi
ed

 
an

d 
re

qu
es

te
d 

to
 p

ro
du

ce
 

in
fo

rm
at

io
n 

or
 d

oc
um

en
ts

 . 
In

 a
dd

iti
on

, t
he

 O
m

bu
ds

m
an

 
m

ay
 c

on
du

ct
 in

te
rv

ie
w

s 
an

d 
su

m
m

on
 w

itn
es

se
s .

 
At

 th
e 

en
d 

of
 th

e 
in

ve
st

ig
at

io
n,

 th
e 

O
m

bu
ds

m
an

 w
ill 

pr
ep

ar
e 

a 
pr

el
im

in
ar

y 
re

po
rt 

an
d 

de
liv

er
 

it 
to

 th
e 

ag
en

cy
’s

 p
rin

ci
pa

l 
offi

ce
r t

o 
al

lo
w

 th
e 

ag
en

cy
 

to
 re

sp
on

d .
 A

ny
 re

sp
on

se
 

w
ill 

be
 c

on
si

de
re

d 
an

d 
fa

irl
y 

in
co

rp
or

at
ed

 in
to

 th
e 

re
po

rt 
be

fo
re

 a
 fi

na
l r

ep
or

t i
s 

se
nt

 to
 

th
e 

re
le

va
nt

 M
in

is
te

r .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

ag
en

cy
 m

ay
 b

e 
re

qu
ire

d 
to

 p
ro

vi
de

 in
fo

rm
at

io
n,

 
do

cu
m

en
ts

 o
r h

av
e 

st
aff

 
in

te
rv

ie
w

ed
 a

s 
pa

rt 
of

 a
n 

in
ve

st
ig

at
io

n 
pr

oc
es

s .
“If

, a
s 

pa
rt 

of
 th

e 
in

ve
st

ig
at

io
n 

or
 in

 a
ny

 
re

po
rt 

of
 it

s 
ou

tc
om

e,
 th

e 
O

m
bu

ds
m

an
 is

 c
on

si
de

rin
g 

m
ak

in
g 

an
 a

dv
er

se
 c

om
m

en
t 

• 
Pr

ov
id

e 
an

y 
su

pp
or

tin
g 

ev
id

en
ce

 
“A

n 
O

m
bu

ds
m

an
 o

ffi
ce

r 
m

or
e 

se
ni

or
 o

r o
f t

he
 s

am
e 

le
ve

l a
s 

th
e 

ca
se

 o
ffi

ce
r w

ill 
co

nd
uc

t t
he

 re
vi

ew
 .  

Th
e 

pe
rs

on
 w

ill 
no

t b
e 

th
e 

or
ig

in
al

 
de

ci
si

on
-m

ak
er

 a
nd

 w
ill 

re
vi

ew
 th

e 
w

ho
le

 fi
le

. T
he

y 
w

ill 
co

ns
id

er
 w

he
th

er
 o

r n
ot

 
th

e 
ca

se
 o

ffi
ce

r’s
 d

ec
is

io
ns

 
an

d 
ac

tio
ns

 w
er

e 
re

as
on

ab
le

 
an

d 
ap

pr
op

ria
te

 a
nd

 if
 th

er
e 

w
as

 a
ny

th
in

g 
th

at
 c

ou
ld

 
ha

ve
 b

ee
n 

do
ne

 b
et

te
r w

he
n 

ha
nd

lin
g 

th
e 

ca
se

 .” 
Po

ss
ib

le
 

ou
tc

om
es

 o
f i

nt
er

na
l r

ev
ie

w
 

in
cl

ud
e 

fin
di

ng
s 

th
at

:
• 

th
e 

ca
se

 s
ho

ul
d 

be
 re

-
co

ns
id

er
ed

 a
nd

 fu
rth

er
 

st
ep

s 
ta

ke
n

• 
th

e 
or

ig
in

al
 d

ec
is

io
n 

w
as

 c
or

re
ct

 a
nd

 n
ot

hi
ng

 
fu

rth
er

 w
ill 

ha
pp

en
• 

th
e 

O
m

bu
ds

m
an

 s
ho

ul
d 

m
ak

e 
im

pr
ov

em
en

ts
 to

 
ho

w
 it

 h
an

dl
es

 c
as

es
 in

 
fu

tu
re

 .
C

om
pl

ai
na

nt
s 

ca
n 

al
so

 m
ak

e 
an

 e
xt

er
na

l c
om

pl
ai

nt
 a

bo
ut

 
ho

w
 th

e 
O

m
bu

ds
m

an
 h

as
 

ha
nd

le
d 

th
ei

r m
at

te
r, 

to
 th

e 
Jo

in
t S

ta
nd

in
g 

C
om

m
itt

ee
 o

n 
In

te
gr

ity
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.



429Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

ab
ou

t a
 p

ar
tic

ul
ar

 in
di

vi
du

al
 

a 
co

py
 o

f t
ha

t c
om

m
en

t 
an

d 
su

pp
or

tin
g 

in
fo

rm
at

io
n 

w
ill 

be
 g

iv
en

 to
 th

e 
pe

rs
on

 
to

 a
llo

w
 a

n 
op

po
rtu

ni
ty

 fo
r 

co
ns

id
er

at
io

n 
an

d 
co

m
m

en
t 

in
 th

e 
in

te
re

st
s 

of
 p

ro
ce

du
ra

l 
fa

irn
es

s .
”

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
“N

ot
 a

ll 
in

fo
rm

at
io

n 
ob

ta
in

ed
 

th
ro

ug
h 

th
e 

[p
re

lim
in

ar
y 

in
qu

iri
es

] p
ro

ce
ss

 (o
r a

t 
th

e 
as

se
ss

m
en

t p
ha

se
 

or
 if

 re
qu

ire
d 

du
rin

g 
an

 
in

ve
st

ig
at

io
n)

 w
ill 

be
 m

ad
e 

pu
bl

ic
 o

r r
el

ea
se

d 
to

 th
e 

co
m

pl
ai

na
nt

 . I
n 

th
e 

in
te

re
st

s 
of

 tr
an

sp
ar

en
cy

 it
 is

 th
e 

O
m

bu
ds

m
an

’s
 p

re
fe

re
nc

e 
to

 b
e 

as
 o

pe
n 

as
 p

os
si

bl
e,

 
ho

w
ev

er
 a

ny
 re

as
on

ab
le

 
re

qu
es

ts
 fo

r i
nf

or
m

at
io

n 
to

 
be

 k
ep

t c
on

fid
en

tia
l w

ill 
be

 
ta

ke
n 

in
to

 c
on

si
de

ra
tio

n .
”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
s 

da
ta

 is
 re

po
rte

d 
in

 th
e 

O
m

bu
ds

m
an

’s
 a

nn
ua

l 
re

po
rts

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.



430 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

N
at

io
na

l R
el

ay
 s

er
vi

ce
, 

an
d 

in
te

rp
re

te
r/t

ra
ns

la
tio

n 
su

pp
or

t s
er

vi
ce

s 
ar

e 
off

er
ed

 
fo

r a
ss

is
ta

nc
e .

Eq
ua

l O
pp

or
tu

ni
ty

 
Ta

sm
an

ia
W

ho
 c

an
 c

om
pl

ai
n?

A 
pe

rs
on

 a
ffe

ct
ed

 b
y 

th
e 

di
sc

rim
in

at
io

n 
or

 
ot

he
r c

on
du

ct
, o

r t
he

ir 
re

pr
es

en
ta

tiv
e,

 a
ge

nt
 o

r 
tra

de
 u

ni
on

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
D

is
cr

im
in

at
io

n;
 s

ex
ua

l 
ha

ra
ss

m
en

t; 
vi

ct
im

is
at

io
n;

 
in

ci
te

m
en

t o
f h

at
re

d,
 

co
nt

em
pt

, s
ev

er
e 

rid
ic

ul
e;

 
or

 c
on

du
ct

 th
at

 o
ffe

nd
s,

 
hu

m
ilia

te
s,

 in
tim

id
at

es
, 

in
su

lts
 o

r r
id

ic
ul

es
 a

no
th

er
 

pe
rs

on
 o

n 
th

e 
ba

si
s 

of
:

• 
ag

e
• 

ra
ce

• 
di

sa
bi

lit
y

• 
se

xu
al

 o
rie

nt
at

io
n

• 
la

w
fu

l s
ex

ua
l a

ct
iv

ity
• 

ge
nd

er
• 

ge
nd

er
 id

en
tit

y
• 

in
te

rs
ex

 v
ar

ia
tio

ns
 o

f 
se

x 
ch

ar
ac

te
ris

tic
s

• 
pr

eg
na

nc
y

• 
br

ea
st

fe
ed

in
g

• 
m

ar
ita

l s
ta

tu
s

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 in
 

w
rit

in
g,

 v
ia

 e
m

ai
l, 

in
 p

er
so

n,
 o

r 
on

lin
e .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
“It

 is
 th

e 
co

m
pl

ai
na

nt
’s

 
re

sp
on

si
bi

lit
y 

to
 e

ns
ur

e 
th

at
:

• 
yo

ur
 c

om
pl

ai
nt

 is
 m

ad
e 

in
 w

rit
in

g 
an

d 
si

gn
ed

 b
y 

yo
u 

an
d 

an
y 

ot
he

r p
er

so
n 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 w

ith
 

yo
u .

• 
yo

u 
id

en
tif

y 
th

e 
pe

rs
on

/s
, 

gr
ou

p 
of

 p
eo

pl
e,

 o
r 

or
ga

ni
sa

tio
n 

th
at

 y
ou

 b
el

ie
ve

 
ha

s 
di

sc
rim

in
at

ed
 a

ga
in

st
 

yo
u .

• 
yo

u 
pr

ov
id

e 
as

 m
an

y 
de

ta
ils

 
as

 p
os

si
bl

e 
of

 th
e 

al
le

ge
d 

di
sc

rim
in

at
io

n 
or

 p
ro

hi
bi

te
d 

co
nd

uc
t .

• 
yo

u 
lo

dg
e 

yo
ur

 c
om

pl
ai

nt
 

in
 p

er
so

n,
 b

y 
po

st
, o

r 
by

 o
th

er
 m

ea
ns

 th
at

 th
e 

C
om

m
is

si
on

er
 a

llo
w

s .
• 

If 
yo

u 
pr

ov
id

e 
su

pp
or

tin
g 

do
cu

m
en

ta
tio

n 
en

su
re

 y
ou

 
se

nd
 c

op
ie

s 
an

d 
re

ta
in

 
or

ig
in

al
s .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
Th

e 
C

om
m

is
si

on
er

 m
us

t 
de

ci
de

 w
he

th
er

 to
ac

ce
pt

 a
 c

om
pl

ai
nt

 fo
r 

in
ve

st
ig

at
io

n,
 o

r
re

je
ct

 th
e 

co
m

pl
ai

nt
 w

ith
in

 4
2 

da
ys

 a
fte

r r
ec

ei
vi

ng
 it

 .
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
 

C
on

ci
lia

to
rs

 d
o 

no
t a

dv
oc

at
e 

on
 b

eh
al

f o
f e

ith
er

 p
ar

ty
, b

ut
 

re
m

ai
n 

im
pa

rti
al

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
E

ar
ly

 re
so

lu
tio

n 
op

tio
n

“T
he

 c
om

pl
ai

na
nt

 a
nd

 th
e 

re
sp

on
de

nt
(s

) w
ill 

be
 a

sk
ed

 
if 

th
ey

 w
an

t t
o 

try
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 q

ui
ck

ly .
 If

 th
ey

 
bo

th
 d

o,
 a

 m
ee

tin
g 

w
ill 

be
 

ar
ra

ng
ed

 s
o 

th
ey

 c
an

 ta
lk

 
ab

ou
t p

os
si

bl
e 

so
lu

tio
ns

 . T
he

 
C

om
m

is
si

on
er

 m
ay

 d
ec

id
e 

th
at

 th
e 

co
m

pl
ai

na
nt

 a
nd

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“T

he
 k

in
d 

of
 o

ut
co

m
es

 
th

at
 a

re
 id

en
tifi

ed
 a

s 
su

ita
bl

e 
ge

ne
ra

lly
 d

ep
en

d 
on

 th
e 

na
tu

re
 o

f t
he

 
co

m
pl

ai
nt

 .  
Fo

r e
xa

m
pl

e,
 if

 
th

e 
co

m
pl

ai
nt

 is
 a

bo
ut

 w
or

k 
is

su
es

, t
he

 c
om

pl
ai

na
nt

 
m

ay
, f

or
 e

xa
m

pl
e,

 w
an

t a
 

w
rit

te
n 

ap
ol

og
y,

 a
 re

fe
re

nc
e 

fro
m

 th
e 

em
pl

oy
er

, a
nt

i-
di

sc
rim

in
at

io
n 

tra
in

in
g 

fo
r 

m
an

ag
er

s/
su

pe
rv

is
or

s 
an

d 
st

aff
 o

f t
he

 e
m

pl
oy

er
.”

“If
 th

e 
pa

rti
es

 re
ac

h 
an

 
ag

re
em

en
t o

n 
ho

w
 to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

, t
ha

t 
ag

re
em

en
t i

s 
le

ga
lly

 b
in

di
ng

 
an

d 
ev

er
yo

ne
 in

vo
lv

ed
 m

us
t 

do
 w

ha
t t

he
y 

ha
ve

 a
gr

ee
d 

to
 d

o .
”

“If
 th

e 
co

nc
ilia

tio
n 

co
nf

er
en

ce
 d

oe
s 

no
t r

es
ul

t 
in

 a
n 

ag
re

em
en

t o
n 

ho
w

 to
 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
, t

he
re

 
m

ay
 b

e 
fu

rth
er

 in
ve

st
ig

at
io

n 
by

 th
e 

C
om

m
is

si
on

er
’s

 
in

ve
st

ig
at

or
, o

r t
he

 c
om

pl
ai

nt
 

m
ay

 b
e 

re
fe

rre
d 

to
 th

e 
An

ti-
D

is
cr

im
in

at
io

n 
Tr

ib
un

al
 fo

r 
In

qu
iry

 .”

https://equalopportunity.tas.gov.au/
https://equalopportunity.tas.gov.au/
https://tascat.tas.gov.au/anti-discrimination
https://tascat.tas.gov.au/anti-discrimination


431Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

• 
re

la
tio

ns
hi

p 
st

at
us

• 
Fa

m
ily

 re
sp

on
si

bi
lit

ie
s

• 
Pa

re
nt

al
 s

ta
tu

s
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s .

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
as

ke
d 

to
 p

ro
vi

de
 th

ei
r c

om
pl

ai
nt

 
in

 w
rit

in
g,

 a
nd

 in
cl

ud
e 

de
ta

ils
 a

bo
ut

 w
ho

 th
ey

 
ar

e 
co

m
pl

ai
ni

ng
 a

bo
ut

, 
w

ho
 w

as
 a

ffe
ct

ed
 b

y 
th

e 
be

ha
vi

ou
r i

n 
qu

es
tio

n,
 

an
d 

de
ta

ils
 o

f t
he

 
al

le
ge

d 
di

sc
rim

in
at

io
n 

or
 

ot
he

r u
nl

aw
fu

l c
on

du
ct

, 
in

cl
ud

in
g 

w
ha

t h
ap

pe
ne

d 
an

d 
w

he
n .

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

• 
Yo

u 
pr

ov
id

e 
re

qu
es

te
d 

in
fo

rm
at

io
n 

w
ith

in
 th

e 
sp

ec
ifi

ed
 ti

m
ef

ra
m

e 
(u

su
al

ly
 

14
 d

ay
s)

 .
• 

Yo
u 

pr
ov

id
e 

cl
ea

r a
nd

 
ac

cu
ra

te
 in

fo
rm

at
io

n,
 w

hi
ch

 
is

 n
ot

 fa
ls

e 
or

 m
is

le
ad

in
g .

”
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

“P
ar

tie
s 

in
vo

lv
ed

 in
 a

 c
om

pl
ai

nt
 

w
ith

 E
qu

al
 O

pp
or

tu
ni

ty
 

Ta
sm

an
ia

 c
an

 c
ho

os
e 

at
 a

ny
 

tim
e 

to
 b

e 
re

pr
es

en
te

d 
by

 a
 

la
w

ye
r o

r a
dv

oc
at

e 
du

rin
g 

th
e 

co
m

pl
ai

nt
 h

an
dl

in
g 

pr
oc

es
s .

”

re
sp

on
de

nt
(s

) s
ho

ul
d 

m
ee

t t
o 

try
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 

at
 th

is
 s

ta
ge

 e
ve

n 
if 

th
ey

 d
o 

no
t w

an
t t

o .
Ag

re
em

en
ts

 re
ac

he
d 

in
 a

n 
ea

rly
 re

so
lu

tio
n 

m
ee

tin
g 

ar
e 

bi
nd

in
g 

on
 th

e 
pa

rti
es

 .”
In

ve
st

ig
at

io
n

“If
 th

e 
co

m
pl

ai
nt

 is
 n

ot
 

re
so

lv
ed

 e
ar

ly
 it

 w
ill 

be
 in

ve
st

ig
at

ed
 . T

hi
s 

ca
n 

in
cl

ud
e 

co
lle

ct
in

g 
ev

id
en

ce
 

su
ch

 a
s 

w
itn

es
s 

st
at

em
en

ts
 

an
d 

re
le

va
nt

 d
oc

um
en

ts
 

fro
m

 th
e 

co
m

pl
ai

na
nt

, t
he

 
re

sp
on

de
nt

, w
itn

es
se

s 
an

d 
ot

he
r t

hi
rd

 p
ar

tie
s .

”
In

ve
st

ig
at

io
n 

de
ci

si
on

“A
t t

he
 e

nd
 o

f t
he

 
in

ve
st

ig
at

io
n,

 th
e 

C
om

m
is

si
on

er
 c

on
si

de
rs

 a
ll 

of
 th

e 
m

at
er

ia
ls

 c
ol

le
ct

ed
 in

 
th

e 
in

ve
st

ig
at

io
n 

an
d 

de
ci

de
s 

w
he

th
er

 th
e 

co
m

pl
ai

nt
 

sh
ou

ld
:

• 
Be

 d
is

m
is

se
d;

• 
Pr

oc
ee

d 
to

 c
on

ci
lia

tio
n;

 
or

• 
Be

 re
fe

rre
d 

to
 th

e 
Tr

ib
un

al
 fo

r a
n 

in
qu

iry
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
D

ur
in

g 
th

e 
in

ve
st

ig
at

io
n,

 th
e 

C
om

m
is

si
on

er
 m

ay
 re

qu
ire

 
pa

rti
es

 to
 p

ro
vi

de
 s

pe
ci

fic
 

in
fo

rm
at

io
n 

or
 d

oc
um

en
ts

 
un

de
r s

ec
tio

n 
97

 o
f t

he
 A

ct
 .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
“A

n 
ag

re
em

en
t i

s 
en

fo
rc

ea
bl

e 
as

 if
 it

 w
er

e 
an

 
or

de
r m

ad
e 

by
 th

e 
Tr

ib
un

al
 .

If 
so

m
eo

ne
 d

oe
sn

’t 
do

 w
ha

t 
th

ey
 p

ro
m

is
ed

, t
he

 o
th

er
 

pa
rty

 c
an

 a
sk

 th
e 

Su
pr

em
e 

C
ou

rt 
to

 e
nf

or
ce

 th
e 

ag
re

em
en

t, 
or

 c
an

 a
sk

 th
e 

C
om

m
is

si
on

er
 to

 a
pp

ly
 to

 
th

e 
Su

pr
em

e 
C

ou
rt 

fo
r t

hi
s 

to
 

ha
pp

en
 .”

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“If
 th

e 
C

om
m

is
si

on
er

 
fo

rm
s 

th
e 

vi
ew

 th
at

 a
 

pa
rty

 o
r a

no
th

er
 p

er
so

n 
or

 
or

ga
ni

sa
tio

n 
ha

s 
in

fo
rm

at
io

n 
or

 d
oc

um
en

ts
 re

le
va

nt
 to

 th
e 

si
tu

at
io

n 
be

in
g 

in
ve

st
ig

at
ed

, 
th

e 
C

om
m

is
si

on
er

 m
ay

 
re

qu
ire

 th
e 

pe
rs

on
 to

 
pr

ov
id

e 
th

e 
in

fo
rm

at
io

n 
or

 
do

cu
m

en
ts

 u
si

ng
 s

ec
tio

n 
97

 
of

 th
e 

An
ti-

D
is

cr
im

in
at

io
n 

Ac
t 

19
98

 .

http://www.thelaw.tas.gov.au/linkto.w3p;doc_id=46++1998+GS97@EN+CURRENT
http://www.thelaw.tas.gov.au/linkto.w3p;doc_id=46++1998+GS97@EN+CURRENT
http://www.thelaw.tas.gov.au/linkto.w3p;doc_id=46++1998+GS97@EN+CURRENT


432 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Th
e 

co
m

pl
ai

na
nt

 m
us

t 
co

m
pl

y 
w

ith
 a

ny
 s

uc
h 

re
qu

es
t o

r p
ro

vi
de

 a
 

re
as

on
ab

le
 e

xp
la

na
tio

n 
as

 to
 

w
hy

 th
ey

 c
an

no
t c

om
pl

y .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

“It
 is

 a
 re

sp
on

de
nt

’s
 

re
sp

on
si

bi
lit

y 
to

 e
ns

ur
e 

th
at

:
• 

Yo
u 

re
pl

y 
w

ith
in

 th
e 

sp
ec

ifi
ed

 ti
m

ef
ra

m
e 

(u
su

al
ly

 1
4 

da
ys

) .
• 

Yo
u 

re
qu

es
t a

n 
ex

te
ns

io
n 

of
 ti

m
e 

in
 w

rit
in

g 
fro

m
 

th
e 

C
om

m
is

si
on

er
 if

 y
ou

 
ha

ve
 g

oo
d 

re
as

on
s 

fo
r 

no
t b

ei
ng

 a
bl

e 
to

 m
ee

t a
 

tim
ef

ra
m

e .
• 

If 
yo

u 
ar

e 
no

t d
ire

ct
ly

 
na

m
ed

 a
s 

a 
re

sp
on

de
nt

 
to

 th
e 

co
m

pl
ai

nt
, b

ut
 a

re
 

th
e 

re
sp

on
si

bl
e 

pe
rs

on
 

in
 a

 c
om

pa
ny

, b
us

in
es

s,
 

or
ga

ni
sa

tio
n,

 c
lu

b,
 

ag
en

cy
 e

tc
 th

at
 h

as
 b

ee
n 

na
m

ed
 a

s 
a 

re
sp

on
de

nt
 

to
 th

e 
co

m
pl

ai
nt

, 
yo

u 
re

sp
on

d 
fo

r t
he

 
or

ga
ni

sa
tio

n .
• 

Th
e 

in
fo

rm
at

io
n 

an
d 

ot
he

r d
oc

um
en

ta
tio

n 
yo

u 
pr

ov
id

e 
is

 c
le

ar
 a

nd
 

de
ta

ile
d .

If 
th

e 
pe

rs
on

 re
fu

se
s 

to
 

do
 s

o 
‘w

ith
ou

t r
ea

so
na

bl
e 

ex
cu

se
’ t

he
 p

er
so

n 
ca

n 
be

 
fin

ed
.”

Th
e 

C
om

m
is

si
on

er
 h

as
 

th
e 

po
w

er
 to

 o
rd

er
 p

eo
pl

e 
to

 c
om

e 
to

 a
 c

on
ci

lia
tio

n 
co

nf
er

en
ce

 .
Th

e 
C

om
m

is
si

on
er

 d
oe

s 
no

t h
av

e 
au

th
or

ity
 to

 
de

ci
de

 w
he

th
er

 o
r n

ot
 th

e 
di

sc
rim

in
at

io
n 

or
 o

th
er

 
un

la
w

fu
l c

on
du

ct
 to

ok
 

pl
ac

e .
  T

hi
s 

is
 th

e 
ro

le
 o

f t
he

 
Tr

ib
un

al
 .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
“T

he
 c

on
ci

lia
to

r w
ill 

m
ak

e 
a 

w
rit

te
n 

re
co

rd
 o

f t
he

 
ag

re
em

en
t a

nd
 th

e 
pa

rti
es

 
w

ill 
be

 a
sk

ed
 to

 s
ig

n 
it .

 
O

nc
e 

it 
is

 s
ig

ne
d,

 th
e 

pa
rti

es
 

w
ill 

be
 g

iv
en

 a
 c

op
y 

of
 th

e 
ag

re
em

en
t, 

an
d 

th
e 

si
gn

ed
 

or
ig

in
al

 w
ill 

be
 k

ep
t o

n 
th

e 
C

om
m

is
si

on
er

’s
 fi

le
 fo

r t
he

 
co

m
pl

ai
nt

 .”
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
“If

 a
 c

om
pl

ai
nt

 is
 re

je
ct

ed
 o

r 
di

sm
is

se
d 

th
e 

co
m

pl
ai

na
nt

 
ha

s 
a 

rig
ht

 o
f r

ev
ie

w
 th

ro
ug

h 
th

e 
Tr

ib
un

al
 .



433Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

• 
If 

yo
u 

pr
ov

id
e 

su
pp

or
tin

g 
do

cu
m

en
ts

 e
ns

ur
e 

yo
u 

se
nd

 c
op

ie
s 

an
d 

re
ta

in
 

or
ig

in
al

s .
 

• 
Yo

u 
pr

ov
id

e 
ac

cu
ra

te
 

in
fo

rm
at

io
n,

 w
hi

ch
 is

 n
ot

 
fa

ls
e 

or
 m

is
le

ad
in

g .
”

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
“T

he
 p

ar
tie

s 
ca

n 
re

qu
es

t 
re

pr
es

en
ta

tio
n 

or
 to

 h
av

e 
an

 a
cc

om
pa

ny
in

g 
pe

rs
on

 
at

te
nd

 .
A 

re
pr

es
en

ta
tiv

e 
is

 a
 p

er
so

n 
w

ho
 s

pe
ak

s 
on

 b
eh

al
f o

f t
he

 
co

m
pl

ai
na

nt
 o

r r
es

po
nd

en
t 

an
d 

th
er

ef
or

e 
ha

s 
‘s

pe
ak

in
g 

rig
ht

s’
.

An
 ‘a

cc
om

pa
ny

in
g 

pe
rs

on
’ 

is
 a

 s
up

po
rt 

pe
rs

on
 . T

he
y 

ha
ve

 n
o 

sp
ea

ki
ng

 ri
gh

ts
 

du
rin

g 
th

e 
re

so
lu

tio
n 

un
le

ss
 

du
rin

g 
th

e 
pr

oc
es

s 
bo

th
 

co
m

pl
ai

na
nt

 a
nd

 re
sp

on
de

nt
 

ag
re

e 
th

at
 th

e 
ac

co
m

pa
ny

in
g 

pe
rs

on
 m

ay
 s

pe
ak

 .”
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

If 
th

e 
Tr

ib
un

al
 u

ph
ol

ds
 th

e 
re

je
ct

io
n 

or
 d

is
m

is
sa

l, 
th

e 
co

m
pl

ai
nt

 la
ps

es
 a

nd
 th

e 
fil

e 
is

 c
lo

se
d.

 If
 th

e 
Tr

ib
un

al
 

ov
er

tu
rn

s 
th

e 
re

je
ct

io
n 

th
e 

co
m

pl
ai

nt
 w

ill 
be

 re
tu

rn
ed

 
to

 th
e 

C
om

m
is

si
on

er
 fo

r 
in

ve
st

ig
at

io
n .

If 
th

e 
Tr

ib
un

al
 o

ve
rtu

rn
s 

th
e 

di
sm

is
sa

l, 
th

e 
Tr

ib
un

al
 h

ol
ds

 
an

 in
qu

iry
 .  

Th
is

 is
 a

 h
ea

rin
g 

or
 tr

ia
l w

he
re

 th
e 

pa
rti

es
 

gi
ve

 e
vi

de
nc

e 
on

 o
at

h 
or

 
affi

rm
at

io
n 

an
d 

ar
e 

cr
os

s-
ex

am
in

ed
 a

nd
 w

itn
es

se
s 

m
ay

 b
e 

ca
lle

d .
  A

t t
he

 e
nd

 
of

 a
n 

in
qu

iry
, t

he
 T

rib
un

al
 

de
ci

de
s 

if 
di

sc
rim

in
at

io
n 

ha
s 

oc
cu

rre
d 

or
 n

ot
, a

nd
 m

ak
es

 
or

de
rs

 a
bo

ut
 c

om
pe

ns
at

io
n 

or
 d

is
m

is
sa

l, 
et

c .
”

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

“C
on

ci
lia

tio
n 

C
on

fe
re

nc
es

 
ar

e 
he

ld
 in

 p
riv

at
e .

Ev
er

yt
hi

ng
 s

ai
d,

 w
rit

te
n 

or
 

do
ne

 in
 th

e 
C

on
ci

lia
tio

n 
is

 
co

nfi
de

nt
ia

l.”



434 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 d

at
a 

is
 p

ub
lis

he
d 

in
 th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l 

re
po

rt .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

C
om

m
is

si
on

 m
ak

es
 

su
bm

is
si

on
s 

an
d 

re
po

rts
 

to
 v

ar
io

us
 g

ov
er

nm
en

t 
en

qu
iri

es
, a

nd
 c

on
du

ct
s 

re
vi

ew
s 

w
he

n 
de

em
ed

 
ne

ce
ss

ar
y .

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

N
at

io
na

l R
el

ay
 s

er
vi

ce
, 

an
d 

in
te

rp
re

te
r/t

ra
ns

la
tio

n 
su

pp
or

t s
er

vi
ce

s 
ar

e 
off

er
ed

 
fo

r a
ss

is
ta

nc
e .

D
is

ab
ili

ty
 

sp
ec

ifi
c

D
is

ab
ili

ty
 a

nd
 

C
om

m
un

ity
 S

er
vi

ce
s

W
ho

 c
an

 c
om

pl
ai

n?
Se

rv
ic

e 
us

er
s,

 c
om

m
un

ity
 

m
em

be
rs

, p
eo

pl
e 

w
ith

 
di

sa
bi

lit
ie

s,
 fa

m
ilie

s,
 c

ar
er

s 
an

d 
ad

vo
ca

te
s .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

N
on

e 
sp

ec
ifi

ed
.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 D

is
ab

ilit
y 

an
d 

C
om

m
un

ity
 S

er
vi

ce
s .

Fo
rm

 o
f c

om
pl

ai
nt

Te
le

ph
on

e,
 e

m
ai

l, 
in

 p
er

so
n 

or
 

by
 p

os
t .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

on
e 

sp
ec

ifi
ed

.
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
ot

 s
pe

ci
fie

d.

https://www.communities.tas.gov.au/disability/projects/disability_and..
https://www.communities.tas.gov.au/disability/projects/disability_and..


435Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

Li
m

ita
tio

n 
pe

rio
ds

N
on

e 
sp

ec
ifi

ed
.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
on

e 
sp

ec
ifi

ed
.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Ad

vo
ca

te
s 

ca
n 

he
lp

 p
eo

pl
e 

m
ak

e 
co

m
pl

ai
nt

s:
 

“C
an

 s
om

eo
ne

 h
el

p 
m

e 
to

 
pr

ov
id

e 
fe

ed
ba

ck
?

Ye
s .

 Y
ou

 c
an

 a
sk

 a
 fa

m
ily

 
m

em
be

r, 
ca

re
r o

r f
rie

nd
 to

 
he

lp
 . Y

ou
 m

ay
 li

ke
 to

 u
se

 a
n 

Ad
vo

ca
cy

 s
er

vi
ce

 . T
he

se
 

se
rv

ic
es

 w
or

k 
w

ith
 y

ou
 to

 s
pe

ak
 

up
 fo

r y
ou

rs
el

f t
o 

m
ak

e 
su

re
 

yo
ur

 v
ie

w
s 

an
d 

op
in

io
ns

 a
re

 
he

ar
d 

an
d 

un
de

rs
to

od
 . T

he
se

 
se

rv
ic

es
 a

re
 fr

ee
, i

nd
ep

en
de

nt
 

an
d 

co
nfi

de
nt

ia
l. 

Th
e 

fo
llo

w
in

g 
or

ga
ni

sa
tio

ns
 m

ay
 b

e 
ab

le
 to

 
as

si
st

:
• 

Ad
vo

ca
cy

 T
as

m
an

ia
• 

Sp
ea

k 
O

ut
 A

ss
oc

ia
tio

n 
of

 
Ta

sm
an

ia
• 

As
so

ci
at

io
n 

of
 C

hi
ld

re
n 

w
ith

 
D

is
ab

ilit
y”

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

C
om

pl
ai

nt
 m

ec
ha

ni
sm

 s
its

 
w

ith
in

 th
e 

D
ep

ar
tm

en
t o

f 
D

is
ab

ilit
y 

an
d 

C
om

m
un

iti
es

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
on

e 
sp

ec
ifi

ed
.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.



436 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
  

m
ak

e 
a 

co
m

pl
ai

nt
Pr

oc
es

s 
of

 m
ak

in
g 

co
m

pl
ai

nt
R

es
ol

ut
io

n 
of

  
co

m
pl

ai
nt

O
ut

co
m

e 
of

 c
om

pl
ai

nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

N
ot

 s
pe

ci
fie

d.
O

th
er

 
re

le
va

nt
 

no
n-

co
m

pl
ai

nt
 

bo
di

es



437Appendix A: Australian Complaint Mechanism Landscape Table

Ju
ri

sd
ic

tio
n:

 V
ic

to
ri

a

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Ed
uc

at
io

n
Vi

ct
or

ia
n 

D
ep

ar
tm

en
t 

of
 E

du
ca

tio
n 

an
d 

Tr
ai

ni
ng

N
ot

e 
- T

he
 D

ep
ar

tm
en

t 
ad

op
ts

 d
iff

er
en

t 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
pr

oc
es

se
s 

fo
r d

iff
er

en
t 

ed
uc

at
io

n 
se

rv
ic

e 
ar

ea
s;

 a
s 

su
ch

, i
t i

s 
no

t 
po

ss
ib

le
 to

 p
ro

vi
de

 a
 

co
ns

ol
id

at
ed

 o
ve

rv
ie

w .

Th
e 

D
ep

ar
tm

en
t a

do
pt

s 
di

ffe
re

nt
 c

om
pl

ai
nt

s 
ha

nd
lin

g 
pr

oc
es

se
s 

fo
r 

di
ffe

re
nt

 e
du

ca
tio

n 
se

rv
ic

e 
ar

ea
s;

 a
s 

su
ch

, i
t i

s 
no

t 
po

ss
ib

le
 to

 p
ro

vi
de

 a
 

co
ns

ol
id

at
ed

 o
ve

rv
ie

w .
Th

e 
D

ep
ar

tm
en

t’s
 w

eb
si

te
 

st
at

es
 th

at
 re

ga
rd

le
ss

 o
f 

th
e 

av
en

ue
 ta

ke
n,

 th
ey

 
w

ill:
• 

ou
tli

ne
 th

e 
pr

oc
es

s 
fo

r d
ea

lin
g 

w
ith

 
co

m
pl

ai
nt

s
• 

pr
ov

id
e 

an
y 

re
as

on
ab

le
 a

ss
is

ta
nc

e 
to

 lo
dg

e 
th

e 
co

m
pl

ai
nt

• 
tre

at
 c

om
pl

ai
na

nt
s 

re
sp

ec
tfu

lly
• 

ac
t i

m
pa

rti
al

ly
 a

nd
 

ob
je

ct
iv

el
y

• 
m

ai
nt

ai
n 

co
nfi

de
nt

ia
lit

y 
an

d 
pr

iv
ac

y 
as

 
re

qu
ire

d
• 

pr
ov

id
e 

an
 in

di
ca

tiv
e 

tim
e 

fo
r a

dd
re

ss
in

g 
a 

co
m

pl
ai

na
nt

’s
 is

su
e

• 
ke

ep
 th

e 
co

m
pl

ai
na

nt
 

in
fo

rm
ed

 o
f t

he
 

pr
og

re
ss

 o
f t

he
 

D
ep

ar
tm

en
t’s

 in
qu

iri
es

In
 m

os
t a

ve
nu

es
, t

he
 

D
ep

ar
tm

en
t e

nc
ou

ra
ge

s 
co

m
pl

ai
na

nt
s 

to
 ra

is
e 

th
ei

r 
co

nc
er

ns
 w

ith
 th

e 
re

le
va

nt
 

se
rv

ic
e 

pr
ov

id
er

 in
 th

e 
fir

st
 

in
st

an
ce

 .
C

hi
ld

ca
re

/e
ar

ly
 c

hi
ld

ho
od

 
ed

uc
at

io
n 

se
rv

ic
es

If 
no

t a
bl

e 
to

 b
e 

re
so

lv
ed

 a
t 

th
e 

se
rv

ic
e 

le
ve

l, 
th

e 
co

m
pl

ai
nt

 
sh

ou
ld

 b
e 

ra
is

ed
 w

ith
 th

e 
D

ep
ar

tm
en

t’s
 re

gi
on

al
 o

ffi
ce

. 
C

om
pl

ai
na

nt
s 

ca
n 

al
so

 c
on

ta
ct

 
th

e 
Li

ce
ns

ed
 C

hi
ld

ca
re

/
C

hi
ld

re
n’

s 
Se

rv
ic

es
 h

el
pl

in
e.

Sp
ec

ia
lis

t e
ar

ly
 c

hi
ld

ho
od

 
se

rv
ic

es
If 

no
t a

bl
e 

to
 b

e 
re

so
lv

ed
 a

t 
th

e 
se

rv
ic

e 
le

ve
l, 

th
e 

co
m

pl
ai

nt
 

sh
ou

ld
 b

e 
ra

is
ed

 w
ith

 th
e 

D
ep

ar
tm

en
t’s

 re
gi

on
al

 o
ffi

ce
, 

an
d 

th
en

 w
ith

 it
s 

ce
nt

ra
l o

ffi
ce

 a
s 

a 
la

st
 re

so
rt .

C
om

pl
ai

nt
s 

ab
ou

t 
D

ep
ar

tm
en

ta
l r

eg
ul

at
io

n 
st

aff
C

om
pl

ai
nt

s 
ab

ou
t a

 Q
ua

lit
y 

As
se

ss
m

en
t a

nd
 R

eg
ul

at
io

n 
D

iv
is

io
n 

(Q
AR

D
) s

ta
ff 

m
em

be
r 

sh
ou

ld
 b

e 
di

re
ct

ed
 to

 a
 Q

AR
D

 
re

gi
on

al
 o

ffi
ce

 in
 th

e 
fir

st
 

in
st

an
ce

 . I
f n

ot
 re

so
lv

ed
, t

he
 

co
m

pl
ai

nt
 c

an
 b

e 
di

re
ct

ed
 to

 th
e 

D
ep

ar
tm

en
t’s

 c
en

tra
l o

ffi
ce

.

Th
e 

na
tu

re
 o

f t
he

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s 
de

pe
nd

s 
on

 th
e 

av
en

ue
 ta

ke
n 

fo
r 

ha
nd

lin
g 

th
e 

co
m

pl
ai

nt
; 

ho
w

ev
er

 it
 a

pp
ea

rs
 th

at
 

ov
er

al
l, 

th
e 

D
ep

ar
tm

en
t 

ta
ke

s 
an

 in
ve

st
ig

at
iv

e 
ap

pr
oa

ch
 .

Th
e 

D
ep

ar
tm

en
t’s

 w
eb

si
te

 
do

es
 n

ot
 p

ro
vi

de
 d

et
ai

ls
 o

n 
po

te
nt

ia
l o

ut
co

m
es

 . T
hi

s 
is

 li
ke

ly
 to

 d
ep

en
d 

on
 th

e 
av

en
ue

 ta
ke

n 
fo

r r
es

ol
vi

ng
 

th
e 

co
m

pl
ai

nt
 .

Fo
r m

os
t a

ve
nu

es
, 

ex
te

rn
al

 re
vi

ew
s 

ca
n 

be
 

re
qu

es
te

d 
fro

m
 th

e 
Vi

ct
or

ia
n 

O
m

bu
ds

m
an

 .

https://www.education.vic.gov.au/about/contact/Pages/complainec.aspx
https://www.education.vic.gov.au/about/contact/Pages/complainec.aspx
https://www.education.vic.gov.au/about/contact/Pages/complainecother.aspx
https://www.education.vic.gov.au/about/contact/Pages/complainecother.aspx
https://www.education.vic.gov.au/childhood/providers/regulation/Pages/complaints.aspx
https://www.education.vic.gov.au/childhood/providers/regulation/Pages/complaints.aspx


438 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
w

he
n 

ex
te

nd
ed

 ti
m

e 
is

 re
qu

ire
d 

pr
ov

id
e 

re
as

on
s 

fo
r t

he
ir 

de
ci

si
on

• 
in

fo
rm

 c
om

pl
ai

na
nt

s 
of

 
th

ei
r r

ig
ht

s 
of

 in
te

rn
al

 
or

 e
xt

er
na

l r
ev

ie
w .

R
ep

or
ts

 o
f a

bu
se

 a
re

 
si

ng
le

d 
ou

t o
n 

th
e 

de
pa

rtm
en

t’s
 w

eb
si

te
. 

Vi
ct

im
-s

ur
vi

vo
rs

 a
re

 
en

co
ur

ag
ed

 to
 re

po
rt 

cu
rre

nt
 a

nd
 fo

rm
er

 a
bu

se
 

to
 b

ot
h 

th
e 

sc
ho

ol
 a

nd
/

or
 D

ep
ar

tm
en

t, 
an

d 
th

e 
po

lic
e .

G
ov

er
nm

en
t s

ch
oo

ls
 o

r 
sc

ho
ol

 s
ta

ff
If 

no
t a

bl
e 

to
 b

e 
re

so
lv

ed
 b

y 
th

e 
sc

ho
ol

 in
 th

e 
fir

st
 in

st
an

ce
, 

co
m

pl
ai

nt
s 

ca
n 

be
 ra

is
ed

 w
ith

 
th

e 
lo

ca
l D

ep
ar

tm
en

t o
ffi

ce
, t

he
n 

th
e 

D
ep

ar
tm

en
t’s

 c
en

tra
l o

ffi
ce

, 
th

en
 th

e 
In

de
pe

nd
en

t O
ffi

ce
 fo

r 
Sc

ho
ol

 D
is

pu
te

 R
es

ol
ut

io
n .

In
de

pe
nd

en
t a

nd
 c

at
ho

lic
 

sc
ho

ol
s

C
om

pl
ai

nt
s 

sh
ou

ld
 b

e 
di

re
ct

ed
 

to
 th

e 
C

at
ho

lic
 E

du
ca

tio
n 

C
om

m
is

si
on

 o
f V

ic
to

ria
, o

r 
th

e 
Vi

ct
or

ia
n 

R
eg

is
tra

tio
n 

an
d 

Q
ua

lifi
ca

tio
ns

 A
ut

ho
rit

y.
TA

FE
 a

nd
 tr

ai
ni

ng
 o

rg
an

is
at

io
ns

If 
no

t a
bl

e 
to

 b
e 

re
so

lv
ed

 a
t 

th
e 

se
rv

ic
e 

le
ve

l, 
co

m
pl

ai
na

nt
s 

sh
ou

ld
 c

on
ta

ct
 th

e 
TA

FE
 a

nd
 

Tr
ai

ni
ng

 L
in

e .

He
al

th
VI

C
 D

ep
ar

tm
en

t o
f 

H
ea

lth
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 re

ce
iv

in
g 

se
rv

ic
es

 
fro

m
 th

e 
D

ep
ar

tm
en

t, 
th

ei
r a

dv
oc

at
e 

or
 

re
pr

es
en

ta
tiv

e .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
Ap

pl
ie

s 
to

 “a
 s

pe
ci

fic
 

ep
is

od
e,

 o
cc

ur
re

nc
e 

or
 

pr
ov

is
io

n 
of

 s
er

vi
ce

 th
at

 
ha

s 
re

su
lte

d 
in

 a
n 

im
pa

ct
 

on
 a

ny
 in

di
vi

du
al

 o
r 

gr
ou

p .
” I

n 
pa

rti
cu

la
r, 

w
he

re
 

co
m

pl
ai

na
nt

s:

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
er

e 
is

 a
 2

-s
te

p 
co

m
pl

ai
nt

s 
pr

oc
es

s:
St

ep
 1

: C
om

pl
ai

na
nt

s 
ra

is
e 

th
ei

r 
co

m
pl

ai
nt

 w
ith

 a
 s

ta
ff 

m
em

be
r 

at
 th

e 
re

le
va

nt
 h

ea
lth

 s
er

vi
ce

 
pr

ov
id

er
St

ep
 2

: I
f s

til
l d

is
sa

tis
fie

d,
 

co
m

pl
ai

n 
to

 th
e 

D
ep

ar
tm

en
t .

C
om

pl
ai

nt
s 

to
 th

e 
D

ep
ar

tm
en

t 
ca

n 
be

 m
ad

e 
in

 w
rit

in
g,

 o
r u

si
ng

 
an

 o
nl

in
e 

fo
rm

 . 

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r o
r 

fu
nd

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
th

at
 is

 th
e 

su
bj

ec
t o

f t
he

 
co

m
pl

ai
nt

 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d 

in
 d

et
ai

l. 
H

ow
ev

er
, t

he
 F

ee
db

ac
k 

(in
cl

ud
in

g 
co

m
pl

im
en

ts
 a

nd
 

co
m

pl
ai

nt
s)

 m
an

ag
em

en
t 

po
lic

y 
of

 th
e 

(fo
rm

er
) D

H
H

S 
av

ai
la

bl
e 

on
 th

e 
w

eb
si

te
, 

st
at

es
 th

at
 “t

he
 fe

ed
ba

ck
 

m
an

ag
em

en
t p

ro
ce

ss
 w

ill 
pr

ov
id

e 
m

ec
ha

ni
sm

s 
an

d 
st

ra
te

gi
es

 to
:

https://www.education.vic.gov.au/about/contact/Pages/reportingabuse.aspx
https://www.schoolresolution.vic.gov.au/Pages/default.aspx
https://www.schoolresolution.vic.gov.au/Pages/default.aspx
https://www.schoolresolution.vic.gov.au/Pages/default.aspx
https://www.schoolresolution.vic.gov.au/Pages/default.aspx
https://www.skills.vic.gov.au/s/making-a-complaint/
https://www.skills.vic.gov.au/s/contact-the-tafe-and-training-line
https://www.skills.vic.gov.au/s/contact-the-tafe-and-training-line


439Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
“w

er
e 

gi
ve

n 
un

sa
tis

fa
ct

or
y 

se
rv

ic
e

• 
di

d 
no

t r
ec

ei
ve

 e
no

ug
h 

in
fo

rm
at

io
n 

or
 c

ho
ic

e
• 

w
er

e 
de

ni
ed

 re
sp

ec
t, 

di
gn

ity
 o

r p
riv

ac
y .

”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly.
 

H
ow

ev
er

, t
he

 d
ep

ar
tm

en
t 

st
at

es
 th

e 
fo

llo
w

in
g:

 “Y
ou

 
m

ay
 a

sk
 s

om
eo

ne
 e

ls
e 

to
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

yo
ur

 b
eh

al
f . 

H
ow

ev
er

, 
th

ey
 m

us
t h

av
e 

yo
ur

 
pe

rm
is

si
on

 to
 d

o 
th

is
 .”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
pe

rm
itt

ed
, b

ut
 m

ay
 a

ffe
ct

 th
e 

D
ep

ar
tm

en
t’s

 a
bi

lit
y 

to
 fo

llo
w

 u
p 

eff
ec

tiv
el

y.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

N
ot

 s
pe

ci
fie

d 
in

 d
et

ai
l. 

H
ow

ev
er

, t
he

 F
ee

db
ac

k 
(in

cl
ud

in
g 

co
m

pl
im

en
ts

 a
nd

 
co

m
pl

ai
nt

s)
 m

an
ag

em
en

t 
po

lic
y 

of
 th

e 
(fo

rm
er

) D
H

H
S 

av
ai

la
bl

e 
on

 th
e 

w
eb

si
te

, 
st

at
es

 th
e 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t p

ro
ce

ss
 “w

ill:
• 

ex
pl

ai
n 

ho
w

 a
nd

 w
he

re
 

to
 m

ak
e 

a 
co

m
pl

im
en

t o
r 

co
m

pl
ai

nt
, i

nc
lu

di
ng

 a
n 

an
on

ym
ou

s 
co

m
pl

ai
nt

• 
co

ns
id

er
 s

pe
ci

fic
 

ne
ed

s 
of

 th
e 

in
di

vi
du

al
 

or
 b

ar
rie

rs
 th

ey
 m

ay
 

ex
pe

rie
nc

e
• 

ex
pl

ai
n 

al
te

rn
at

iv
e 

co
m

pl
ai

nt
 re

so
lu

tio
n 

pa
th

w
ay

s 
w

he
n 

th
e 

co
m

pl
ai

nt
 is

 fi
rs

t l
od

ge
d 

an
d 

w
he

n 
it 

is
 c

lo
se

d
• 

ex
pl

ai
n 

ho
w

 th
e 

de
pa

rtm
en

t w
ill 

m
an

ag
e 

a 
co

m
pl

ai
nt

 a
nd

 th
e 

ex
pe

ct
ed

 ti
m

ef
ra

m
e 

fo
r 

re
so

lu
tio

n
• 

su
pp

or
t i

nd
iv

id
ua

ls
 s

o 
th

ey
 c

an
 id

en
tif

y 
an

d 
se

ek
 th

ei
r p

re
fe

rre
d 

ou
tc

om
e .

”
Th

e 
po

lic
y 

al
so

 s
ta

te
s 

th
at

 
th

e 
co

m
pl

ai
nt

s 
m

an
ag

em
en

t 
pr

oc
es

s 
“w

ill:

• 
ex

pl
ai

n 
w

ha
t h

ap
pe

ne
d 

an
d 

w
hy

, w
ha

t w
ill 

be
 

do
ne

 to
 fi

x 
th

e 
is

su
e,

 
w

ho
 w

ill 
do

 it
, h

ow
 w

e 
w

ill 
co

m
m

un
ic

at
e 

ou
r 

pr
og

re
ss

 a
nd

 h
ow

 w
e 

w
ill 

ch
ec

k 
th

in
gs

 a
re

 o
n 

tra
ck

• 
ex

pl
ai

n 
th

e 
re

as
on

s 
fo

r 
th

e 
de

ci
si

on
• 

pr
ov

id
e 

an
 a

po
lo

gy
• 

w
he

re
 a

n 
ap

ol
og

y 
is

 
pr

ov
id

ed
, e

ns
ur

e 
it 

is
 

si
nc

er
e,

 a
nd

 a
cc

ep
ts

 
re

sp
on

si
bi

lit
y 

fo
r w

ha
t 

oc
cu

rre
d 

an
d 

th
e 

im
pa

ct
 

• 
ex

pl
ai

n 
th

e 
ci

rc
um

st
an

ce
s 

w
ith

ou
t m

ak
in

g 
ex

cu
se

s,
 

an
d 

su
m

m
ar

is
e 

th
e 

ke
y 

ac
tio

ns
 th

at
 w

ill 
be

 ta
ke

n
• 

pr
ov

id
e 

re
gu

la
r u

pd
at

es
 

to
 th

e 
co

m
pl

ai
na

nt
 if

 th
e 

re
so

lu
tio

n 
is

 d
el

ay
ed

 .”
R

ol
es

 o
f p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 p

os
si

bl
e 

ou
tc

om
es

, 
in

cl
ud

in
g 

fo
rm

al
 p

ro
ce

ss
 

fo
r a

n 
in

di
vi

du
al

 c
om

pl
ai

nt
 

to
 tr

ig
ge

r a
 s

ys
te

m
ic

 
re

sp
on

se
:

N
ot

 s
pe

ci
fie

d.
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

N
ot

 s
pe

ci
fie

d 
in

 d
et

ai
l. 



440 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
su

pp
or

t t
he

 c
om

pl
ai

na
nt

 
to

 s
ee

k 
th

e 
m

os
t 

ap
pr

op
ria

te
 re

so
lu

tio
n

• 
en

su
re

 th
er

e 
is

 c
la

rit
y 

ab
ou

t t
he

 re
qu

es
te

d 
ou

tc
om

e
• 

pr
ov

id
e 

a 
re

sp
ec

tfu
l, 

va
lu

in
g 

an
d 

in
fo

rm
at

iv
e 

ac
kn

ow
le

dg
em

en
t 

• 
ac

tiv
el

y 
lis

te
n,

 
em

pa
th

is
in

g 
an

d 
ac

kn
ow

le
dg

in
g 

w
he

n 
th

e 
se

rv
ic

e 
w

as
 n

ot
 th

e 
be

st
 

it 
co

ul
d 

ha
ve

 b
ee

n 
• 

m
on

ito
r t

im
ef

ra
m

es
 fo

r 
re

so
lu

tio
n

• 
co

m
m

un
ic

at
e 

w
ith

 a
ll 

re
le

va
nt

 p
ar

tie
s 

ab
ou

t t
he

 
pr

og
re

ss
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 .

Fi
na

lly
, r

eg
ar

di
ng

 
as

se
ss

m
en

t a
nd

 
in

ve
st

ig
at

io
n 

of
 c

om
pl

ai
nt

s,
 

th
e 

po
lic

y 
st

at
es

 th
at

 th
e 

pr
oc

es
s 

“w
ill:

• 
as

se
ss

 c
om

pl
ai

nt
s 

fo
r s

ev
er

ity
, s

af
et

y,
 

co
m

pl
ex

ity
, i

m
pa

ct
 a

nd
 

th
e 

ne
ed

 fo
r i

m
m

ed
ia

te
 

ac
tio

n
• 

co
lle

ct
 a

de
qu

at
e 

an
d 

ap
pr

op
ria

te
 in

fo
rm

at
io

n 
to

 in
fo

rm
 s

ys
te

m
ic

 
im

pr
ov

em
en

t
• 

pr
ot

ec
t t

he
 p

riv
ac

y 
an

d 
co

nfi
de

nt
ia

lit
y 

of
 th

e 
in

fo
rm

at
io

n 
pe

op
le

 h
av

e 
pr

ov
id

ed

H
ow

ev
er

, t
he

 F
ee

db
ac

k 
(in

cl
ud

in
g 

co
m

pl
im

en
ts

 a
nd

 
co

m
pl

ai
nt

s)
 m

an
ag

em
en

t 
po

lic
y 

of
 th

e 
(fo

rm
er

) D
H

H
S 

av
ai

la
bl

e 
on

 th
e 

w
eb

si
te

, 
st

at
es

 th
at

 th
e 

de
pa

rtm
en

t 
w

ill 
“fo

llo
w

 u
p 

w
ith

 
co

m
pl

ai
na

nt
s 

to
 d

et
er

m
in

e 
th

e 
eff

ec
tiv

en
es

s 
of

 th
e 

ou
tc

om
e,

 w
he

re
 a

pp
ro

pr
ia

te
 .”

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d 

in
 d

et
ai

l. 
H

ow
ev

er
, t

he
 F

ee
db

ac
k 

(in
cl

ud
in

g 
co

m
pl

im
en

ts
 a

nd
 

co
m

pl
ai

nt
s)

 m
an

ag
em

en
t 

po
lic

y 
of

 th
e 

(fo
rm

er
) D

H
H

S 
av

ai
la

bl
e 

on
 th

e 
w

eb
si

te
, 

st
at

es
 th

at
 th

e 
de

pa
rtm

en
t 

w
ill 

“n
ot

ify
 th

e 
co

m
pl

ai
na

nt
 

of
 a

lte
rn

at
iv

e 
co

m
pl

ai
nt

 
re

so
lu

tio
n 

pa
th

w
ay

s 
an

d 
re

vi
ew

 m
ec

ha
ni

sm
s .

” 
Ex

te
rn

al
 re

vi
ew

 b
od

ie
s 

m
ay

 in
cl

ud
e 

th
e 

Vi
ct

or
ia

n 
O

m
bu

ds
m

an
, D

is
ab

ilit
y 

Se
rv

ic
es

 C
om

m
is

si
on

er
 

or
 O

ffi
ce

 o
f t

he
 V

ic
to

ria
n 

In
fo

rm
at

io
n 

C
om

m
is

si
on

er
 .



441Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
de

te
rm

in
e 

by
 w

ho
m

 
an

d 
at

 w
ha

t l
ev

el
 th

e 
co

m
pl

ai
nt

 s
ho

ul
d 

be
 d

ea
lt 

w
ith

• 
en

ab
le

 c
om

pl
ai

nt
s 

to
 b

e 
co

ns
id

er
ed

 
in

de
pe

nd
en

tly
, f

ai
rly

 a
nd

 
ob

je
ct

iv
el

y .
”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

de
pa

rtm
en

t s
ta

te
s:

“W
e 

w
ill 

us
e 

th
e 

in
fo

rm
at

io
n 

yo
u 

pr
ov

id
e 

us
 to

 in
ve

st
ig

at
e 

an
d 

re
so

lv
e 

yo
ur

 c
om

pl
ai

nt
, 

an
d 

in
 a

cc
or

da
nc

e 
w

ith
 

ou
r P

riv
ac

y 
Po

lic
y .

 T
he

 
in

ve
st

ig
at

io
n 

of
 y

ou
r 

co
m

pl
ai

nt
 m

ay
 in

vo
lv

e 
sh

ar
in

g 
yo

ur
 p

er
so

na
l o

r 
he

al
th

 in
fo

rm
at

io
n 

w
ith

 o
th

er
 

re
le

va
nt

 a
re

as
 w

ith
in

 th
e 

de
pa

rtm
en

t t
o 

ac
hi

ev
e 

a 
re

so
lu

tio
n .

 If
 a

 th
ird

 p
ar

ty
 w

as
 

in
vo

lv
ed

, w
e 

m
ay

 a
ls

o 
ne

ed
 

to
 d

is
cu

ss
 y

ou
r c

om
pl

ai
nt

 
w

ith
 th

em
 .”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d 
in

 d
et

ai
l. 

https://www.dhhs.vic.gov.au/publications/privacy-policy


442 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

H
ow

ev
er

, t
he

 F
ee

db
ac

k 
(in

cl
ud

in
g 

co
m

pl
im

en
ts

 a
nd

 
co

m
pl

ai
nt

s)
 m

an
ag

em
en

t 
po

lic
y 

of
 th

e 
(fo

rm
er

) D
H

H
S 

av
ai

la
bl

e 
on

 th
e 

w
eb

si
te

, 
st

at
es

 th
at

 “t
he

 fe
ed

ba
ck

 
m

an
ag

em
en

t p
ro

ce
ss

 w
ill 

pr
ov

id
e 

m
ec

ha
ni

sm
s 

an
d 

st
ra

te
gi

es
 to

 g
at

he
r a

nd
 

re
co

rd
 fe

ed
ba

ck
 a

nd
 o

th
er

 
in

fo
rm

at
io

n 
to

:
• 

m
ee

t a
ny

 s
ta

tu
to

ry
, p

ol
ic

y 
or

 p
ro

ce
du

ra
l r

ep
or

tin
g 

re
qu

ire
m

en
ts

• 
im

pr
ov

e 
th

e 
tra

in
in

g 
an

d 
ca

pa
bi

lit
ie

s 
of

 fe
ed

ba
ck

 
m

an
ag

em
en

t s
ta

ff
• 

an
al

ys
e 

fe
ed

ba
ck

 d
at

a 
an

d 
id

en
tif

y 
tre

nd
s 

fo
r p

er
fo

rm
an

ce
 

im
pr

ov
em

en
t 

• 
m

on
ito

r t
he

 ti
m

e 
ta

ke
n 

to
 

re
so

lv
e 

co
m

pl
ai

nt
s

• 
no

tif
y 

se
rv

ic
e 

pr
ov

id
er

s 
of

 
an

y 
ch

an
ge

s 
ne

ce
ss

ar
y 

ar
is

in
g 

fro
m

 a
 c

om
pl

ai
nt

 
as

 p
ar

t o
f a

 c
on

tin
uo

us
 

qu
al

ity
 im

pr
ov

em
en

t 
ap

pr
oa

ch
 .”

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.



443Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Ac
co

rd
in

g 
to

 th
e 

de
pa

rtm
en

t’s
 w

eb
si

te
, “

th
e 

de
pa

rtm
en

t c
an

 a
rra

ng
e 

an
 in

te
rp

re
te

r t
o 

he
lp

 w
ith

 
la

ng
ua

ge
 s

er
vi

ce
s .

” A
ls

o,
 

th
e 

Fe
ed

ba
ck

 (i
nc

lu
di

ng
 

co
m

pl
im

en
ts

 a
nd

 c
om

pl
ai

nt
s)

 
m

an
ag

em
en

t p
ol

ic
y 

of
 th

e 
(fo

rm
er

) D
H

H
S 

av
ai

la
bl

e 
on

 th
e 

w
eb

si
te

, s
ta

te
s 

th
at

 
“th

e 
fe

ed
ba

ck
 m

an
ag

em
en

t 
pr

oc
es

s 
w

ill 
be

 re
sp

on
si

ve
 

an
d 

pr
ov

id
e 

m
ec

ha
ni

sm
s 

an
d 

st
ra

te
gi

es
 to

…
pr

om
ot

e 
cl

ie
nt

 
rig

ht
s,

 p
ar

tic
ul

ar
ly

 th
os

e 
w

ith
 

sp
ec

ia
l s

up
po

rt 
ne

ed
s,

 s
o 

th
ey

 c
an

 a
ct

iv
el

y 
pa

rti
ci

pa
te

 
in

 th
e 

fe
ed

ba
ck

 p
ro

ce
ss

 .”

H
ea

lth
 C

om
pl

ai
nt

s 
C

om
m

is
si

on
er

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
on

e 
w

ith
 c

on
ce

rn
s 

ab
ou

t a
 h

ea
lth

 s
er

vi
ce

 
th

at
 is

 b
ei

ng
 p

ro
vi

de
d 

ca
n 

m
ak

e 
a 

co
m

pl
ai

nt
 . 

Th
is

 in
cl

ud
es

 h
ea

lth
 

se
rv

ic
e 

co
ns

um
er

s 
an

d 
th

ei
r f

rie
nd

s 
an

d 
fa

m
ily

 
m

em
be

rs
, h

ea
lth

 s
er

vi
ce

 
st

aff
 a

nd
 v

ol
un

te
er

s,
 

co
nc

er
ne

d 
co

m
m

un
ity

 
m

em
be

rs
 a

nd
 p

ro
fe

ss
io

na
l 

or
ga

ni
sa

tio
ns

…
C

ar
er

s 
ca

n 
al

so
 c

om
pl

ai
n 

ab
ou

t h
ow

 
th

ey
 h

av
e 

be
en

 tr
ea

te
d 

in
 

th
ei

r c
ar

in
g 

ro
le

 .”

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 

re
so

lv
e 

th
ei

r c
om

pl
ai

nt
 w

ith
 th

e 
re

le
va

nt
 s

er
vi

ce
 p

ro
vi

de
r i

n 
th

e 
fir

st
 in

st
an

ce
.

If 
th

ey
 a

re
 u

na
bl

e 
to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 d

ire
ct

ly,
 th

ey
 c

an
 

lo
dg

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 th
e 

H
C

C
 o

nl
in

e,
 b

y 
ph

on
e,

 b
y 

m
ai

l 
or

 in
 p

er
so

n .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

pe
rm

itt
ed

, b
ut

 th
is

 w
ill 

lim
it 

th
e 

H
C

C
’s

 a
bi

lit
y 

to
 h

an
dl

e 
th

e 
co

m
pl

ai
nt

 a
nd

 k
ee

p 
th

e 
co

m
pl

ai
na

nt
 u

pd
at

ed
 o

n 
its

 
pr

og
re

ss
 .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
Th

e 
H

C
C

 m
ay

 im
po

se
 a

n 
In

te
rim

 P
ro

hi
bi

tio
n 

O
rd

er
 fo

r 
up

 to
 1

2 
w

ee
ks

 . “
O

rd
er

s 
ar

e 
on

ly
 m

ad
e 

ag
ai

ns
t g

en
er

al
 

he
al

th
 s

er
vi

ce
 p

ro
vi

de
rs

, 
m

ea
ni

ng
 th

os
e 

no
t r

eg
ul

at
ed

 
by

 th
e 

Au
st

ra
lia

n 
H

ea
lth

 
Pr

ac
tit

io
ne

r R
eg

ul
at

io
n 

Ag
en

cy
 (A

H
PR

A)
, a

nd
 o

nl
y 

if 
th

e 
C

om
m

is
si

on
er

 b
el

ie
ve

s 
th

ey
’v

e 
br

ea
ch

ed
 th

e 
ge

ne
ra

l 
co

de
 o

f c
on

du
ct

 a
nd

 p
os

e 
an

 u
na

cc
ep

ta
bl

e 
ris

k 
to

 th
e 

pu
bl

ic
 .”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
O

pt
io

ns
 in

cl
ud

e 
th

e 
fo

llo
w

in
g:

• 
“a

n 
ex

pl
an

at
io

n 
ab

ou
t 

w
ha

t h
ap

pe
ne

d 
an

d 
w

hy
• 

an
 a

po
lo

gy
• 

ac
ce

ss
 to

 tr
ea

tm
en

t
• 

ac
ce

ss
 o

r a
m

en
dm

en
t t

o 
he

al
th

 re
co

rd
s

• 
a 

re
fu

nd
 o

r c
om

pe
ns

at
io

n
• 

a 
ch

an
ge

 in
 p

ol
ic

y 
or

 
pr

ac
tic

e 
to

 p
re

ve
nt

 fu
tu

re
 

pr
ob

le
m

s .
”

Fo
llo

w
in

g 
an

 in
ve

st
ig

at
io

n,
 

th
e 

H
C

C
C

 m
ay

 a
ls

o 
de

ci
de

 
to

 im
po

se
 a

 p
ro

hi
bi

tio
n 

or
de

r 
on

 th
e 

se
rv

ic
e 

pr
ov

id
er

, o
r 

is
su

e 
a 

pu
bl

ic
 w

ar
ni

ng
 .

https://hcc.vic.gov.au/
https://hcc.vic.gov.au/


444 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

fre
qu

en
tly

 
re

la
te

 to
:

• 
“a

cc
es

s 
to

 s
er

vi
ce

s
• 

qu
al

ity
 a

nd
 s

af
et

y
• 

ca
re

 a
nd

 a
tte

nt
io

n
• 

re
sp

ec
t, 

di
gn

ity
 a

nd
 

co
ns

id
er

at
io

n
• 

co
m

m
un

ic
at

io
n 

ab
ou

t 
tre

at
m

en
t, 

op
tio

ns
 a

nd
 

co
st

s
• 

th
e 

le
ve

l o
f 

in
vo

lv
em

en
t i

n 
he

al
th

 
ca

re
 d

ec
is

io
ns

• 
ac

ce
ss

, p
riv

ac
y 

an
d 

co
nfi

de
nt

ia
lit

y 
of

 p
er

so
na

l h
ea

lth
 

in
fo

rm
at

io
n

• 
co

m
pl

ai
nt

 h
an

dl
in

g 
by

 th
e 

he
al

th
 s

er
vi

ce
 

pr
ov

id
er

 .”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
re

qu
ire

d 
to

 in
cl

ud
e 

w
ith

 th
ei

r 
co

m
pl

ai
nt

, t
he

 fo
llo

w
in

g:
• 

“th
e 

na
m

e,
 a

dd
re

ss
 

an
d 

co
nt

ac
t d

et
ai

ls
 

of
 th

e 
he

al
th

 
se

rv
ic

e 
pr

ov
id

er
 o

r 
or

ga
ni

sa
tio

n 
[th

ey
] a

re
 

co
m

pl
ai

ni
ng

 a
bo

ut

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 m
us

t p
ro

vi
de

 d
et

ai
ls

 o
f 

th
e 

m
at

te
r a

lo
ng

 w
ith

 th
ei

r 
co

m
pl

ai
nt

 . I
f t

he
y 

ar
e 

no
t t

he
 

co
m

pl
ai

na
nt

, t
he

y 
m

us
t p

ro
vi

de
 

th
ei

r p
er

m
is

si
on

 o
r a

ut
ho

rit
y 

to
 

co
m

pl
ai

n,
 to

 th
e 

co
m

pl
ai

na
nt

 .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

M
ay

 c
om

pl
ai

n 
on

 th
e 

vi
ct

im
-

su
rv

iv
or

’s
 b

eh
al

f.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

H
C

C
 h

as
 s

ev
er

al
 

av
en

ue
s 

fo
r c

om
pl

ai
nt

s 
re

so
lu

tio
n:

E
ar

ly
 R

es
ol

ut
io

n 
– 

th
e 

le
as

t f
or

m
al

 a
nd

 q
ui

ck
es

t 
op

tio
n .

 In
vo

lv
es

 d
is

cu
ss

in
g 

th
e 

co
m

pl
ai

nt
 w

ith
 th

e 
co

m
pl

ai
na

nt
 a

nd
 s

er
vi

ce
 

pr
ov

id
er

 o
ve

r t
he

 p
ho

ne
, 

se
ek

in
g 

to
 fi

nd
 a

n 
ac

ce
pt

ab
le

 
so

lu
tio

n 
to

 b
ot

h 
pa

rti
es

 .
Fo

rm
al

 R
es

ol
ut

io
n 

– 
Th

e 
co

m
pl

ai
na

nt
 p

ro
vi

de
s 

a 
fo

rm
al

 d
es

cr
ip

tio
n 

of
 

th
e 

co
m

pl
ai

nt
, i

nc
lu

di
ng

 
su

pp
or

tin
g 

do
cu

m
en

ta
tio

n 
an

d 
a 

“re
so

lu
tio

n 
pl

an
”; 

th
e 

se
rv

ic
e 

pr
ov

id
er

 
re

sp
on

ds
 to

 th
is

 p
la

n;
 if

 th
e 

se
rv

ic
e 

pr
ov

id
er

 a
gr

ee
s 

to
 

im
pr

ov
e 

th
ei

r s
er

vi
ce

s 
in

 
re

sp
on

se
 to

 th
e 

co
m

pl
ai

nt
 

th
e 

H
C

C
 w

ill 
th

en
 m

on
ito

r 
th

ei
r c

om
pl

ia
nc

e 
w

ith
 th

is
 

ag
re

em
en

t .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Th

is
 w

ill 
de

pe
nd

 o
n 

th
e 

ou
tc

om
e .

 If
 a

 le
ss

 fo
rm

al
 

av
en

ue
 is

 ta
ke

n 
– 

e .
g .

 fo
rm

al
 

re
so

lu
tio

n 
or

 c
on

ci
lia

tio
n 

– 
th

e 
se

rv
ic

e 
pr

ov
id

er
 m

ay
 

ne
ed

 to
 ta

ke
 re

sp
on

si
bi

lit
y 

fo
r c

ha
ng

in
g 

th
ei

r s
er

vi
ce

 
pr

ac
tic

es
 . I

f a
n 

in
ve

st
ig

at
io

n 
le

ad
s 

to
 a

 p
ro

hi
bi

tio
n 

or
de

r, 
th

ey
 m

ay
 b

e 
re

st
ric

te
d 

fro
m

 
pr

ac
tic

in
g 

fo
r a

 p
er

io
d 

of
 

tim
e,

 o
r p

er
m

an
en

tly
 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
If 

an
 in

ve
st

ig
at

io
n 

re
co

m
m

en
ds

 th
at

 a
 

se
rv

ic
e 

pr
ov

id
er

 m
us

t 
m

ak
e 

im
pr

ov
em

en
ts

 to
 

th
ei

r p
ra

ct
ic

e,
 th

e 
H

C
C

 w
ill 

m
on

ito
r t

he
 im

pl
em

en
ta

tio
n 

of
 th

os
e 

re
co

m
m

en
da

tio
ns

 . 
Th

ey
 m

ay
 ta

ke
 “f

ur
th

er
 

ac
tio

n”
 if

 th
es

e 
im

pr
ov

em
en

ts
 

ar
e 

no
t m

ad
e .

 
Th

e 
H

C
C

 m
ay

 a
ls

o 
la

un
ch

 
a 

fo
llo

w
-u

p 
in

ve
st

ig
at

io
n 

if 
a 

se
rv

ic
e 

pr
ov

id
er

 fa
ils

 to
 ta

ke
 

ag
re

ed
-u

po
n 

ac
tio

ns
 a

ris
in

g 
fro

m
 a

 fo
rm

al
 re

so
lu

tio
n 

or
 

co
nc

ilia
tio

n 
pr

oc
es

s .



445Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
an

y 
re

le
va

nt
 

su
pp

or
tin

g 
do

cu
m

en
ts

, 
in

cl
ud

in
g:

• 
[th

ei
r] 

le
tte

r o
f 

co
m

pl
ai

nt
 o

r e
m

ai
l 

to
 th

e 
he

al
th

 
se

rv
ic

e 
pr

ov
id

er
 o

r 
or

ga
ni

sa
tio

n
• 

th
ei

r r
es

po
ns

e 
to

 [t
he

ir]
 

co
m

pl
ai

nt
• 

ot
he

r s
up

po
rti

ng
 

do
cu

m
en

ts
 s

uc
h 

as
 le

tte
rs

, r
ef

er
ra

ls
, 

ph
ot

os
 o

r i
nv

oi
ce

s .
• 

If…
co

m
pl

ai
ni

ng
 fo

r 
so

m
eo

ne
 e

ls
e…

th
e 

co
ns

en
t o

f t
he

 p
er

so
n 

[th
ey

] a
re

 c
om

pl
ai

ni
ng

 
fo

r .”
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly.
 

Th
e 

H
C

C
 s

ta
te

s 
th

at
 

if 
co

m
pl

ai
ni

ng
 o

n 
so

m
eo

ne
 e

ls
e’

s 
be

ha
lf,

 
a 

co
m

pl
ai

na
nt

 re
qu

ire
s 

th
e 

vi
ct

im
-s

ur
vi

vo
r’s

 
pe

rm
is

si
on

 o
r a

ut
ho

rit
y .

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

C
on

ci
lia

tio
n 

– 
C

on
fid

en
tia

l 
di

sc
us

si
on

s 
ar

e 
fa

ci
lit

at
ed

 
by

 th
e 

H
C

C
 b

et
w

ee
n 

th
e 

co
m

pl
ai

na
nt

 a
nd

 s
er

vi
ce

 
pr

ov
id

er
 . T

hi
s 

pr
oc

es
s 

us
ua

lly
 ta

ke
s 

le
ss

 th
an

 1
2 

m
on

th
s,

 b
ut

 m
ay

 ta
ke

 lo
ng

er
 .

In
ve

st
ig

at
io

n 
– 

“a
 fo

rm
al

 a
nd

 
de

ta
ile

d 
ex

am
in

at
io

n,
 o

fte
n 

us
ed

 in
 h

an
dl

in
g 

la
rg

e 
or

 
hi

gh
ly

 c
om

pl
ex

 m
at

te
rs

 .” 
Th

e 
H

C
C

 m
ay

 a
ls

o 
is

su
e 

in
te

rim
 

or
de

rs
 p

ro
hi

bi
tin

g 
se

rv
ic

e 
pr

ov
id

er
s 

fro
m

 p
ra

ct
is

in
g 

w
hi

le
 a

n 
in

ve
st

ig
at

io
n 

is
 

un
de

r w
ay

; o
r a

 p
ro

hi
bi

tio
n 

or
de

r a
t t

he
 c

on
cl

us
io

n 
of

 
an

 in
ve

st
ig

at
io

n .
 T

he
y 

m
ay

 
al

so
 is

su
e 

a 
pu

bl
ic

 w
ar

ni
ng

 
st

at
em

en
t “

to
 a

le
rt 

pe
op

le
 to

 
se

rio
us

 ri
sk

s 
to

 th
ei

r h
ea

lth
, 

lif
e,

 s
af

et
y 

or
 w

el
fa

re
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
W

ill 
de

pe
nd

 o
n 

th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n 
av

en
ue

 a
do

pt
ed

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

As
 a

bo
ve

 .
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

H
C

C
 c

an
no

t f
or

ce
 

pa
rti

ci
pa

tio
n 

in
 c

om
pl

ai
nt

 
re

so
lu

tio
n,

 h
ow

ev
er

 th
ey

 d
o 

ha
ve

 p
ow

er
s 

to
 o

bt
ai

n 
an

y 
in

fo
rm

at
io

n 
re

le
va

nt
 to

 a
n 

in
ve

st
ig

at
io

n .
 T

hi
s 

in
cl

ud
es

 
co

nd
uc

tin
g 

in
te

rv
ie

w
s,

 
ga

th
er

in
g 

ev
id

en
ce

, a
nd

 
se

ek
in

g 
in

de
pe

nd
en

t 
ex

pe
rt 

ad
vi

ce
 . T

he
y 

al
so

 
ha

ve
 s

ig
ni

fic
an

t p
ow

er
s 

to
 in

tro
du

ce
 a

 re
gu

la
to

ry
 

re
gi

m
e 

fo
r g

en
er

al
 h

ea
lth

 
se

rv
ic

e 
pr

ov
id

er
s,

 “r
eq

ui
rin

g 
pr

ov
id

er
s 

to
 c

om
pl

y 
w

ith
 a

 
m

an
da

to
ry

 c
od

e 
of

 c
on

du
ct

, 
an

d 
gi

vi
ng

 th
e 

C
om

m
is

si
on

er
 

po
w

er
s 

to
 in

ve
st

ig
at

e 
an

d 
ba

n 
se

rv
ic

e 
pr

ov
id

er
s 

w
ho

 
br

ea
ch

 s
ta

nd
ar

ds
 in

 th
e 

co
de

 .”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Af
te

r a
n 

in
ve

st
ig

at
io

n 
is

 
co

m
pl

et
ed

, t
he

 re
le

va
nt

 
re

po
rt 

m
ay

 b
e 

sh
ar

ed
 w

ith
 

al
l r

el
ev

an
t p

ar
tie

s 
in

cl
ud

in
g 

th
e 

co
m

pl
ai

na
nt

 a
nd

 s
er

vi
ce

 
pr

ov
id

er
 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.



446 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

C
om

m
is

si
on

er
 is

 a
n 

ap
po

in
te

d 
pe

rs
on

 w
ith

 
si

gn
ifi

ca
nt

 e
xp

er
ie

nc
e 

in
 p

ub
lic

 h
ea

lth
/ p

ub
lic

 
ad

m
in

is
tra

tio
n .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

C
om

pl
ai

na
nt

s 
“c

an
no

t b
e 

di
sm

is
se

d,
 d

is
ci

pl
in

ed
 o

r 
di

sa
dv

an
ta

ge
d 

in
 a

ny
 o

th
er

 
w

ay
, f

or
 m

ak
in

g 
a 

co
m

pl
ai

nt
 . 

[T
he

y]
 a

re
 a

ls
o 

pr
ot

ec
te

d 
fro

m
 le

ga
l a

ct
io

ns
 s

uc
h 

as
 

de
fa

m
at

io
n 

an
d 

ci
vi

l l
ia

bi
lit

y .
”

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

Th
e 

H
C

C
 m

ay
 re

fe
r s

om
e 

co
m

pl
ai

nt
s 

to
 A

H
PR

A 
w

ho
 

ha
ve

 s
tro

ng
er

 e
nf

or
ce

m
en

t 
po

w
er

s 
ov

er
 h

ea
lth

 
pr

of
es

si
on

al
s .

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

H
C

C
 s

ta
te

s:
“T

he
 p

er
so

na
l a

nd
 h

ea
lth

 
in

fo
rm

at
io

n 
w

e 
co

lle
ct

 m
os

tly
 

re
la

te
s 

to
 c

on
si

de
rin

g 
an

d,
 

w
he

re
 a

pp
ro

pr
ia

te
, r

es
ol

vi
ng

 
or

 in
ve

st
ig

at
in

g 
co

m
pl

ai
nt

s 
un

de
r t

he
 H

C
A 

or
 th

e 
H

R
A .

 W
e 

w
ill 

on
ly

 c
ol

le
ct

 
th

e 
pe

rs
on

al
 a

nd
 h

ea
lth

 
in

fo
rm

at
io

n 
th

at
 is

 n
ec

es
sa

ry
 

to
 p

er
fo

rm
 th

es
e 

fu
nc

tio
ns

 . 
W

e 
w

ill 
en

su
re

 a
ny

 p
er

so
na

l 
an

d 
he

al
th

 in
fo

rm
at

io
n 

yo
u 

pr
ov

id
e 

w
ill 

no
t b

e 
di

sc
lo

se
d,

 e
xc

ep
t w

he
n 

th
is

 
is

 c
on

si
st

en
t w

ith
 th

e 
H

C
A,

 
H

R
A,

 th
e 

pr
ov

is
io

ns
 in

 th
e 

PD
PA

 o
r a

ny
 o

th
er

 la
w .

”



447Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

In
te

rim
 P

ro
hi

bi
tio

n 
O

rd
er

s,
 

Pr
oh

ib
iti

on
 O

rd
er

s,
 a

nd
 

pu
bl

ic
 w

ar
ni

ng
 s

ta
te

m
en

ts
 

re
ga

rd
in

g 
he

al
th

 s
er

vi
ce

 
pr

ov
id

er
s 

ar
e 

pu
bl

is
he

d 
on

 
th

e 
H

C
C

 w
eb

si
te

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Pa
rt 

of
 th

e 
H

C
C

’s
 ro

le
 is

 to
 

“m
on

ito
r a

nd
 re

vi
ew

 tr
en

ds
 

in
 c

om
pl

ai
nt

s 
da

ta
 a

nd
 u

se
 

th
is

 a
na

ly
si

s 
to

 in
fo

rm
 q

ua
lit

y,
 

im
pr

ov
em

en
t p

os
si

bi
lit

ie
s 

w
ith

in
 h

ea
lth

 s
er

vi
ce

s 
an

d 
th

e 
he

al
th

 s
ys

te
m

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
R

ef
er

s 
co

m
pl

ai
na

nt
s 

w
ho

 a
re

 
de

af
 o

r h
ea

rin
g 

or
 s

pe
ec

h 
im

pa
ire

d 
to

 th
e 

N
at

io
na

l 
R

el
ay

 S
er

vi
ce

 . A
ls

o 
pr

ov
id

es
 

in
te

rp
re

tin
g/

tra
ns

la
tio

n 
as

si
st

an
ce

 .



448 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

M
en

ta
l H

ea
lth

 
C

om
pl

ai
nt

s 
C

om
m

is
si

on
er

W
ho

 c
an

 c
om

pl
ai

n?
“A

ny
on

e 
w

ho
 is

 c
on

ce
rn

ed
 

ab
ou

t s
om

eo
ne

’s
 

ex
pe

rie
nc

e 
w

ith
 a

 p
ub

lic
 

m
en

ta
l h

ea
lth

 s
er

vi
ce

 in
 

Vi
ct

or
ia

 .”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
“C

om
pl

ai
nt

s 
to

 th
e 

M
H

C
C

 
ar

e 
of

te
n 

ab
ou

t d
iffi

cu
lti

es
 

in
 a

cc
es

si
ng

 p
ub

lic
 

m
en

ta
l h

ea
lth

 s
er

vi
ce

s,
 

or
 th

e 
tre

at
m

en
t a

nd
 c

ar
e 

pr
ov

id
ed

 b
y 

th
em

 .” 
Th

is
 m

ay
 in

cl
ud

e,
 fo

r 
ex

am
pl

e:
• 

di
sa

gr
ee

m
en

t w
ith

 
tre

at
m

en
t o

rd
er

s,
 a

nd
 

pe
op

le
 n

ot
 fe

el
in

g 
th

at
 th

ei
r v

ie
w

s 
an

d 
pr

ef
er

en
ce

s 
ha

ve
 b

ee
n 

he
ar

d .
• 

re
ce

iv
in

g 
in

ad
eq

ua
te

, 
in

co
m

pl
et

e,
 o

r 
m

is
le

ad
in

g 
in

fo
rm

at
io

n 
fro

m
 th

ei
r p

ub
lic

 
m

en
ta

l h
ea

lth
 p

ro
vi

de
r .

• 
st

aff
 c

on
du

ct
, s

uc
h 

as
 

ru
de

ne
ss

, o
r a

 la
ck

 o
f 

re
sp

ec
t, 

em
pa

th
y 

or
 

co
m

pa
ss

io
n .

• 
di

sa
gr

ee
m

en
t o

r 
di

ss
at

is
fa

ct
io

n 
w

ith
 

m
ed

ic
at

io
n,

 s
uc

h 
as

 it
s 

si
de

-e
ffe

ct
s.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 v
ia

 
ph

on
e,

 a
n 

on
lin

e 
co

m
pl

ai
nt

 fo
rm

, 
in

 w
rit

in
g 

or
 v

ia
 e

m
ai

l . 
C

om
pl

ai
na

nt
s 

ar
e 

re
m

in
de

d 
th

at
 

th
ey

 h
av

e 
th

e 
op

tio
n 

to
 c

om
pl

ai
n 

to
 th

e 
re

le
va

nt
 s

er
vi

ce
 d

ire
ct

ly,
 

bu
t d

o 
no

t h
av

e 
to

 .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, b
ut

 th
is

 m
ay

 im
pa

ct
 

th
e 

M
H

C
C

’s
 a

bi
lit

y 
to

 d
ea

l w
ith

 
th

e 
co

m
pl

ai
nt

 e
ffe

ct
iv

el
y.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

M
ay

 b
e 

th
e 

co
m

pl
ai

na
nt

, o
r m

ay
 

ha
ve

 a
 g

ua
rd

ia
n/

ad
vo

ca
te

/o
th

er
 

pe
rs

on
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

th
ei

r b
eh

al
f .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
C

om
pl

ai
na

nt
s 

ar
e 

su
pp

or
te

d 
to

 a
cc

es
s 

he
lp

 fr
om

 a
 la

w
ye

r 
an

d/
or

 a
dv

oc
at

e,
 e

ith
er

 in
st

ea
d 

of
, o

r i
n 

ad
di

tio
n 

to
, m

ak
in

g 
a 

co
m

pl
ai

nt
 . T

he
y 

ca
n 

br
ow

se
 th

e 
re

so
ur

ce
s 

lis
te

d 
on

 th
e 

M
H

C
C

’s
 

w
eb

si
te

 o
r t

he
y 

ca
n 

co
nt

ac
t t

he
 

M
H

C
C

 fo
r h

el
p 

in
 fi

nd
in

g 
an

 
ap

pr
op

ria
te

 a
dv

oc
at

e/
la

w
ye

r .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

M
H

C
C

 ta
ke

s 
th

e 
fo

llo
w

in
g 

st
ep

s 
w

he
n 

try
in

g 
to

 re
so

lv
e 

a 
co

m
pl

ai
nt

:
St

ep
 1

 –
 a

n 
in

iti
al

 
co

nv
er

sa
tio

n 
w

ith
 th

e 
co

m
pl

ai
na

nt
 to

 u
nd

er
st

an
d 

th
ei

r c
on

ce
rn

s 
an

d 
de

te
rm

in
e 

w
ha

t o
ut

co
m

e 
th

ey
 a

re
 

se
ek

in
g;

 o
r s

ee
ki

ng
 th

e 
co

ns
um

er
’s

 c
on

se
nt

 if
 th

e 
co

m
pl

ai
nt

 is
 lo

dg
ed

 b
y 

an
ot

he
r p

er
so

n .
St

ep
 2

 –
 a

n 
at

te
m

pt
 to

 
re

so
lv

e 
th

e 
co

m
pl

ai
nt

 q
ui

ck
ly

 
by

 o
ffe

rin
g 

to
 s

pe
ak

 w
ith

 a
 

st
aff

 m
em

be
r a

t t
he

 s
er

vi
ce

 
w

hi
ch

 is
 th

e 
su

bj
ec

t o
f t

he
 

co
m

pl
ai

nt
 .

St
ep

 3
 –

 if
 S

te
p 

2 
is

 n
ot

 
de

si
re

d 
or

 a
pp

ro
pr

ia
te

, t
he

 
M

H
C

C
 w

ill 
di

sc
us

s 
ot

he
r 

op
tio

ns
, i

nc
lu

di
ng

 w
he

th
er

 
to

 re
fe

r t
he

 m
at

te
r t

o 
a 

m
or

e 
ap

pr
op

ria
te

 b
od

y,
 to

 p
ro

ce
ed

 
w

ith
 th

e 
co

m
pl

ai
nt

, o
r t

o 
di

sc
on

tin
ue

 it
 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
W

ill 
de

pe
nd

 o
n 

in
di

vi
du

al
 

co
m

pl
ai

nt
s,

 h
ow

ev
er

 th
e 

M
H

C
C

 p
oi

nt
s 

to
 th

e 
“4

A’
s 

of
 

co
m

pl
ai

nt
 re

so
lu

tio
n”

 w
hi

ch
 

le
ad

 to
 p

os
iti

ve
 o

ut
co

m
es

:
• 

Ac
kn

ow
le

dg
em

en
t o

f a
 

pe
rs

on
’s

 e
xp

er
ie

nc
e.

• 
An

sw
er

s 
or

 e
xp

la
na

tio
ns

 
ab

ou
t t

he
 c

om
pl

ai
nt

 
is

su
es

 .
• 

Ac
tio

ns
 ta

ke
n 

be
ca

us
e 

of
 

th
e 

co
m

pl
ai

nt
 .

• 
Ap

ol
og

y 
fo

r t
he

 p
er

so
n’

s 
ex

pe
rie

nc
e .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
W

he
n 

as
se

ss
in

g 
a 

co
m

pl
ai

nt
, 

th
e 

M
H

C
C

 c
on

si
de

rs
 

“w
he

th
er

 th
e 

co
m

pl
ai

nt
 ra

is
es

 
is

su
es

 o
f r

ig
ht

s,
 s

af
et

y,
 ri

sk
 

or
 q

ua
lit

y,
 o

r a
 s

ys
te

m
ic

 is
su

e 
or

 p
ra

ct
ic

e 
th

at
 m

ay
 a

ffe
ct

 
m

an
y 

pe
op

le
 .”

Al
so

 n
ot

e 
th

at
 th

e 
C

om
m

is
si

on
er

 “o
nl

y 
in

ve
st

ig
at

es
 a

 c
om

pl
ai

nt
 if

 it
 

ha
s 

br
oa

d 
im

pl
ic

at
io

ns
 fo

r t
he

 
pu

bl
ic

 a
nd

 it
 is

 a
pp

ro
pr

ia
te

 
to

 m
ak

e 
fin

di
ng

s 
ab

ou
t w

ha
t 

ha
pp

en
ed

 .”

https://www.mhcc.vic.gov.au/
https://www.mhcc.vic.gov.au/
https://www.mhcc.vic.gov.au/
https://www2.health.vic.gov.au/mental-health/practice-and-service-quality/mental-health-act-2014-handbook/safeguards/statement-of-rights


449Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
U

su
al

ly,
 a

 p
er

so
n 

co
m

pl
ai

ni
ng

 a
bo

ut
 

so
m

eo
ne

 e
ls

e’
s 

ex
pe

rie
nc

e 
w

ill 
re

qu
ire

 
th

at
 p

er
so

n’
s 

co
ns

en
t t

o 
lo

dg
e 

a 
co

m
pl

ai
nt

 w
ith

 th
e 

M
H

C
C

 .
H

ow
ev

er
, t

he
 M

en
ta

l 
H

ea
lth

 A
ct

 
20

14
 (V

ic
) a

llo
w

s 
th

e 
M

H
C

C
 to

 a
cc

ep
t 

co
m

pl
ai

nt
s 

w
ith

ou
t t

he
 

co
ns

um
er

’s
 c

on
se

nt
 if

 it
 is

 
“s

at
is

fie
d 

th
at

: 
• 

th
e 

pe
rs

on
 m

ak
in

g 
th

e 
co

m
pl

ai
nt

 h
as

 a
 

ge
nu

in
e 

in
te

re
st

 in
 

th
e 

w
el

lb
ei

ng
 o

f t
he

 
co

ns
um

er
• 

th
er

e 
ar

e 
sp

ec
ia

l 
ci

rc
um

st
an

ce
s 

fo
r a

cc
ep

tin
g 

th
e 

co
m

pl
ai

nt
 w

ith
ou

t t
he

 
co

ns
um

er
’s

 c
on

se
nt

; 
an

d 
• 

ac
ce

pt
in

g 
th

e 
co

m
pl

ai
nt

 w
ill 

no
t b

e 
de

tri
m

en
ta

l t
o 

th
e 

co
ns

um
er

’s
 w

el
lb

ei
ng

.”

St
ep

 4
 –

 If
 th

e 
M

H
C

C
 

de
ci

de
s 

to
 p

ro
ce

ed
 w

ith
 th

e 
co

m
pl

ai
nt

, t
he

y 
w

ill 
as

si
st

 th
e 

co
m

pl
ai

na
nt

 to
 fo

rm
al

is
e 

th
e 

co
m

pl
ai

nt
 in

 w
rit

in
g 

if 
no

t y
et

 
do

ne
 s

o,
 w

ith
in

 2
0 

w
or

ki
ng

 
da

ys
 . T

he
y 

m
ay

 a
ls

o 
se

ek
 

fu
rth

er
 in

fo
rm

at
io

n 
ab

ou
t t

he
 

m
at

te
r f

ro
m

 th
e 

co
m

pl
ai

na
nt

 
an

d/
or

 s
er

vi
ce

 p
ro

vi
de

r .
St

ep
 5

 –
 If

 th
e 

M
H

C
C

 c
an

 
pr

oc
ee

d 
w

ith
 d

ea
lin

g 
w

ith
 th

e 
co

m
pl

ai
nt

, t
he

y 
m

ay
 d

o 
on

e 
or

 m
or

e 
of

 th
e 

fo
llo

w
in

g:
• 

he
lp

 th
e 

co
m

pl
ai

na
nt

 ta
lk

 
to

 th
e 

se
rv

ic
e 

di
re

ct
ly

 
ab

ou
t t

he
ir 

co
nc

er
ns

;
• 

se
ek

 a
 re

sp
on

se
 fr

om
 

th
e 

se
rv

ic
e 

ab
ou

t t
he

 
co

nc
er

ns
 ra

is
ed

 b
y 

th
e 

co
m

pl
ai

na
nt

, a
ns

w
er

s 
to

 
sp

ec
ifi

c 
qu

es
tio

ns
 a

nd
 

an
y 

ac
tio

ns
 ta

ke
n 

by
 th

e 
se

rv
ic

e
• 

ar
ra

ng
e 

a 
m

ee
tin

g 
w

ith
 

th
e 

co
m

pl
ai

na
nt

 a
nd

 
th

e 
se

rv
ic

e 
to

 d
is

cu
ss

 
w

ha
t h

ap
pe

ne
d,

 h
ow

 to
 

re
so

lv
e 

th
e 

co
m

pl
ai

nt
 a

nd
 

w
ha

t w
ill 

ha
pp

en
 n

ex
t

• 
pr

ov
id

e 
ad

vi
ce

 a
nd

 
re

co
m

m
en

da
tio

ns
 to

 
th

e 
se

rv
ic

e 
to

 im
pr

ov
e 

th
e 

si
tu

at
io

n 
fo

r t
he

 
co

m
pl

ai
na

nt
 a

nd
 o

th
er

s,
 

su
ch

 a
s 

ab
ou

t i
ts

 
pr

ac
tic

e,
 p

ro
ce

ss
es

 o
r 

tra
in

in
g 

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“In
 c

er
ta

in
 c

irc
um

st
an

ce
s,

 th
e 

M
H

C
C

 c
an

 re
qu

es
t f

or
m

al
 

le
ga

l ‘
un

de
rta

ki
ng

s’
 fr

om
 

Vi
ct

or
ia

n 
pu

bl
ic

 m
en

ta
l h

ea
lth

 
se

rv
ic

es
 to

 ta
ke

 s
pe

ci
fic

 
ac

tio
ns

 a
nd

 is
su

e 
co

m
pl

ia
nc

e 
no

tic
es

 if
 th

ey
 d

o 
no

t .”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

co
m

pl
ai

na
nt

s 
re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
e 

pr
oc

es
s 

of
 th

e 
M

H
C

C
, t

he
y 

m
ay

 
ta

ke
 th

ei
r c

om
pl

ai
nt

 to
 th

e 
Vi

ct
or

ia
n 

O
m

bu
ds

m
an

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
Th

e 
M

H
C

C
 re

m
in

ds
 

co
m

pl
ai

na
nt

s 
th

at
 “t

he
 M

en
ta

l 
H

ea
lth

 A
ct

 2
01

4 
sa

ys
 y

ou
 

ca
nn

ot
 b

e 
tre

at
ed

 u
nf

ai
rly

 
be

ca
us

e 
yo

u 
m

ak
e 

a 
co

m
pl

ai
nt

 . I
f y

ou
 fe

el
 y

ou
 

ha
ve

 b
ee

n 
tre

at
ed

 u
nf

ai
rly

 fo
r 

m
ak

in
g 

a 
co

m
pl

ai
nt

, e
ith

er
 to

 
th

e 
se

rv
ic

e 
or

 to
 th

e 
M

H
C

C
, 

w
e 

en
co

ur
ag

e 
yo

u 
to

 c
on

ta
ct

 
us

 .”

https://www2.health.vic.gov.au/mental-health/practice-and-service-quality/mental-health-act-2014
https://www2.health.vic.gov.au/mental-health/practice-and-service-quality/mental-health-act-2014
https://www2.health.vic.gov.au/mental-health/practice-and-service-quality/mental-health-act-2014
https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/


450 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Th
e 

M
H

C
C

 a
ls

o 
st

at
es

 
th

at
 “a

cc
ep

tin
g 

a 
co

m
pl

ai
nt

 w
ith

ou
t t

he
 

co
ns

um
er

’s
 c

on
se

nt
 is

 
a 

se
rio

us
 d

ec
is

io
n .

 W
e 

de
ci

de
 o

n 
a 

ca
se

-b
y-

ca
se

 b
as

is
 c

on
si

de
rin

g 
th

e 
m

en
ta

l h
ea

lth
 

pr
in

ci
pl

es
 a

nd
 o

ur
 

fu
nc

tio
ns

 . S
pe

ci
al

 
ci

rc
um

st
an

ce
s 

m
ay

 b
e 

w
he

re
: 

• 
th

e 
co

ns
um

er
 d

oe
s 

no
t h

av
e 

ca
pa

ci
ty

 to
 

co
ns

en
t t

o 
a 

co
m

pl
ai

nt
 

at
 th

e 
tim

e 
• 

th
e 

co
ns

um
er

 is
 u

nd
er

 
16

, a
nd

 a
 p

ar
en

t o
r 

gu
ar

di
an

 m
ak

es
 th

e 
co

m
pl

ai
nt

• 
 a

 g
ua

rd
ia

n 
m

ak
es

 th
e 

co
m

pl
ai

nt
• 

th
e 

co
m

pl
ai

nt
 is

 fr
om

 
a 

fa
m

ily
 m

em
be

r o
r 

ca
re

r a
nd

 th
er

e 
is

 a
 

ris
k 

of
 s

er
io

us
 h

ar
m

 
to

 th
e 

pe
rs

on
 a

nd
 it

 
is

 a
pp

ro
pr

ia
te

 fo
r t

he
 

M
H

C
C

 to
 d

ea
l w

ith
 th

e 
co

m
pl

ai
nt

 .
If 

w
e 

ac
ce

pt
 a

 c
om

pl
ai

nt
 

w
ith

ou
t t

he
 c

on
su

m
er

’s
 

co
ns

en
t, 

th
e 

Ac
t s

ay
s 

w
e 

m
us

t n
ot

ify
 th

e 
co

ns
um

er
 

an
d 

in
vo

lv
e 

th
em

 in
 

re
so

lv
in

g 
th

e 
co

m
pl

ai
nt

 
w

he
ne

ve
r p

os
si

bl
e,

 a
s 

• 
ar

ra
ng

e 
a 

co
nc

ilia
tio

n 
pr

oc
es

s 
(w

hi
ch

 th
e 

se
rv

ic
e 

m
us

t a
gr

ee
 to

)
• 

se
ek

 a
n 

un
de

rta
ki

ng
 fr

om
 

a 
se

rv
ic

e 
to

 ta
ke

 a
ct

io
ns

 
w

he
re

 th
er

e 
ha

s 
be

en
 a

 
br

ea
ch

 o
f t

he
 p

er
so

n’
s 

rig
ht

s 
or

 th
e 

re
qu

ire
m

en
ts

 
of

 th
e 

M
en

ta
l H

ea
lth

 A
ct

 
20

14
• 

fo
rm

al
ly

 in
ve

st
ig

at
e 

th
e 

co
m

pl
ai

nt
. N

ot
e 

th
is

 fi
na

l 
op

tio
n 

to
 in

ve
st

ig
at

e 
is

 
re

se
rv

ed
 o

nl
y 

fo
r c

as
es

 
w

he
re

 th
e 

“c
om

pl
ai

nt
 

ha
s 

br
oa

d 
im

pl
ic

at
io

ns
 

fo
r t

he
 p

ub
lic

 a
nd

 it
 is

 
ap

pr
op

ria
te

 to
 m

ak
e 

fin
di

ng
s 

ab
ou

t w
ha

t 
ha

pp
en

ed
 .”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
If 

th
ey

 a
re

 th
e 

co
m

pl
ai

na
nt

, 
th

ey
 m

ay
 b

e 
re

qu
ire

d 
to

 
pa

rti
ci

pa
te

 in
 th

e 
re

so
lu

tio
n 

pr
oc

es
s,

 in
cl

ud
in

g 
ne

go
tia

tin
g 

an
 o

ut
co

m
e 

w
ith

 th
e 

se
rv

ic
e 

pr
ov

id
er

, 
fa

ci
lit

at
ed

 b
y 

th
e 

M
H

C
C

 . 
Th

e 
M

H
C

C
 s

ta
te

s 
th

at
 

co
m

pl
ai

na
nt

s 
“d

et
er

m
in

e 
ho

w
 a

nd
 a

t w
ha

t p
ac

e 
[th

ey
] 

w
ou

ld
 li

ke
 to

 ta
ke

 p
ar

t i
n 

ou
r 

pr
oc

es
se

s .
”

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
As

 a
bo

ve
 .

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
M

H
C

C
 “m

us
t c

om
pl

y 
w

ith
 a

 n
um

be
r o

f l
aw

s 
w

he
n 

de
al

in
g 

w
ith

 [c
om

pl
ai

na
nt

s]
 

in
fo

rm
at

io
n,

 in
cl

ud
in

g 
th

e:
• 

M
en

ta
l H

ea
lth

 
Ac

t 2
01

4 
(th

e 
Ac

t)
• 

H
ea

lth
 R

ec
or

ds
 A

ct
 2

00
1

• 
Pr

iv
ac

y 
an

d 
D

at
a 

Pr
ot

ec
tio

n 
Ac

t 2
01

4
• 

Fr
ee

do
m

 o
f 

In
fo

rm
at

io
n 

Ac
t 1

98
2

• 
C

ha
rte

r o
f H

um
an

 
R

ig
ht

s 
an

d 
R

es
po

ns
ib

ilit
ie

s 
Ac

t 2
00

6”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
In

di
vi

du
al

 c
om

pl
ai

nt
s 

ar
e 

ke
pt

 c
on

fid
en

tia
l, 

ho
w

ev
er

 
co

m
pl

ai
nt

s 
da

ta
 is

 a
va

ila
bl

e 
on

 th
e 

M
H

C
C

 w
eb

si
te

 a
nd

 
pu

bl
is

he
d 

in
 it

s 
an

nu
al

 
re

po
rts

 .
U

nd
er

 th
e 

M
en

ta
l H

ea
lth

 A
ct

 
20

14
, p

ub
lic

 m
en

ta
l h

ea
lth

 
se

rv
ic

es
 a

re
 a

ls
o 

re
qu

ire
d 

to
 

re
po

rt 
co

m
pl

ai
nt

s 
ab

ou
t t

he
ir 

se
rv

ic
es

 to
 th

e 
M

H
C

C
, t

ha
t 

us
es

 th
es

e 
to

 a
na

ly
se

 tr
en

ds
 

an
d 

ar
ea

s 
fo

r i
m

pr
ov

em
en

t 
ac

ro
ss

 th
e 

se
ct

or
 . T

he
 M

H
C

C
 

al
so

 p
ub

lis
he

s 
th

is
 w

or
k 

in
 

de
ta

ile
d 

re
po

rts
 .

https://www.mhcc.vic.gov.au/mental-health-principles
https://www.mhcc.vic.gov.au/mental-health-principles
https://www.mhcc.vic.gov.au/about-mental-health-complaints-commissioner
https://www.mhcc.vic.gov.au/about-mental-health-complaints-commissioner
https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/health-records-act-2001/
https://www.legislation.vic.gov.au/in-force/acts/privacy-and-data-protection-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/privacy-and-data-protection-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/freedom-information-act-1982/
https://www.legislation.vic.gov.au/in-force/acts/freedom-information-act-1982/
https://www.legislation.vic.gov.au/in-force/acts/charter-human-rights-and-responsibilities-act-2006/
https://www.legislation.vic.gov.au/in-force/acts/charter-human-rights-and-responsibilities-act-2006/
https://www.legislation.vic.gov.au/in-force/acts/charter-human-rights-and-responsibilities-act-2006/


451Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

ea
rly

 a
s 

po
ss

ib
le

 . T
hi

s 
is

 to
 u

ph
ol

d 
th

ei
r r

ig
ht

s 
an

d 
th

e 
m

en
ta

l h
ea

lth
 

pr
in

ci
pl

es
 o

f t
he

 A
ct

 .”
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

Th
e 

C
om

m
is

si
on

er
 is

 a
n 

ap
po

in
te

d 
pe

rs
on

 w
ith

 
si

gn
ifi

ca
nt

 e
xp

er
ie

nc
e 

in
 p

ub
lic

 h
ea

lth
/ p

ub
lic

 
ad

m
in

is
tra

tio
n .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“T

he
 M

H
C

C
 h

as
 b

ro
ad

 
fu

nc
tio

ns
 u

nd
er

 th
e 

M
en

ta
l 

H
ea

lth
 A

ct
 2

01
4 

to
:

• 
id

en
tif

y 
an

d 
re

vi
ew

 
qu

al
ity

, s
af

et
y 

an
d 

ot
he

r 
is

su
es

 a
ris

in
g 

ou
t o

f 
co

m
pl

ai
nt

s
• 

pr
ov

id
e 

ad
vi

ce
 a

nd
 

m
ak

e 
re

co
m

m
en

da
tio

ns
 

fo
r s

er
vi

ce
 a

nd
 s

ys
te

m
 

im
pr

ov
em

en
ts

, w
hi

ch
 

se
rv

ic
es

 a
re

 e
xp

ec
te

d 
to

 
fo

llo
w .

”
Th

e 
M

H
C

C
 a

ls
o 

m
ak

es
 

“re
co

m
m

en
da

tio
ns

 a
bo

ut
 

sy
st

em
ic

 is
su

es
 to

 th
e 

D
ep

ar
tm

en
t o

f H
ea

lth
, 

C
hi

ef
 P

sy
ch

ia
tri

st
 a

nd
 o

th
er

 
bo

di
es

 in
cl

ud
in

g 
Sa

fe
r C

ar
e 

Vi
ct

or
ia

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Pr

ov
id

es
 a

ss
is

ta
nc

e 
to

 
pe

op
le

 w
ho

 a
re

 d
ea

f, 
sp

ee
ch

 
or

 h
ea

rin
g 

im
pa

ire
d;

 a
nd

 
th

os
e 

w
ho

 re
qu

ire
 tr

an
sl

at
io

n 
or

 in
te

rp
re

tin
g 

se
rv

ic
es

 .

https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/
https://www.legislation.vic.gov.au/in-force/acts/mental-health-act-2014/


452 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

So
ci

al
 

Se
rv

ic
es

VI
C

 D
ep

ar
tm

en
t o

f 
Fa

m
ili

es
, F

ai
rn

es
s 

an
d 

H
ou

si
ng

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 re
ce

iv
in

g 
se

rv
ic

es
 

fro
m

 th
e 

D
ep

ar
tm

en
t, 

th
ei

r a
dv

oc
at

e 
or

 
re

pr
es

en
ta

tiv
e .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

Ap
pl

ie
s 

to
 “a

 s
pe

ci
fic

 
ep

is
od

e,
 o

cc
ur

re
nc

e 
or

 
pr

ov
is

io
n 

of
 s

er
vi

ce
 th

at
 

ha
s 

re
su

lte
d 

in
 a

n 
im

pa
ct

 
on

 a
ny

 in
di

vi
du

al
 o

r 
gr

ou
p .

” I
n 

pa
rti

cu
la

r, 
w

he
re

 
co

m
pl

ai
na

nt
s:

• 
“w

er
e 

gi
ve

n 
un

sa
tis

fa
ct

or
y 

se
rv

ic
e

• 
di

d 
no

t r
ec

ei
ve

 e
no

ug
h 

in
fo

rm
at

io
n 

or
 c

ho
ic

e
• 

w
er

e 
de

ni
ed

 re
sp

ec
t, 

di
gn

ity
 o

r p
riv

ac
y .

”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 

de
ci

si
on

-m
ak

in
g

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly.
 

H
ow

ev
er

, t
he

 d
ep

ar
tm

en
t 

st
at

es
 th

e 
fo

llo
w

in
g:

 “Y
ou

 
m

ay
 a

sk
 s

om
eo

ne
 e

ls
e 

to
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

yo
ur

 b
eh

al
f . 

H
ow

ev
er

, 
th

ey
 m

us
t h

av
e 

yo
ur

 
pe

rm
is

si
on

 to
 d

o 
th

is
 .”

Pr
oc

es
s 

to
 c

om
pl

ai
n

Th
er

e 
is

 a
 3

-s
te

p 
co

m
pl

ai
nt

s 
pr

oc
es

s:
St

ep
 1

: C
om

pl
ai

na
nt

s 
ra

is
e 

th
ei

r 
co

m
pl

ai
nt

 w
ith

 a
 s

ta
ff 

m
em

be
r a

t 
th

e 
re

le
va

nt
 s

er
vi

ce
 p

ro
vi

de
r

St
ep

 2
: I

f s
til

l d
is

sa
tis

fie
d,

 ra
is

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 a
 s

en
io

r 
m

an
ag

er
 a

t t
he

 lo
ca

l o
ffi

ce
.

St
ep

 3
: I

f s
til

l d
is

sa
tis

fie
d,

 
co

m
pl

ai
n 

to
 th

e 
D

ep
ar

tm
en

t .
C

om
pl

ai
nt

s 
to

 th
e 

D
ep

ar
tm

en
t 

ca
n 

be
 m

ad
e 

in
 w

rit
in

g,
 v

ia
 

em
ai

l, 
ph

on
e 

or
 a

n 
on

lin
e 

fo
rm

 . 
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

pe
rm

itt
ed

, b
ut

 m
ay

 a
ffe

ct
 th

e 
D

ep
ar

tm
en

t’s
 a

bi
lit

y 
to

 fo
llo

w
 u

p 
eff

ec
tiv

el
y.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 m

ay
 fu

nd
 th

e 
se

rv
ic

e 
pr

ov
id

er
 w

ho
 is

 th
e 

su
bj

ec
t o

f 
th

e 
co

m
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
D

oe
s 

no
t a

pp
ea

r t
o 

ha
ve

 
an

 in
te

rn
al

 re
vi

ew
 p

ro
ce

ss
 . 

St
ep

 3
 (r

ev
ie

w
 b

y 
a 

Se
ni

or
 

M
an

ag
er

 w
ith

in
 th

e 
re

le
va

nt
 

D
ep

ar
tm

en
t D

iv
is

io
n/

G
ro

up
) i

s 
co

ns
id

er
ed

 a
n 

in
te

rn
al

 re
vi

ew
 o

f c
om

pl
ai

nt
s 

ha
nd

lin
g 

at
 S

te
ps

 1
 a

nd
 2

 
(s

er
vi

ce
 p

ro
vi

de
r/l

oc
al

 le
ve

l) .

https://www.dffh.vic.gov.au/making-complaint
https://www.dffh.vic.gov.au/making-complaint
https://www.dffh.vic.gov.au/making-complaint


453Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Af
te

r S
te

p 
3,

 c
om

pl
ai

na
nt

s 
w

ou
ld

 b
e 

re
fe

rre
d 

to
 a

n 
ex

te
rn

al
 c

om
pl

ai
nt

s 
bo

dy
 

su
ch

 a
s 

th
e 

Vi
ct

or
ia

n 
O

m
bu

ds
m

an
, D

is
ab

ilit
y 

Se
rv

ic
es

 C
om

m
is

si
on

er
 

or
 O

ffi
ce

 o
f t

he
 V

ic
to

ria
n 

In
fo

rm
at

io
n 

C
om

m
is

si
on

er
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

de
pa

rtm
en

t s
ta

te
s:

“W
e 

w
ill 

us
e 

th
e 

in
fo

rm
at

io
n 

yo
u 

pr
ov

id
e 

us
 to

 in
ve

st
ig

at
e 

an
d 

re
so

lv
e 

yo
ur

 c
om

pl
ai

nt
, 

an
d 

in
 a

cc
or

da
nc

e 
w

ith
 

ou
r P

riv
ac

y 
Po

lic
y .

 T
he

 
in

ve
st

ig
at

io
n 

of
 y

ou
r 

co
m

pl
ai

nt
 m

ay
 in

vo
lv

e 
sh

ar
in

g 
yo

ur
 p

er
so

na
l o

r 
he

al
th

 in
fo

rm
at

io
n 

w
ith

 o
th

er
 

re
le

va
nt

 a
re

as
 w

ith
in

 th
e 

de
pa

rtm
en

t t
o 

ac
hi

ev
e 

a 
re

so
lu

tio
n .

 If
 a

 th
ird

 p
ar

ty
 w

as
 

in
vo

lv
ed

, w
e 

m
ay

 a
ls

o 
ne

ed
 

to
 d

is
cu

ss
 y

ou
r c

om
pl

ai
nt

 
w

ith
 th

em
 .”

https://www.dhhs.vic.gov.au/publications/privacy-policy


454 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
“T

he
 d

ep
ar

tm
en

t c
an

 a
rra

ng
e 

an
 in

te
rp

re
te

r t
o 

he
lp

 w
ith

 
la

ng
ua

ge
 s

er
vi

ce
s .

”

Ju
sti
ce

VI
C

 D
ep

ar
tm

en
t o

f 
Ju

st
ic

e 
&

 C
om

m
un

ity
 

Sa
fe

ty

Th
e 

D
ep

ar
tm

en
t a

do
pt

s 
di

ffe
re

nt
 c

om
pl

ai
nt

s 
ha

nd
lin

g 
pr

oc
es

se
s 

fo
r 

di
ffe

re
nt

 ju
st

ic
e 

se
rv

ic
e 

ar
ea

s;
 a

s 
su

ch
, i

t i
s 

no
t 

po
ss

ib
le

 to
 p

ro
vi

de
 a

 
co

ns
ol

id
at

ed
 o

ve
rv

ie
w .

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 ra
is

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 th
e 

re
le

va
nt

 s
ta

ff 
m

em
be

r i
n 

th
e 

fir
st

 
in

st
an

ce
 . 

If 
th

ey
 re

m
ai

n 
un

sa
tis

fie
d,

 th
ey

 
ar

e 
en

co
ur

ag
ed

 to
 lo

dg
e 

a 
fo

rm
al

 c
om

pl
ai

nt
 th

ro
ug

h 
th

e 
ap

pr
op

ria
te

 b
us

in
es

s 
ar

ea
 . 

Th
e 

pr
oc

es
s 

to
 lo

dg
e 

a 
fo

rm
al

 
co

m
pl

ai
nt

 v
ar

ie
s 

ac
co

rd
in

g 
to

 
ea

ch
 b

us
in

es
s 

ar
ea

 .

Th
e 

D
ep

ar
tm

en
t’s

 w
eb

si
te

 
do

es
 n

ot
 p

ro
vi

de
 d

et
ai

ls
 

on
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n 
pr

oc
es

s 
ad

op
te

d 
by

 e
ac

h 
bu

si
ne

ss
 a

re
a .

Th
e 

D
ep

ar
tm

en
t’s

 w
eb

si
te

 
do

es
 n

ot
 p

ro
vi

de
 d

et
ai

ls
 o

n 
po

te
nt

ia
l o

ut
co

m
es

 . T
hi

s 
is

 li
ke

ly
 to

 d
ep

en
d 

on
 th

e 
av

en
ue

 ta
ke

n 
fo

r r
es

ol
vi

ng
 

th
e 

co
m

pl
ai

nt
 .

If 
co

m
pl

ai
na

nt
s 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
co

m
pl

ai
nt

s 
ha

nd
lin

g 
pr

oc
es

s,
 

th
ey

 a
re

 e
nc

ou
ra

ge
d 

to
 c

on
ta

ct
 th

e 
Vi

ct
or

ia
n 

O
m

bu
ds

m
an

 .
Tr

an
sl

at
io

n 
an

d 
in

te
rp

re
te

r 
se

rv
ic

es
 a

re
 p

ro
vi

de
d .

 
C

om
pl

ai
na

nt
s 

ar
e 

al
so

 
ad

vi
se

d 
th

at
 th

e 
D

ep
ar

tm
en

t 
m

ay
 ta

ke
 lo

ng
er

 to
 

ac
kn

ow
le

dg
e 

an
d 

re
sp

on
d 

to
 

th
ei

r c
om

pl
ai

nt
 if

 it
 is

 lo
dg

ed
 

in
 a

 la
ng

ua
ge

 o
th

er
 th

an
 

En
gl

is
h .

https://www.justice.vic.gov.au/feedback-complaints-and-compliments
https://www.justice.vic.gov.au/feedback-complaints-and-compliments
https://www.justice.vic.gov.au/feedback-complaints-and-compliments


455Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Vi
ct

or
ia

n 
O

m
bu

ds
m

an
W

ho
 c

an
 c

om
pl

ai
n?

An
y 

m
em

be
r o

f t
he

 p
ub

lic
 .

Th
e 

O
m

bu
ds

m
an

 c
an

 
al

so
 in

iti
at

e 
ow

n-
m

ot
io

n 
in

ve
st

ig
at

io
ns

, a
nd

 th
e 

Vi
ct

or
ia

n 
Pa

rli
am

en
t 

an
 re

fe
r a

 m
at

te
r t

o 
th

e 
O

m
bu

ds
m

an
 fo

r 
in

ve
st

ig
at

io
n .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

Th
e 

O
m

bu
ds

m
an

 c
an

 
in

ve
st

ig
at

e 
co

m
pl

ai
nt

s 
ab

ou
t

• 
C

ou
nc

ils
• 

Vi
ct

or
ia

n 
go

ve
rn

m
en

t 
de

pa
rtm

en
ts

• 
Vi

ct
or

ia
n 

go
ve

rn
m

en
t 

or
ga

ni
sa

tio
ns

/a
ge

nc
ie

s
• 

U
ni

ve
rs

iti
es

/T
AF

ES
 in

 
Vi

ct
or

ia
• 

Pu
bl

ic
ly

 fu
nd

ed
 

co
m

m
un

ity
 s

er
vi

ce
s

• 
Pr

is
on

s,
 a

nd
• 

C
er

ta
in

 p
ro

fe
ss

io
na

l 
bo

ar
ds

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

as
ke

d 
to

 p
ro

vi
de

 th
e 

fo
llo

w
in

g 
in

fo
rm

at
io

n:
• 

re
le

va
nt

 d
at

es
• 

w
hi

ch
 o

rg
an

is
at

io
n 

is
 

in
vo

lv
ed

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 in
 

w
rit

in
g,

 o
nl

in
e,

 b
y 

ph
on

e 
or

 in
 

pe
rs

on
 .

C
om

pl
ai

na
nt

s 
ar

e 
ex

pe
ct

ed
 

to
 h

av
e 

at
te

m
pt

ed
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 w

ith
 th

e 
re

le
va

nt
 

ag
en

cy
 in

 th
e 

fir
st

 in
st

an
ce

.
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, h
ow

ev
er

 th
is

 
m

ay
 im

pa
ct

 th
e 

ab
ilit

y 
of

 th
e 

O
m

bu
ds

m
an

 to
 e

ffe
ct

iv
el

y 
in

ve
st

ig
at

e 
th

e 
co

m
pl

ai
nt

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r 
ha

ve
 s

om
eo

ne
 c

om
pl

ai
n 

on
 th

ei
r 

be
ha

lf .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

M
ay

 lo
dg

e 
a 

co
m

pl
ai

nt
 o

n 
be

ha
lf 

of
 a

 v
ic

tim
-s

ur
vi

vo
r .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
C

om
pl

ai
nt

s 
ar

e 
as

se
ss

ed
 

to
 d

et
er

m
in

e 
w

he
th

er
 th

ey
 

ca
n 

be
 re

so
lv

ed
 q

ui
ck

ly
 a

nd
 

in
fo

rm
al

ly
 d

ire
ct

ly
 w

ith
 th

e 
ag

en
cy

 in
vo

lv
ed

 . I
f t

hi
s 

is
 n

ot
 

po
ss

ib
le

, t
he

 O
m

bu
ds

m
an

 
m

ay
 la

un
ch

 a
n 

in
ve

st
ig

at
io

n .
“T

he
 O

m
bu

ds
m

an
 m

ay
 

de
ci

de
 to

 in
ve

st
ig

at
e 

a 
co

m
pl

ai
nt

 o
r a

 s
er

ie
s 

of
 

co
m

pl
ai

nt
s 

if:
• 

th
e 

co
m

pl
ai

nt
/s

 a
re

 n
ot

 
ab

le
 to

 b
e 

re
so

lv
ed

 
in

fo
rm

al
ly

• 
th

e 
co

m
pl

ai
nt

/s
 a

re
 

se
rio

us
 a

nd
 h

av
e 

br
oa

d 
im

pl
ic

at
io

ns
 fo

r t
he

 
Vi

ct
or

ia
n 

pu
bl

ic
• 

it 
is

 a
pp

ro
pr

ia
te

 to
 re

ac
h 

a 
fo

rm
al

 o
pi

ni
on

 o
n 

w
he

th
er

 a
n 

or
ga

ni
sa

tio
n 

ha
s 

m
ad

e 
an

 e
rro

r .”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Th

e 
O

m
bu

ds
m

an
 ta

ke
s 

an
 

in
ve

st
ig

at
iv

e 
ap

pr
oa

ch
 .

At
 th

e 
fin

al
 s

ta
ge

 o
f 

an
 in

ve
st

ig
at

io
n,

 th
e 

O
m

bu
ds

m
an

 “w
ill:

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
If 

a 
co

m
pl

ai
nt

 is
 re

so
lv

ed
 

in
fo

rm
al

ly,
 th

e 
ag

en
cy

 m
ay

 
“a

gr
ee

 to
 a

ct
io

ns
 s

uc
h 

as
:

• 
R

ev
er

si
ng

 th
e 

de
ci

si
on

 o
r 

ac
tio

n 
at

 th
e 

ce
nt

re
 o

f t
he

 
co

m
pl

ai
nt

 .
• 

Ac
kn

ow
le

dg
in

g 
th

ei
r 

m
is

ta
ke

 a
nd

 a
po

lo
gi

si
ng

 .
• 

Pr
ov

id
in

g 
a 

be
tte

r 
ex

pl
an

at
io

n 
fo

r t
he

ir 
de

ci
si

on
 o

r a
ct

io
n .

• 
W

ai
vi

ng
 u

nf
ai

r f
ee

s 
or

 
m

ak
in

g 
pa

ym
en

ts
 w

he
re

 
ap

pr
op

ria
te

 .”
If 

a 
m

at
te

r i
s 

in
ve

st
ig

at
ed

, 
th

e 
O

m
bu

ds
m

an
 “m

ig
ht

 
co

nc
lu

de
 a

nd
 re

po
rt 

th
at

 s
he

 
is

 o
f t

he
 o

pi
ni

on
 th

at
 a

 p
ar

ty
’s

 
or

 o
rg

an
is

at
io

n’
s 

ac
tio

n 
or

 
de

ci
si

on
 w

as
:

• 
ta

ke
n 

co
nt

ra
ry

 to
 la

w
• 

un
re

as
on

ab
le

, u
nj

us
t, 

op
pr

es
si

ve
 o

r i
m

pr
op

er
ly

 
di

sc
rim

in
at

or
y

• 
ta

ke
n 

in
 a

cc
or

da
nc

e 
w

ith
 

a 
la

w
 o

r p
ra

ct
ic

e 
th

at
 is

 
un

re
as

on
ab

le
, u

nj
us

t, 
op

pr
es

si
ve

 o
r i

m
pr

op
er

ly
 

di
sc

rim
in

at
or

y
• 

ta
ke

n 
fo

r a
n 

im
pr

op
er

 
pu

rp
os

e 
or

 o
n 

irr
el

ev
an

t 
gr

ou
nd

s
• 

a 
de

ci
si

on
 fo

r w
hi

ch
 

re
as

on
s 

sh
ou

ld
 h

av
e,

 b
ut

 
w

er
e 

no
t, 

gi
ve

n
• 

ba
se

d 
w

ho
lly

 o
r p

ar
tly

 o
n 

a 
m

is
ta

ke
 o

f l
aw

 o
r f

ac
t

• 
w

ro
ng

 .”

https://www.ombudsman.vic.gov.au/


456 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
an

y 
do

cu
m

en
ts

 a
bo

ut
 

th
e 

co
m

pl
ai

nt
• 

le
tte

rs
/e

m
ai

ls
 s

en
t

• 
th

e 
or

ga
ni

sa
tio

n’
s 

re
sp

on
se

• 
an

y 
ph

ot
og

ra
ph

s
• 

w
ha

t o
ut

co
m

e 
th

ey
 a

re
 

se
ek

in
g

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d 

di
re

ct
ly.

 
A 

pe
rs

on
 m

ay
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

so
m

eo
ne

 
el

se
’s

 b
eh

al
f, 

w
ith

 th
at

 
pe

rs
on

’s
 p

er
m

is
si

on
. T

he
 

O
m

bu
ds

m
an

 w
ill 

co
nt

ac
t 

th
e 

vi
ct

im
-s

ur
vi

vo
r t

o 
co

nfi
rm

 th
ei

r c
on

se
nt

 to
 b

e 
re

pr
es

en
te

d .
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

• 
se

nd
 re

le
va

nt
 s

ec
tio

ns
 

of
 th

e 
dr

af
t r

ep
or

t t
o 

th
e 

pe
rs

on
 o

r o
rg

an
is

at
io

n
• 

pr
ov

id
e 

an
 o

pp
or

tu
ni

ty
 

fo
r t

he
 p

er
so

n 
an

d 
or

ga
ni

sa
tio

n 
to

 re
sp

on
d 

in
 w

rit
in

g
• 

co
ns

id
er

 th
e 

pe
rs

on
’s

 
an

d 
or

ga
ni

sa
tio

n’
s 

re
sp

on
se

s .
 W

e 
m

ay
 v

ar
y,

 
am

en
d 

or
 o

m
it 

a 
se

ct
io

n 
of

 th
e 

re
po

rt 
in

 li
gh

t o
f t

he
 

re
sp

on
se

s
• 

fa
irl

y 
se

t o
ut

 th
e 

re
le

va
nt

 
pa

rts
 o

f t
he

 p
er

so
n’

s 
an

d 
or

ga
ni

sa
tio

n’
s 

re
sp

on
se

 
in

 th
e 

fin
al

 re
po

rt.
”

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
Pr

ov
id

es
 in

iti
al

 in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 .

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
M

ay
 b

e 
as

ke
d 

to
 c

om
m

en
t 

on
 p

re
lim

in
ar

y 
fin

di
ng

s.
R

ol
es

 o
f o

th
er

 in
de

pe
nd

en
t 

pe
rs

on
s/

m
on

ito
rs

 in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
O

m
bu

ds
m

en
 a

re
 a

pp
oi

nt
ed

 
offi

ci
al

s,
 u

su
al

ly
 w

ith
 le

ga
l 

an
d/

or
 p

ub
lic

 s
er

vi
ce

 
ba

ck
gr

ou
nd

s .

Th
e 

O
m

bu
ds

m
an

 m
ay

 a
ls

o 
m

ak
e 

re
co

m
m

en
da

tio
ns

, 
w

hi
ch

 s
et

 o
ut

 a
ct

io
ns

 th
at

 
or

ga
ni

sa
tio

ns
 s

ho
ul

d 
ta

ke
 to

 
re

ct
ify

 a
ny

 e
rro

rs
 o

r p
re

ve
nt

 
si

m
ila

r i
ss

ue
s 

oc
cu

rri
ng

 in
 

fu
tu

re
 .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
If 

de
em

ed
 in

 th
e 

pu
bl

ic
 

in
te

re
st

, t
he

 O
m

bu
ds

m
an

 
m

ay
 ta

bl
e 

th
ei

r r
ep

or
t i

n 
th

e 
Vi

ct
or

ia
n 

Pa
rli

am
en

t .
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

Th
e 

O
m

bu
ds

m
an

 d
oe

s 
no

t 
ha

ve
 th

e 
po

w
er

 to
 e

nf
or

ce
 

th
ei

r r
ec

om
m

en
da

tio
ns

, 
ho

w
ev

er
 m

ay
 m

on
ito

r t
he

ir 
im

pl
em

en
ta

tio
n 

an
d 

re
po

rt 
on

 
th

os
e 

su
bs

eq
ue

nt
 fi

nd
in

gs
.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

Th
e 

O
m

bu
ds

m
an

 h
as

 th
e 

sa
m

e 
po

w
er

s 
as

 a
 R

oy
al

 
C

om
m

is
si

on
, s

uc
h 

as
:

• 
is

su
e 

a 
su

m
m

on
s 

to
 

a 
pe

rs
on

 to
 a

tte
nd

 a
n 

in
te

rv
ie

w
 o

r p
ro

du
ce

 
do

cu
m

en
ts



457Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
ta

ke
 e

vi
de

nc
e 

on
 o

at
h 

or
 a

ffi
rm

at
io

n 
du

rin
g 

an
 

in
te

rv
ie

w
• 

en
te

r t
he

 p
re

m
is

es
 o

f a
n 

or
ga

ni
sa

tio
n 

to
 in

sp
ec

t 
th

e 
pr

em
is

es
 o

r a
ny

th
in

g 
in

 th
em

• 
is

su
e 

a 
co

nfi
de

nt
ia

lit
y 

no
tic

e 
to

 a
ny

 p
er

so
n

• 
ov

er
rid

e 
ce

rta
in

 p
riv

ile
ge

s 
th

at
 u

su
al

ly
 p

ro
te

ct
 

di
sc

lo
su

re
 o

f i
nf

or
m

at
io

n
In

 a
dd

iti
on

, i
t i

s 
an

 o
ffe

nc
e 

in
 

Vi
ct

or
ia

 to
:

• 
w

ilf
ul

ly
 o

bs
tru

ct
, h

in
de

r o
r 

re
si

st
 th

e 
O

m
bu

ds
m

an
• 

re
fu

se
 o

r w
ilf

ul
ly

 fa
il 

to
 

co
m

pl
y 

w
ith

 h
er

 la
w

fu
l 

re
qu

ire
m

en
ts

• 
fa

il 
to

 a
tte

nd
 o

r p
ro

du
ce

 
an

y 
do

cu
m

en
ts

 w
he

n 
su

m
m

on
se

d
• 

w
ilf

ul
ly

 m
ak

e 
a 

fa
ls

e 
or

 
m

is
le

ad
in

g 
st

at
em

en
t .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Ye

s .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
C

om
pl

ai
na

nt
s 

w
ho

 re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
ou

tc
om

e 
of

 th
ei

r c
om

pl
ai

nt
 c

an
 

re
qu

es
t a

n 
in

te
rn

al
 re

vi
ew

, 
w

ith
in

 6
0 

da
ys

 o
f t

he
ir 

ca
se



458 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

be
in

g 
cl

os
ed

 . T
he

 re
qu

es
t 

m
us

t e
xp

la
in

 w
hy

 th
e 

O
m

bu
ds

m
an

 h
as

 m
ad

e 
an

 
er

ro
r a

nd
 p

ro
vi

de
 e

vi
de

nc
e 

to
 s

up
po

rt 
th

is
 b

el
ie

f . 
Th

e 
re

vi
ew

 w
ill 

be
 c

on
du

ct
ed

 b
y 

a 
m

or
e 

se
ni

or
 s

ta
ff 

m
em

be
r, 

w
ho

 m
ay

 d
ec

id
e:

• 
th

at
 th

e 
ca

se
 b

e 
re

-
co

ns
id

er
ed

• 
th

at
 th

e 
or

ig
in

al
 d

ec
is

io
n 

w
as

 c
or

re
ct

• 
th

at
 th

e 
O

m
bu

ds
m

an
 

sh
ou

ld
 m

ak
e 

im
pr

ov
em

en
ts

 to
 th

ei
r 

se
rv

ic
e .

C
om

pl
ai

nt
s 

ab
ou

t t
he

 
O

m
bu

ds
m

an
 c

an
 a

ls
o 

be
 m

ad
e 

to
 IB

AC
 o

r t
he

 
Vi

ct
or

ia
n 

In
sp

ec
to

ra
te

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
In

ve
st

ig
at

io
ns

 re
m

ai
n 

st
ric

tly
 c

on
fid

en
tia

l w
hi

le
 in

 
m

ot
io

n .
 A

t t
he

 c
on

cl
us

io
n 

of
 a

n 
in

ve
st

ig
at

io
n,

 th
e 

O
m

bu
ds

m
an

 m
ay

 m
ak

e 
th

e 
fin

di
ng

s 
pu

bl
ic

 if
 th

ey
 d

ee
m

 
th

e 
fin

di
ng

s 
ha

ve
 im

pl
ic

at
io

ns
 

fo
r t

he
 w

id
er

 V
ic

to
ria

n 
co

m
m

un
ity

 .



459Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

Th
e 

ou
tc

om
e 

of
 a

n 
in

ve
st

ig
at

io
n 

m
ay

 n
ot

 
ne

ce
ss

ar
ily

 b
e 

m
ad

e 
pu

bl
ic

 . 
W

he
n 

an
 in

ve
st

ig
at

io
n 

fin
is

he
s,

 th
e 

O
m

bu
ds

m
an

:
• 

le
ts

 th
e 

pa
rti

es
 k

no
w

 th
e 

ou
tc

om
e

• 
m

us
t p

ro
vi

de
 a

 re
po

rt 
to

 
th

e 
re

le
va

nt
 M

in
is

te
r

• 
m

us
t p

ro
vi

de
 a

 re
po

rt 
to

 th
e 

he
ad

 o
f t

he
 

re
le

va
nt

 o
rg

an
is

at
io

n 
(e

g 
D

ep
ar

tm
en

t S
ec

re
ta

ry
, 

M
ay

or
, B

oa
rd

 C
ha

ir)
• 

m
ay

 p
ro

vi
de

 a
 c

op
y 

of
 a

 
re

po
rt 

to
 th

e 
Pr

em
ie

r
• 

ca
n 

de
ci

de
 w

he
th

er
 

to
 ta

bl
e 

he
r r

ep
or

t i
n 

Pa
rli

am
en

t . 
W

he
n 

a 
re

po
rt 

is
 ta

bl
ed

 in
 

Pa
rli

am
en

t, 
it 

be
co

m
es

 a
 

pu
bl

ic
 d

oc
um

en
t .

Th
e 

O
m

bu
ds

m
an

 a
ls

o 
pu

bl
is

he
s 

its
 c

om
pl

ai
nt

 d
at

a 
in

 it
s 

an
nu

al
 re

po
rts

 .
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

Th
e 

O
m

bu
ds

m
an

 m
ay

 ta
bl

e 
its

 re
po

rts
 in

 th
e 

Vi
ct

or
ia

n 
Pa

rli
am

en
t a

nd
/o

r p
ro

vi
de

 
th

em
 to

 V
ic

to
ria

n 
M

in
is

te
rs

, 
w

ith
 re

co
m

m
en

da
tio

ns
 fo

r 
sy

st
em

ic
 c

ha
ng

e .



460 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

O
ffe

rs
 tr

an
sl

at
io

n 
an

d 
in

te
rp

re
te

r s
up

po
rt .

Vi
ct

or
ia

n 
Eq

ua
l 

O
pp

or
tu

ni
ty

 &
 H

um
an

 
R

ig
ht

s 
C

om
m

is
si

on

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 w
ho

 th
in

ks
 th

ey
 

ha
ve

 b
ee

n 
di

sc
rim

in
at

ed
 

ag
ai

ns
t, 

se
xu

al
ly

 
ha

ra
ss

ed
, v

ic
tim

is
ed

 o
r 

vi
lifi

ed
 in

 V
ic

to
ria

.
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
re

la
te

 
to

 d
is

cr
im

in
at

io
n 

on
 th

e 
ba

si
s 

of
 th

e 
fo

llo
w

in
g 

ch
ar

ac
te

ris
tic

s:
• 

ag
e

• 
pa

re
nt

 a
nd

 c
ar

er
 s

ta
tu

s
• 

di
sa

bi
lit

y
• 

em
pl

oy
m

en
t a

ct
iv

ity
• 

ex
pu

ng
ed

 h
om

os
ex

ua
l 

co
nv

ic
tio

n
• 

ge
nd

er
 id

en
tit

y
• 

in
du

st
ria

l a
ct

iv
ity

• 
la

w
fu

l s
ex

ua
l a

ct
iv

ity
• 

m
ar

ita
l s

ta
tu

s
• 

ph
ys

ic
al

 fe
at

ur
es

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 m

ad
e 

in
 

w
rit

in
g,

 o
nl

in
e,

 b
y 

ph
on

e 
or

 b
y 

em
ai

l .
Fo

rm
 o

f c
om

pl
ai

nt
An

on
ym

ou
s 

co
m

pl
ai

nt
s 

ar
e 

ac
ce

pt
ed

, h
ow

ev
er

 w
ill 

no
t b

e 
ab

le
 to

 u
til

is
e 

th
e 

C
om

m
is

si
on

’s
 

di
sp

ut
e 

re
so

lu
tio

n 
se

rv
ic

es
 .

Th
e 

C
om

m
is

si
on

 a
ls

o 
ha

s 
a 

“C
om

m
un

ity
 R

ep
or

tin
g 

To
ol

”, 
w

hi
ch

 a
llo

w
s 

th
e 

pu
bl

ic
 to

 re
po

rt 
ex

pe
rie

nc
es

 o
f d

is
cr

im
in

at
io

n 
or

 
ha

ra
ss

m
en

t w
ith

ou
t p

ur
su

in
g 

a 
fo

rm
al

 c
om

pl
ai

nt
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

M
ay

 b
e 

th
e 

co
m

pl
ai

na
nt

, o
r m

ay
 

ha
ve

 s
om

eo
ne

 e
ls

e 
lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

th
ei

r b
eh

al
f .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
A 

co
m

pl
ai

na
nt

 m
ay

 h
av

e 
a 

fa
m

ily
 m

em
be

r, 
fri

en
d,

 a
dv

oc
at

e,
 

un
io

n 
or

 la
w

ye
r a

pp
ly

 fo
r d

is
pu

te
 

re
so

lu
tio

n 
on

 th
ei

r b
eh

al
f .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

C
om

pl
ai

na
nt

s 
w

ho
 a

re
 

co
m

pl
ai

ni
ng

 a
bo

ut
 a

ss
au

lt 
ar

e 
en

co
ur

ag
ed

 to
 c

al
l 

em
er

ge
nc

y 
se

rv
ic

es
 .

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
 If

 
a 

co
m

pl
ai

nt
 p

ro
ce

ed
s 

to
 

co
nc

ilia
tio

n,
 th

e 
C

om
m

is
si

on
 

w
ill 

be
 im

pa
rti

al
, s

up
po

rti
ng

 
bo

th
 p

ar
tie

s 
to

 re
ac

h 
an

 
ag

re
em

en
t .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

Th
e 

C
om

m
is

si
on

 a
do

pt
s 

a 
co

nc
ilia

tio
n 

ap
pr

oa
ch

 to
 

re
so

lv
in

g 
di

sp
ut

es
 . 

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
O

ut
co

m
es

 w
ill 

va
ry

 
de

pe
nd

in
g 

on
 in

di
vi

du
al

 
ca

se
s .

 T
he

 C
om

m
is

si
on

 
no

te
s 

th
at

 c
om

m
on

 
ou

tc
om

es
 in

cl
ud

e:
• 

“a
n 

ap
ol

og
y 

fro
m

 th
e 

re
sp

on
de

nt
• 

fin
an

ci
al

 c
om

pe
ns

at
io

n
• 

a 
pe

rs
on

 b
ei

ng
 g

iv
en

 th
ei

r 
jo

b 
ba

ck
, a

 s
ta

te
m

en
t o

f 
se

rv
ic

e 
or

 a
 re

fe
re

nc
e

• 
ac

ce
ss

 to
 a

 jo
b 

op
po

rtu
ni

ty
 o

r s
er

vi
ce

 th
at

 
th

ey
 h

ad
 b

ee
n 

re
fu

se
d 

ac
ce

ss
 to

• 
a 

pr
om

is
e 

to
 c

ha
ng

e 
or

 
st

op
 b

eh
av

io
ur

• 
ne

w
 o

r u
pd

at
ed

 e
qu

al
 

op
po

rtu
ni

ty
 p

ol
ic

ie
s

• 
eq

ua
l o

pp
or

tu
ni

ty
 tr

ai
ni

ng
 

fo
r t

he
 re

sp
on

de
nt

 s
o 

th
ey

 k
no

w
 th

e 
be

ha
vi

ou
r 

sh
ou

ld
n’

t h
ap

pe
n 

ag
ai

n.
”

https://www.humanrights.vic.gov.au/
https://www.humanrights.vic.gov.au/
https://www.humanrights.vic.gov.au/
https://www.humanrights.vic.gov.au/for-individuals/age/
https://www.humanrights.vic.gov.au/for-individuals/parent-and-carer-status/
https://www.humanrights.vic.gov.au/for-individuals/disability/
https://www.humanrights.vic.gov.au/for-individuals/employment-activity/
https://www.humanrights.vic.gov.au/for-individuals/expunged-homosexual-conviction/
https://www.humanrights.vic.gov.au/for-individuals/expunged-homosexual-conviction/
https://www.humanrights.vic.gov.au/for-individuals/gender-identity/
https://www.humanrights.vic.gov.au/for-individuals/industrial-activity/
https://www.humanrights.vic.gov.au/for-individuals/lawful-sexual-activity/
https://www.humanrights.vic.gov.au/for-individuals/marital-status/
https://www.humanrights.vic.gov.au/for-individuals/physical-features/


461Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
po

lit
ic

al
 b

el
ie

f o
r 

ac
tiv

ity
• 

pr
eg

na
nc

y 
an

d 
br

ea
st

fe
ed

in
g

• 
ra

ce
• 

re
lig

io
us

 b
el

ie
f o

r 
ac

tiv
ity

• 
se

x
• 

se
x 

ch
ar

ac
te

ris
tic

s
• 

se
xu

al
 o

rie
nt

at
io

n
pe

rs
on

al
 a

ss
oc

ia
tio

n 
w

ith
 s

om
eo

ne
 w

ho
 h

as
, 

or
 is

 a
ss

um
ed

 to
 h

av
e,

 
on

e 
of

 th
es

e 
pe

rs
on

al
 

ch
ar

ac
te

ris
tic

s;
as

 w
el

l a
s 

se
xu

al
 

ha
ra

ss
m

en
t, 

ra
ci

al
 o

r 
re

lig
io

us
 v

ilifi
ca

tio
n,

 o
r 

vi
ct

im
is

at
io

n .
C

om
pl

ai
nt

s 
ab

ou
t 

hu
m

an
 ri

gh
ts

 b
re

ac
he

s 
ar

e 
al

so
 e

xc
lu

de
d,

 
an

d 
co

m
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 
th

e 
Vi

ct
or

ia
n 

O
m

bu
ds

m
an

 
in

st
ea

d .
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 

re
qu

ire
m

en
ts

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 p

ro
vi

de
• 

de
ta

ils
 o

f w
ha

t 
ha

pp
en

ed
, w

he
re

 a
nd

 
w

he
n

C
om

pl
ai

na
nt

s 
do

 n
ot

 n
ee

d 
a 

la
w

ye
r t

o 
pa

rti
ci

pa
te

 in
 

co
nc

ilia
tio

n,
 b

ut
 c

an
 b

rin
g 

a 
le

ga
l 

re
pr

es
en

ta
tiv

e 
or

 a
dv

oc
at

e 
to

 
gi

ve
 th

em
 a

dv
ic

e .
 T

he
y 

ca
n 

al
so

 
br

in
g 

a 
su

pp
or

t p
er

so
n 

al
on

g 
to

 
gi

ve
 th

em
 m

or
al

 s
up

po
rt .

“C
on

ci
lia

to
rs

 e
xp

la
in

 th
e 

la
w

 
an

d 
as

si
st

 th
e 

pa
rti

ci
pa

nt
s 

to
 

ex
pl

or
e 

op
tio

ns
 fo

r r
es

ol
ut

io
n 

w
ith

 th
e 

ai
m

 o
f r

es
ol

vi
ng

 th
e 

co
m

pl
ai

nt
 .”

C
on

ci
lia

tio
n 

m
ee

tin
gs

 m
ay

 
be

 c
on

du
ct

ed
 in

 p
er

so
n,

 o
r 

by
 p

ho
ne

, e
m

ai
l o

r v
id

eo
 

co
nf

er
en

ce
 .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
D

ur
in

g 
th

e 
co

nc
ilia

tio
n 

pr
oc

es
s,

 th
e 

vi
ct

im
-s

ur
vi

vo
r 

ha
s 

th
e 

op
po

rtu
ni

ty
 to

 ta
lk

 
ab

ou
t w

ha
t h

ap
pe

ne
d 

an
d 

th
e 

im
pa

ct
 th

e 
m

at
te

r h
as

 
ha

d 
on

 th
em

; t
he

y 
ca

n 
al

so
 

st
at

e 
w

ha
t o

ut
co

m
e 

th
ey

 a
re

 
se

ek
in

g .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

As
 th

e 
co

nc
ilia

tio
n 

pr
oc

es
s 

is
 v

ol
un

ta
ry

, t
he

 p
er

pe
tra

to
r 

m
ay

 d
ec

lin
e 

to
 p

ar
tic

ip
at

e .
 

H
ow

ev
er

, i
f t

he
y 

do
 

pa
rti

ci
pa

te
, t

he
y 

w
ill 

ha
ve

 
th

e 
op

po
rtu

ni
ty

 to
 te

ll 
th

ei
r 

pe
rs

pe
ct

iv
e 

an
d 

th
in

k 
ab

ou
t 

th
e 

ou
tc

om
e 

th
e 

co
m

pl
ai

na
nt

 
m

ay
 b

e 
se

ek
in

g 
(in

cl
ud

in
g 

off
er

in
g 

an
 a

lte
rn

at
iv

e 
ou

tc
om

e)
 .

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:
Se

e 
ab

ov
e .

 O
ut

co
m

es
 m

ay
 

in
cl

ud
e 

a 
pe

rp
et

ra
to

r m
ak

in
g 

sy
st

em
ic

 c
ha

ng
es

 to
 it

s 
se

rv
ic

es
 .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 c

le
ar

 .
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

re
so

lu
tio

n 
ca

nn
ot

 b
e 

re
ac

he
d,

 w
e 

w
ill 

cl
os

e 
th

e 
co

m
pl

ai
nt

 a
nd

 th
e 

co
m

pl
ai

na
nt

 h
as

 th
e 

op
tio

n 
of

 ta
ki

ng
 th

ei
r c

om
pl

ai
nt

 
to

 th
e 

Vi
ct

or
ia

n 
C

iv
il 

an
d 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 –

 
H

um
an

 R
ig

ht
s 

Li
st

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)

https://www.humanrights.vic.gov.au/for-individuals/political-belief-or-activity/
https://www.humanrights.vic.gov.au/for-individuals/political-belief-or-activity/
https://www.humanrights.vic.gov.au/for-individuals/pregnancy-and-breastfeeding/
https://www.humanrights.vic.gov.au/for-individuals/pregnancy-and-breastfeeding/
https://www.humanrights.vic.gov.au/for-individuals/race/
https://www.humanrights.vic.gov.au/for-individuals/religious-belief-or-activity/
https://www.humanrights.vic.gov.au/for-individuals/religious-belief-or-activity/
https://www.humanrights.vic.gov.au/for-individuals/sex/
https://www.humanrights.vic.gov.au/for-individuals/sex-characteristics/
https://www.humanrights.vic.gov.au/for-individuals/sexual-orientation/
https://www.humanrights.vic.gov.au/for-individuals/personal-association/
https://www.humanrights.vic.gov.au/for-individuals/personal-association/
https://www.humanrights.vic.gov.au/for-individuals/personal-association/
https://www.humanrights.vic.gov.au/for-individuals/personal-association/
https://www.humanrights.vic.gov.au/for-individuals/personal-association/


462 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
in

fo
rm

at
io

n 
ab

ou
t w

ha
t 

ki
nd

 o
f d

is
cr

im
in

at
io

n,
 

ha
ra

ss
m

en
t o

r 
vi

lifi
ca

tio
n 

w
as

 
ex

pe
rie

nc
ed

• 
de

ta
ils

 o
f w

ho
 th

e 
co

m
pl

ai
nt

 is
 a

bo
ut

 –
 

th
e 

re
sp

on
de

nt
 –

 a
nd

 
th

e 
co

m
pl

ai
na

nt
’s

 
co

nn
ec

tio
n 

to
 th

em
 (f

or
 

ex
am

pl
e,

 if
 th

ey
 a

re
 a

n 
em

pl
oy

er
, a

 u
ni

ve
rs

ity
 

or
 s

po
rts

 c
oa

ch
 e

tc
 .)

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 p

er
pe

tr
at

or
 

ne
ed

 to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
Th

e 
C

om
m

is
si

on
er

 is
 a

n 
ap

po
in

te
d 

pe
rs

on
 w

ith
 

si
gn

ifi
ca

nt
 e

xp
er

ie
nc

e 
in

 p
ub

lic
 h

ea
lth

/ p
ub

lic
 

ad
m

in
is

tra
tio

n .

Th
e 

C
om

m
is

si
on

 w
ill 

us
ua

lly
 p

ro
vi

de
 a

 c
op

y 
of

 th
e 

co
m

pl
ai

nt
 (w

ith
ou

t 
th

e 
co

m
pl

ai
na

nt
’s

 c
on

ta
ct

 
de

ta
ils

) t
o 

th
e 

pe
rs

on
 o

r 
or

ga
ni

sa
tio

n 
th

ey
 a

re
 

co
m

pl
ai

ni
ng

 a
bo

ut
 a

nd
, i

f 
ne

ce
ss

ar
y,

 to
 o

th
er

s 
w

ho
 

ha
ve

 re
le

va
nt

 in
fo

rm
at

io
n 

ab
ou

t t
he

 c
om

pl
ai

nt
 .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 d

at
a 

is
 p

ub
lis

he
d 

in
 th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
In

 a
dd

iti
on

 to
 h

an
dl

in
g 

co
m

pl
ai

nt
s,

 th
e 

C
om

m
is

si
on

 
un

de
rta

ke
s 

“in
de

pe
nd

en
t 

re
vi

ew
s,

 in
ve

st
ig

at
io

ns
 

an
d 

ad
vo

ca
cy

 a
ct

iv
iti

es
 to

 
ad

dr
es

s 
sy

st
em

ic
 is

su
es

 a
nd

 
pr

om
ot

e 
hu

m
an

 ri
gh

ts
 .” 

Th
e 

C
om

m
is

si
on

 a
ls

o 
m

ak
es

 
su

bm
is

si
on

s 
to

 re
le

va
nt

 
in

qu
iri

es
 a

nd
 e

ng
ag

es
 in

 
pu

bl
ic

 d
is

cu
ss

io
ns

 re
la

te
d 

to
 

di
sc

rim
in

at
io

n,
 h

ar
as

sm
en

t 
an

d 
hu

m
an

 ri
gh

ts
 is

su
es

 .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.



463Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

C
om

m
is

si
on

 h
as

 s
pe

ci
fic

 
su

pp
or

t o
pt

io
ns

 fo
r A

bo
rig

in
al

 
an

d 
To

rre
s 

St
ra

it 
Is

la
nd

er
 

co
m

pl
ai

na
nt

s,
 in

cl
ud

in
g 

fa
st

 
tra

ck
in

g 
of

 c
om

pl
ai

nt
s .

 It
 

al
so

 h
as

 p
ro

vi
si

on
 to

 s
up

po
rt 

co
m

pl
ai

nt
s 

lo
dg

ed
 in

 a
 

la
ng

ua
ge

 o
th

er
 th

an
 E

ng
lis

h .
 

It 
al

so
 p

ro
vi

de
s 

Au
sl

an
 

se
rv

ic
es

 .
D

is
ab

ili
ty

 
sp

ec
ifi

c
D

is
ab

ili
ty

 S
er

vi
ce

s 
C

om
m

is
si

on
er

W
ho

 c
an

 c
om

pl
ai

n?
A 

pe
rs

on
 w

ith
 a

 d
is

ab
ilit

y,
 

fa
m

ily
 m

em
be

r o
r f

rie
nd

 o
f 

a 
pe

rs
on

 w
ith

 a
 d

is
ab

ilit
y,

 
st

aff
 m

em
be

r, 
ca

re
r, 

or
 

m
em

be
r o

f t
he

 c
om

m
un

ity
 . 

Fr
om

 1
 J

ul
y 

20
19

, p
eo

pl
e 

re
ce

iv
in

g 
N

D
IS

 fu
nd

ed
 

se
rv

ic
es

 a
re

 d
ire

ct
ed

 to
 

th
e 

N
D

IS
 Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 C
om

m
is

si
on

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
Ab

us
e 

an
d 

ne
gl

ec
t b

y 
Vi

ct
or

ia
n 

re
gu

la
te

d 
di

sa
bi

lit
y 

se
rv

ic
es

Li
m

ita
tio

n 
pe

rio
ds

12
 m

on
th

s .
Ev

id
en

tia
ry

 
re

qu
ire

m
en

ts
N

on
e 

sp
ec

ifi
ed

.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
D

is
ab

ilit
y 

Se
rv

ic
es

 
C

om
m

is
si

on
er

Fo
rm

 o
f c

om
pl

ai
nt

O
nl

in
e 

co
m

pl
ai

nt
s 

fo
rm

, 
te

le
ph

on
e,

 e
m

ai
l o

r N
at

io
na

l 
R

el
ay

 S
er

vi
ce

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

R
es

ol
ut

io
n 

offi
ce

r w
ill 

ga
in

 
co

ns
en

t f
ro

m
 th

e 
pe

rs
on

 w
ith

 
di

sa
bi

lit
y,

 w
he

re
 p

os
si

bl
e,

 to
 

co
nd

uc
t a

n 
as

se
ss

m
en

t .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
on

e 
sp

ec
ifi

ed
.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
on

e 
sp

ec
ifi

ed
.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

W
he

re
 a

 c
om

pl
ai

nt
 in

vo
lv

es
 

cr
im

in
al

 c
on

du
ct

, t
he

 
C

om
m

is
si

on
er

 w
ill 

re
fe

r 
th

at
 p

ar
t o

f t
he

 c
om

pl
ai

nt
 to

 
Vi

ct
or

ia
 P

ol
ic

e .
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
In

de
pe

nd
en

t t
hi

rd
 p

ar
ty

: “
An

 
in

de
pe

nd
en

t o
ve

rs
ig

ht
 b

od
y 

re
so

lv
in

g 
co

m
pl

ai
nt

s 
an

d 
pr

om
ot

in
g 

th
e 

rig
ht

 o
f p

eo
pl

e 
w

ith
 a

 d
is

ab
ilit

y 
to

 b
e 

fre
e 

fro
m

 a
bu

se
 .

D
is

ab
ilit

y 
Se

rv
ic

es
 

C
om

m
is

si
on

er
 (D

SC
) w

or
ks

 
w

ith
 p

eo
pl

e 
w

ith
 a

 d
is

ab
ilit

y 
to

 re
so

lv
e 

co
m

pl
ai

nt
s 

ab
ou

t 
di

sa
bi

lit
y 

se
rv

ic
e 

pr
ov

id
er

s,
 

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Ac

kn
ow

le
dg

em
en

t
Ap

ol
og

y
Ex

pl
an

at
io

n 
w

hy
 s

om
et

hi
ng

 
ha

s 
or

 h
as

 n
ot

 h
ap

pe
ne

d .
 

A 
di

sa
bi

lit
y 

se
rv

ic
e 

pr
ov

id
er

 
m

ay
 is

su
e 

w
ith

 a
 n

ot
ic

e 
to

 
ta

ke
 a

ct
io

n 
th

ey
 m

us
t b

e 
re

qu
ire

d 
to

 re
po

rt 
ba

ck
 to

 th
e 

C
om

m
is

si
on

er
 o

n 
th

e 
ac

tio
ns

 
th

ey
 h

av
e 

ta
ke

n .
 If

 th
e 

C
om

m
is

si
on

er
 is

 n
ot

 s
at

is
fie

d 
w

ith
 th

e 
se

rv
ic

e’
s 

ac
tio

ns
 

th
en

 fu
rth

er
 in

ve
st

ig
at

io
ns

 
ca

n 
be

 u
nd

er
ta

ke
n .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, 

in
cl

ud
in

g 
fo

rm
al

 p
ro

ce
ss

 
fo

r a
n 

in
di

vi
du

al
 c

om
pl

ai
nt

 
to

 tr
ig

ge
r a

 s
ys

te
m

ic
 

re
sp

on
se

:

https://www.odsc.vic.gov.au
https://www.odsc.vic.gov.au


464 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 
de

ci
si

on
-m

ak
in

g
G

ua
rd

ia
ns

 c
an

 m
ak

e 
co

m
pl

ai
nt

s .
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 p
er

pe
tr

at
or

 
ne

ed
 to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

an
d 

w
e 

w
or

k 
w

ith
 d

is
ab

ilit
y 

se
rv

ic
e 

pr
ov

id
er

s 
to

 im
pr

ov
e 

ou
tc

om
es

 fo
r p

eo
pl

e 
w

ith
 a

 
di

sa
bi

lit
y .

”
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
D

ur
in

g 
th

e 
as

se
ss

m
en

t 
pr

oc
es

s 
th

e 
re

so
lu

tio
n 

offi
ce

r w
ill 

w
or

k 
w

ith
 th

e 
co

m
pl

ai
na

nt
, p

er
so

n 
w

ith
 

di
sa

bi
lit

y 
an

d 
th

e 
se

rv
ic

e 
pr

ov
id

er
 to

 re
so

lv
e 

th
e 

co
m

pl
ai

nt
 .

C
on

ci
lia

tio
n 

m
ay

 a
ls

o 
be

 
us

ed
 

W
he

re
 c

on
ci

lia
tio

n 
ha

s 
fa

ile
d 

or
 h

as
 b

ee
n 

de
em

ed
 u

ns
ui

ta
bl

e,
 th

e 
C

om
m

is
si

on
er

 m
ay

 c
on

du
ct

 
an

 in
ve

st
ig

at
io

n .
 

O
ra

l a
nd

 o
th

er
 e

vi
de

nc
e 

ca
n 

be
 u

se
d

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
C

en
tra

l t
o 

th
e 

pr
oc

es
s

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 in

de
pe

nd
en

t 
pe

rs
on

s/
m

on
ito

rs
 in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Th
e 

C
om

m
is

si
on

er
 c

an
 

un
de

rta
ke

 S
ys

te
m

ic
 

C
om

m
is

si
on

er
-in

iti
at

ed
 

In
ve

st
ig

at
io

ns
A

ny
 e

nf
or

ce
m

en
t o

r 
m

on
ito

rin
g 

of
 o

ut
co

m
es

In
 c

as
es

 w
he

re
 d

is
ab

ilit
y 

se
rv

ic
es

 h
av

e 
be

en
 is

su
ed

 
w

ith
 a

 n
ot

ic
e 

to
 ta

ke
 a

ct
io

n
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
In

sp
ec

tio
n 

po
w

er
s 

ca
n 

be
 u

se
d 

as
 p

ar
t o

f a
n 

in
ve

st
ig

at
io

n .
 T

he
se

 e
na

bl
e 

th
e 

C
om

m
is

si
on

er
 to

 in
sp

ec
t 

a 
di

sa
bi

lit
y 

se
rv

ic
e 

w
ith

ou
t 

no
tic

e .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
 .

W
he

re
 a

 c
om

pl
ai

nt
 in

vo
lv

es
 

cr
im

in
al

 c
on

du
ct

, t
he

 
C

om
m

is
si

on
er

 w
ill 

re
fe

r 
th

at
 p

ar
t o

f t
he

 c
om

pl
ai

nt
 to

 
Vi

ct
or

ia
 P

ol
ic

e .



465Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
on

e 
sp

ec
ifi

ed
.

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Br

oc
hu

re
s 

ar
e 

av
ai

la
bl

e 
in

 m
ul

tip
le

 la
ng

ua
ge

s 
an

d 
in

te
rp

re
te

rs
 a

re
 a

va
ila

bl
e .

O
th

er
 

re
le

va
nt

 
no

n-
co

m
pl

ai
nt

 
bo

di
es

O
ffi

ce
 o

f t
he

 P
ub

lic
 

A
dv

oc
at

e
A

dv
ic

e 
Se

rv
ic

e:
Th

e 
O

PA
 o

pe
ra

te
s 

an
 

ad
vi

ce
 s

er
vi

ce
, w

hi
ch

 
“p

ro
vi

de
s 

in
fo

rm
at

io
n 

an
d 

as
si

st
an

ce
 to

:
• 

pe
op

le
 w

ith
 d

is
ab

ilit
y

• 
th

ei
r f

am
ily

, c
ar

er
s 

an
d 

fri
en

ds
• 

pr
of

es
si

on
al

s 
fro

m
 

th
e 

he
al

th
, h

um
an

 
se

rv
ic

es
, l

eg
al

, 
co

m
m

un
ity

 s
er

vi
ce

s 
an

d 
go

ve
rn

m
en

t 
se

ct
or

s

“O
PA

 p
ro

te
ct

s 
yo

ur
 h

um
an

 ri
gh

ts
 

by
:

• 
tre

at
in

g 
yo

u 
w

ith
 re

sp
ec

t
• 

lis
te

ni
ng

 to
 y

ou
• 

su
pp

or
tin

g 
yo

u 
to

 m
ak

e 
yo

ur
 

ow
n 

de
ci

si
on

s
• 

he
lp

in
g 

yo
u 

ha
ve

 th
e 

gr
ea

te
st

 ro
le

 p
os

si
bl

e 
w

he
n 

m
ak

in
g 

a 
de

ci
si

on
 th

at
 

aff
ec

ts
 y

ou

“T
he

 P
ub

lic
 A

dv
oc

at
e 

is
 

an
 in

de
pe

nd
en

t s
ta

tu
to

ry
 

offi
ce

r, 
w

ith
 c

on
si

de
ra

bl
e 

le
gi

sl
at

iv
e 

po
w

er
 to

 p
ro

m
ot

e 
an

d 
sa

fe
gu

ar
d 

th
e 

rig
ht

s 
an

d 
in

te
re

st
s 

of
 p

eo
pl

e 
w

ith
 

di
sa

bi
lit

y .
Li

ke
 th

e 
O

m
bu

ds
m

an
, 

th
e 

Pu
bl

ic
 A

dv
oc

at
e 

ha
s 

si
gn

ifi
ca

nt
 p

ow
er

s 
to

 
in

ve
st

ig
at

e 
al

le
ga

tio
ns

 
of

 a
bu

se
 o

f v
ul

ne
ra

bl
e 

Vi
ct

or
ia

ns
, r

ep
or

tin
g 

di
re

ct
ly

 
to

 P
ar

lia
m

en
t .

https://www.publicadvocate.vic.gov.au/
https://www.publicadvocate.vic.gov.au/


466 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

on
 a

 d
iv

er
se

 ra
ng

e 
of

 
m

at
te

rs
 th

at
 a

ffe
ct

 p
eo

pl
e 

w
ith

 d
is

ab
ilit

y,
 in

cl
ud

in
g:

• 
gu

ar
di

an
sh

ip
 a

nd
 

ad
m

in
is

tra
tio

n
• 

en
du

rin
g 

po
w

er
s 

of
 

at
to

rn
ey

• 
m

ed
ic

al
 tr

ea
tm

en
t 

de
ci

si
on

-m
ak

in
g

• 
m

at
te

rs
 a

ffe
ct

in
g 

pe
op

le
 w

ith
 d

is
ab

ilit
y

• 
re

fe
rra

l t
o 

O
PA

’s
 

C
om

m
un

ity
 V

is
ito

rs
 

Pr
og

ra
m

 .”
It 

al
so

 o
pe

ra
te

s 
an

 a
fte

r-
ho

ur
s 

se
rv

ic
e,

 fo
r u

rg
en

t 
m

at
te

rs
 in

cl
ud

in
g:

• 
em

er
ge

nc
y 

si
tu

at
io

ns
 

re
la

tin
g 

to
 p

eo
pl

e 
w

ho
 

ha
ve

 a
n 

O
PA

 g
ua

rd
ia

n
• 

ad
vi

ce
 fo

r m
ed

ic
al

 
pr

of
es

si
on

al
s 

ab
ou

t 
ur

ge
nt

 m
ed

ic
al

 
co

ns
en

t i
ss

ue
s

• 
ur

ge
nt

 g
ua

rd
ia

ns
hi

p 
or

 a
dm

in
is

tra
tio

n 
ap

pl
ic

at
io

ns
• 

se
ek

in
g 

ad
vi

ce
 o

n 
pr

ot
ec

tio
n 

of
 a

 p
er

so
n 

w
ith

 d
is

ab
ilit

y 
fro

m
 

ab
us

e,
 v

io
le

nc
e 

or
 

ne
gl

ec
t

• 
ad

vi
ce

 fo
r p

riv
at

e 
gu

ar
di

an
s 

ap
po

in
te

d 
by

 V
C

AT
 c

on
fro

nt
ed

 
w

ith
 a

n 
ur

ge
nt

 is
su

e .
”

• 
en

ab
lin

g 
vo

lu
nt

ee
rs

 to
 

m
on

ito
r a

nd
 a

dv
oc

at
e 

fo
r 

th
e 

hu
m

an
 ri

gh
ts

 a
nd

 s
oc

ia
l 

in
cl

us
io

n 
of

 p
eo

pl
e 

w
ith

 
di

sa
bi

lit
y 

an
d 

pe
op

le
 w

ith
 

m
en

ta
l i

lln
es

s .
”

O
PA

 in
ve

st
ig

at
io

ns
 

fo
r a

dm
in

is
tr

at
io

n 
or

 
gu

ar
di

an
sh

ip
 a

pp
lic

at
io

ns
:

“W
hi

le
 O

PA
 s

ta
ff 

co
lle

ct
 a

nd
 

pr
ov

id
e 

in
fo

rm
at

io
n,

 it
 is

 
VC

AT
 th

at
 d

ec
id

es
 w

he
th

er
 a

 
gu

ar
di

an
, s

up
po

rti
ve

 g
ua

rd
ia

n,
 

ad
m

in
is

tra
to

r o
r s

up
po

rti
ve

 
ad

m
in

is
tra

to
r i

s 
ne

ed
ed

 a
nd

, i
f 

so
, w

ho
 s

ho
ul

d 
be

 a
pp

oi
nt

ed
 .  

It 
is

 a
ls

o 
up

 to
 V

C
AT

 to
 d

ec
id

e 
w

he
th

er
 a

n 
en

du
rin

g 
po

w
er

 o
f 

at
to

rn
ey

 s
ho

ul
d 

be
 re

vo
ke

d,
 

su
sp

en
de

d,
 o

r w
he

th
er

 o
th

er
 

ch
an

ge
s 

ar
e 

re
qu

ire
d .

”
C

om
m

un
ity

 V
is

ito
rs

:
“C

om
m

un
ity

 V
is

ito
rs

 a
re

 tr
ai

ne
d 

vo
lu

nt
ee

rs
 w

ho
 v

is
it 

Vi
ct

or
ia

n 
ac

co
m

m
od

at
io

n 
fa

ci
lit

ie
s 

fo
r 

pe
op

le
 w

ith
 d

is
ab

ilit
y 

or
 m

en
ta

l 
illn

es
s .

Th
ey

 c
he

ck
 o

n 
th

e 
qu

al
ity

 o
f 

se
rv

ic
es

 a
nd

 c
ar

e 
pr

ov
id

ed
, a

nd
 

th
at

 re
si

de
nt

s 
ar

e 
tre

at
ed

 w
ith

 
di

gn
ity

 a
nd

 re
sp

ec
t .

C
om

m
un

ity
 V

is
ito

rs
 c

an
 s

pe
ak

 
to

 s
ta

ff 
an

d 
m

an
ag

em
en

t a
bo

ut
 

yo
ur

 c
on

ce
rn

s,
 if

 y
ou

 w
is

h .
Th

ey
 c

an
 a

ls
o 

re
po

rt 
an

y 
se

rio
us

 p
ro

bl
em

s 
to

 th
e 

Pu
bl

ic
 

Ad
vo

ca
te

 .”

“T
he

 P
ub

lic
 A

dv
oc

at
e 

is
 

an
 in

de
pe

nd
en

t s
ta

tu
to

ry
 

offi
ce

r, 
w

ith
 c

on
si

de
ra

bl
e 

le
gi

sl
at

iv
e 

po
w

er
 to

 p
ro

m
ot

e 
an

d 
sa

fe
gu

ar
d 

th
e 

rig
ht

s 
an

d 
in

te
re

st
s 

of
 p

eo
pl

e 
w

ith
 

di
sa

bi
lit

y .
Li

ke
 th

e 
O

m
bu

ds
m

an
, 

th
e 

Pu
bl

ic
 A

dv
oc

at
e 

ha
s 

si
gn

ifi
ca

nt
 p

ow
er

s 
to

 
in

ve
st

ig
at

e 
al

le
ga

tio
ns

 
of

 a
bu

se
 o

f v
ul

ne
ra

bl
e 

Vi
ct

or
ia

ns
, r

ep
or

tin
g 

di
re

ct
ly

 
to

 P
ar

lia
m

en
t .

Th
e 

Pu
bl

ic
 A

dv
oc

at
e 

w
as

 e
st

ab
lis

he
d 

un
de

r 
th

e 
G

ua
rd

ia
ns

hi
p 

an
d 

A
dm

in
is

tra
tio

n 
A

ct
 

19
86

 a
nd

 c
on

tin
ue

s 
un

de
r 

th
e 

G
ua

rd
ia

ns
hi

p 
an

d 
A

dm
in

is
tra

tio
n 

A
ct

 2
01

9 .
Th

e 
Pu

bl
ic

 A
dv

oc
at

e 
is

 
su

pp
or

te
d 

by
 a

ro
un

d 
10

0 
st

aff
 a

nd
 m

or
e 

th
an

 6
50

 
vo

lu
nt

ee
rs

 .”
A

bu
se

 is
 n

ot
 O

K
 p

la
in

 
En

gl
is

h 
br

oc
hu

re
:

• 
En

co
ur

ag
es

 a
 p

er
so

n 
to

 
“s

pe
ak

 u
p 

ag
ai

ns
t a

bu
se

” 
by

 ta
lk

in
g 

to
 s

om
eo

ne
 

th
ey

 tr
us

t s
uc

h 
as

 a
 

“fr
ie

nd
, f

am
ily

 m
em

be
r, 

se
rv

ic
e 

pr
ov

id
er

, s
up

po
rt 

w
or

ke
r, 

or
 C

om
m

un
ity

 
Vi

si
to

r f
ro

m
 th

e 
O

PA
”

• 
U

nd
er

 “W
ho

 c
an

 I 
ca

ll?
” 

it 
lis

ts
:



467Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
Em

er
ge

nc
y 

se
rv

ic
es

• 
N

at
io

na
l R

el
ay

 S
er

vi
ce

• 
In

te
rp

re
te

r S
er

vi
ce

• 
D

is
ab

ilit
y 

Se
rv

ic
es

 
C

om
m

is
si

on
er

• 
C

AS
A

• 
Sa

fe
 S

te
ps

• 
Vi

ct
im

s 
of

 C
rim

e 
H

el
pl

in
e

• 
O

ffi
ce

 o
f t

he
 P

ub
lic

 
A

dv
oc

at
e 

“fo
r a

dv
ic

e 
or

 to
 re

qu
es

t a
 

C
om

m
un

ity
 V

is
ito

r”



468 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Ju
ri

sd
ic

tio
n:

 W
es

te
rn

 A
us

tr
al

ia

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Ed
uc
ati

on
W

A 
D

ep
ar

tm
en

t o
f 

Ed
uc

at
io

n
W

ho
 c

an
 c

om
pl

ai
n?

“A
ny

 p
er

so
n 

aff
ec

te
d 

by
 

se
rv

ic
e 

pr
ov

is
io

n 
or

 th
e 

ac
tio

ns
 o

f a
 s

ch
oo

l .”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
re

la
te

 to
• 

th
e 

pr
ov

is
io

n 
of

 
ed

uc
at

io
n

• 
an

y 
de

ci
si

on
, i

nc
lu

di
ng

 
th

os
e 

ab
ou

t e
nr

ol
m

en
t 

or
 s

up
po

rt 
fo

r a
 c

hi
ld

’s
 

le
ar

ni
ng

• 
th

e 
D

ep
ar

tm
en

t’s
 

po
lic

ie
s 

or
 p

ro
ce

du
re

s
• 

th
e 

co
nd

uc
t o

r 
be

ha
vi

ou
r o

f a
 s

ta
ff 

m
em

be
r .

C
om

pl
ai

nt
s 

th
at

 a
re

 
ex

cl
ud

ed
 in

cl
ud

e 
th

os
e 

th
at

 
re

la
te

 to
:

• 
“p

ub
lic

 in
te

re
st

 
di

sc
lo

su
re

s 
(w

hi
st

le
 

bl
ow

er
)

• 
di

sp
ut

es
 a

nd
 

gr
ie

va
nc

es
 b

et
w

ee
n 

st
aff

 m
em

be
rs

• 
m

an
da

to
ry

 re
po

rti
ng

 
re

sp
on

si
bi

lit
ie

s 
(m

an
da

to
ry

 re
po

rti
ng

 
le

gi
sl

at
io

n 
re

qu
ire

s 
on

ly
 s

pe
ci

fic
 p

eo
pl

e 
or

 
pr

of
es

si
on

al
s 

to
 re

po
rt 

su
sp

ec
te

d 
ch

ild
 s

ex
ua

l 
ab

us
e)

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ca

n 
lo

dg
e 

a 
co

m
pl

ai
nt

 in
 p

er
so

n,
 v

ia
 a

 
co

m
pl

ai
nt

s 
ad

vi
ce

 p
ho

ne
 li

ne
, 

in
 w

rit
in

g,
 v

ia
 e

m
ai

l o
r u

si
ng

 a
n 

on
lin

e 
fo

rm
 .

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 ra
is

e 
th

ei
r c

on
ce

rn
s 

w
ith

 th
e 

sc
ho

ol
 s

ta
ff 

m
em

be
r o

r p
rin

ci
pa

l 
in

 th
e 

fir
st

 in
st

an
ce

. I
f t

he
y 

ar
e 

un
sa

tis
fie

d 
w

ith
 th

e 
ha

nd
lin

g 
of

 
th

e 
co

m
pl

ai
nt

, t
he

y 
ar

e 
di

re
ct

ed
 

to
 c

on
ta

ct
 th

e 
D

ep
ar

tm
en

t’s
 

re
gi

on
al

 o
ffi

ce
.

Fo
rm

 o
f c

om
pl

ai
nt

Th
e 

D
ep

ar
tm

en
t a

cc
ep

ts
 

an
on

ym
ou

s 
co

m
pl

ai
nt

s,
 

ho
w

ev
er

 th
is

 m
ay

 m
ak

e 
th

em
 

di
ffi

cu
lt 

to
 re

so
lv

e.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Th

e 
de

pa
rtm

en
t a

llo
w

s 
co

m
pl

ai
na

nt
s 

to
 u

se
 s

up
po

rt 
pe

rs
on

s 
in

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s .
 T

he
y 

st
at

e 
th

e 
fo

llo
w

in
g:

“A
 s

up
po

rt 
pe

rs
on

 c
an

 a
tte

nd
 

m
ee

tin
gs

 w
ith

 y
ou

 to
 h

el
p 

yo
u 

fe
el

 m
or

e 
co

m
fo

rta
bl

e,
 b

ut
 

th
ey

 d
on

’t 
pa

rti
ci

pa
te

 d
ur

in
g 

m
ee

tin
gs

 o
r s

pe
ak

 fo
r y

ou
 a

s 
yo

u 
m

ov
e 

th
ro

ug
h 

th
e 

co
m

pl
ai

nt
 

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

C
om

pl
ai

nt
s 

ar
e 

as
se

ss
ed

 
an

d 
m

ay
 b

e 
de

te
rm

in
ed

 to
 

no
t b

e 
su

bs
ta

nt
ia

l e
no

ug
h 

to
 b

e 
ta

ke
n 

fu
rth

er
 (d

ue
 

to
 a

 la
ck

 o
f i

nf
or

m
at

io
n,

 
or

 b
ec

au
se

 th
ey

 a
re

 
in

ap
pr

op
ria

te
) .

Th
e 

D
ep

ar
tm

en
t w

ill 
ad

vi
se

 
th

e 
co

m
pl

ai
na

nt
 if

 th
ei

r 
co

m
pl

ai
nt

 w
ill 

pr
oc

ee
d,

 
an

d 
if 

so
, w

hi
ch

 b
us

in
es

s 
ar

ea
(s

) w
ill 

be
 re

sp
on

si
bl

e 
fo

r h
an

dl
in

g 
it .

 T
he

re
 m

ay
 

be
 s

ev
er

al
 b

us
in

es
s 

ar
ea

s 
th

at
 a

re
 in

vo
lv

ed
, h

ow
ev

er
 

th
er

e 
w

ill 
be

 o
ne

 p
rim

ar
y 

co
nt

ac
t w

ho
 w

ill 
lia

is
e 

w
ith

 
th

e 
co

m
pl

ai
na

nt
 .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r o
r 

m
ay

 fu
nd

 a
 s

er
vi

ce
 p

ro
vi

de
r 

w
ho

 is
 th

e 
su

bj
ec

t o
f t

he
 

co
m

pl
ai

nt
 .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
So

m
e 

po
ss

ib
le

 o
ut

co
m

es
 

in
cl

ud
e:

• 
pr

ov
id

in
g 

an
 e

xp
la

na
tio

n
• 

pr
ov

id
in

g 
fe

ed
ba

ck
 to

 th
e 

in
di

vi
du

al
 o

r s
ch

oo
l

• 
ac

tio
n 

ta
ke

n 
to

 fi
x 

th
e 

m
at

te
r o

r i
m

pr
ov

e 
th

e 
si

tu
at

io
n

• 
ac

kn
ow

le
dg

em
en

t t
ha

t 
th

e 
so

lu
tio

n 
co

ul
d 

ha
ve

 
be

en
 h

an
dl

ed
 b

et
te

r o
r 

di
ffe

re
nt

ly
• 

en
ga

gi
ng

 in
 a

 re
st

or
at

iv
e 

pr
oc

es
s

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.

https://www.education.wa.edu.au/complaints
https://www.education.wa.edu.au/complaints


469Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
m

at
te

rs
 re

la
tin

g 
to

 
fa

m
ily

 c
ou

rt 
(re

st
ra

in
in

g 
or

de
rs

, a
cc

es
s 

ag
re

em
en

ts
)

• 
co

m
pl

ai
nt

s 
re

la
tin

g 
to

 C
at

ho
lic

 a
nd

 
in

de
pe

nd
en

t s
ch

oo
ls

, 
or

 o
th

er
 g

ov
er

nm
en

t 
ag

en
ci

es
 .”

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

C
om

pl
ai

nt
s 

m
ay

 b
e 

de
te

rm
in

ed
 to

 n
ot

 b
e 

su
bs

ta
nt

ia
l e

no
ug

h 
to

 b
e 

ta
ke

n 
fu

rth
er

 (d
ue

 to
 a

 la
ck

 
of

 in
fo

rm
at

io
n)

 .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

pr
oc

es
s .

 T
he

y 
ca

n 
ta

ke
 n

ot
es

 to
 

ta
lk

 to
 y

ou
 a

bo
ut

 la
te

r, 
an

d 
th

ey
 

ca
n 

as
k 

to
 s

to
p 

th
e 

m
ee

tin
g 

if 
th

ey
 th

in
k 

yo
u 

ne
ed

 a
 b

re
ak

 . 
Yo

ur
 s

up
po

rt 
pe

rs
on

 a
ls

o 
ne

ed
s 

to
 fo

llo
w

 th
e 

co
m

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s .
”

 “T
he

 c
om

pl
ai

nt
 re

so
lu

tio
n 

pr
oc

es
s 

m
ay

 in
vo

lv
e 

m
ee

tin
gs

 w
ith

 th
e 

di
ffe

re
nt

 
pe

op
le

 in
vo

lv
ed

 . T
he

re
 

m
ig

ht
 b

e 
tim

es
 w

he
re

 
yo

u 
as

k 
fo

r a
 fa

ce
 to

 fa
ce

 
m

ee
tin

g.
 [C

om
pl

ai
na

nt
s]

 c
an

 
re

qu
es

t a
 m

ee
tin

g 
at

 th
e 

sc
ho

ol
, o

r a
no

th
er

 m
ut

ua
lly

 
co

nv
en

ie
nt

 lo
ca

tio
n,

 to
 

di
sc

us
s 

th
e 

is
su

e .
 T

al
ki

ng
 

ab
ou

t p
ro

bl
em

s 
ca

n 
of

te
n 

be
 th

e 
be

st
 w

ay
 to

 s
ta

rt 
re

so
lv

in
g 

th
em

 . I
t m

ay
 b

e 
po

ss
ib

le
 to

 m
ee

t v
ia

 p
ho

ne
 

or
 v

id
eo

 m
ee

tin
g 

if 
ev

er
yo

ne
 

is
 c

om
fo

rta
bl

e 
w

ith
 th

at
 

m
et

ho
d.

 If
 [c

om
pl

ai
na

nt
s]

 
ha

ve
 q

ue
st

io
ns

 a
bo

ut
 th

es
e 

ty
pe

s 
of

 m
ee

tin
gs

 [t
he

y]
 

sh
ou

ld
 ra

is
e 

th
em

 w
ith

 
th

e 
pe

rs
on

 h
an

dl
in

g 
[th

ei
r] 

co
m

pl
ai

nt
 .”

Th
e 

co
m

pl
ex

ity
 o

f a
 

co
m

pl
ai

nt
 w

ill 
de

te
rm

in
e 

ho
w

 m
uc

h 
tim

e 
it 

ta
ke

s 
to

 b
e 

re
so

lv
ed

 .
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly,
 

ho
w

ev
er

 fr
om

 th
e 

de
sc

rip
tio

n 
of

 th
e 

co
m

pl
ai

nt
s 

re
so

lu
tio

n

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
Th

e 
D

ep
ar

tm
en

t s
ta

te
s 

th
at

 
it 

“w
ill 

le
t [

th
e 

co
m

pl
ai

na
nt

] 
kn

ow
 th

e 
ou

tc
om

e 
an

d 
ex

pl
ai

n 
th

e 
re

as
on

s 
fo

r a
ny

 
de

ci
si

on
s”

, h
ow

ev
er

 it
 is

 n
ot

 
cl

ea
r t

ha
t t

hi
s 

w
ill 

be
 d

on
e 

in
 

w
rit

in
g .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

If 
co

m
pl

ai
na

nt
s 

ca
n 

de
m

on
st

ra
te

 th
at

 “t
he

 
ou

tc
om

e 
w

as
 n

ot
 fa

ir,
 th

e 
pr

oc
es

s 
w

as
 n

ot
 fo

llo
w

ed
 

pr
op

er
ly,

 o
r a

no
th

er
 re

as
on

 
re

la
te

d 
to

 p
ro

ce
du

ra
l j

us
tic

e;
 

su
ch

 a
s 

no
t a

ll 
pa

rti
es

 a
bl

e 
to

 te
ll 

th
ei

r s
to

ry
, t

he
n 

th
e 

co
m

pl
ai

nt
 m

ay
 b

e 
re

vi
ew

ed
 .” 

Th
e 

re
vi

ew
 w

ill 
be

 c
on

du
ct

ed
 

by
 a

 d
iff

er
en

t s
ta

ff 
m

em
be

r t
o 

th
at

 w
ho

 h
an

dl
ed

 th
e 

or
ig

in
al

 
co

m
pl

ai
nt

 . 
Ex

te
rn

al
 re

vi
ew

s 
ar

e 
th

en
 

av
ai

la
bl

e 
th

ro
ug

h 
th

e 
O

m
bu

ds
m

an
 o

f W
es

te
rn

 
Au

st
ra

lia
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

Th
e 

D
ep

ar
tm

en
t a

ss
ur

es
 

th
at

 “p
er

so
ns

 w
ho

 a
re

 th
e 

su
bj

ec
t o

f a
 c

om
pl

ai
nt

, w
ho

 
m

ak
e 

a 
co

m
pl

ai
nt

 o
r p

ro
vi

de
 

in
fo

rm
at

io
n 

in
 th

e 
co

ur
se

 o
f



470 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

pr
oc

es
s,

 it
 w

ou
ld

 s
ee

m
 

th
at

 th
ey

 a
re

 e
xp

ec
te

d 
to

 
pa

rti
ci

pa
te

 in
 c

on
ci

lia
tio

n-
st

yl
e 

m
ee

tin
gs

 .
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
“T

he
 P

ar
en

t L
ia

is
on

 O
ffi

ce
 

is
 a

bl
e 

to
 p

ro
vi

de
 s

up
po

rt 
by

 a
ct

in
g 

as
 a

 li
ai

so
n 

po
in

t 
be

tw
ee

n 
sc

ho
ol

s,
 e

du
ca

tio
n 

re
gi

on
al

 o
ffi

ce
s,

 c
en

tra
l 

se
rv

ic
es

, p
ar

en
ts

, c
ar

er
s 

an
d 

m
em

be
rs

 o
f t

he
 s

ch
oo

l 
co

m
m

un
ity

 . T
he

 P
ar

en
t 

Li
ai

so
n 

O
ffi

ce
 c

an
:

• 
pr

ov
id

e 
in

fo
rm

at
io

n 
to

 
pa

re
nt

s,
 c

ar
er

s 
an

d 
m

em
be

rs
 o

f t
he

 s
ch

oo
l 

co
m

m
un

ity
 to

 a
ss

is
t t

he
m

 
w

ith
 u

nd
er

st
an

di
ng

 th
e 

co
m

pl
ai

nt
 m

an
ag

em
en

t 
pr

oc
es

s
• 

pr
ov

id
e 

su
pp

or
t a

nd
 

ad
vi

ce
 to

 p
ar

en
ts

, c
ar

er
s 

an
d 

m
em

be
rs

 o
f t

he
 

sc
ho

ol
 c

om
m

un
ity

 o
n 

co
m

pl
ai

nt
s 

re
so

lu
tio

n 
• 

br
ok

er
 s

pe
ci

al
is

t a
dv

ic
e 

in
 a

ss
is

tin
g 

w
ith

 c
om

pl
ex

 
m

at
te

rs
 .”

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

m
an

ag
in

g 
a 

co
m

pl
ai

nt
 

sh
al

l n
ot

 b
e 

su
bj

ec
te

d 
to

 
pr

ej
ud

ic
e,

 in
tim

id
at

io
n,

 a
nd

 
ha

ra
ss

m
en

t o
r b

e 
su

bj
ec

t t
o 

an
y 

de
tri

m
en

t b
ec

au
se

 o
f 

th
ei

r i
nv

ol
ve

m
en

t .”
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

D
ep

ar
tm

en
t s

ee
ks

 
to

 p
ro

te
ct

 c
on

fid
en

tia
lit

y 
an

d 
pr

iv
ac

y 
at

 a
ll 

tim
es

, 
ho

w
ev

er
 n

ot
es

 th
er

e 
m

ay
 

be
 s

om
e 

in
st

an
ce

s 
w

he
re

 
co

nfi
de

nt
ia

lit
y 

m
ay

 b
e 

br
ok

en
 –

 s
uc

h 
as

 in
 c

as
es

 
w

he
re

 m
an

da
to

ry
 re

po
rti

ng
 is

 
ne

ce
ss

ar
y .

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 c
le

ar
 . T

he
 d

ep
ar

tm
en

t 
st

at
es

 th
at

 “i
f o

ne
 o

f t
he

 
ou

tc
om

es
 re

co
m

m
en

ds
 

a 
ch

an
ge

 to
 a

 p
ol

ic
y 

or
 p

ro
ce

du
re

, w
e 

w
ill 

in
cl

ud
e 

th
at

 in
fo

rm
at

io
n 

in
 o

ur
 re

sp
on

se
 to

 [t
he

 
co

m
pl

ai
na

nt
].”



471Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Th
e 

de
pa

rtm
en

t s
ta

te
s 

th
at

 
ex

tra
 s

up
po

rt 
is

 p
ro

vi
de

d 
to

:
• 

“p
ar

en
ts

 a
nd

 fa
m

ilie
s 

liv
in

g 
in

 re
gi

on
al

 o
r 

re
m

ot
e 

ar
ea

s
• 

pe
op

le
 w

ith
 d

is
ab

ilit
y

• 
Ab

or
ig

in
al

 a
nd

/o
r T

or
re

s 
St

ra
it 

Is
la

nd
er

 p
eo

pl
es

• 
pe

op
le

 fr
om

 c
ul

tu
ra

lly
 

an
d 

lin
gu

is
tic

al
ly

 d
iv

er
se

 
ba

ck
gr

ou
nd

s .
”

Pe
op

le
 w

ho
 re

qu
ire

 th
is

 
su

pp
or

t a
re

 e
nc

ou
ra

ge
d 

to
 c

on
ta

ct
 th

ei
r s

ch
oo

l, 
de

pa
rtm

en
ta

l r
eg

io
na

l o
ffi

ce
 

or
 a

n 
ad

vi
ce

 li
ne

 .
H

ea
lth

W
A 

D
ep

ar
tm

en
t o

f 
H

ea
lth

W
ho

 c
an

 c
om

pl
ai

n?
An

yo
ne

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
C

om
pl

ai
nt

s 
ca

n 
be

 a
bo

ut
 

th
e 

“p
ro

vi
si

on
 o

f h
ea

lth
 

ca
re

 (o
r l

ac
k 

of
 it

) .”
Li

m
ita

tio
n 

pe
rio

ds
N

o 
lim

ita
tio

n 
pe

rio
d 

ap
pl

ie
s:

 “A
 c

om
pl

ai
nt

 c
an

 
be

 m
ad

e 
at

 a
ny

 ti
m

e 
af

te
r 

th
e 

pr
ob

le
m

 h
as

 o
cc

ur
re

d .
”

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 b
y 

ph
on

e,
 e

m
ai

l, 
in

 w
rit

in
g 

or
 in

 
pe

rs
on

 .
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 

to
 ra

is
e 

th
ei

r c
on

ce
rn

s 
w

ith
 

fro
nt

lin
e 

st
aff

/s
er

vi
ce

 p
ro

vi
de

rs
 

in
 th

e 
fir

st
 in

st
an

ce
.

Fo
rm

 o
f c

om
pl

ai
nt

An
on

ym
ou

s 
co

m
pl

ai
nt

s 
ar

e 
ac

ce
pt

ed
 .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
C

om
pl

ai
nt

s 
ar

e 
as

se
ss

ed
 

an
d 

as
si

gn
ed

 a
Se

rio
us

ne
ss

 A
ss

es
sm

en
t 

M
at

rix
 (S

AM
) s

co
re

 . 
“T

he
 S

AM
 p

ro
vi

de
s 

a 
fra

m
ew

or
k 

fo
r a

ss
es

si
ng

 
th

e 
se

rio
us

ne
ss

 a
ss

oc
ia

te
d 

w
ith

 th
e 

ev
en

t(s
) t

ha
t a

re
 th

e 
su

bj
ec

t o
f t

he
 c

om
pl

ai
nt

…
R

at
in

g 
th

e 
se

ve
rit

y 
of

 th
e 

co
m

pl
ai

nt
 w

ill 
as

si
st

 in
 

de
te

rm
in

in
g:

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
“T

he
re

 m
ay

 b
e 

m
ul

tip
le

 
re

so
lu

tio
n 

m
ec

ha
ni

sm
s 

in
 re

sp
on

se
 to

 a
 s

in
gl

e 
co

m
pl

ai
nt

: 
• 

C
on

ce
rn

 re
gi

st
er

ed
• 

Ex
pl

an
at

io
n 

pr
ov

id
ed

 
• 

Ap
ol

og
y 

pr
ov

id
ed

 fr
om

 th
e 

fa
ci

lit
y 

or
 s

ta
ff 

m
em

be
r(s

) 
• 

in
vo

lv
ed

 
• 

C
os

ts
 re

fu
nd

ed
 o

r 
re

du
ce

d 

https://ww2.health.wa.gov.au/Articles/A_E/Complaint-management
https://ww2.health.wa.gov.au/Articles/A_E/Complaint-management


472 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

H
ea

lth
W

A 
D

ep
ar

tm
en

t o
f 

H
ea

lth
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

Th
e 

D
ep

ar
tm

en
t’s

 C
om

pl
ai

nt
s 

M
an

ag
em

en
t G

ui
de

lin
es

 s
ta

te
s 

th
at

 “i
t i

s 
re

co
gn

is
ed

 th
at

 th
er

e 
ar

e 
lim

ita
tio

ns
 to

 a
ss

es
si

ng
, 

m
an

ag
in

g 
an

d 
re

sp
on

di
ng

 
to

 a
no

ny
m

ou
s 

co
m

pl
ai

nt
s;

 
ho

w
ev

er
 H

ea
lth

 S
er

vi
ce

 
Pr

ov
id

er
s 

ar
e 

to
 in

ve
st

ig
at

e 
an

d 
m

an
ag

e 
su

ch
 c

om
pl

ai
nt

s 
to

 th
e 

gr
ea

te
st

 e
xt

en
t p

os
si

bl
e .

” 
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
M

ay
 b

e 
th

e 
co

m
pl

ai
na

nt
, o

r m
ay

 
ha

ve
 a

 re
pr

es
en

ta
tiv

e 
co

m
pl

ai
n 

on
 th

ei
r b

eh
al

f .
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

• 
W

ho
 n

ee
ds

 to
 b

e 
no

tifi
ed

 
of

 th
e 

co
m

pl
ai

nt
 .

• 
Th

e 
pr

io
rit

y 
fo

r t
he

 
H

ea
lth

 S
er

vi
ce

 P
ro

vi
de

r’s
 

re
sp

on
se

 a
nd

 th
e 

m
od

e 
of

 re
sp

on
se

 .
• 

W
ho

 w
ill 

ne
ed

 to
 

be
 in

vo
lv

ed
 in

 th
e 

in
ve

st
ig

at
io

n 
an

d 
re

sp
on

se
 .

• 
Ti

m
ef

ra
m

es
 a

nd
 e

xt
en

t 
of

 n
ec

es
sa

ry
 a

ct
io

n(
s)

 
to

 m
in

im
is

e 
th

e 
ris

k 
of

 
re

cu
rre

nc
e .

”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 m

ay
 fu

nd
 th

e 
se

rv
ic

e 
pr

ov
id

er
 th

at
 is

 th
e 

su
bj

ec
t o

f 
th

e 
co

m
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
Ad

op
ts

 a
 3

-s
ta

ge
d 

co
m

pl
ai

nt
s 

m
an

ag
em

en
t 

fra
m

ew
or

k:
Le

ve
l 1

: F
ro

nt
 L

in
e 

R
es

ol
ut

io
n

Le
ve

l 2
: I

nt
er

na
l C

om
pl

ai
nt

 
M

an
ag

em
en

t
Le

ve
l 3

: E
sc

al
at

io
n 

to
 

Ex
te

rn
al

 A
ge

nc
y

• 
C

om
pe

ns
at

io
n 

re
ce

iv
ed

 
• 

Se
rv

ic
es

 p
ro

vi
de

d 
• 

C
ha

ng
e 

in
 p

ra
ct

ic
e/

pr
oc

ed
ur

e 
eff

ec
te

d 
• 

C
ha

ng
e 

in
 p

ol
ic

y 
eff

ec
te

d 
• 

O
rg

an
is

at
io

n 
ac

ce
pt

s 
an

d 
ac

kn
ow

le
dg

es
 

re
sp

on
si

bi
lit

y 
fo

r t
he

 
co

m
pl

ai
nt

 –
 e

m
pl

oy
ee

 
is

 c
ou

ns
el

le
d 

an
d/

or
 

off
er

ed
 p

er
fo

rm
an

ce
 

su
pp

or
t a

nd
 d

ev
el

op
m

en
t 

in
 a

cc
or

da
nc

e 
w

ith
 lo

ca
l 

po
lic

y 
• 

C
om

pl
ai

nt
 h

as
 b

ee
n 

w
ith

dr
aw

n .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
Th

e 
D

ep
ar

tm
en

t’s
 C

om
pl

ai
nt

s 
M

an
ag

em
en

t G
ui

de
lin

es
 

st
at

es
 th

at
 “C

on
si

st
en

t 
co

m
pl

ai
nt

 c
at

eg
or

is
at

io
n,

 
an

al
ys

is
, r

ep
or

tin
g 

an
d 

be
nc

hm
ar

ki
ng

 is
 e

ss
en

tia
l 

to
 e

ns
ur

e 
th

at
 c

om
pl

ai
nt

 
da

ta
 c

ol
le

ct
io

n 
is

 c
om

pa
tib

le
 

ac
ro

ss
 a

 ra
ng

e 
of

 fa
ci

lit
ie

s 
an

d 
to

 id
en

tif
y 

sy
st

em
ic

  
is

su
es

, c
om

pl
ai

nt
 tr

en
ds

 
an

d 
co

m
m

on
 fa

ct
or

s 
in

 
co

m
pl

ai
nt

s .
 T

hi
s 

da
ta

 c
an

 
th

en
 b

e 
ut

ilis
ed

 to
 id

en
tif

y 
op

po
rtu

ni
tie

s 
fo

r s
er

vi
ce

 
im

pr
ov

em
en

t .”

https://ww2.health.wa.gov.au/Articles/A_E/Complaint-management
https://ww2.health.wa.gov.au/Articles/A_E/Complaint-management


473Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

At
 L

ev
el

 2
 (t

he
 D

ep
ar

tm
en

t),
 

a 
C

om
pl

ai
nt

s 
H

an
dl

in
g 

O
ffi

ce
r a

tte
m

pt
s 

to
 “r

es
ol

ve
 

co
m

pl
ai

nt
s 

an
d/

or
 re

fe
rs

 
m

or
e 

se
rio

us
 c

om
pl

ai
nt

s 
(in

cl
ud

in
g 

th
os

e 
re

fe
rre

d 
fro

m
 fr

on
tli

ne
 s

ta
ff)

 fo
r 

fu
rth

er
 in

ve
st

ig
at

io
n .

”
“T

he
 le

ve
l o

f i
nv

es
tig

at
io

n 
re

qu
ire

d 
w

ill 
be

 d
et

er
m

in
ed

 
by

 th
e 

re
le

va
nt

 s
ta

ff 
m

em
be

r 
(e

 .g
 . C

om
pl

ai
nt

s 
M

an
ag

er
) 

an
d 

ba
se

d 
on

 a
n 

ob
je

ct
iv

e 
re

vi
ew

 o
f t

he
 in

fo
rm

at
io

n 
av

ai
la

bl
e,

 in
cl

ud
in

g 
th

e 
co

m
pl

ai
nt

’s
 in

iti
al

 S
AM

 
sc

or
e .

”
“T

he
 c

on
du

ct
 o

f a
n 

in
ve

st
ig

at
io

n 
sh

ou
ld

, w
he

re
 

ap
pr

op
ria

te
, i

nc
lu

de
:

• 
G

at
he

rin
g 

al
l r

el
ev

an
t 

do
cu

m
en

ta
tio

n 
(e

 .g
 . 

m
ed

ic
al

 re
co

rd
s,

 h
ea

lth
 

pr
of

es
si

on
al

 ro
st

er
s,

 
po

lic
ie

s 
an

d 
pr

oc
ed

ur
es

, 
pr

od
uc

t d
et

ai
ls

) . 
• 

In
te

rv
ie

w
in

g/
m

ee
tin

g 
w

ith
 th

e 
co

m
pl

ai
na

nt
 

an
d/

or
 s

ig
ni

fic
an

t o
th

er
s 

(p
os

si
bl

y 
on

 m
or

e 
th

an
 o

ne
 o

cc
as

io
n 

an
d 

po
te

nt
ia

lly
 w

ith
 s

up
po

rt 
fro

m
 a

n 
ad

vo
ca

te
)

• 
In

te
rv

ie
w

in
g 

st
aff

 
m

em
be

rs
 in

vo
lv

ed
 in

 
th

e 
ev

en
t(s

) (
po

ss
ib

ly
 

on
 m

or
e 

th
an

 o
ne

 
oc

ca
si

on
) .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Th
e 

D
ep

ar
tm

en
t’s

 C
om

pl
ai

nt
s 

M
an

ag
em

en
t G

ui
de

lin
es

 
st

at
es

 th
at

 “t
he

 re
sp

on
se

 
to

 th
e 

co
m

pl
ai

na
nt

 s
ho

ul
d 

in
cl

ud
e:

• 
In

fo
rm

at
io

n 
re

le
va

nt
 to

 th
e 

co
m

pl
ai

nt
 (t

he
 e

ve
nt

(s
)) .

• 
An

 e
xp

la
na

tio
n 

of
 th

e 
ev

en
t(s

) . 
• 

Ad
eq

ua
te

 re
as

on
s 

fo
r a

ny
 

de
ci

si
on

s 
th

at
 w

er
e 

m
ad

e .
• 

An
y 

ch
an

ge
s 

m
ad

e 
as

 a
 

re
su

lt 
of

 th
e 

co
m

pl
ai

nt
 .

• 
An

 a
po

lo
gy

/e
xp

re
ss

io
n 

of
 re

gr
et

 fo
r t

he
 p

er
so

n’
s 

ex
pe

rie
nc

e 
an

d,
 w

he
re

 
ap

pr
op

ria
te

, f
or

 th
e 

ev
en

t(s
) .

• 
C

on
ta

ct
 d

et
ai

ls
 fo

r t
he

 
H

ea
lth

 S
er

vi
ce

 P
ro

vi
de

r’s
 

se
ni

or
• 

C
om

pl
ai

nt
s 

H
an

dl
in

g 
O

ffi
ce

r (
or

 a
pp

ro
pr

ia
te

 
st

aff
 m

em
be

r).
• 

An
 a

ck
no

w
le

dg
em

en
t 

th
an

ki
ng

 th
e 

co
m

pl
ai

na
nt

 
fo

r t
he

ir 
fe

ed
ba

ck
 .



474 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
In

te
rv

ie
w

in
g 

st
aff

 
m

em
be

rs
 w

ith
 re

le
va

nt
 

ex
pe

rti
se

 .
• 

An
al

ys
in

g 
th

e 
in

fo
rm

at
io

n 
fo

r i
ts

 c
om

pl
et

en
es

s,
 

re
lia

bi
lit

y,
 re

le
va

nc
e 

an
d 

im
pa

rti
al

ity
 .

• 
C

on
du

ct
in

g 
fu

rth
er

 
re

se
ar

ch
 a

s 
re

qu
ire

d 
(b

as
ed

 o
n 

an
al

ys
is

) .
• 

G
en

er
at

in
g 

op
tio

ns
 fo

r 
re

so
lu

tio
n 

an
d 

pr
op

os
in

g 
a 

co
ur

se
 o

f a
ct

io
n .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, 

th
ey

 p
ro

vi
de

 in
iti

al
 

in
fo

rm
at

io
n/

ev
id

en
ce

 to
 th

e 
D

ep
ar

tm
en

t c
on

ce
rn

in
g 

th
ei

r 
co

m
pl

ai
nt

; m
ay

 m
ee

t w
ith

, 
or

 b
e 

in
te

rv
ie

w
ed

 b
y 

th
e 

D
ep

ar
tm

en
t s

ub
se

qu
en

tly
; 

ar
e 

th
en

 k
ep

t i
nf

or
m

ed
 o

f 
th

e 
in

ve
st

ig
at

io
n 

pr
oc

es
s 

by
 th

e 
D

ep
ar

tm
en

t, 
an

d 
ar

e 
in

fo
rm

ed
 o

f t
he

 o
ut

co
m

e 
at

 th
e 

co
nc

lu
si

on
 o

f t
he

 
in

ve
st

ig
at

io
n .

 
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

If 
th

e 
co

m
pl

ai
nt

 p
ro

ce
ed

s 
to

 
an

 in
ve

st
ig

at
io

n,
 th

e 
se

rv
ic

e 
pr

ov
id

er
 m

ay
 b

e 
ex

pe
ct

ed
 to

 
pr

ov
id

e 
do

cu
m

en
ta

tio
n

• 
N

ot
ic

e 
of

 th
e 

co
m

pl
ai

na
nt

’s
 ri

gh
t t

o 
es

ca
la

te
 th

e 
co

m
pl

ai
nt

 to
 

an
 e

xt
er

na
l a

ge
nc

y 
an

d 
th

e 
ex

te
rn

al
 a

ge
nc

y’
s 

co
nt

ac
t d

et
ai

ls
 .”

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

C
om

pl
ai

na
nt

s 
ar

e 
di

re
ct

ed
 

to
 a

n 
ex

te
rn

al
 a

ge
nc

y 
if 

th
ey

 re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 

th
e 

D
ep

ar
tm

en
t’s

 re
sp

on
se

 
to

 th
ei

r c
om

pl
ai

nt
 . T

hi
s 

co
ul

d 
in

cl
ud

e 
th

e 
H

ea
lth

 
an

d 
D

is
ab

ilit
y 

Se
rv

ic
es

 
C

om
pl

ai
nt

s 
O

ffi
ce

, o
r t

he
 W

A 
O

m
bu

ds
m

an
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

Th
e 

D
ep

ar
tm

en
t s

ta
te

s 
th

at
 

pr
iv

ac
y 

an
d 

co
nfi

de
nt

ia
lit

y 
ar

e 
pr

ot
ec

te
d 

th
ro

ug
ho

ut
 

th
e 

co
m

pl
ai

nt
s 

pr
oc

es
s,

 
no

tin
g 

th
at

 “d
is

cl
os

ur
e 

m
ay

 
be

 s
ub

je
ct

 to
 le

gi
sl

at
iv

e 
re

qu
ire

m
en

ts
 a

nd
/o

r 
re

st
ric

tio
ns

 (e
 .g

 . d
oc

um
en

ts
 



475Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

or
 in

fo
rm

at
io

n 
to

 re
sp

on
d 

to
 th

e 
co

m
pl

ai
nt

; m
ay

 
be

 in
te

rv
ie

w
ed

 b
y 

th
e 

D
ep

ar
tm

en
t; 

an
d 

m
ay

 
re

ce
iv

e 
re

co
m

m
en

da
tio

ns
 

fo
r s

er
vi

ce
 im

pr
ov

em
en

t 
at

 th
e 

co
nc

lu
si

on
 o

f t
he

 
in

ve
st

ig
at

io
n .

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

ge
ne

ra
te

d 
th

ro
ug

ho
ut

 th
e 

co
m

pl
ai

nt
 m

an
ag

em
en

t 
pr

oc
es

s 
co

ul
d 

be
 s

ub
je

ct
 to

 a
 

re
qu

es
t u

nd
er

 th
e 

Fr
ee

do
m

 o
f 

In
fo

rm
at

io
n 

Ac
t 1

99
2)

 .”
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
“U

nd
er

 th
e 

C
om

pl
ai

nt
s 

M
an

ag
em

en
t p

ol
ic

y,
 H

ea
lth

 
Se

rv
ic

e 
Pr

ov
id

er
s 

ar
e 

re
qu

ire
d 

to
 c

la
ss

ify
 a

nd
 

an
al

ys
e 

co
m

pl
ai

nt
s 

to
 a

ss
is

t 
in

 th
e 

id
en

tifi
ca

tio
n 

an
d 

re
gu

la
r r

ep
or

tin
g 

of
 s

ys
te

m
ic

 
an

d 
re

cu
rri

ng
 p

ro
bl

em
s .

 
H

ea
lth

 S
er

vi
ce

 P
ro

vi
de

rs
 

sh
ou

ld
 u

se
 in

fo
rm

at
io

n 
fro

m
 

co
m

pl
ai

nt
s 

to
:

• 
Id

en
tif

y 
re

al
 a

nd
 p

ot
en

tia
l 

co
m

pl
ai

nt
 tr

en
ds

 .
• 

R
ec

og
ni

se
 c

om
m

on
 

co
m

pl
ai

nt
/c

on
ce

rn
 is

su
es

 
fo

r s
pe

ci
fic

 c
on

su
m

er
 

gr
ou

ps
 (e

 .g
 . A

bo
rig

in
al

, 
C

AL
D

, p
er

so
ns

 w
ith

 a
 

di
sa

bi
lit

y,
 p

eo
pl

e 
w

ith
 

m
en

ta
l h

ea
lth

 is
su

es
, 

ch
ild

re
n 

an
d 

yo
un

g 
pe

op
le

, L
G

BT
IQ

A+
 

pe
op

le
 1

8)
, a

nd
 u

se
 th

is
 

in
fo

rm
at

io
n 

to
 d

et
er

m
in

e 
ta

rg
et

ed
 s

tra
te

gi
es

 to
 

im
pr

ov
e 

en
ga

ge
m

en
t a

nd
 

se
rv

ic
e 

de
liv

er
y 

fo
r t

he
se

 
gr

ou
ps

 .



476 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
In

iti
at

e 
an

 in
ve

st
ig

at
io

n 
in

to
 c

ur
re

nt
 o

rg
an

is
at

io
na

l 
pr

ac
tic

es
 a

nd
 p

ro
ce

du
re

s 
w

ith
 a

 v
ie

w
 to

 m
ak

e 
an

y 
ne

ce
ss

ar
y 

ch
an

ge
s .

• 
C

on
tin

ua
lly

 re
as

se
ss

 
co

ns
um

er
 n

ee
ds

 .
• 

R
ed

es
ig

n 
ca

re
 a

nd
 

se
rv

ic
es

 .
• 

Pr
ov

id
e 

st
aff

 a
nd

 
co

ns
um

er
s 

w
ith

 fe
ed

ba
ck

 
on

 c
ha

ng
es

 in
 c

ar
e 

an
d 

se
rv

ic
e 

de
liv

er
y .

• 
M

on
ito

r i
f t

he
 o

ut
co

m
es

 
an

d 
re

co
m

m
en

da
tio

ns
 

st
em

m
in

g 
fro

m
 c

om
pl

ai
nt

 
da

ta
 a

re
 im

pl
em

en
te

d 
eff

ec
tiv

el
y.

”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Pr

ov
id

es
 a

ss
is

ta
nc

e 
to

 
pe

op
le

 w
ho

 a
re

 d
ea

f, 
sp

ee
ch

 
or

 h
ea

rin
g 

im
pa

ire
d;

 a
nd

 
th

os
e 

w
ho

 re
qu

ire
 tr

an
sl

at
io

n 
or

 in
te

rp
re

tin
g 

se
rv

ic
es

 .



477Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

So
ci

al
 

Se
rv

ic
es

W
A 

D
ep

ar
tm

en
t o

f 
C

om
m

un
iti

es
W

ho
 c

an
 c

om
pl

ai
n?

An
yo

ne
 w

ho
 re

ce
iv

es
 

a 
se

rv
ic

e 
fu

nd
ed

 b
y 

th
e 

D
ep

ar
tm

en
t o

f 
C

om
m

un
iti

es
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

“C
om

m
un

iti
es

 re
sp

ec
ts

 
th

e 
rig

ht
 fo

r a
ny

on
e 

to
 

m
ak

e 
a 

co
m

pl
ai

nt
 w

ho
 

is
 d

is
sa

tis
fie

d 
ab

ou
t a

 
se

rv
ic

e,
 p

ro
du

ct
, s

ta
ff 

or
 

th
e 

ha
nd

lin
g 

of
 a

 c
om

pl
ai

nt
 

by
 C

om
m

un
iti

es
 o

r a
ny

 
as

pe
ct

 o
f i

ts
 o

pe
ra

tio
ns

 .”
Li

m
ita

tio
n 

pe
rio

ds
N

ot
 s

pe
ci

fie
d.

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
N

ot
 s

pe
ci

fie
d.

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ca

n 
lo

dg
e 

a 
co

m
pl

ai
nt

 b
y 

ph
on

e,
 m

ai
l, 

or
 u

si
ng

 a
n 

on
lin

e 
fo

rm
 . T

he
 

D
ep

ar
tm

en
t w

ill 
th

en
 c

on
ta

ct
 

th
em

 w
ith

in
 2

 w
or

ki
ng

 d
ay

s .
Fo

rm
 o

f c
om

pl
ai

nt
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

M
ay

 b
e 

th
e 

pe
rp

et
ra

to
r, 

or
 

fu
nd

 th
e 

se
rv

ic
e 

pr
ov

id
er

 
th

at
 is

 th
e 

su
bj

ec
t o

f t
he

 
co

m
pl

ai
nt

 .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
If 

co
m

pl
ai

na
nt

s 
re

m
ai

n 
un

sa
tis

fie
d 

w
ith

 th
e 

D
ep

ar
tm

en
t’s

 re
sp

on
se

, t
he

y 
ar

e 
di

re
ct

ed
 to

 a
n 

ex
te

rn
al

 
ag

en
cy

 s
uc

h 
as

 th
e 

W
A 

O
m

bu
ds

m
an

, t
he

 H
ea

lth
 a

nd
 

D
is

ab
ilit

y 
C

om
pl

ai
nt

s 
O

ffi
ce

, 
or

 th
e 

N
D

IS
 Q

ua
lit

y 
an

d 
Sa

fe
gu

ar
ds

 C
om

m
is

si
on

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

https://www.wa.gov.au/organisation/department-of-communities/department-of-communities-complaints-and-feedback
https://www.wa.gov.au/organisation/department-of-communities/department-of-communities-complaints-and-feedback


478 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
N

ot
 s

pe
ci

fie
d.

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 c

om
pl

ai
nt

s 
pr

oc
es

s 
an

d 
re

so
lu

tio
n 

to
 

po
lic

y 
an

d 
la

w
 re

fo
rm

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

ot
 s

pe
ci

fie
d.

Ju
st

ic
e

W
A 

D
ep

ar
tm

en
t o

f 
Ju

st
ic

e
W

ho
 c

an
 c

om
pl

ai
n?

An
y 

cu
st

om
er

 o
f t

he
 

D
ep

ar
tm

en
t .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

re
la

te
 to

 
th

e 
se

rv
ic

es
 p

ro
vi

de
d 

by
 

th
e 

D
ep

ar
tm

en
t .

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

nt
s 

ca
n 

be
 lo

dg
ed

 u
si

ng
 

th
e 

O
nl

in
e 

C
us

to
m

er
 F

ee
db

ac
k 

Sy
st

em
, o

r b
y 

m
ai

l, 
ph

on
e,

 
em

ai
l, 

fa
x 

or
 in

 p
er

so
n .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
N

ot
 s

pe
ci

fie
d.

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
M

ay
 b

e 
th

e 
pe

rp
et

ra
to

r, 
or

 
m

ay
 fu

nd
 a

 s
er

vi
ce

 p
ro

vi
de

r 
w

hi
ch

 is
 th

e 
su

bj
ec

t o
f t

he
 

co
m

pl
ai

nt
 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

https://www.wa.gov.au/organisation/department-of-justice/feedback-the-department-of-justice
https://www.wa.gov.au/organisation/department-of-justice/feedback-the-department-of-justice


479Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Pu
bl

ic
 in

te
re

st
 d

is
cl

os
ur

es
 

an
d 

al
le

ga
tio

ns
 o

f 
m

is
co

nd
uc

t o
r c

or
ru

pt
io

n 
ar

e 
ex

cl
ud

ed
, a

s 
th

ey
 h

av
e 

se
pa

ra
te

 p
ro

ce
ss

es
 .

Li
m

ita
tio

n 
pe

rio
ds

N
ot

 s
pe

ci
fie

d.
Ev

id
en

tia
ry

 re
qu

ire
m

en
ts

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

Th
e 

D
ep

ar
tm

en
t’s

 
C

us
to

m
er

 F
ee

db
ac

k 
M

an
ag

em
en

t P
ol

ic
y 

st
at

es
 th

at
 “c

us
to

m
er

s 
ca

n 
no

m
in

at
e 

an
ot

he
r p

er
so

n 
to

 re
pr

es
en

t t
he

m
 in

 
lo

dg
in

g 
a 

co
m

pl
ai

nt
 .”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 la

w
ye

rs
/a

dv
oc

at
es

N
ot

 s
pe

ci
fie

d.

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

N
ot

 s
pe

ci
fie

d 
di

re
ct

ly,
 

ho
w

ev
er

 a
pp

ea
rs

 to
 b

e 
an

 
in

ve
st

ig
at

iv
e 

ap
pr

oa
ch

 . T
he

 
D

ep
ar

tm
en

t r
ec

ei
ve

s 
th

e 
co

m
pl

ai
nt

, i
nv

es
tig

at
es

 a
nd

 
ad

vi
se

s 
th

e 
co

m
pl

ai
na

nt
 

of
 th

e 
ou

tc
om

e 
w

ith
in

 1
0 

w
or

ki
ng

 d
ay

s .
 

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

N
ot

 s
pe

ci
fie

d.
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 c
on

ta
ct

 th
e 

O
m

bu
ds

m
an

 W
A 

if 
th

ey
 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 h

ow
 

th
e 

D
ep

ar
tm

en
t h

as
 h

an
dl

ed
 

th
ei

r c
om

pl
ai

nt
 .

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.



480 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Pr
ov

id
es

 a
ss

is
ta

nc
e 

to
 

pe
op

le
 w

ho
 a

re
 s

pe
ec

h 
or

 
he

ar
in

g 
im

pa
ire

d;
 a

nd
 th

os
e 

w
ho

 re
qu

ire
 tr

an
sl

at
io

n 
or

 
in

te
rp

re
tin

g 
se

rv
ic

es
 .

O
m

bu
ds

m
an

 W
es

te
rn

 
A

us
tr

al
ia

W
ho

 c
an

 c
om

pl
ai

n?
“A

 c
om

pl
ai

nt
 c

an
 b

e 
m

ad
e 

by
 a

ny
 p

er
so

n 
(o

r g
ro

up
 

of
 p

eo
pl

e)
 o

r a
 c

om
pa

ny
, 

pa
rtn

er
sh

ip
, a

ss
oc

ia
tio

n 
or

 c
lu

b .
” T

he
 O

m
bu

ds
m

an
 

ca
n 

al
so

 in
iti

at
e 

ow
n-

m
ot

io
n 

in
ve

st
ig

at
io

ns
 .

Ty
pe

s 
of

 v
io

le
nc

e 
th

e 
co

m
pl

ai
nt

 a
pp

lie
s 

to
/

ex
cl

ud
es

C
om

pl
ai

nt
s 

ca
n 

re
la

te
 

to
 “a

ny
 d

ec
is

io
n,

 a
ct

io
n 

or
 in

ac
tio

n”
 o

f “
W

es
te

rn
 

Au
st

ra
lia

n 
pu

bl
ic

 
au

th
or

iti
es

 in
cl

ud
in

g 
St

at
e 

go
ve

rn
m

en
t a

ge
nc

ie
s,

 
st

at
ut

or
y 

au
th

or
iti

es
, l

oc
al

 
go

ve
rn

m
en

ts
 a

nd
 p

ub
lic

 
un

iv
er

si
tie

s .
”

Pr
oc

es
s 

to
 c

om
pl

ai
n

C
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 
to

 ra
is

e 
th

ei
r c

om
pl

ai
nt

 w
ith

 th
e 

ag
en

cy
 in

 q
ue

st
io

n,
 in

 th
e 

fir
st

 
in

st
an

ce
 .

If 
m

ak
in

g 
a 

co
m

pl
ai

nt
 to

 th
e 

O
m

bu
ds

m
an

, c
om

pl
ai

na
nt

s 
ar

e 
en

co
ur

ag
ed

 to
 p

ho
ne

 th
e 

O
m

bu
ds

m
an

 fi
rs

t t
o 

di
sc

us
s 

th
ei

r c
om

pl
ai

nt
, b

ef
or

e 
pu

tti
ng

 
it 

in
 w

rit
in

g 
– 

ei
th

er
 b

y 
m

ai
l, 

fa
x 

or
 e

m
ai

l .
Fo

rm
 o

f c
om

pl
ai

nt
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

If 
th

ey
 a

re
 th

e 
co

m
pl

ai
na

nt
, t

he
y 

ar
e 

re
qu

ire
d 

to
 p

ro
vi

de
 d

et
ai

ls
 

ab
ou

t t
he

ir 
co

m
pl

ai
nt

 a
t t

he
 ti

m
e 

of
 lo

dg
in

g 
it .

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

 
“W

he
n 

th
e 

O
m

bu
ds

m
an

 
re

ce
iv

es
 a

n 
en

qu
iry

 a
bo

ut
 

an
 is

su
e,

 a
n 

as
se

ss
m

en
t i

s 
m

ad
e 

as
 to

 w
he

th
er

:
• 

Th
e 

co
m

pl
ai

na
nt

 h
as

 
tri

ed
 to

 re
so

lv
e 

th
e 

is
su

e 
w

ith
 th

e 
pu

bl
ic

 
au

th
or

ity
 c

on
ce

rn
ed

 
be

fo
re

 c
on

ta
ct

in
g 

th
e 

O
m

bu
ds

m
an

;
• 

Th
e 

co
m

pl
ai

na
nt

 is
 

pe
rs

on
al

ly
 a

ffe
ct

ed
 b

y 
th

e 
is

su
e;

 a
nd

• 
Th

e 
co

m
pl

ai
nt

 is
 a

bo
ut

 
th

e 
ad

m
in

is
tra

tiv
e 

pr
ac

tic
es

 o
f a

 W
es

te
rn

 
Au

st
ra

lia
n 

pu
bl

ic
 

au
th

or
ity

 .”

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
At

 th
e 

co
nc

lu
si

on
 o

f 
an

 in
ve

st
ig

at
io

n,
 th

e 
O

m
bu

ds
m

an
 m

ay
 m

ak
e 

fo
rm

al
 re

co
m

m
en

da
tio

ns
, 

in
cl

ud
in

g 
to

:
• 

re
fe

r t
he

 m
at

te
r t

o 
an

ot
he

r 
ag

en
cy

;
• 

re
ct

ify
 a

dm
in

is
tra

tiv
e 

ac
tio

ns
;

• 
va

ry
 a

dm
in

is
tra

tiv
e 

pr
ac

tic
e;

• 
re

co
ns

id
er

 th
e 

la
w

 w
hi

ch
 

un
de

rp
in

s 
ad

m
in

is
tra

tiv
e 

ac
tio

n;
 o

r
• 

gi
ve

 re
as

on
s 

fo
r a

 
de

ci
si

on
 .

https://www.ombudsman.wa.gov.au/
https://www.ombudsman.wa.gov.au/


481Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

H
ow

ev
er

, c
om

pl
ai

nt
s 

ca
n 

on
ly

 b
e 

m
ad

e 
if:

• 
Th

e 
co

m
pl

ai
nt

 is
 

re
la

te
d 

to
 a

 m
at

te
r 

of
 a

dm
in

is
tra

tio
n 

(th
e 

de
ci

si
on

-m
ak

in
g 

pr
ac

tic
es

 a
nd

 a
ct

io
ns

 
of

 p
ub

lic
 a

ut
ho

rit
ie

s 
in

 
pr

ov
id

in
g 

th
ei

r s
er

vi
ce

s 
to

 th
e 

pu
bl

ic
); 

an
d

• 
Th

e 
m

at
te

r a
ffe

ct
s 

th
e 

co
m

pl
ai

na
nt

 p
er

so
na

lly
 .

Th
e 

O
m

bu
ds

m
an

 c
an

no
t 

de
al

 w
ith

 c
om

pl
ai

nt
s 

ab
ou

t:
• 

Pr
iv

at
e 

in
di

vi
du

al
s 

or
 

bu
si

ne
ss

es
;

• 
El

ec
tri

ci
ty

 a
nd

 g
as

 
pr

ov
id

er
s 

(w
hi

ch
 a

re
 

th
e 

ju
ris

di
ct

io
n 

of
 th

e 
En

er
gy

 a
nd

 W
at

er
 

O
m

bu
ds

m
an

);
• 

Pa
rli

am
en

t, 
its

 
co

m
m

itt
ee

s,
 m

em
be

rs
 

an
d 

st
aff

;
• 

Ju
dg

es
, m

ag
is

tra
te

s 
or

 
co

ro
ne

rs
;

• 
C

ou
rts

 a
nd

 th
e 

St
at

e 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

;
• 

C
om

m
is

si
on

er
s 

of
 a

ny
 

co
ur

t;
• 

Th
e 

G
ov

er
no

r 
an

d 
m

em
be

rs
 o

f 
th

e 
G

ov
er

no
r’s

 
es

ta
bl

is
hm

en
t;

• 
D

ec
is

io
ns

 m
ad

e 
by

 
C

ab
in

et
 o

r b
y 

M
in

is
te

rs
 

of
 th

e 
C

ro
w

n;
 a

nd

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
M

ay
 lo

dg
e 

a 
co

m
pl

ai
nt

 o
n 

th
e 

be
ha

lf 
of

 a
 v

ic
tim

-s
ur

vi
vo

r .

A
ny

 re
po

rt
 to

 p
ol

ic
e 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

of
 

co
m

pl
ai

nt
 b

od
y 

to
 v

ic
tim

, 
co

m
pl

ai
na

nt
, p

er
pe

tr
at

or
 

or
 c

on
te

xt
Is

 a
n 

in
de

pe
nd

en
t b

od
y .

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

“T
he

 p
ur

po
se

 o
f a

n 
in

ve
st

ig
at

io
n 

is
 to

 g
at

he
r 

in
fo

rm
at

io
n 

ab
ou

t t
he

 
co

m
pl

ai
nt

 .” 
Th

e 
ag

en
cy

 
in

 q
ue

st
io

n 
is

 u
su

al
ly

 
as

ke
d 

to
 c

om
m

en
t o

n 
th

e 
co

m
pl

ai
nt

 a
nd

 p
ro

vi
de

 
ba

ck
gr

ou
nd

 in
fo

rm
at

io
n .

 T
he

 
O

m
bu

ds
m

an
 th

en
 c

on
si

de
rs

 
“w

he
th

er
 th

e 
ag

en
cy

 h
as

:
• 

Ac
te

d 
co

nt
ra

ry
 to

 la
w

;
• 

Ac
te

d 
un

re
as

on
ab

ly,
 

un
ju

st
ly,

 o
pp

re
ss

iv
el

y 
or

 b
ee

n 
im

pr
op

er
ly

 
di

sc
rim

in
at

or
y;

• 
M

ad
e 

a 
di

sc
re

tio
na

ry
 

de
ci

si
on

 fo
r a

n 
im

pr
op

er
 

pu
rp

os
e,

 o
r t

ak
en

 in
to

 
ac

co
un

t i
rre

le
va

nt
 

co
ns

id
er

at
io

ns
 o

r f
ai

le
d 

to
 c

on
si

de
r r

el
ev

an
t 

co
ns

id
er

at
io

ns
;

• 
Fa

ile
d 

to
 p

ro
vi

de
 re

as
on

s 
fo

r a
 d

ec
is

io
n 

w
he

n 
re

as
on

s 
sh

ou
ld

 h
av

e 
be

en
 g

iv
en

;

“T
he

 O
m

bu
ds

m
an

 p
la

ce
s 

a 
st

ro
ng

 e
m

ph
as

is
 o

n 
m

ak
in

g 
pr

ac
tic

al
 re

co
m

m
en

da
tio

ns
 

ab
ou

t s
ig

ni
fic

an
t m

at
te

rs
. T

he
 

O
m

bu
ds

m
an

 d
oe

s 
no

t m
ak

e 
re

co
m

m
en

da
tio

ns
 u

nl
es

s 
it 

is
 

co
ns

id
er

ed
 th

at
 th

ey
 w

ill 
be

 
be

ne
fic

ia
l t

o 
th

e 
pu

bl
ic

. T
he

 
O

m
bu

ds
m

an
 a

ls
o 

co
ns

id
er

s 
th

e 
co

st
s 

re
co

m
m

en
da

tio
ns

 
w

ill 
ha

ve
 fo

r a
ge

nc
ie

s .
”

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
Se

e 
ab

ov
e .

 O
ut

co
m

es
 m

ay
 

in
cl

ud
e 

a 
pe

rp
et

ra
to

r m
ak

in
g 

sy
st

em
ic

 c
ha

ng
es

 to
 it

s 
se

rv
ic

es
 .

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Th

e 
O

m
bu

ds
m

an
 c

an
 o

nl
y 

m
ak

e 
re

co
m

m
en

da
tio

ns
 to

 
ag

en
ci

es
 . I

t c
an

no
t d

ire
ct

 
ac

tio
n 

to
 b

e 
ta

ke
n .

 H
ow

ev
er

, 
it 

ca
n 

m
on

ito
r t

he
 a

ct
io

ns
 o

f 
ag

en
ci

es
 in

 re
sp

on
se

 to
 it

s 
re

co
m

m
en

da
tio

ns
 .

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

“T
he

 O
m

bu
ds

m
an

 h
as

 
th

e 
ab

ilit
y 

to
 in

te
rv

ie
w

 th
e 

in
di

vi
du

al
s 

in
vo

lv
ed

, e
xa

m
in

e 



482 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
Th

os
e 

bo
di

es
 li

st
ed

 
in

 th
e 

Sc
he

du
le

 1
 to

 
th

e 
Pa

rli
am

en
ta

ry
 

C
om

m
is

si
on

er
 A

ct
 

19
71

 .
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s,

 u
nl

es
s 

sp
ec

ia
l 

ci
rc

um
st

an
ce

s 
ap

pl
y .

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
C

om
pl

ai
nt

s 
sh

ou
ld

 in
cl

ud
e 

th
e 

fo
llo

w
in

g 
in

fo
rm

at
io

n:
• 

W
ho

 is
 b

ei
ng

 
co

m
pl

ai
ne

d 
ab

ou
t;

• 
W

ha
t t

he
 c

om
pl

ai
na

nt
 

th
in

ks
 h

as
 g

on
e 

w
ro

ng
;

• 
Ti

m
es

 a
nd

 d
at

es
;

• 
H

ow
 th

ey
 h

av
e 

be
en

 
aff

ec
te

d 
by

 th
e 

is
su

e 
th

ey
 a

re
 c

om
pl

ai
ni

ng
 

ab
ou

t;
• 

D
et

ai
ls

 o
f t

el
ep

ho
ne

 
co

nv
er

sa
tio

ns
 a

nd
 

m
ee

tin
gs

;
• 

C
op

ie
s 

of
 re

le
va

nt
 

do
cu

m
en

ts
 (e

g 
le

tte
rs

);
• 

Th
e 

na
m

es
 o

f p
eo

pl
e 

th
e 

co
m

pl
ai

na
nt

 h
as

 
de

al
t w

ith
;

• 
W

ha
t t

he
 c

om
pl

ai
na

nt
 

ha
s 

do
ne

 to
 tr

y 
re

so
lv

e 
th

e 
is

su
e;

 a
nd

• 
Th

e 
ou

tc
om

e 
th

ey
 a

re
 

se
ek

in
g .

• 
Fa

ile
d 

to
 p

ro
vi

de
 re

as
on

s 
fo

r a
 d

ec
is

io
n 

w
he

n 
re

as
on

s 
sh

ou
ld

 h
av

e 
be

en
 g

iv
en

;
• 

Ba
se

d 
a 

de
ci

si
on

 w
ho

lly
 

or
 p

ar
tly

 o
n 

a 
m

is
ta

ke
 o

f 
la

w
 o

r f
ac

t; 
an

d/
or

• 
Ac

te
d 

w
ro

ng
ly .

”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

ol
es

 o
f o

th
er

 
in

de
pe

nd
en

t p
er

so
ns

/
m

on
ito

rs
 in

 c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

O
m

bu
ds

m
en

 a
re

 a
pp

oi
nt

ed
 

offi
ci

al
s,

 u
su

al
ly

 w
ith

 le
ga

l 
an

d/
or

 p
ub

lic
 s

er
vi

ce
 

ba
ck

gr
ou

nd
s .

ag
en

cy
 fi

le
s 

an
d,

 g
en

er
al

ly,
 

in
ve

st
ig

at
e 

in
 w

ha
te

ve
r w

ay
 

se
em

s 
ap

pr
op

ria
te

 .”
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

Ye
s .

 T
he

 O
m

bu
ds

m
an

 
w

ill 
pr

od
uc

e 
a 

re
po

rt 
ou

tli
ni

ng
 it

s 
fin

di
ng

s 
an

d 
re

co
m

m
en

da
tio

ns
 .

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

If 
co

m
pl

ai
na

nt
s 

re
m

ai
n 

un
sa

tis
fie

d 
w

ith
 th

e 
pr

oc
es

s 
or

 o
ut

co
m

e 
of

 th
ei

r c
om

pl
ai

nt
, 

th
ey

 c
an

 re
qu

es
t a

n 
in

te
rn

al
 

re
vi

ew
 . T

hi
s 

m
us

t b
e 

m
ad

e 
in

 
w

rit
in

g,
 a

nd
 m

us
t s

et
 o

ut
 th

e 
re

as
on

s 
w

hy
 th

ey
 b

el
ie

ve
 th

e 
de

ci
si

on
 w

as
 n

ot
 re

as
on

ab
le

 
or

 c
or

re
ct

 . “
Th

e 
de

ci
si

on
 

to
 u

nd
er

ta
ke

 a
 re

vi
ew

 is
 

no
t a

ut
om

at
ic

 a
nd

 it
 is

 n
ot

 
su

ffi
ci

en
t t

o 
m

er
el

y 
di

sa
gr

ee
 

w
ith

 th
e 

vi
ew

 fo
rm

ed
 b

y 
th

e 
ca

se
 o

ffi
ce

r. 
Th

e 
ha

nd
lin

g 
of

 
a 

co
m

pl
ai

nt
 is

 o
nl

y 
re

vi
ew

ed
 

on
ce

 .” 
If 

ac
ce

pt
ed

, a
 s

en
io

r 
offi

ce
r w

ho
 w

as
 n

ot
 in

vo
lv

ed
 

in
 th

e 
or

ig
in

al
 c

om
pl

ai
nt

 w
ill 

co
nd

uc
t t

he
 re

vi
ew

 .
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.



483Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

R
ol

e 
of

 le
ga

l c
ap

ac
ity

 
an

d 
su

bs
tit

ut
ed

 d
ec

is
io

n-
m

ak
in

g
“In

 m
os

t c
as

es
 th

e 
O

m
bu

ds
m

an
 c

an
 o

nl
y 

de
al

 
w

ith
 c

om
pl

ai
nt

s 
fro

m
 th

e 
pe

rs
on

 w
ho

 is
 p

er
so

na
lly

 
aff

ec
te

d 
by

 a
 d

ec
is

io
n 

or
 a

ct
io

n 
ta

ke
n 

by
 a

n 
ag

en
cy

 . H
ow

ev
er

, i
f f

or
 a

ny
 

re
as

on
 [t

he
y]

 a
re

 u
na

bl
e 

to
 a

ct
 fo

r [
th

em
se

lv
es

] t
he

 
O

m
bu

ds
m

an
 m

ay
 a

cc
ep

t a
 

co
m

pl
ai

nt
 fo

rm
 fr

om
:

• 
A 

le
ga

l o
r o

th
er

 a
dv

is
er

; 
or

• 
A 

fa
m

ily
 m

em
be

r 
or

 o
th

er
 p

er
so

na
l 

re
pr

es
en

ta
tiv

e .
”

“T
he

 O
m

bu
ds

m
an

 m
ay

 
as

k 
th

e 
pe

rs
on

 a
ffe

ct
ed

 
to

 c
on

fir
m

 in
 w

rit
in

g 
th

at
 

th
ey

 a
re

 h
ap

py
 fo

r t
he

 
re

pr
es

en
ta

tiv
e 

to
 a

ct
 fo

r 
th

em
 .”

D
oe

s 
a 

sp
ec

ifi
c 

in
di

vi
du

al
 

pe
rp

et
ra

to
r n

ee
d 

to
 b

e 
id

en
tifi

ed
?

N
ot

 s
pe

ci
fie

d.

An
y 

co
nfi

de
nt

ia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

N
ot

 s
pe

ci
fie

d.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fro

m
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
Th

e 
O

m
bu

ds
m

an
 m

ay
 

se
nd

 a
 re

po
rt 

ab
ou

t t
he

 
in

ve
st

ig
at

io
n 

to
 th

e 
re

le
va

nt
 

m
in

is
te

r o
r t

he
 P

re
m

ie
r, 

ta
bl

e 
a 

re
po

rt 
in

 S
ta

te
 P

ar
lia

m
en

t, 
or

 p
la

ce
 a

 re
po

rt 
on

 th
ei

r 
w

eb
si

te
 . C

om
pl

ai
nt

 d
at

a 
is

 
al

so
 p

ub
lis

he
d 

in
 it

s 
an

nu
al

 
re

po
rts

 .
Re

la
tio

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
A 

ke
y 

fu
nc

tio
n 

of
 th

e 
O

ffi
ce

 
is

 to
 im

pr
ov

e 
th

e 
st

an
da

rd
 

of
 a

dm
in

is
tra

tio
n 

in
 p

ub
lic

 
au

th
or

iti
es

 . T
hi

s 
is

 u
nd

er
ta

ke
n 

by
:

• 
U

si
ng

 k
no

w
le

dg
e 

ga
in

ed
 

th
ro

ug
h 

in
ve

st
ig

at
in

g 
co

m
pl

ai
nt

s 
to

 m
ak

e 
re

co
m

m
en

da
tio

ns
 fo

r 
im

pr
ov

em
en

t o
f p

ub
lic

 
ad

m
in

is
tra

tio
n

• 
“U

nd
er

ta
ki

ng
 o

w
n 

m
ot

io
n 

in
ve

st
ig

at
io

ns
 th

at
 a

re
 

ba
se

d 
on

 th
e 

pa
tte

rn
s,

 
tre

nd
s 

an
d 

th
em

es
 th

at
 

ar
is

e 
fro

m
 th

e 
re

so
lu

tio
n 

of
 

in
di

vi
du

al
 c

om
pl

ai
nt

s 
an

d 
ch

ild
 d

ea
th

 o
r f

am
ily

 a
nd

 
do

m
es

tic
 v

io
le

nc
e 

fa
ta

lit
y 

re
vi

ew
s,

 re
fe

rre
d 

to
 a

s 
ow

n 
m

ot
io

n 
in

ve
st

ig
at

io
ns

;



484 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

• 
Pr

ov
id

in
g 

gu
id

an
ce

 to
 

pu
bl

ic
 a

ut
ho

rit
ie

s 
on

 
de

ci
si

on
 m

ak
in

g 
an

d 
co

m
pl

ai
nt

 h
an

dl
in

g 
th

ro
ug

h 
co

nt
in

uo
us

 
lia

is
on

, p
ub

lic
at

io
ns

, 
pr

es
en

ta
tio

ns
 a

nd
 

w
or

ks
ho

ps
;

• 
W

or
ki

ng
 c

ol
la

bo
ra

tiv
el

y 
w

ith
 o

th
er

 in
te

gr
ity

 a
nd

 
ac

co
un

ta
bi

lit
y 

ag
en

ci
es

 to
 

en
co

ur
ag

e 
be

st
 p

ra
ct

ic
e 

an
d 

le
ad

er
sh

ip
 in

 p
ub

lic
 

au
th

or
iti

es
; a

nd
• 

U
nd

er
ta

ki
ng

 in
sp

ec
tio

n 
an

d 
m

on
ito

rin
g 

fu
nc

tio
ns

 .”
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
Pr

ov
id

es
 a

ss
is

ta
nc

e 
to

 
pe

op
le

 w
ho

 a
re

 s
pe

ec
h 

or
 

he
ar

in
g 

im
pa

ire
d;

 a
nd

 th
os

e 
w

ho
 re

qu
ire

 tr
an

sl
at

io
n 

or
 

in
te

rp
re

tin
g 

se
rv

ic
es

 . I
t a

ls
o 

pr
ov

id
es

 in
fo

rm
at

io
n 

ab
ou

t i
ts

 
se

rv
ic

es
 in

 la
ng

ua
ge

s 
ot

he
r 

th
an

 E
ng

lis
h .



485Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Eq
ua

l O
pp

or
tu

ni
ty

 
C

om
m

is
si

on
W

ho
 c

an
 c

om
pl

ai
n?

“T
he

 c
om

pl
ai

nt
 s

ho
ul

d 
be

 
lo

dg
ed

 b
y 

th
e 

pe
rs

on
 w

ho
 

ex
pe

rie
nc

ed
 th

e 
al

le
ge

d 
di

sc
rim

in
at

io
n .

”
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
D

is
cr

im
in

at
io

n 
on

 g
ro

un
ds

 
in

cl
ud

in
g:

• 
Ag

e
• 

Br
ea

st
fe

ed
in

g
• 

Fa
m

ily
 re

sp
on

si
bi

lit
y

• 
Fa

m
ily

 s
ta

tu
s

• 
G

en
de

r h
is

to
ry

• 
Im

pa
irm

en
t

• 
M

ar
ita

l s
ta

tu
s

• 
Po

lit
ic

al
 c

on
vi

ct
io

n
• 

Pr
eg

na
nc

y
• 

R
ac

e
• 

R
ac

ia
l h

ar
as

sm
en

t
• 

R
el

ig
io

us
 c

on
vi

ct
io

n
• 

Se
x

• 
Se

xu
al

 h
ar

as
sm

en
t

• 
Se

xu
al

 o
rie

nt
at

io
n,

as
 w

el
l a

s 
vi

ct
im

is
at

io
n,

 
ap

pl
ic

ab
le

 o
nl

y 
to

 s
pe

ci
fic

 
ar

ea
s 

of
 p

ub
lic

 li
fe

 .
Li

m
ita

tio
n 

pe
rio

ds
12

 m
on

th
s .

Pr
oc

es
s 

to
 c

om
pl

ai
n

A 
co

m
pl

ai
nt

 m
us

t b
e 

in
 w

rit
in

g 
an

d 
ca

n 
be

 in
 a

 p
er

so
n’

s 
fir

st
 

la
ng

ua
ge

 . I
t c

an
 b

e 
lo

dg
ed

 in
 

ha
rd

 c
op

y,
 o

nl
in

e,
 o

r v
ia

 e
m

ai
l . 

Th
e 

C
om

m
is

si
on

 c
an

 a
ss

is
t 

co
m

pl
ai

na
nt

s 
to

 w
rit

e 
th

ei
r 

co
m

pl
ai

nt
 d

ow
n .

Fo
rm

 o
f c

om
pl

ai
nt

N
ot

 s
pe

ci
fie

d.
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r
Th

ey
 a

re
 e

xp
ec

te
d 

to
 b

e 
th

e 
co

m
pl

ai
na

nt
; i

f s
o,

 th
ey

 a
re

 
re

qu
ire

d 
to

 p
ro

vi
de

 d
et

ai
ls

 
of

 th
ei

r c
om

pl
ai

nt
 a

lo
ng

 w
ith

 
su

pp
or

tin
g 

do
cu

m
en

ts
 .

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
N

ot
 s

pe
ci

fie
d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

“T
he

 ri
gh

ts
 a

nd
 s

ta
tu

s 
of

 c
om

pl
ai

na
nt

s 
an

d 
re

sp
on

de
nt

s 
m

ay
 n

ee
d 

to
 b

e 
pr

ot
ec

te
d 

w
hi

le
 a

 c
om

pl
ai

nt
 

is
 b

ei
ng

 in
ve

st
ig

at
ed

 .  
In

 
su

ch
 c

irc
um

st
an

ce
s 

th
e 

St
at

e 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 
m

ay
 m

ak
e 

an
 in

te
rim

 o
rd

er
 .

An
 in

te
rim

 o
rd

er
 c

an
 

be
 m

ad
e 

by
 th

e 
St

at
e 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 (t

he
 

Tr
ib

un
al

) p
re

se
rv

in
g 

th
e 

‘s
ta

tu
s 

qu
o’

 b
et

w
ee

n 
th

e 
pa

rti
es

, a
nd

 p
ro

te
ct

in
g 

th
ei

r 
ex

is
tin

g 
rig

ht
s .

An
 in

te
rim

 o
rd

er
 a

pp
lic

at
io

n 
ca

n 
on

ly
 b

e 
lo

dg
ed

 b
y 

a 
pe

rs
on

 w
ho

se
 c

om
pl

ai
nt

 
ha

s 
be

en
 a

cc
ep

te
d 

by
 th

e 
C

om
m

is
si

on
er

 .”
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

Is
 a

n 
in

de
pe

nd
en

t b
od

y .
N

at
ur

e 
of

 c
om

pl
ai

nt
 

re
so

lu
tio

n 
pr

oc
es

s
If 

a 
co

m
pl

ai
nt

 is
 a

cc
ep

te
d,

 
th

e 
C

om
m

is
si

on
er

 m
ay

 
in

ve
st

ig
at

e,
 a

nd
 th

en
 m

ay
 

ch
oo

se
 to

 c
on

ci
lia

te
 a

 
co

m
pl

ai
nt

, i
f a

pp
ro

pr
ia

te
 .

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Th

e 
C

om
m

is
si

on
 o

ut
lin

es
 th

e 
fo

llo
w

in
g 

ou
tc

om
es

:
• 

C
on

ci
lia

te
d 

– 
W

he
n 

al
l p

ar
tie

s 
ar

e 
sa

tis
fie

d 
th

e 
co

m
pl

ai
nt

 h
as

 
be

en
 re

so
lv

ed
. S

pe
ci

fic
 

ou
tc

om
es

 a
ris

in
g 

fro
m

 c
on

ci
lia

tio
n 

m
ay

 
in

cl
ud

e 
an

 a
po

lo
gy

, 
co

m
pe

ns
at

io
n,

 
co

m
m

itm
en

t t
o 

re
vi

ew
 

po
lic

ie
s/

pr
oc

ed
ur

es
 o

r 
pr

ov
id

e 
ap

pr
op

ria
te

 
tra

in
in

g .
• 

W
ith

dr
aw

n 
– 

w
he

n 
a 

co
m

pl
ai

na
nt

 p
ul

ls
 o

ut
 o

f 
th

e 
co

m
pl

ai
nt

 p
ro

ce
ss

 a
t 

an
y 

tim
e .

 
• 

La
ps

ed
 –

 w
he

n 
th

e 
co

m
pl

ai
na

nt
 fa

ils
 to

 
m

ai
nt

ai
n 

co
nt

ac
t a

nd
 th

e 
co

m
pl

ai
nt

 fi
le

 is
 c

lo
se

d 
or

 d
oe

s 
no

t a
llo

w
 it

 to
 

pr
og

re
ss

 . D
is

m
is

se
d 

– 
w

he
n 

th
e 

C
om

m
is

si
on

er
 

de
ci

de
s 

at
 a

ny
 s

ta
ge

 
th

at
 th

e 
co

m
pl

ai
nt

 is
 

m
is

co
nc

ei
ve

d,
 la

ck
s 

su
bs

ta
nc

e,
 fr

iv
ol

ou
s,

 
ve

xa
tio

us
 o

r r
el

at
es

 to
 a

n 
ac

t t
ha

t i
s 

no
t u

nl
aw

fu
l b

y 
re

as
on

 o
f a

 p
ro

vi
si

on
 o

f 
th

e 
Ac

t a
nd

 d
is

m
is

se
s 

th
e 

co
m

pl
ai

nt
 . 

https://www.wa.gov.au/organisation/equal-opportunity-commission
https://www.wa.gov.au/organisation/equal-opportunity-commission


486 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
C

om
pl

ai
na

nt
s 

ar
e 

en
co

ur
ag

ed
 to

 p
ro

vi
de

 
su

pp
or

tin
g 

do
cu

m
en

ts
 

al
on

g 
w

ith
 th

ei
r c

om
pl

ai
nt

 .
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

Th
e 

pu
rp

os
e 

of
 a

n 
in

ve
st

ig
at

io
n 

is
 to

 g
at

he
r 

in
fo

rm
at

io
n 

ab
ou

t t
he

 
co

m
pl

ai
nt

 . T
hi

s 
pr

oc
es

s 
is

 b
ot

h 
im

pa
rti

al
 a

nd
 

co
nfi

de
nt

ia
l. 

Th
e 

co
m

pl
ai

na
nt

 a
nd

 re
sp

on
de

nt
 

w
ill 

th
en

 b
e 

pr
ov

id
ed

 w
ith

 a
n 

op
po

rtu
ni

ty
 to

 p
re

se
nt

 th
ei

r 
ca

se
 in

 w
rit

te
n 

fo
rm

 . I
f t

he
 

m
at

te
r c

an
no

t b
e 

re
so

lv
ed

 a
t 

th
is

 p
oi

nt
, i

t m
ay

 p
ro

ce
ed

 to
 

co
nc

ilia
tio

n .
“T

he
 c

on
ci

lia
tio

n 
co

nf
er

en
ce

 
is

 a
n 

op
po

rtu
ni

ty
 fo

r t
he

 
pa

rti
es

 to
 d

is
cu

ss
 w

ay
s 

to
 

re
so

lv
e 

th
e 

m
at

te
r w

ith
 a

n 
EO

C
 c

on
ci

lia
tio

n 
offi

ce
r 

pr
es

en
t .”

“If
 a

 c
om

pl
ai

nt
 is

 n
ot

 
co

nc
ilia

te
d 

an
d 

ha
s 

no
t 

be
en

 d
is

m
is

se
d 

by
 th

e 
C

om
m

is
si

on
er

, i
t i

s 
re

fe
rre

d 
to

 th
e 

St
at

e 
Ad

m
in

is
tra

tiv
e 

Tr
ib

un
al

 w
ith

 a
 a

ss
is

ta
nc

e 
fro

m
 th

e 
C

om
m

is
si

on
er

 . 
If 

a 
co

m
pl

ai
nt

 h
as

 b
ee

n 
di

sm
is

se
d 

th
e 

co
m

pl
ai

na
nt

 
ca

n 
ha

ve
 th

e 
co

m
pl

ai
nt

 
re

fe
rre

d 
to

 th
e 

Tr
ib

un
al

 
bu

t i
s 

no
t a

ss
is

te
d 

by
 th

e 
C

om
m

is
si

on
er

 .”
R

ol
e 

of
 v

ic
tim

-s
ur

vi
vo

r i
n 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

co
m

pl
ai

na
nt

 “m
us

t 
es

ta
bl

is
h 

th
ei

r c
as

e 
is

 
su

pp
or

te
d 

by
 e

vi
de

nc
e

• 
C

om
m

is
si

on
er

 R
ef

er
re

d 
– 

w
he

n 
th

e 
C

om
m

is
si

on
er

 
re

fe
rs

 th
e 

co
m

pl
ai

nt
 to

 
th

e 
St

at
e 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 if

 a
 c

om
pl

ai
nt

 
ap

pe
ar

s 
to

 h
av

e 
su

bs
ta

nc
e 

an
d 

at
te

m
pt

s 
at

 c
on

ci
lia

tio
n 

ha
ve

 fa
ile

d .
 

• 
C

om
pl

ai
na

nt
 R

ef
er

re
d 

– 
w

he
n 

th
e 

C
om

m
is

si
on

er
 

di
sm

is
se

s 
th

e 
co

m
pl

ai
nt

 
an

d 
th

e 
co

m
pl

ai
na

nt
 

ha
s 

so
ug

ht
 a

 re
fe

rra
l t

o 
th

e 
St

at
e 

Ad
m

in
is

tra
tiv

e 
Tr

ib
un

al
 .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
N

ot
 s

pe
ci

fie
d.

Po
w

er
s 

of
 c

om
pl

ai
nt

 b
od

y 
to

 in
ve

st
ig

at
e,

 m
on

ito
r a

nd
 

ta
ke

 a
ct

io
n

U
nd

er
 th

e 
Ac

t t
he

 
C

om
m

is
si

on
er

 h
as

 th
e 

po
w

er
 

to
 c

om
pe

l c
om

pl
ai

na
nt

s,
 

re
sp

on
de

nt
s 

an
d 

an
y 

w
itn

es
se

s 
to

 p
ro

du
ce

 
ev

id
en

ce
 a

nd
 a

tte
nd

 
co

nf
er

en
ce

s .



487Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

an
d 

is
 a

rg
ua

bl
e .

” I
f t

he
ir 

co
m

pl
ai

nt
 is

 a
cc

ep
te

d 
by

 th
e 

C
om

m
is

si
on

, t
he

y 
m

ay
 b

e 
in

te
rv

ie
w

ed
 b

y 
a 

co
nc

ilia
tio

n 
offi

ce
r a

nd
/o

r p
ro

vi
de

 
fu

rth
er

 in
fo

rm
at

io
n 

fo
r a

n 
in

ve
st

ig
at

io
n .

 F
ol

lo
w

in
g 

th
is

, t
he

y 
m

ay
 ta

ke
 p

ar
t i

n 
a 

co
nc

ilia
tio

n 
co

nf
er

en
ce

 .
R

ol
e 

of
 p

er
pe

tr
at

or
 

(in
di

vi
du

al
/s

er
vi

ce
 

pr
ov

id
er

/g
ov

er
nm

en
t) 

in
 

co
m

pl
ai

nt
 re

so
lu

tio
n

Th
e 

pe
rp

et
ra

to
r m

ay
 

be
 re

qu
ire

d 
to

 p
ro

vi
de

 
in

fo
rm

at
io

n 
an

d/
or

 b
e 

in
te

rv
ie

w
ed

 b
y 

a 
co

nc
ilia

tio
n 

offi
ce

r u
nd

er
ta

ki
ng

 a
n 

in
ve

st
ig

at
io

n;
 a

nd
 m

ay
 th

en
 

al
so

 p
ar

ta
ke

 in
 a

 c
on

ci
lia

tio
n 

co
nf

er
en

ce
 .

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
Q

ua
lifi

ca
tio

ns
/b

ac
kg

ro
un

d 
of

 c
om

pl
ai

nt
 re

so
lu

tio
n 

de
ci

si
on

-m
ak

er
Th

e 
C

om
m

is
si

on
er

 is
 a

n 
ap

po
in

te
d 

pe
rs

on
 w

ith
 

si
gn

ifi
ca

nt
 e

xp
er

ie
nc

e 
in

 p
ub

lic
 h

ea
lth

/ p
ub

lic
 

ad
m

in
is

tra
tio

n .

A
re

 w
rit

te
n 

re
as

on
s 

fo
r 

de
ci

si
on

 p
ro

vi
de

d?
N

ot
 s

pe
ci

fie
d.

A
ny

 a
pp

ea
l/r

ev
ie

w
 

pr
oc

es
se

s 
fo

llo
w

in
g 

ou
tc

om
e

N
ot

 s
pe

ci
fie

d.
A

ny
 in

ci
de

nt
al

 
co

ns
eq

ue
nc

es
 o

f c
om

pl
ai

nt
 

re
so

lu
tio

n
Th

e 
C

om
m

is
si

on
 s

ta
te

s 
th

at
 “i

t i
s 

ag
ai

ns
t t

he
 la

w
 fo

r 
an

yo
ne

 to
 th

re
at

en
, h

ar
as

s 
or

 s
ub

je
ct

 a
 p

er
so

n 
to

 a
 

de
tri

m
en

t b
ec

au
se

 th
ey

 h
av

e 
m

ad
e 

a 
co

m
pl

ai
nt

 o
r i

nt
en

d 
to

 m
ak

e 
a 

co
m

pl
ai

nt
 u

nd
er

 
th

e 
E

qu
al

 O
pp

or
tu

ni
ty

 A
ct

 
19

84
. T

hi
s 

pr
ot

ec
tio

n 
is

 a
ls

o 
aff

or
de

d 
to

 a
ny

on
e 

gi
vi

ng
 

ev
id

en
ce

 a
bo

ut
 a

 c
om

pl
ai

nt
 .”

R
el

at
io

ns
hi

p 
to

 p
ol

ic
e 

an
d 

C
JS

N
ot

 s
pe

ci
fie

d.
A

ny
 c

on
fid

en
tia

lit
y 

or
 

pr
iv

ac
y 

ru
le

s 
(p

ro
te

ct
iv

e 
of

 
or

 g
ag

gi
ng

 c
om

pl
ai

na
nt

)
Th

e 
C

om
m

is
si

on
 s

ta
te

s:
 

“T
he

 C
om

m
is

si
on

er
 a

nd
 

st
aff

 a
re

 re
qu

ire
d 

by
 th

e 
Ac

t 
to

 p
ro

te
ct

 th
e 

co
nfi

de
nt

ia
lit

y 
of

 a
ll 

co
m

pl
ai

nt
s .

 T
he

 
C

om
m

is
si

on
er

 c
an

no
t 

re
ve

al
 in

fo
rm

at
io

n 
ab

ou
t t

he
 

co
m

pl
ai

nt
 to

 th
e 

m
ed

ia
 o

r a
ny

 
pe

rs
on

, o
th

er
 th

an
 p

ar
tie

s



488 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

to
 th

e 
co

m
pl

ai
nt

 o
r t

ho
se

 
re

qu
ire

d 
to

 p
ro

vi
de

 e
vi

de
nc

e 
ab

ou
t t

he
 c

om
pl

ai
nt

 . 
C

om
pl

ai
nt

s 
ar

e 
m

or
e 

lik
el

y 
to

 b
e 

re
so

lv
ed

 e
as

ily
 a

nd
 

sa
tis

fa
ct

or
ily

 if
 th

e 
co

m
pl

ai
nt

 
is

 k
ep

t c
on

fid
en

tia
l.”

W
ha

t i
nf

or
m

at
io

n 
is

 
pu

bl
ic

ly
 a

va
ila

bl
e 

fr
om

 th
e 

co
m

pl
ai

nt
 re

so
lu

tio
n?

C
om

pl
ai

nt
 d

at
a 

is
 p

ub
lis

he
d 

in
 th

e 
C

om
m

is
si

on
’s

 a
nn

ua
l 

re
po

rts
 .

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
Th

e 
C

om
m

is
si

on
 m

ak
es

 
su

bm
is

si
on

s 
to

 v
ar

io
us

 
in

qu
iri

es
, r

el
ea

se
s 

re
se

ar
ch

 
re

po
rts

 a
nd

 g
ui

de
s 

to
 a

id
 

po
lic

y 
an

d 
la

w
 re

fo
rm

 .
A

ny
 s

pe
ci

fic
 d

iff
er

en
ce

s 
in

 p
ro

ce
ss

 a
nd

 re
so

lu
tio

n 
w

he
re

 v
ic

tim
-s

ur
vi

vo
r i

s 
de

ce
as

ed
?

N
ot

 s
pe

ci
fie

d.
A

ny
 s

pe
ci

fic
 p

ro
vi

si
on

 fo
r 

pa
rt

ic
ul

ar
 g

ro
up

s?
N

ot
 s

pe
ci

fie
d.



489Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

D
is

ab
ili

ty
 

sp
ec

ifi
c

W
es

te
rn

 A
us

tr
al

ia
 

H
ea

lth
 a

nd
 D

is
ab

ili
ty

 
Se

rv
ic

es
 C

om
pl

ai
nt

s 
O

ffi
ce

W
ho

 c
an

 c
om

pl
ai

n?
N

on
-N

D
IS

 fu
nd

ed
 s

er
vi

ce
s 

fro
m

 1
 D

ec
em

be
r 2

02
0 

or
 N

D
IS

 fu
nd

ed
 s

er
vi

ce
s 

be
fo

re
 1

 D
ec

em
be

r 2
02

0 .
 

Pe
rs

on
 w

ho
 re

ce
iv

ed
 

th
e 

se
rv

ic
e,

 re
la

tiv
e,

 
re

pr
es

en
ta

tiv
e,

 o
r c

ar
er

, 
re

pr
es

en
ta

tiv
e 

of
 a

 p
er

so
n 

w
ho

 h
as

 d
ie

d 
or

 a
 s

er
vi

ce
 

pr
ov

id
er

 .
Ty

pe
s 

of
 v

io
le

nc
e 

th
e 

co
m

pl
ai

nt
 a

pp
lie

s 
to

/
ex

cl
ud

es
N

ot
 s

pe
ci

fie
d.

Li
m

ita
tio

n 
pe

rio
ds

2 
ye

ar
s .

Ev
id

en
tia

ry
 re

qu
ire

m
en

ts
N

on
e 

sp
ec

ifi
ed

.
R

ol
e 

of
 le

ga
l c

ap
ac

ity
 

an
d 

su
bs

tit
ut

ed
 d

ec
is

io
n-

m
ak

in
g

N
ot

 s
pe

ci
fie

d.
D

oe
s 

a 
sp

ec
ifi

c 
in

di
vi

du
al

 
pe

rp
et

ra
to

r n
ee

d 
to

 b
e 

id
en

tifi
ed

?
N

ot
 s

pe
ci

fie
d.

Pr
oc

es
s 

to
 c

om
pl

ai
n

D
ire

ct
ly

 to
 th

e 
W

es
te

rn
 A

us
tra

lia
 

H
ea

lth
 a

nd
 D

is
ab

ilit
y 

Se
rv

ic
es

 
C

om
pl

ai
nt

s 
O

ffi
ce

.
Fo

rm
 o

f c
om

pl
ai

nt
O

nl
in

e 
or

 b
y 

po
st

Th
e 

on
lin

e 
co

m
pl

ai
nt

s 
fo

rm
 

re
qu

ire
s 

th
e 

ty
pe

 o
f s

er
vi

ce
 

pr
ov

id
er

, t
he

 d
et

ai
ls

 o
f t

he
 

pe
rs

on
 w

ho
 re

ce
iv

ed
 th

e 
se

rv
ic

e,
 w

he
th

er
 a

n 
in

te
rp

re
te

r 
is

 n
ee

de
d,

 ty
pe

 o
f d

is
ab

ilit
y,

 
w

he
th

er
 th

e 
co

m
pl

ai
na

nt
 

th
e 

pe
rs

on
 w

ho
 re

ce
iv

ed
 

th
e 

se
rv

ic
e,

 th
e 

na
m

e 
of

 th
e 

or
ga

ni
sa

tio
n 

an
d 

th
e 

pe
rs

on
 

w
ho

 p
ro

vi
de

d 
th

e 
se

rv
ic

e,
 

w
he

th
er

 th
e 

co
m

pl
ai

nt
 is

 a
bo

ut
 

th
e 

or
ga

ni
sa

tio
n 

or
 th

e 
pe

rs
on

, 
th

e 
de

ta
ils

 o
f t

he
 o

rg
an

is
at

io
n,

 
w

he
th

er
 th

e 
pe

rs
on

 is
 a

 
re

gi
st

er
ed

 p
ra

ct
iti

on
er

, w
he

th
er

 
th

e 
co

m
pl

ai
na

nt
 h

as
 ra

is
ed

 
th

ei
r c

on
ce

rn
s 

di
re

ct
ly

 w
ith

 
th

e 
pr

ov
id

er
 a

nd
 if

 s
o 

th
ei

r 
re

sp
on

se
,  

w
he

th
er

 a
 c

om
pl

ai
nt

 
ab

ou
t t

he
 m

at
te

r h
as

 b
ee

n 
m

ad
e 

to
 a

no
th

er
 o

rg
an

is
at

io
n,

 
th

e 
de

ta
ils

 o
f t

he
 c

om
pl

ai
nt

, 
w

ha
t t

he
 c

om
pl

ai
na

nt
 w

is
he

s 
to

 a
ch

ie
ve

 b
y 

m
ak

in
g 

th
e 

co
m

pl
ai

nt
 a

nd
 a

ut
ho

ris
at

io
n 

to
 a

cc
es

s 
in

fo
rm

at
io

n 
an

d 
au

th
or

is
at

io
n 

to
 re

fe
r .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r

N
ot

 s
pe

ci
fie

d.

A
ny

 in
te

rim
 m

ea
su

re
s 

pr
om

pt
ed

N
ot

 s
pe

ci
fie

d.
A

ny
 re

po
rt

 to
 p

ol
ic

e 
pr

om
pt

ed
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 
co

m
pl

ai
nt

 b
od

y 
to

 v
ic

tim
, 

co
m

pl
ai

na
nt

, p
er

pe
tr

at
or

 
or

 c
on

te
xt

In
de

pe
nd

en
t t

hi
rd

 p
ar

ty
: 

N
at

ur
e 

of
 c

om
pl

ai
nt

 
re

so
lu

tio
n 

pr
oc

es
s

As
se

ss
m

en
t, 

ne
go

tia
te

d 
se

ttl
em

en
t, 

co
nc

ilia
tio

n,
 o

r 
in

ve
st

ig
at

io
n .

 
An

 in
ve

st
ig

at
io

n 
m

ay
 b

e 
in

iti
at

ed
 w

he
n 

ne
go

tia
te

d 
se

ttl
em

en
t a

nd
 c

on
ci

lia
tio

n 
ha

s 
fa

ile
d .

R
ol

e 
of

 v
ic

tim
-s

ur
vi

vo
r i

n 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

e 
of

 p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 
pr

ov
id

er
/g

ov
er

nm
en

t) 
in

 
co

m
pl

ai
nt

 re
so

lu
tio

n
N

ot
 s

pe
ci

fie
d.

R
ol

es
 o

f o
th

er
 

in
de

pe
nd

en
t p

er
so

ns
/

m
on

ito
rs

 in
 c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.

R
an

ge
 o

f p
os

si
bl

e 
ou

tc
om

es
Ex

pl
an

at
io

n,
 a

po
lo

gy
, c

ha
ng

e 
in

 p
ol

ic
y 

or
 p

ro
ce

du
re

, r
ef

un
d 

or
 w

ai
ve

r o
f f

ee
s,

 a
cc

es
s 

to
 

co
un

se
llin

g 
or

 o
th

er
 s

up
po

rt,
 

ac
ce

ss
 to

 a
 s

er
vi

ce
, t

ra
in

in
g 

or
 e

du
ca

tio
n 

fo
r s

er
vi

ce
 

pr
ov

id
er

, c
on

ci
lia

tio
n 

or
 

in
ve

st
ig

at
io

n .
Fo

llo
w

in
g 

an
 in

ve
st

ig
at

io
n,

 
re

co
m

m
en

da
tio

ns
 fo

r 
im

pr
ov

em
en

ts
 c

an
 b

e 
m

ad
e .

R
ol

es
 o

f p
er

pe
tr

at
or

 
(in

di
vi

du
al

/s
er

vi
ce

 p
ro

vi
de

r/
go

ve
rn

m
en

t) 
in

 p
os

si
bl

e 
ou

tc
om

es
, i

nc
lu

di
ng

 fo
rm

al
 

pr
oc

es
s 

fo
r a

n 
in

di
vi

du
al

 
co

m
pl

ai
nt

 to
 tr

ig
ge

r a
 

sy
st

em
ic

 re
sp

on
se

:
N

ot
 s

pe
ci

fie
d.

A
ny

 e
nf

or
ce

m
en

t o
r 

m
on

ito
rin

g 
of

 o
ut

co
m

es
Se

rv
ic

e 
pr

ov
id

er
s 

m
us

t 
ad

vi
se

 o
f t

he
 m

ea
su

re
s 

un
de

rta
ke

n 
to

 m
ee

t 
re

co
m

m
en

da
tio

ns
 . 

R
ec

om
m

en
da

tio
ns

 w
ill 

be
 

m
on

ito
re

d .
Po

w
er

s 
of

 c
om

pl
ai

nt
 b

od
y 

to
 in

ve
st

ig
at

e,
 m

on
ito

r a
nd

 
ta

ke
 a

ct
io

n
If 

an
 in

ve
st

ig
at

io
n 

is
 in

iti
at

ed
 

th
e 

in
ve

st
ig

at
or

 is
 a

bl
e 

to
 

su
m

m
on

s 
in

di
vi

du
al

s 
an

d 
do

cu
m

en
ts

, a
pp

ly
 fo

r a

https://www.hadsco.wa.gov.au/home
https://www.hadsco.wa.gov.au/home
https://www.hadsco.wa.gov.au/home
https://www.hadsco.wa.gov.au/home


490 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

R
ol

e 
of

 la
w

ye
rs

/a
dv

oc
at

es
Su

pp
or

t p
eo

pl
e,

 in
cl

ud
in

g 
ad

vo
ca

te
s,

 c
an

 o
nl

y 
pr

ov
id

e 
su

pp
or

t t
o 

th
e 

pe
rs

on
 d

ur
in

g 
a 

co
nc

ilia
tio

n .
 T

he
y 

ar
e 

no
t 

al
lo

w
ed

 to
 s

pe
ak

 fo
r t

he
 p

er
so

n .
   

Q
ua

lifi
ca

tio
ns

/b
ac

kg
ro

un
d 

of
 c

om
pl

ai
nt

 re
so

lu
tio

n 
de

ci
si

on
-m

ak
er

N
ot

 s
pe

ci
fie

d.

w
ar

ra
nt

 to
 e

nt
er

 p
re

m
is

es
 

an
d 

en
te

r a
nd

 in
sp

ec
t 

pr
em

is
es

 a
nd

 ta
ke

 c
op

ie
s 

of
 

an
y 

ne
ce

ss
ar

y 
do

cu
m

en
ts

 .
A

re
 w

rit
te

n 
re

as
on

s 
fo

r 
de

ci
si

on
 p

ro
vi

de
d?

N
ot

 s
pe

ci
fie

d.
A

ny
 a

pp
ea

l/r
ev

ie
w

 
pr

oc
es

se
s 

fo
llo

w
in

g 
ou

tc
om

e
N

ot
 s

pe
ci

fie
d.

A
ny

 in
ci

de
nt

al
 

co
ns

eq
ue

nc
es

 o
f c

om
pl

ai
nt

 
re

so
lu

tio
n

N
ot

 s
pe

ci
fie

d.
R

el
at

io
ns

hi
p 

to
 p

ol
ic

e 
an

d 
C

JS
N

ot
 s

pe
ci

fie
d.

A
ny

 c
on

fid
en

tia
lit

y 
or

 
pr

iv
ac

y 
ru

le
s 

(p
ro

te
ct

iv
e 

of
 

or
 g

ag
gi

ng
 c

om
pl

ai
na

nt
)

C
on

ci
lia

tio
ns

 a
nd

 c
on

ci
lia

tio
n 

ag
re

em
en

ts
 a

re
 c

on
fid

en
tia

l.
W

ha
t i

nf
or

m
at

io
n 

is
 

pu
bl

ic
ly

 a
va

ila
bl

e 
fr

om
 th

e 
co

m
pl

ai
nt

 re
so

lu
tio

n?
N

ot
 s

pe
ci

fie
d.

R
el

at
io

ns
hi

p 
of

 c
om

pl
ai

nt
s 

pr
oc

es
s 

an
d 

re
so

lu
tio

n 
to

 
po

lic
y 

an
d 

la
w

 re
fo

rm
N

ot
 s

pe
ci

fie
d.

A
ny

 s
pe

ci
fic

 d
iff

er
en

ce
s 

in
 p

ro
ce

ss
 a

nd
 re

so
lu

tio
n 

w
he

re
 v

ic
tim

-s
ur

vi
vo

r i
s 

de
ce

as
ed

?
N

ot
 s

pe
ci

fie
d.



491Appendix A: Australian Complaint Mechanism Landscape Table

Se
ct

or
N

am
e 

of
 

co
m

pl
ai

nt
s 

bo
dy

/
or

ga
ni

sa
tio

n

O
pp

or
tu

ni
ty

 to
 m

ak
e 

a 
co

m
pl

ai
nt

Pr
oc

es
s 

of
 m

ak
in

g 
co

m
pl

ai
nt

R
es

ol
ut

io
n 

of
 

co
m

pl
ai

nt
O

ut
co

m
e 

of
  

co
m

pl
ai

nt

A
ny

 s
pe

ci
fic

 p
ro

vi
si

on
 fo

r 
pa

rt
ic

ul
ar

 g
ro

up
s?

Ea
sy

 E
ng

lis
h 

in
fo

rm
at

io
n 

sh
ee

t a
va

ila
bl

e 
in

 m
ul

tip
le

 
m

ul
tip

le
s

O
th

er
 

re
le

va
nt

 
no

n-
co

m
pl

ai
nt

 
bo

di
es

W
A 

M
en

ta
l H

ea
lth

 
C

om
m

is
si

on
 

N
ot

e 
- d

oe
s 

no
t h

an
dl

e 
co

m
pl

ai
nt

s 
bu

t d
riv

es
 

sy
st

em
-w

id
e 

re
fo

rm

https://www.mhc.wa.gov.au/
https://www.mhc.wa.gov.au/


492 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 



493Endnotes

Endnotes

1 Michael Quinn Patton, Qualitative Evaluation and Research Methods, 2nd edn, Sage, 1990,  
p 169 . 

2 Anna Arstein-Kerslake, Yvette Maker, Eilionoir Flynn, Olympia Ward, Ruby Bell & Theresia 
Degener, ‘Introducing a Human Rights-based Disability Research Methodology’, (2020), vol 20 
(3), Human Rights Law Review, pp 412-432 .  

3 Anna Arstein-Kerslake, Yvette Maker, Eilionoir Flynn, Olympia Ward, Ruby Bell & Theresia 
Degener, ‘Introducing a Human Rights-based Disability Research Methodology’, (2020), vol 20 
(3), Human Rights Law Review, p 426 . 

4 Sara Ahmed, Complaint!, Duke University Press, 2021 .
5 United Nations Human Rights Office of the High Commissioner, Guiding Principles on Business 

and Human Rights: Implementing the United Nations “Protect, Respect and Remedy” Framework, 
2011, pp 24–25 .

6 United Nations Human Rights Office of the High Commissioner, Guiding Principles on Business 
and Human Rights: Implementing the United Nations “Protect, Respect and Remedy” Framework, 
2011, pp 33-34 .

7 United Nations Human Rights Office of the High Commissioner, Guiding Principles on Business 
and Human Rights: Implementing the United Nations “Protect, Respect and Remedy” Framework, 
2011, pp 1–2 .

8 United Nations Human Rights Office of the High Commissioner, Guiding Principles on Business 
and Human Rights: Implementing the United Nations “Protect, Respect and Remedy” Framework, 
2011, pp 3–10 .

9 Council of Europe and European Union Agency for Fundamental Rights, European Standards on 
Legal Remedies, Complaints Mechanisms and Effective Investigations at Borders, 2021 . 

10 Standards Australia, Guidelines for complaint management in organizations, AS/NZS 10002:2014, 
<www .standards .org .au/standards-catalogue/sa-snz/publicsafety/qr-015/as-slash-nzs--10002-
colon-2014>

11 See ‘Australian Standard on Complaint Handling’, SOCAP, web page, 20 July 2021 . <www .
socap .org .au/news-item/7136/australian-standard-on-complaints-handling>

12 Australian Human Rights Commission, Good Practice Guidelines for Internal Complaint 
Processes, November 2014 . 

13 Commonwealth of Australia, Department of the Prime Minister and Cabinet, Complaint 
Handling Guide: Upholding the rights of children and young people, 2019 . 

14 Commonwealth of Australia, Department of the Prime Minister and Cabinet, Complaint Handling 
Guide: Upholding the rights of children and young people, 2019, p6 .

15 Commonwealth of Australia, Department of the Prime Minister and Cabinet, Complaint Handling 
Guide: Upholding the rights of children and young people, 2019, px . 

16 Sara Ahmed, Complaint!, Duke University Press, 2021 . 
17 Sara Ahmed, Complaint!, Duke University Press, 2021, p 3 .
18 Sara Ahmed, Complaint!, Duke University Press, 2021, p 1 .
19 Sara Ahmed, Complaint!, Duke University Press, 2021, pp 2–3 .
20 Sara Ahmed, Complaint!, Duke University Press, 2021, p 17 .
21 Sara Ahmed, Complaint!, Duke University Press, 2021, p 19 .
22 Sara Ahmed, Complaint!, Duke University Press, 2021, p 5 .
23 Sara Ahmed, Complaint!, Duke University Press, 2021, p 24 .
24 Sara Ahmed, Complaint!, Duke University Press, 2021, p 6 .
25 Sara Ahmed, Complaint!, Duke University Press, 2021, p 7 .
26 Sara Ahmed, Complaint!, Duke University Press, 2021, p 4 .
27 Sara Ahmed, Complaint!, Duke University Press, 2021, p 6 .
28 Sara Ahmed, Complaint!, Duke University Press, 2021, p 7 .
29 See Cate Thill, ‘Listening for policy change: how the voices of disabled people shaped Australia’s 

National Disability Insurance Scheme’, (2015) vol 30 (1), Disability & Society, p15; and Gerard 
Goggin, ‘Disability and the ethics of listening’, (2009) vol 23 (4), Continuum, p489 .

30 ‘Key terms’, Royal Commission into Violence, Abuse, Neglect and Exploitation of People with 
Disability, webpage . <www .disability .royalcommission .gov .au/about-royal-commission/key-terms>



494 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

31 ‘Key terms’, Royal Commission into Violence, Abuse, Neglect and Exploitation of People with 
Disability, webpage . <www .disability .royalcommission .gov .au/about-royal-commission/key-terms>

32 ‘Key terms’, Royal Commission into Violence, Abuse, Neglect and Exploitation of People with 
Disability, webpage . <www .disability .royalcommission .gov .au/about-royal-commission/key-terms>

33 Carlyn O Mueller, Anjali J . Forber-Pratt & Julie Sriken, ‘Disability: Missing from the Conversation 
of Violence’, (2019), vol 75 (3), Journal of Social Issues, p 709 . 

34 Elizabeth Stanko, ‘Challenging the problem of men’s individual violence’ in Tim Newburn & 
Elizabeth A Stanko (eds), Just Boys Doing Business?: Men, Masculinities and Crime, Routledge, 
1994, p 33 .

35 Johan Galtung, ‘Violence, Peace, and Peace Research’, (1969), vol 6 (3), Journal of Peace 
Research, p 168 .

36 Johan Galtung, ‘Violence, Peace, and Peace Research’, (1969), vol 6 (3), Journal of Peace 
Research, pp 167–191; see also Slavoj Zizek, Violence, Picador, 2008 . 

37 Dan Goodley & Katherine Runswick-Cole, ‘The violence of disablism’, (2011), vol 33 (4), 
Sociology of Health and Illness, p 614 . 

38 Jessica Robyn Cadwallader, Claire Spivakovsky, Linda Steele & Dinesh Wadiwel, ‘Institutional 
Violence against People with Disability: Recent Legal and Political Developments’, (2018), vol 29 
(3), Current Issues in Criminal Justice, pp 259–272 . 

39 Linda Steele, Disability, Criminal Justice and Law: Reconsidering Court Diversion, Routledge, 
2020, p 55; see also Dinesh Wadiwel, ‘Disability and torture: exception, epistemology and ‘black 
sites’’, (2017), vol 31 (3), Continuum, pp 388–399 . 

40 Johan Galtung, ‘Violence, Peace, and Peace Research’, (1969), vol 6 (3), Journal of Peace 
Research, p 173 .

41 Johan Galtung, ‘Violence, Peace, and Peace Research’, (1969), vol 6 (3), Journal of Peace 
Research, p 171 .

42 Royal Commission into Aboriginal Deaths in Custody, National Report, Final report, vol 2, ch 
13 .4 .40–2 .

43 Joanna Perry, ‘The wrong war? Critically examining the ‘fight against disability hate crime’’ in Alan 
Roulstone & Hannah Mason-Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, pp 
45–46 . 

44 Dan Goodley & Katherine Runswick-Cole, ‘The violence of disablism’, (2011), vol 33 (4), 
Sociology of Health and Illness, p 614 . 

45 Fiona Kumari Campbell, Contours of Ableism, Palgrave Macmillan, 2009, p 5 .
46 See Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah 

Mason-Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, pp 52–63 . 
47 Pam Thomas, ‘Hate crime or mate crime? Disablist hostility, contempt and ridicule’ in Alan 

Roulstone & Hannah Mason-Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, 
pp 135–146; Pam Thomas, ‘‘Mate crime’: ridicule, hostility and targeted attacks against disabled 
people’, (2011), vol 26 (1), Disability & Society, pp 107–111. 

48 Katrina Pestka & Sarah Wendt, ‘Belonging: women living with intellectual disabilities and 
experiences of domestic violence’, (2014), vol 29 (7), Disability & Society, p 1033 . 

49 See Karl Marx, Capital Vol. 1, Penguin, 1986, pp 270–80 .
50 See for example Judy Fudge, ‘(Re)conceptualising unfree labour: Local labour control regimes 

and constraints on workers’ freedoms’, (2019), vol 10 (2), Global Labour Journal, pp 108–122; 
Genevieve Lebaron, ‘Wages: An Overlooked Dimension of Business and Human Rights in Global 
Supply Chains’, (2021), vol 6 (1), Business and Human Rights Journal, pp 1–20 . 

51 Karen Soldatic & Anne Chapman, ‘Surviving the Assault? The Australian Disability Movement and 
the Neoliberal Workfare State’, (2010), vol 9 (2), Social Movement Studies, p 145 . 

52 People with Disability Australia, Tear Down Barriers Stopping People With Disability Getting A 
Job, media release, Sydney, 17 February 2020 . 

53 National People with Disabilities and Carer Council, for the Australian Government, SHUT OUT: 
The Experience of People with Disabilities and their Families in Australia, National Disability 
Strategy Consultation Report, 2009, p 2; see also Gerard Goggin and Christopher James Newell, 
Disability in Australia: Exposing a Social Apartheid, UNSW Press, 2005 .



495Endnotes

54 Piers Gooding, Anna Arstein-Kerslake, Louis Andrews & Bernadette McSherry, ‘Unfitness to Stand 
Trial and the Indefinite Detention of Persons with Cognitive Disabilities in Australia: Human Rights 
Challenges and Proposals for Change’, (2017), vol 40 (3), Melbourne University Law Review, p 
816 .

55 Piers Gooding, Anna Arstein-Kerslake, Louis Andrews, and Bernadette McSherry, ‘Unfitness to 
Stand Trial and the Indefinite Detention of Persons with Cognitive Disabilities in Australia: Human 
Rights Challenges and Proposals for Change’, (2017), vol 40 (3), Melbourne University Law 
Review, p 816 .

56 See Susan Stefan & Bruce J Winick, ‘Foreword: A Dialogue on Mental Health Courts’, (2005), vol 
11 (4), Psychology, Public Policy and Law, p 507; Linda Steele, Disability, Criminal Justice and 
Law: Reconsidering Court Diversion, Routledge, 2020 .  

57 See Kate Haworth, ‘Police interviews in the judicial process: Police interviews as evidence’, in 
Malcolm Coulthard and Alison Johnson (eds), The Routledge Handbook of Forensic Linguistics, 
Routledge, 2010, pp . 169-181 .

58 Queensland Department of Justice and Attorney-General, A guide for victims of crime in 
Queensland, July 2017, p 25 .

59 ‘Investigation Process’, NSW Police, web page . <www .police .nsw .gov .au/crime/are_you_a_
victim_of_crime/victims_of_crime/investigation_process>

60  ‘Investigation Process’, NSW Police, web page . <www .police .nsw .gov .au/crime/are_you_a_
victim_of_crime/victims_of_crime/investigation_process>

61 Rhiannon Davies & Lorana Bartels, ‘Challenges of Effective Communication in the Criminal 
Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia’, (2020), vol 
9 (31), Laws, p 3; see also Hennessey Hayes & Tim Prenzler (eds), An Introduction to Crime and 
Criminology, 5th edn, Pearson Australia, 2019, p 330 . 

62 Rhiannon Davies & Lorana Bartels, ‘Challenges of Effective Communication in the Criminal 
Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia’, (2020), vol 
9 (31), Laws, p 3 .

63 Rhiannon Davies & Lorana Bartels, ‘Challenges of Effective Communication in the Criminal 
Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia’, (2020), 
vol 9 (31), Laws, pp 1–23; Hennessey Hayes & Tim Prenzler (eds), An Introduction to Crime and 
Criminology, 5th edn, Pearson Australia, 2019, p 331 . 

64 ‘Laying charges’, Victims of Crime Victoria, web page, 10 July 2021 . <www .victimsofcrime .vic .gov .
au/charges-laid/laying-charges>

65 Hennessey Hayes & Tim Prenzler (eds), An Introduction to Crime and Criminology, 5th edn, 
Pearson Australia, 2019, p 250 . 

66 Australian Law Reform Commission, Pathways to Justice–Inquiry into the Incarceration Rate of 
Aboriginal and Torres Strait Islander Peoples, Final report, ALRC Report 133, December 2017, p 
150 . 

67 ‘Safety for Victims’, Office of Public Prosecutions Victoria, web page . <www .victimsandwitnesses .
opp .vic .gov .au/victims/safety-for-victims>

68 ‘Safety and Protection’, Victims Support ACT, web page, 1 December 2015 . <www .victimsupport .
act .gov .au/what-we-do/safety-and-protection>

69 Leanne Dowse, Simone Rowe, Eileen Baldry and Michael Baker, Police responses to people with 
disability. Research Report, Royal Commission into Violence, Abuse, Neglect and Exploitation of 
People with Disability . October 2021, p111

70 Commonwealth of Australia Constitution Act 1900
71 Lord Thomas of Cwmgiedd, ‘The Centrality of Justice: its Contribution to Society and its Delivery’, 

(2017), vol 13 (2), Judicial Review: Selected Conference Papers: Journal of the Judicial 
Commission of New South Wales, pp 115, 124–125 .

72 Sharon Rodrick, ‘Achieving the Aims of Open Justice? The Relationship Between the Courts, the 
Media and the Public’, (2014), vol 19 (1), Deakin Law Review, p 123; Lord Thomas of Cwmgiedd, 
‘The Centrality of Justice: its Contribution to Society and its Delivery’, (2017), vol 13 (2), Judicial 
Review: Selected Conference Papers: Journal of the Judicial Commission of New South Wales, 
pp 115, 122 .



496 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

73 Lord Thomas of Cwmgiedd, ‘The Centrality of Justice: its Contribution to Society and its Delivery’, 
(2017), vol 13 (2), Judicial Review: Selected Conference Papers: Journal of the Judicial 
Commission of New South Wales, pp 115, 123 .

74 Chris Cunneen and Julia Grix, Australian Institute of Aboriginal and Torres Strait Islander Studies, 
The Limitations of Litigation in Stolen Generations Cases, Research Discussion Paper, no 15, 
2004, p 40 .

75 Owen M Fiss, ‘Against Settlements’, (1984), vol 11 (1), Litigation, p 3 .
76 Lord Thomas of Cwmgiedd, ‘The Centrality of Justice: its Contribution to Society and its Delivery’, 

(2017), vol 13 (2), Judicial Review: Selected Conference Papers: Journal of the Judicial 
Commission of New South Wales, pp 115, 123 .

77 Royal Commission into Institutional Responses to Child Sexual Abuse, Redress and Civil 
Litigation, Final report, September 2015; Victorian Law Reform Commission, Improving the 
Justice System Response to Sexual Offences, September 2021 .

78 Australian Law Reform Commission, Equality, Capacity and Disability in Commonwealth 
Laws, Final report, ALRC Report 124, August 2014, pp 210–214 . Capacity and Disability in 
Commonwealth Laws}\\uc0\\u8217{}

79 Mental Health Act 2007 (NSW) s 191; Guardianship Act 1987 (NSW) s 30 .
80 Lindy McNamara, ‘Civil Litigation Costs are Cause for Concern’, (2012), vol 34 (5), Bulletin (Law 

Society of South Australia), p 16 . 
81 Royal Commission into Institutional Responses to Child Sexual Abuse, Advocacy, Support and 

Therapeutic Treatment Services, Final Report, vol 9, December 2017, p 15 . 
82 Chris Cunneen and Julia Grix, Australian Institute of Aboriginal and Torres Strait Islander Studies, 

The Limitations of Litigation in Stolen Generations Cases, Research Discussion Paper, no 15, 
2004 . 

83 Chris Cunneen and Julia Grix, Australian Institute of Aboriginal and Torres Strait Islander Studies, 
The Limitations of Litigation in Stolen Generations Cases, Research Discussion Paper, no 15, 
2004; Kathleen Daly & Juliet Davis, ‘Civil justice and redress scheme outcomes for child sexual abuse by 
the Catholic Church’, (2021), vol 33 (4), Current Issues in Criminal Justice, pp 438-465; Victorian Law 
Reform Commission, Improving the Justice System Response to Sexual Offences, September 
2021 . 

84 See, e .g ., the critical judgment movement (albeit to date these have not focused on disability): 
Heather Douglas, Francesca Bartlett, Trish Luker & Rosemary Hunter, Australian Feminist 
Judgments: Righting and Rewriting Law, Hart Publishing, 2014; Nicole Watson & Heather 
Douglas, Indigenous Legal Judgments: Bringing Indigenous Voices into Judicial Decision Making, 
Routledge, 2021 .

85 Linda Steele, ‘Making Sense of the Family Court’s Decisions on the Non-Therapeutic Sterilisation 
of Girls with Intellectual Disability’, (2008), vol 22 (1), Australian Journal of Family Law, p 34 .

86 Frankie Sullivan, ‘Not Just Language: An Analysis of Discursive Constructions of Disability in 
Sentencing Remarks’, (2017), 31 (3), Continuum, p 411 .

87 Luke Geary and Naomi Brodie, ‘Access to Justice: Disability and the Justice Barrier: The Issues 
that Impede Access’, (2020), vol 40 (4), The Proctor, p 37 .

88 Anna Talbot, ‘Criminal Justice: DPP Complaints and Oversight Mechanisms’, (2016), vol 136, 
Precedent, p 40 .

89 Nicole Watson & Heather Douglas, Indigenous Legal Judgments: Bringing Indigenous Voices into 
Judicial Decision Making, Routledge, 2021 .

90 Mayo Moran, ‘The Problem of the Past: How Historic Wrongs Became Legal Problems’, (2019), 
vol 69 (4), University of Toronto Law Journal, pp 421, 426 .

91 Mayo Moran, ‘The Problem of the Past: How Historic Wrongs Became Legal Problems’, (2019), 
vol 69 (4), University of Toronto Law Journal, pp 433–446 .

92 Mayo Moran, ‘The Problem of the Past: How Historic Wrongs Became Legal Problems’, (2019), 
vol 69 (4), University of Toronto Law Journal, pp 425, 438–446 .

93 Sara Dehm, Claire Loughnan & Linda Steele, ‘COVID-19 and Sites of Confinement: Public Health, 
Disposable Lives and Legal Accountability in Immigration Detention and Aged Care’, (2021), vol 
44 (1), University of New South Wales Law Journal, p 60; see also Dayna Nadine Scott, ‘“Gender-



497Endnotes

Benders”: Sex and Law in the Constitution of Polluted Bodies’, (2009), vol 17 (3), Feminist Legal 
Studies, p 241 .

94 Kate Rossiter & Jen Rinaldi, Institutional Violence and Disability: Punishing Conditions, 
Routledge, 2018 .

95 Paula Rogers, ‘Equalising Opportunity in the Law: Why “Nothing is Impossible”: How Disability 
Offers Opportunities, Not Challenges’, (2013), vol 33 (1), The Proctor, p 36 .

96 Andrew English, ‘Vulnerable Witnesses and Defendants in the Criminal Justice System’, (2017), 
vol 39 (4), Bulletin (Law Society of South Australia), p 14 .

97 Natalia Antolak-Saper and Hannah MacPherson, ‘Vulnerable Witnesses and Victoria’s 
Intermediary Pilot Program’, (2019), vol 43 (5), Criminal Law Journal, p 330 . 

98 Natalia Antolak-Saper and Hannah MacPherson, ‘Vulnerable Witnesses and Victoria’s 
Intermediary Pilot Program’, (2019), vol 43 (5), Criminal Law Journal, p 330 . 

99 Natalia Antolak-Saper and Hannah MacPherson, ‘Vulnerable Witnesses and Victoria’s 
Intermediary Pilot Program’, (2019), vol 43 (5), Criminal Law Journal, p 331 . 

100 Natalie Wade, ‘Discretionary or Discriminatory: Evidence of Witnesses with Communication 
Disabilities’, (2014), vol 125, Precedent, p 52 .

101 NSW Ageing and Disability Commission, Annual Report 2019-2020, October 2020, p 10 . 
102 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, pp 30, 13 .
103 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 139 . 
104 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 33 .
105 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 87 .
106 Erving Goffman, Asylums: Essays on the Social Situation of Mental Patients and Other Inmates, 

Routledge, 2017 . 
107 Erving Goffman cited in Royal Commission into Institutional Responses to Child Sexual Abuse, 

Improving institutional responding and reporting, Final report, vol 7, December 2017, pp 142–3 . 
108 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 143 .
109 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 143 .
110 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 142 . 
111 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 145 . 
112 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 32 .
113 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 39 . 
114 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, pp 48, 102–3 . 
115 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, pp 77, 80 . 
116 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 199 . 
117 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 134 .
118 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 199 .
119 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 199 . 
120 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 



498 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

responding and reporting, Final Report, vol 7, December 2017, p 135 . 
121 Royal Commission into Institutional Responses to Child Sexual Abuse, Identifying and disclosing 

child sexual abuse, Final report, vol 4, December 2017 .
122 Royal Commission into Institutional Responses to Child Sexual Abuse, Identifying and disclosing 

child sexual abuse, Final report, vol 4, December 2017, p 9 .
123 Royal Commission into Institutional Responses to Child Sexual Abuse, Identifying and disclosing 

child sexual abuse, Final report, vol 4, December 2017, pp 10, 10–12 .
124 Royal Commission into Institutional Responses to Child Sexual Abuse, A brief guide to the Final 

Report: Disability, December 2017, p 6 . 
125 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 198 . 
126 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 198 .
127 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 135 . 
128 Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability, Interim 

Report, October 2020, pp 51–2 .
129 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 136 . 
130 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 136 .
131 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 136 .
132 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 204 . 
133 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 187
134 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 188 . 
135 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 243 .
136 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 

responding and reporting, Final Report, vol 7, December 2017, p 272 . 
137 ‘What is a Royal Commission’, Royal Commission into Violence, Abuse, Neglect and Exploitation 

of People with Disability, web page . <www .disability .royalcommission .gov .au/about-royal-
commission>

138 Convention on the Rights of Persons with Disabilities, opened for signature 30 March 2007, 999 
UNTS 3 (entered into force 3 May 2008), art 2 .

139 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 6[21]. 

140 Convention on the Elimination of All Forms of Discrimination Against Women, opened for 
signature 18 December 1979, ATS 9 (entered into force 3 September 1981) . 

141 Convention on the Rights of the Child, opened for signature 20 November 1989, ATS 4 (entered 
into force 2 September 1990), art 2 .

142 International Convention on the Elimination of All Forms of Racial Discrimination, opened for 
signature 21 December 1965, ATS 40 (entered into force 4 January 1969), art 2 .

143 International Convention on the Elimination of All Forms of Racial Discrimination, opened for 
signature 21 December 1965, ATS 40 (entered into force 4 January 1969), art 4–5 .

144 International Convention on the Elimination of All Forms of Racial Discrimination, opened for 
signature 21 December 1965, ATS 40 (entered into force 4 January 1969), art 11 .

145 Rosemary Kayess & Therese Sands, Convention on the Rights of Persons with Disabilities: 
Shining a light on Social Transformation, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, September 2020 . 

146 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 



499Endnotes

and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), p 4[16].
147 Office of the United Nations High Commissioner for Human Rights, International Principles and 

Guidelines on Access to Justice for Persons with Disabilities, August 2020, p 11 .
148 Office of the United Nations High Commissioner for Human Rights, International Principles and 

Guidelines on Access to Justice for Persons with Disabilities, August 2020, pp 23–24 .
149 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 

Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, pp 57–64 .

150 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 
Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, pp 57–64 .

151 Catalina Devandas-Aguilar, Report of the Special Rapporteur on the Rights of Persons with 
Disabilities, 40th sess, UN Doc A/HRC/40/54, (11 January 2019), p 16[73]; Committee on  
the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality and  
non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), p 12[50].

152 Committee on the Rights of Persons with Disabilities, General Comment No. 3 (2016) on Women 
and Girls with Disabilities, UN CRPD/C/GC/3, (25 November 2016), 9[29].

153 Catalina Devandas, Report of the Special Rapporteur on the Rights of Persons with Disabilities, 
74th sess, Agenda Item 74 b, UN Doc A/74/186, (17 July 2019), 10[40]. 

154 United Nations Committee on the Rights of Persons with Disabilities, Guidelines on Article 14 of 
the Convention on the Rights of Persons with Disabilities: The Right to Liberty and Security of 
Persons with Disabilities, 14th sess, (September 2015), 2[6]-3[11].

155 Catalina Devandas-Aguilar, Report of the Special Rapporteur on the Rights of Persons with 
Disabilities, 40th sess, UN Doc A/HRC/40/54, (11 January 2019)  47[11].

156 Catalina Devandas-Aguilar, Report of the Special Rapporteur on the Rights of Persons with 
Disabilities, 40th sess, UN Doc A/HRC/40/54, (11 January 2019) 7[27]. 

157 Committee on the Rights of Persons with Disabilities, Concluding observations on the combined 
second and third periodic reports of Australia, UN CRPD/C/AUS/CO/2-3, (15 October 2019), 
12[49-50]

158 Committee on the Rights of Persons with Disabilities, Concluding observations on the combined 
second and third periodic reports of Australia, UN CRPD/C/AUS/CO/2-3, (15 October 2019), 
12[49-50]

159 Convention on the Rights of the Child, opened for signature 28 November 1989, 1577 UNTS 3 
(entered into force 2 November 2009), art 19 .

160 UN General Assembly, United Nations Declaration on the Rights of Indigenous Peoples, 
Resolution / adopted by the General Assembly, 2 October 2007, A/RES/61/295, art 22 . 

161 Gerard Quinn, Report of the Special Rapporteur on the Rights of Persons with Disabilities, 76th 
sess, Agenda Item 75 b, UN Doc A/76/146, (19 July 2021), 5[9]. 

162 Gerard Quinn, Report of the Special Rapporteur on the Rights of Persons with Disabilities, 76th 
sess, Agenda Item 75 b, UN Doc A/76/146, (19 July 2021), 6[16]–7[17].

163 Rosemary Kayess & Therese Sands, Convention on the Rights of Persons with Disabilities: 
Shining a light on Social Transformation, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, September 2020, pp 42–43 . 

164 Rosemary Kayess & Therese Sands, Convention on the Rights of Persons with Disabilities: 
Shining a light on Social Transformation, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, September 2020, p 43 .

165 Rosemary Kayess & Therese Sands, Convention on the Rights of Persons with Disabilities: 
Shining a light on Social Transformation, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, September 2020, p 27 .

166 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 
Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, p 76 . 

167 Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or Punishment, 
opened for signature 10 December 1984, 1465 UNTS 85 (entered into force 26 June 1987), art 1 .



500 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

168 Committee on the Rights of Persons with Disabilities, General comment no. 5 (2017) on living 
independently and being included in the community, UN CRPD/C/GC/5, (27 October 2017), 4[16(a)]. 

169  Committee on the Rights of Persons with Disabilities, General comment no. 5 (2017) on living 
independently and being included in the community, UN CRPD/C/GC/5, (27 October 2017), 
5[16(c)].

170 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 4[16(b)].

171  Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 4[16(b)] 1[5].

172 Office of the High Commissioner for Human Rights, Thematic Study on the Right of Persons with 
Disabilities to Live Independently and Be Included in the Community, 28th sess, Agenda Items 2 & 
3, UN Doc A/HRC/28/37, (12 December 2014), 8[24].

173 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 
Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, p 94 .

174 Committee on the Rights of Persons with Disabilities, General comment no. 5 (2017) on living 
independently and being included in the community, UN CRPD/C/GC/5, (27 October 2017), 
15[81].

175 United Nations Human Rights Council, Accelerating Efforts to Eliminate All Forms of Violence 
against Women and Girls: Preventing and Responding to All Forms of Violence against Women 
and Girls with Disabilities, 47th sess, Agenda Item 3, UN Doc A/HRC/RES/47/15, (13 July 2021), 
3 . 

176 United Nations Human Rights Council, Accelerating Efforts to Eliminate All Forms of Violence 
against Women and Girls: Preventing and Responding to All Forms of Violence against Women 
and Girls with Disabilities, 47th sess, Agenda Item 3, UN Doc A/HRC/RES/47/15, (13 July 2021), 
5[6].

177 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018),, 14[58].

178 Committee on the Rights of Persons with Disabilities, General comment no. 5 (2017) on living 
independently and being included in the community, UN CRPD/C/GC/5, (27 October 2017), 
12[57]–[58].

179 Committee on the Rights of Persons with Disabilities, General Comment No. 1 on Equal 
Recognition before the Law, 11th sess, UN CRPD/C/GC/1, (19 May 2014), 9[36]–[37], 10[40]–
11[42]. 

180 Committee on the Rights of Persons with Disabilities, General Comment No. 1 on Equal 
Recognition before the Law, 11th sess, UN CRPD/C/GC/1, (19 May 2014),  4[15].

181 Committee on the Rights of Persons with Disabilities, General Comment No. 1 on Equal 
Recognition before the Law, 11th sess, UN CRPD/C/GC/1, (19 May 2014),  4[17].

182 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 12[47].

183 Rosemary Kayess & Therese Sands, Convention on the Rights of Persons with Disabilities: 
Shining a light on Social Transformation, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, September 2020, p 19 .

184 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 
Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, p 53 . 

185 Committee on the Rights of Persons With Disabilities, Concluding observations on the combined 
second and third periodic reports of Australia, 22nd sess, UN Doc CRPD/C/AUS/CO/2-3, (15 
October 2019), [23].

186 Committee on the Rights of People with Disabilities, General Comment No 1 (2014) Article 12: 
Equal recognition before the law, 11th sess, UN CRPD/C/GC/1, (19 May 2014), 10 [38]-[39]. 

187 Convention on the Rights of Persons with Disabilities, opened for signature 30 March 2007, 999 
UNTS 3 (entered into force 3 May 2008), art 9 .

188 Committee on the Rights of People with Disabilities, General comment No. 2 (2014) Article 9: 
Accessibility, 11th sess, UN CRPD/C/GC/2, (22 May 2014), p 11[37]. 



501Endnotes

189 Committee on the Rights of Persons with Disabilities, General Comment No. 3 (2016) on Women 
and Girls with Disabilities, UN CRPD/C/GC/3, (25 November 2016), 15[52].

190 Ron McCallum, The United Nations Convention on the Rights of Persons with Disabilities: An 
Assessment of Australia’s Level of Compliance, Report prepared for the Royal Commission into 
Violence, Abuse, Neglect and Exploitation of People with Disability, October 2020, p 106 .

191 Convention on the Rights of the Child, opened for signature 28 November 1989, 1577 UNTS 3 
(entered into force 2 November 2009), art 12 .

192 Convention on the Rights of Persons with Disabilities, opened for signature 30 March 2007, 999 
UNTS 3 (entered into force 3 May 2008), art 7 .

193 Committee Against Torture, General Comment No. 3 (2012): Convention Against Torture and 
Other Cruel, Inhuman or Degrading Treatment or Punishment: Implementation of Article 14 by 
States Parties, UN Doc CAT/C/GC/3, (13 December 2012) .

194 Committee Against Torture, General Comment No. 3 (2012): Convention Against Torture and 
Other Cruel, Inhuman or Degrading Treatment or Punishment: Implementation of Article 14 by 
States Parties, UN Doc CAT/C/GC/3, (13 December 2012) . 

195 International Principles and Guidelines on Access to Justice for Persons with Disabilities (August 
2020) p 24 .

196 Catalina Devandas, Report of the Special Rapporteur on the Rights of Persons with Disabilities, 
74th sess, Agenda Item 74 b, UN Doc A/74/186, (17 July 2019), 17[74].

197 Committee on the Rights of Persons with Disabilities, General comment No. 6 (2018) on equality 
and non-discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 8[73(h)].

198 Committee on the Rights of Persons with Disabilities, General comment No. 5 (2017) on living 
independently and being included in the community, UN CRPD/C/GC/5, (27 October 2017), 
16[84]; in the context of freedom from violence for women and girls with disability, see Committee 
on the Rights of Persons with Disabilities, General Comment No. 3 (2016) on Women and Girls 
with Disabilities, UN CRPD/C/GC/3, (25 November 2016),  8[26].

199 Committee on the Rights of Persons with Disabilities, Guidelines on Article 14 of the Convention 
on the Rights of Persons with Disabilities: The Right to Liberty and Security of Persons with 
Disabilities, 14th session, (September 2015), 6[24].

200 Convention on the Rights of Persons with Disabilities, opened for signature 30 March 2007, 999 
UNTS 3 (entered into force 3 May 2008), art 27 .

201 Theo van Boven, ‘Victims’ Rights to a Remedy and Reparation: The New United Nations 
Principles and Guidelines’ in Carla Ferstman & Mariana Goetz (eds), Reparations for Victims 
of Genocide, War Crimes and Crimes against Humanity: Systems in Place and Systems in the 
Making, Brill Nijhoff, 2009, pp 19, 38.

202 Theo van Boven, ‘Victims’ Rights to a Remedy and Reparation: The New United Nations 
Principles and Guidelines’ in Carla Ferstman, Mariana Goetz & Alan Stephens (eds), Reparations 
for Victims of Genocide, War Crimes and Crimes against Humanity: Systems in Place and 
Systems in the Making, Brill Nijhoff, 2009, pp 33–34.

203 Theo van Boven, ‘Victims’ Rights to a Remedy and Reparation: The New United Nations 
Principles and Guidelines’ in Carla Ferstman, Mariana Goetz & Alan Stephens (eds), Reparations 
for Victims of Genocide, War Crimes and Crimes against Humanity: Systems in Place and 
Systems in the Making, Brill Nijhoff, 2009, p 35.

204 Theo van Boven, ‘Victims’ Rights to a Remedy and Reparation: The New United Nations 
Principles and Guidelines’ in Carla Ferstman, Mariana Goetz & Alan Stephens (eds), Reparations 
for Victims of Genocide, War Crimes and Crimes against Humanity: Systems in Place and 
Systems in the Making, Brill Nijhoff, 2009, pp 38–39.

205 Brent Teasdale & Mindy Bradley (eds), Preventing Crime and Violence, Springer, 2017, p 4 . 
206 See Brandon C Welsh, Anthony A Braga & Christopher J Sullivan, ‘Serious Youth Violence and 

Innovative Prevention: On the Emerging Link Between Public Health and Criminology’, (2014), 
vol 31 (3), Justice Quarterly, pp 500–523; Roberto H Potter & Timothy A Akers, ‘Epidemiological 
Criminology and Violence Prevention: Addressing the Co-Occurrence of Criminal Violence and 
Poor Health Outcomes’ in AM Viens, John Coggon & Anthony S Kessel (eds), Criminal Law, 
Philosophy and Public Health Practice, Cambridge University Press, 2013, pp 171–191; Peter D 
Donnelly & Catherine L Ward, Oxford Textbook of Violence Prevention: Epidemiology, Evidence, 



502 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

and Policy, Oxford University Press, 2014 .
207 See for example Bandy X Lee (ed), Violence: An Interdisciplinary Approach to Causes, 

Consequences, and Cures, John Wiley & Sons Inc ., 2019; Mary E Vogel (ed), Crime, Inequality 
and the State, 1st edn, Routledge, 2020; Alan Wood, ‘Correlating Socio-Economic Inequality and 
Violence’ in Thomas E McCarthy (ed), Attacking the Root Causes of Torture Poverty, Inequality 
and Violence, World Organisation Against Torture, September 2006, pp 23–93 . 

208 See for example Miranda Sue Terry, ‘Applying the Social Ecological Model to Violence against 
Women with Disabilities’, (2014), vol 3 (6), Journal of Women’s Health Care, p 193; Tal 
Araten-Bergman & Christine Bigby, ‘Violence Prevention Strategies for People with Intellectual 
Disabilities: A Scoping Review’, (2020), Australian Social Work, pp 1–16 .

209 Urie Bronfenbrenner, The Ecology of Human Development, Harvard University Press, 1979 .
210 Tal Araten-Bergman & Christine Bigby, ‘Violence Prevention Strategies for People with Intellectual 

Disabilities: A Scoping Review’, (2020), Australian Social Work, pp 1–16; see also Miranda Sue 
Terry, ‘Applying the Social Ecological Model to Violence against Women with Disabilities’, (2014), 
vol 3 (6), Journal of Women’s Health Care, p 193 . 

211 Peter D Donnelly & Catherine L Ward, Oxford Textbook of Violence Prevention: Epidemiology, 
Evidence, and Policy, Oxford University Press, 2014 .

212 See for example Anita Franklin & Emilie Smeaton, ‘Recognising and Responding to Young People 
with Learning Disabilities Who Experience, or Are at Risk of, Child Sexual Exploitation in the UK’, 
(2017), vol 73, Children and Youth Services Review, pp 474–481; Carla D Chugani, Jocelyn C 
Anderson, Rachael K Richter, Amy E Bonomi, Natacha M DeGenna, Zoe Feinstein, Kelley A 
Jones & Elizabeth Miller, ‘Perceptions of College Campus Alcohol and Sexual Violence Prevention 
Among Students with Disabilities: “It Was a Joke”’, (2021), vol 36 (3), Journal of Family Violence, 
pp 281–291; Anastasia Liasidou & Andros Gregoriou, ‘A Longitudinal Analysis of Disability-
Related Interpersonal Violence and Some Implications for Violence Prevention Work’, (2021), vol 
36 (15-16), Journal of Interpersonal Violence, pp 8687–8705; Lisa Jones, Mark Bellis, Sara Wood, 
Karen Hughes, Ellie McCoy, Lindsay Eckley, Geoff Bates, Christopher Mikton, Tom Shakespeare 
& Alana Officer, ‘Prevalence and Risk of Violence Against Children with Disabilities: a Systematic 
Review and Meta-Analysis of Observational Studies’, (2012), vol  380 (9845), The Lancet (British 
Edition), pp 899–907 .

213 Tal Araten-Bergman & Christine Bigby, ‘Violence Prevention Strategies for People with Intellectual 
Disabilities: A Scoping Review’, (2020), Australian Social Work, p 9.

214 NDIS Quality and Safeguards Commission, Activity Report 1 July 2020 to 30 June 2021, Activity 
report, September 2021 .  

215 See Carla D Chugani, Jocelyn C Anderson, Rachael K Richter, Amy E Bonomi, Natacha M 
DeGenna, Zoe Feinstein, Kelley A Jones & Elizabeth Miller, ‘Perceptions of College Campus 
Alcohol and Sexual Violence Prevention Among Students with Disabilities: “It Was a Joke”’, 
(2021), vol 36 (3), Journal of Family Violence, pp 281–291; Anastasia Liasidou & Andros 
Gregoriou, ‘A Longitudinal Analysis of Disability-Related Interpersonal Violence and Some 
Implications for Violence Prevention Work’, (2021), vol 36 (15-16), Journal of Interpersonal 
Violence, pp 8687–8705 . 

216 See Liat Ben-Moshe, Decarcerating Disability: Deinstitutionalization and Prison Abolition, 
University of Minnesota Press, 2020; Karen Soldatic & Lucy Fiske, ‘Bodies ‘Locked Up’: 
Intersections of Disability and Race in Australian Immigration’, (2009), vol 24 (3), Disability and 
Society, pp 289–301; Linda Roslyn Steele, ‘Troubling Law’s Indefinite Detention: Disability, the 
Carceral Body and Institutional Injustice’, (2021), vol 30 (1), Social & Legal Studies, pp 80–103 . 

217 Royal Commission into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final report, vol 7, December 2017, p 143 .

218 Committee on the Rights of Persons with Disabilities, General Comment No. 6 (2018) on Equality 
and Non-Discrimination, 19th sess, UN CRPD/C/GC/6, (26 April 2018), 1[5]. 

219 Jürgen Mackert, ‘The Secret Society of Torturers: The Social Shaping of Extremely Violent 
Behaviour’, (2015), vol 9 (1), International Journal of Conflict and Violence, pp 107–120 . 

220 Ronald D Crelinsten, ‘The World of Torture: A Constructed Reality’, (2003), vol 7 (3), Theoretical 
Criminology, pp 293–318 .



503Endnotes

221 See Juan E Méndez, Report of the special rapporteur on torture and other cruel, inhuman 
ordegrading treatment or punishment, 22nd sess, Agenda Item 3, UN Doc A/HRC/22/53, (1 
February 2013); Juan E Méndez, Report of the special rapporteur on torture and other cruel, 
inhuman or degrading treatment or punishment, 28th sess, Agenda Item 3, UN Doc A/HRC/28/68, 
(5 March 2015); Manfred Nowak, Interim report of the Special Rapporteur on torture and other 
cruel, inhuman or degrading treatment or punishment, UN Doc A/63/175, (28 July 2008) . 

222 See Meredith Lea, Fleur Beaupert, Ngila Bevan, Danielle Celermajer, Piers Gooding, Rebecca 
Minty, Emma Phillips, Claire Spivakovsky, Linda Steele, Dinesh Joseph Wadiwel & Penelope 
June Weller, ‘A disability aware approach to torture prevention? Australian OPCAT ratification and 
improved protections for people with disability’, (2018), vol 24 (1), Australian Journal of Human 
Rights, pp 70–96 .

223 Danielle Celermajer, The Prevention of Torture: An Ecological Approach, Cambridge University 
Press, 2018 .

224 Danielle Celermajer, The Prevention of Torture: An Ecological Approach, Cambridge University 
Press, 2018, p 102 . 

225 Danielle Celermajer, The Prevention of Torture: An Ecological Approach, Cambridge University 
Press, 2018, p 140 .

226 Darius Rejali, ‘Torture as a Civic Marker: Solving a Global Anxiety with a New Political’, (2003), vol 
2 (2), Journal of Human Rights, pp 153–171 .

227 Miranda Fricker, Epistemic Injustice: Power and the Ethics of Knowing, Oxford University Press, 
2007, pp 1, 9–29 . 

228 John W Thibaut & Laurens Walker, Procedural Justice: a Psychological Analysis, L . Erlbaum 
Associates, 1975 .

229 John Rawls, A Theory of Justice, Harvard University Press, 2009 . 
230 David Bierie, ‘Procedural Justice and Prison Violence’, (2013), vol 19 (1), Psychology, Public 

Policy, and Law, pp 15–29 . 
231 Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: Procedural Justice, Social 

Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality and Social Psychology Review, 
pp 349–61, 350 . 

232 See for example E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 
1st edn, Springer US, 1988; Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: 
Procedural Justice, Social Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality 
and Social Psychology Review, pp 349–61; and George Wood, Tom R Tyler, and Andrew V 
Papachristos, ‘Procedural Justice Training Reduces Police Use of Force and Complaints Against 
Officers’, (2020), vol 117 (18), Proceedings of the National Academy of Sciences, pp 9815–9821 . 

233 Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: Procedural Justice, Social 
Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality and Social Psychology Review, 
pp 349–61, 351 . 

234 E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 1st edn, Springer US, 
1988, p 230 .

235 E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 1st edn, Springer US, 
1988, p 235 . 

236 See Nancy Fraser, ‘Social Justice in the Age of Identity Politics: Redistribution, Recognition and 
Participation’, lecture, Stanford University, 30 April 30–2 May 1996.

237 Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: Procedural Justice, Social 
Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality and Social Psychology Review, 
pp 349–61, 351; see also E Allan Lind & Tom R Tyler, The Social Psychology of Procedural 
Justice, 1st edn, Springer US, 1988 . 

238 Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: Procedural Justice, Social 
Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality and Social Psychology Review, 
pp 349–61, 358 .

239 See Michael S King, ‘Restorative Justice, Therapeutic Jurisprudence and the Rise of Emotionally 
Intelligent Justice’, (2008), vol 32 (3), Melbourne University law review 32 .3, pp 1096–1126; 
see also David B Wexler, Therapeutic Jurisprudence: the Law as a Therapeutic Agent, Carolina 



504 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Academic Press, 1990 .
240 Karen A Snedker, Therapeutic Justice: Crime, Treatment Courts and Mental Illness, 1st edn, 

Springer International Publishing, 2018, p 52 .
241 See Voula Marinos & Lisa Whittingham, ‘The Complexities of Criminal Responsibility and 

Persons With Intellectual and Developmental Disabilities: How Can Therapeutic Jurisprudence 
Help?’, (2020), vol 64 (12), The American Behavioral Scientist (Beverly Hills), pp 1733–1748; 
Penelope Weller, ‘Therapeutic jurisprudence and procedural justice in mental health practice: 
Responding to ‘vulnerability’ without coercion’ in Adrian Carter, Kate Seear & Claire Spivakovsky 
(eds), Critical Perspectives on Coercive Interventions: Law, Medicine and Society, 1st edn, 
Taylor and Francis, 2018; Anna Arstein-Kerslake & Jennifer Black, ‘Right to Legal Capacity in 
Therapeutic Jurisprudence: Insights from Critical Disability Theory and the Convention on the 
Rights of Persons with Disabilities’, (2020), vol 68, International Journal of Law and Psychiatry, pp 
101535–101535 .

242 Susan Stefan & Bruce J Winick, ‘Foreword: A Dialogue on Mental Health Courts’, (2005), vol 11 
(4), Psychology, Public Policy and Law, p 507; see also Linda Steele, Disability, Criminal Justice 
and Law: Reconsidering Court Diversion, Routledge, 2020 .

243 Doron Dorfman, ‘Re‐Claiming Disability: Identity, Procedural Justice, and the Disability 
Determination Process’, (2017), vol 42 (1), Law & Social Inquiry, pp 195–231.

244 Fiona Kumari Campbell, Contours of Ableism, Palgrave Macmillan, 2009, p 157 .
245 Tom R Tyler & Steven L Blader, ‘The Group Engagement Model: Procedural Justice, Social 

Identity, and Cooperative Behavior’, (2003), vol 7 (4), Personality and Social Psychology Review, 
pp 349–61, 358 .

246 Tom R Tyler, ‘Social Justice: Outcome and Procedure’, (2000), vol 35 (2), International Journal 
of Psychology, pp 117–125; see also Jane Goodman-Delahunty, ‘Four Ingredients: New Recipes 
for Procedural Justice in Australian Policing’, (2010), vol 4 (4), Policing: a Journal of Policy and 
Practice, pp 403–410; see also E Allan Lind & Tom R Tyler, The Social Psychology of Procedural 
Justice, 1st edn, Springer US, 1988 . 

247 E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 1st edn, Springer US, 
1988, p 77 .

248 Anna Corbo Crehan & Jane Goodman-Delahunty, ‘Procedural Justice and Complaints about 
Police’, (2019), vol 7 (1), Salus Journal, pp 58–87, 83 . 

249 David Bierie, ‘Procedural Justice and Prison Violence’, (2013), vol 19 (1), Psychology, Public 
Policy, and Law, pp 15–29, 17 . 

250 David Bierie, ‘Procedural Justice and Prison Violence’, (2013), vol 19 (1), Psychology, Public 
Policy, and Law, pp 15–29, 17 .

251 Jane Goodman-Delahunty, ‘Four Ingredients: New Recipes for Procedural Justice in Australian 
Policing’, (2010), vol 4 (4), Policing: a Journal of Policy and Practice, pp 403–410, 404. 

252 Kathy Ellem & Kelly Richards, ‘Police Contact with Young People with Cognitive Disabilities: 
Perceptions of Procedural (In)justice’, (2018), vol 18 (3), Youth Justice, pp 230–247, 237; see 
also Louise Forde & Ursula Kilkelly, ‘Independent oversight and monitoring: Advancing the rights 
of children deprived of their liberty’ in  Wendy O’Brien & Cédric Foussard (eds), Violence Against 
Children in the Criminal Justice System: Global Perspectives on Prevention, 1st edn, Routledge, 
2019, p 83 . 

253 Jennifer L Schulenberg, Allison Chenier, Sonya Buffone & Christine Wojciechowski, ‘An 
application of procedural justice to stakeholder perspectives: examining police legitimacy and 
public trust in police complaints systems’, (2017), vol 27 (7), Policing and Society, pp 779-796 . 

254 Lisa J Long, ‘The ideal victim: A critical race theory (CRT) approach’, (2021), vol 27 (3), 
International Review of Victimology, pp 344–362, 346 . 

255 Bernard Hubeau, ‘The Profile of Complainants: How to Overcome the ‘Matthew Effect’?’ in Marc 
Hertogh & Richard Kirkham (eds), Research Handbook on the Ombudsman, Elgar Online, 2018, 
pp 259–279 . 

256 Chris Gill, ‘The Ombud and Own-Initiative Investigation Powers’, in Richard Kirkham & Chris Gill 
(eds), A Manifesto for Ombudsman Reform, Springer International Publishing, 2020, p 81 . 

257 Tal Jonathan-Zamir, Stephen D Mastrofski & Shomron Moyal, ‘Measuring Procedural Justice in 
Police-Citizen Encounters’, (2015), vol 32 (5), Justice Quarterly, pp 845–871, 857 . 



505Endnotes

258 Kathy Ellem & Kelly Richards, ‘Police Contact with Young People with Cognitive Disabilities: 
Perceptions of Procedural (In)justice’, (2018), vol 18 (3), Youth Justice, p 239 . 

259 Kathy Ellem & Kelly Richards, ‘Police Contact with Young People with Cognitive Disabilities: 
Perceptions of Procedural (In)justice’, (2018), vol 18 (3), Youth Justice, pp 230–247 . 

260 Linda Steele, ‘Lawful institutional violence against disabled people’, (2017), vol 143, Precedent, 
p 67; see also Linda Steele, ‘Disability, Abnormality and Criminal Law: Sterilisation as Lawful and 
‘Good’ Violence’, (2014), vol 23 (3), Griffith Law Review, pp 467–497; and Claire Spivakovsky 
& Linda Roslyn Steele, ‘Disability Law in a Pandemic: The Temporal Folds of Medico-Legal 
Violence,’ (2021), Social & Legal Studies, pp 1–22 . 

261 Anna Arstein-Kerslake, Piers Gooding, Louis Andrews & Bernadette McSherry, ‘Human 
Rights and Unfitness to Plead: The Demands of the Convention on the Rights of Persons with 
Disabilities’, (2017), vol 17 (3), Human Rights Law Review, p 399; see also Ron McCallum, 
The United Nations Convention on the Rights of Persons with Disabilities: Assessing Australia’s 
Compliance, Report prepared for the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, October 2020, pp 65–73 . 

262 Australian Human Rights Commission, Submission, 24 September 2020, People with Disability 
and Employment Submission to the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability . 

263 Penelope Weller, ‘Mental Capacity and States of Exception: Revisiting Disability Law with Giorgio 
Agamben’, (2017), vol 31 (3), Continuum, pp 400–410 .

264 See Jennifer Keilty & Georgina Connelly, ‘Making a Statement: an exploratory study of barriers 
facing women with an intellectual disability when making a statement about sexual assault to 
police’, (2001), vol 16 (2), Disability & Society, pp 273–291; see also Mindy Sotiri & Jim Simpson, 
‘Indigenous People and Cognitive Disability: An Introduction to Issues in Police Stations’, (2006), 
vol 17 (3), Current Issues in Criminal Justice, pp 431–443 . 

265 Deborah Stone, The Disabled State, Temple University Press, 1984, p 28 . 
266 Jane Goodman-Delahunty, ‘Four Ingredients: New Recipes for Procedural Justice in Australian 

Policing’, (2010), vol 4 (4), Policing: a Journal of Policy and Practice, p 404 . 
267 Jennifer L Schulenberg, Allison Chenier, Sonya Buffone & Christine Wojciechowski, ‘An 

application of procedural justice to stakeholder perspectives: examining police legitimacy and 
public trust in police complaints systems’, (2017), vol 27 (7), Policing and Society, p 782 .

268 Jennifer L Schulenberg, Allison Chenier, Sonya Buffone & Christine Wojciechowski, ‘An 
application of procedural justice to stakeholder perspectives: examining police legitimacy and 
public trust in police complaints systems’, (2017), vol 27 (7), Policing and Society, p 786 . 

269 David Bierie, ‘Procedural Justice and Prison Violence’, (2013), vol 19 (1), Psychology, Public 
Policy, and Law, p 17 . 

270 Cormac Behan & Richard Kirkham, ‘Monitoring, Inspection and Complaints Adjudication in Prison: 
The Limits of Prison Accountability Frameworks’, (2016), vol 55 (4), Howard Journal of Crime and 
Justice, pp 432–454, 443.

271 Cormac Behan & Richard Kirkham, ‘Monitoring, Inspection and Complaints Adjudication in Prison: 
The Limits of Prison Accountability Frameworks’, (2016), vol 55 (4), Howard Journal of Crime and 
Justice, pp 432–454, 443.

272 Maaike de Langen, Emily Govers & Reinier van Zutphen, ‘Effectiveness and Independence of the 
Ombudsman’s Own-Motion Investigations: A Practitioner’s Perspective from the Netherlands’ in 
Marc Hertogh & Richard Kirkham (eds), Research Handbook on the Ombudsman, Elgar Online, 
2018, pp 373–392 .

273 Nick O’Brien, ‘The Public Services Ombud and the Claims of Democracy’, in Richard Kirkham & 
Chris Gill (eds), A Manifesto for Ombudsman Reform, Springer International Publishing, 2020, pp 
41–57, 49 .

274 Bernard Hubeau, ‘The Profile of Complainants: How to Overcome the ‘Matthew Effect’?’, in Marc 
Hertogh & Richard Kirkham (eds), Research Handbook on the Ombudsman, Elgar Online, 2018, 
p 271 .

275 Tom R Tyler, ‘Social Justice: Outcome and Procedure’, (2000), vol 35 (2), International Journal of 
Psychology, pp 117–125 . 

276 Jane Goodman-Delahunty, ‘Four Ingredients: New Recipes for Procedural Justice in Australian 



506 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Policing’, (2010), vol 4 (4), Policing: a Journal of Policy and Practice, p 404 .
277 Joseph De Angelis, ‘Assessing the Impact of Oversight and Procedural Justice on the Attitudes of 

Individuals Who File Police Complaints’, (2009), vol 12 (2), Police Quarterly, pp 214–236, 233 . 
278 Tom R Tyler, ‘Social Justice: Outcome and Procedure’, (2000), vol 35 (2), International Journal of 

Psychology, pp 121–123 . 
279 E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 1st edn, Springer US, 

1988, p 236 . 
280 Miranda Fricker, Epistemic Injustice: Power and the Ethics of Knowing, Oxford University Press, 

2007 . 
281 Miranda Fricker, Epistemic Injustice: Power and the Ethics of Knowing, Oxford University Press, 

2007, pp 1, 9–29 . 
282 Jackie Leach Scully, ‘Epistemic Exclusion, Injustice, and Disability’ in Adam Cureton and David T 

Wasserman (eds), The Oxford Handbook of Philosophy and Disability, 1st edn, Oxford University 
Press, 2020 .

283 Miranda Fricker, Epistemic Injustice: Power and the Ethics of Knowing, Oxford University Press, 
2007, p 1 .

284 Doron Dorfman, ‘Re‐Claiming Disability: Identity, Procedural Justice, and the Disability 
Determination Process’, (2017), vol 42 (1), Law & Social Inquiry, pp 195–231 .

285 Valerie Jenness & Kitty Calavita, ‘‘It Depends on the Outcome’: Prisoners, Grievances, and 
Perceptions of Justice’, (2018), vol 52 (1), Law & Society Review, pp 41–72, 31–32 . 

286 Valerie Jenness & Kitty Calavita, ‘‘It Depends on the Outcome’: Prisoners, Grievances, and 
Perceptions of Justice’, (2018), vol 52 (1), Law & Society Review, pp 41–72, 31–32 .

287 Aristotle, ‘The Nicomachean ethics’, in WD Ross and Lesley Brown (eds), Oxford World’s 
Classics, Oxford University Press, Oxford Scholarly Editions Online, 2020, book V, pp 83–84 .

288 Aristotle, ‘The Nicomachean ethics’, in WD Ross and Lesley Brown (eds), Oxford World’s 
Classics, Oxford University Press, Oxford Scholarly Editions Online, 2020, book V, pp 84–85 . 

289 Aristotle, ‘The Nicomachean ethics’, in WD Ross and Lesley Brown (eds), Oxford World’s 
Classics, Oxford University Press, Oxford Scholarly Editions Online, 2020, book V, pp 86–87 . 

290 NSW Ombudsman, Effective Complaint Handling Guidelines, 3rd edn, February 2017, p 19 . 
291 Miranda Fricker, Epistemic Injustice : Power and the Ethics of Knowing, Oxford University Press, 

2007, p 1, 9–29 . 
292 See Immanuel Kant, Groundwork for the Metaphysics of the Morals, Cambridge University Press, 

1997 . 
293 See Jeremy Bentham, ‘An Introduction to the Principles of Morals and Legislation’, Econlib, web 

page, 5 February 2018 . <www .econlib .org/library/Bentham/bnthPML .html> 
294 E Allan Lind & Tom R Tyler, The Social Psychology of Procedural Justice, 1st edn, Springer US, 

1988 . 
295 John Rawls, A Theory of Justice, Harvard University Press, 2009 . 
296 See Amartya Sen, ‘Equality of What?’, paper, Stanford University, 22 May 1979; Jonathan Glover 

& Martha Craven Nussbaum, Women, Culture, and Development a Study of Human Capabilities, 
Clarendon Press, 1995; Martha Nussbaum, Frontiers of justice: disability, nationality, species 
membership, The Belknap Press, Harvard University Press, 2006 . 

297 Martha Nussbaum, Frontiers of justice: disability, nationality, species membership, The Belknap 
Press, Harvard University Press, 2006, p 190 . 

298 See Karl Marx, ‘Critique of the Gotha Program’ in Robert C Tucker (ed), The Marx-Engels Reader, 
Norton & Company, 1978, pp 525–541; see also Iris Marion Young, Justice and the Politics of 
Difference, Princeton University Press, 2011, pp 21–22 . 

299 Mike Oliver, The Politics of Disablement, The Macmillan Press, 1990 .
300 Charles W Mills, The Racial Contract, Cornell University Press, 1997 .
301 See JA King, M Brough & M Knox, ‘Negotiating disability and colonisation: the lived experience of 

Indigenous Australians with a disability’, (2014), vol 29 (5), Disability & Society, pp 738–750; and 
Scott Avery, Something Stronger: Truth-telling on hurt and loss, strength and healing, from First 
Nations people with disability, Report prepared for the Royal Commission into Violence, Abuse, 
Neglect and Exploitation of People with Disability, October 2020 . 



507Endnotes

302 Iris Marion Young, Justice and the Politics of Difference, Princeton University Press, 2011, pp 15–38 . 
303 Iris Marion Young, Justice and the Politics of Difference, Princeton University Press, 2011, p 38; 

see also Paul Abberley, ‘The Concept of Oppression and the Development of a Social Theory 
of Disability’, (1987), vol 2 (1), Disability, Handicap and Society, pp 5–19; and Shane Clifton, 
Hierarchies of power: Disability theories and models and their implications for violence against, 
and abuse, neglect, and exploitation of, people with disability, Report prepared for the Royal 
Commission into Violence, Abuse, Neglect and Exploitation of People with Disability, October 
2020 . 

304 Iris Marion Young, Justice and the Politics of Difference, Princeton University Press, 2011, p 38 . 
305 See Robert Nozick, Anarchy, State, and Utopia, Blackwell, 1975; Göran Collste, ‘… restoring the 

dignity of the victims’. Is global rectificatory justice feasible?’, (2010), vol 3 (2), Ethics & Global 
Politics, pp 85–99 . 

306 See Thalia Anthony, ‘Indigenous Stolen Wages: Historical exploitation and contemporary 
injustice’, (2014), vol 118, Precedent, p 43; see also Patrisse Cullors, ‘Abolition and Reparations: 
Histories of Resistance, Transformative Justice, and Accountability’, (2019), vol 132 (6), Harvard 
Law Review, p 1684 .  

307 Nancy Fraser, ‘From Redistribution to Recognition? Dilemmas of Justice in a ‘Post-Socialist’ Age’’, 
(1995), vol 212, New Left Review, pp 68–149; see also Simon Thompson, The Political Theory of 
Recognition: a Critical Introduction, Polity, 2006 .

308 Mark Findlay, Stephen Odgers & Stanley Yeo, Australian Criminal Justice, 5th edn, Oxford 
University Press, 2014, p 227 . 

309 See Australian Law Reform Commission, Family Violence: A National legal Response, Final 
report, vol 1, ALRC Report 114, NSLRC Report 128, October 2010, pp 174–181 .

310 Lisae C Jordan, ‘Elder Abuse and Domestic Violence: Overlapping Issues and Legal Remedies’, 
(2001), vol 15 (2), American Journal of Family Law, p 152 .

311 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 160 . 

312 See Heather Douglas & Paul Harpur, ‘Intellectual disabilities, domestic violence and legal 
engagement’, (2016), vol 31 (3), Disability & Society, p 314; see also Shreya Atrey, ‘Lifting as We 
Climb: Recognizing Intersectional Gender Violence in Law’, (2015), vol 5 (6), Oñati Socio-Legal 
Series, pp 1512–1535 . 

313 See Liat Ben-Moshe, Chris Chapman & Allison C Carey (eds), Disability Incarcerated, Palgrave 
Macmillan, 2014; Liat Ben-Moshe, Decarcerating Disability: Deinstitutionalization and Prison 
Abolition, University of Minnesota Press, 2020 . 

314 See for example Tamar Hopkins, ‘When Police Mechanisms Fail: The use of civil litigation’, 
(2011), vol 36 (2), Alternative Law Journal, pp 99–103 . 

315 Heather Douglas & Robin Fitzgerald, ‘Legal Processes and Gendered Violence: Cross-
Applications for Domestic Violence Protection Orders’, (2013), vol 36 (1), University of New South 
Wales Law Journal, pp 56–57 .

316 Jeffrey R Baker, ‘Enjoining Coercion: Squaring Civil Protection Orders with the Reality of 
Domestic Abuse’, (2009), vol 11 (1), Journal of Law & Family Studies, pp 38–39 . 

317 Christopher Dowling, Anthony Morgan, Shann Hulme, Matthew Manning & Gabriel Wong, 
‘Protection orders for domestic violence: A systematic review’, (2018), vol 551, Trends & Issues in 
Crime and Criminal Justice, p 2 . 

318 Lisae C Jordan, ‘Elder Abuse and Domestic Violence: Overlapping Issues and Legal Remedies’, 
(2001), vol 15 (2), American Journal of Family Law, pp 151–152 . 

319 Christopher Dowling, Anthony Morgan, Shann Hulme, Matthew Manning & Gabriel Wong, 
‘Protection orders for domestic violence: A systematic review’, (2018), vol 551, Trends & Issues in 
Crime and Criminal Justice, p 2 .

320 Lisae C Jordan, ‘Elder Abuse and Domestic Violence: Overlapping Issues and Legal Remedies’, 
(2001), vol 15 (2), American Journal of Family Law, p 151 .



508 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

321 Kristin Diemer, Cathy Humphreys & Karen Crinall, ‘Safe at home? Housing decisions for women 
leaving family violence’, (2017), vol 52 (32), Australian Journal of Social Issues, p 41; see also 
Christopher Dowling, Anthony Morgan, Shann Hulme, Matthew Manning & Gabriel Wong, 
‘Protection orders for domestic violence: A systematic review’, (2018), vol 551, Trends & Issues in 
Crime and Criminal Justice, p 13 . 

322 Kristin Diemer, Cathy Humphreys & Karen Crinall, ‘Safe at home? Housing decisions for women 
leaving family violence’, (2017), vol 52 (32), Australian Journal of Social Issues, p 43 . 

323 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 
2012, p 213 . 

324 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 
2012 .

325 Fiona Kumari Campbell, Contours of Ableism, Palgrave Macmillan, 2009, p 147 .
326 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 

2012 . 
327 Fiona Kumari Campbell, Contours of Ableism, Palgrave Macmillan, 2009, p 147 . 
328 ‘What is a Tort?’, Australian Law Reform Commission, web page, 31 July 2015 . <www .alrc .gov .au/

publication/traditional-rights-and-freedoms-encroachments-by-commonwealth-laws-alrc-interim-
report-127/17-immunity-from-civil-liability/what-is-a-tort/> 

329 Claire M Renzetti & Jeffrey L Edleson, ‘Legal System, Civil Court Remedies for Intimate Partner 
Violence’ in Claire M Renzetti & Jeffrey L Edleson (eds), Encyclopedia of Interpersonal Violence, 
Sage Reference . 

330 Mark C Weber, ‘A Common Law of Disability Discrimination’, (2012), vol 1, Utah Law Review, pp 
429–474, 440 . 

331 Ronen Avraham & Kimberly Yuracko, ‘Torts and Discrimination’, (2017), vol 78 (3), Ohio State Law 
Journal, pp 661–731 . 

332 Fiona Kumari Campbell, Contours of Ableism, Palgrave Macmillan, 2009, p 148 .
333 Ronen Avraham & Kimberly Yuracko, ‘Torts and Discrimination’, (2017), vol 78 (3), Ohio State Law 

Journal, pp 730–731 . 
334 Paul Harpur, Ursula Connolly & Peter Blanck, ‘Socially Constructed Hierarchies of Impairments: 

The Case of Australian and Irish Workers’ Access to Compensation for Injuries’, (2017), vol 27 (4), 
Journal of Occupational Rehabilitation, pp 507–519 .

335 Marie M Bismark, Matthew J Spittal, Andrew J Gogos, Russell L Gruen & David M Studdert, 
‘Remedies sought and obtained in healthcare complaints’, (2011), vol 20, BMJ Quality and Safety, 
p 808 .

336 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 
2012, p 219 . 

337 Marie M Bismark, Matthew J Spittal, Andrew J Gogos, Russell L Gruen & David M Studdert, 
‘Remedies sought and obtained in healthcare complaints’, (2011), vol 20, BMJ Quality and Safety, 
p 808 . 

338 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 
2012 .  

339 Chris Ronalds & Elizabeth Raper, Discrimination Law and Practice, 4th edn, Federation Press, 
2012, p 219 . 

340 See Wendy Lambourne, ‘Transitional Justice and Peacebuilding after Mass Violence’, (2009), vol 
3 (1), International Journal of Transitional Justice, pp 28–48 .  

341 Ruti G Teitel, Transitional Justice, Oxford University Press, 2000, p 6 . 
342 See Australian Human Rights Commission, Bringing them Home: Report of the National 

Inquiry into the Separation of Aboriginal and Torres Strait Islander Children from Their Families, 
April 1997; also see Danielle Celermajer, The Sins of the Nation and the Ritual of Apologies, 
Cambridge University Press, 2009 . 

343 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010 . 

344 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010, p 8 .



509Endnotes

345 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010, p 8 . 

346 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010, p 8 .

347 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010, p 9 . 

348 United Nations, United Nations Approach to Transitional Justice, Guidance Note of the Secretary 
General, March 2010, p 9; see also Wendy Lambourne, ‘What are the Pillars of Transitional 
Justice? The United Nations, Civil Society and the Justice Cascade in Burundi’, (2014), vol 13, 
Macquarie Law Journal, pp 41–60 .

349 See Kate Gleeson & Sinéad Ring, ‘Confronting the past and changing the future? Public inquiries 
into institutional child abuse, Ireland and Australia’, (2020), vol 29 (1), Griffith Law Review, pp 
109–133 .  

350 See Matt Murphy, ‘Proposed Massachusetts public records bill would aid pursuit of ‘truth telling’’, 
Mass Live, updated 26 October 2021 .

351 See ‘Chicago Torture Justice Memorials’, Chicago Torture Justice Memorials, web page . <www .
chicagotorture .org>

352 Danielle Celermajer & Anne Therese O’Brien, ‘Alter-transitional justice; transforming unjust 
relations with the more-than-human’, Journal of Human Rights and the Environment, (2021), vol 
12, pp 125–147, 130 . 

353 See Matthew Evans, Transitional and Transformative Justice: Critical and International 
Perspectives, Routledge, 2019; Matthew Evans, Transformative Justice: Remedying Human 
Rights Violations Beyond Transition, Routledge, 2018; Paul Gready & Simon Robins, ‘From 
Transitional to Transformative Justice: A New Agenda for Practice’ in Paul Gready & Simon 
Robins (eds), From Transitional to Transformative Justice, Cambridge University Press, 2019, pp 
31–56; Wendy Lambourne, ‘Transformative Justice, Reconciliation and Peacebuilding’ in Susanne 
Buckley-Zistel, Teresa Koloma Beck, Christian Braun & Friederike Mieth (eds), Transitional Justice 
Theories, Routledge, 2014, pp 19–39; Ejeris Dixon & Leah Lakshmi Piepzna-Samarasinha (eds), 
Beyond Survival Strategies and Stories from the Transformative Justice Movement, AK Press, 
2020; Patrisse Cullors, ‘Abolition and Reparations: Histories of Resistance, Transformative 
Justice, and Accountability’, (2019), vol 132 (6), Harvard Law Review, pp 1684–1694; Jonathan 
Doak, ‘Enriching trial justice for crime victims in common law systems: Lessons from transitional 
environments,’ International Review of Victimology, (2015) vol 21 (2), pp. 139-160; and Danielle 
Celermajer & Anne Therese O’Brien, ‘Alter-transitional justice; transforming unjust relations with 
the more-than-human’, Journal of Human Rights and the Environment, (2021), vol 12, pp 125–
147 . 

354 Paul Gready & Simon Robins, ‘From Transitional to Transformative Justice: A New Agenda for 
Practice’ in  Paul Gready & Simon Robins (eds), From Transitional to Transformative Justice, 
Cambridge University Press, 2019, pp . 31–56, 32 . 

355 See Wendy Lambourne, ‘Transformative Justice, Reconciliation and Peacebuilding’ in Susanne 
Buckley-Zistel, Teresa Koloma Beck, Christian Braun & Friederike Mieth (eds), Transitional Justice 
Theories, Routledge, 2014, pp 19–39 . 

356 ‘Complaints’, ACT Human Rights Commission, web page . <www .hrc .act .gov .au/complaints/>
357 ‘Services available to help you’, Aged Care Quality and Safety Commission, web page . <www .

agedcarequality .gov .au/making-complaint/services-available-help-you>
358 ‘Home’, NSW Ageing & Disability Commission, web page . <www .ageingdisabilitycommission .nsw .

gov .au/home>
359 ‘Compliments and Complaints’, Disability and Community Services, web page . <www .

communities .tas .gov .au/disability-community-services/compliment_and_complaints>
360 ‘Complaints’, ACT Human Rights Commission, web page . <www .hrc .act .gov .au/complaints/>
361 ‘Make a complaint online’, NSW Ombudsman, web page . <www .ombo .nsw .gov .au/complaints/

making-a-complaint>
362 ‘Complaint and Advocacy Agencies in the ACT’, ACT Community Services, web page, 2 November 

2021 . <www .communityservices .act .gov .au/quality-complaints-and-regulation/advocacy>



510 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

363 Annette Nierobisz, Mark Searl & Charles Theroux, ‘Human rights commissions and public policy: 
The role of the Canadian Human Rights Commission in advancing sexual orientation equality 
rights in Canada’, (2008), vol 51 (2), Canadian Public Administration, p 240 . 

364 Cindy Blackstock, ‘The Canadian Human Rights Tribunal on First Nations Child Welfare: Why if 
Canada wins, equality and justice lose’, (2011), vol 33, Children and Youth Services Review,  
p 190 . 

365 Canadian Human Rights Act 1985 (Canada) s 2 . 
366 ‘Make a Complaint’, Canadian Human Rights Commission, web page . <www .chrc-ccdp .gc .ca/en/

complaints/make-a-complaint> 
367 ‘Accessibility Statement’, Canadian Human Rights Commission, web page, 19 May 2021 .  

<www .chrc-ccdp .gc .ca/en/accessibility-statement>
368 ‘American Sign language (ASL)’, Canadian Human Rights Commission, web page, 15 October 

2021 . <www .chrc-ccdp .gc .ca/en/resources/american-sign-language-asl>
369 SA Health, Consumer, Carer and Community Feedback and Complaints Management Strategic 

Framework: 2021-2024, February 2021, p 20 .
370 SA Health, Consumer, Carer and Community Feedback and Complaints Management Strategic 

Framework: 2021-2024, February 2021, p 8 .
371 ‘Community Visitors’, Office of the Public Advocate, web page . <www .publicadvocate .vic .gov .au/

opa-volunteers/community-visitors>
372 Office of the Public Advocate, Community Visitors Annual Report 2020-2021, September 2021, p 14 .
373 Office of the Public Advocate, Community Visitors Annual Report 2020–2021, September 2021, p 19 . 
374 Office of the Public Advocate, Community Visitors Annual Report 2020–2021, September 2021, p 19 . 
375 Office of the Public Advocate, Community Visitors Annual Report 2020–2021, September 2021, p 23 . 
376 ‘Making a complaint’, Disability Services Commissioner, web page . <www .odsc .vic .gov .au/

making-a-complaint/>
377 See for example ‘How we support people with disability’, NSW Ombudsman, web page . <www .

ombo .nsw .gov .au/what-we-do/disability/how-we-support-people-with-a-disability>
378 Commonwealth of Australia, Joint Standing Committee on the National Disability Insurance 

Scheme, NDIS Quality and Safeguard Commission, November 2021, pp113-134 . 
379 Commonwealth of Australia, Joint Standing Committee on the National Disability Insurance 

Scheme, NDIS Quality and Safeguard Commission, November 2021, p113 .
380 Victorian Disability Worker Commission, Victorian Disability Worker Commission and Disability 

Worker Registration Board of Victoria annual report 2020–2021, October 2021, p 7 .
381 Victorian Disability Worker Commission, Victorian Disability Worker Commission and Disability 

Worker Registration Board of Victoria annual report 2020–2021, October 2021, p 16 .
382 Victorian Disability Worker Commission, Victorian Disability Worker Commission and Disability 

Worker Registration Board of Victoria annual report 2020–2021, October 2021, p 7 .
383 ‘Registration requirements’, Victorian Disability Worker Commission, web page .  <www .vdwc .vic .

gov .au/registration/registration-requirements>
384 Victorian Disability Worker Commission, Victorian Disability Worker Commission and Disability 

Worker Registration Board of Victoria annual report 2020–2021, October 2021, p 16 .
385 Victorian Disability Worker Commission, Victorian Disability Worker Commission and Disability 

Worker Registration Board of Victoria annual report 2020–2021, October 2021, p 29 .
386 ‘What we do’, NDIS Quality and Safeguards Commission, web page . <www .ndiscommission .gov .

au/about/what-we-do>; ‘The Complaints Resolution and Referral Service’, Department of Social 
Services, web page. <www.jobaccess.gov.au/complaints/crrs>; ‘Complaints’, ACT Human Rights 
Commission, web page. <www.hrc.act.gov.au/complaints/>; ‘Home’, NSW Ageing & Disability 
Commission, web page . <www .ageingdisabilitycommission .nsw .gov .au/home>; ‘Frequently asked 
questions (FAQs)’, Victorian Disability Services Commissioner, web page . <www .odsc .vic .gov .au/
making-a-complaint/frequently-asked-questions-faqs/>

387 See ‘Report abuse if you’re a current or former student’, State Government of Victoria, web page, 
17 August 2021 . <www .education .vic .gov .au/about/contact/Pages/reportingabuse .aspx>

388 ‘Raising Concerns’, NSW Education Standards Authority, web page . <www .educationstandards .
nsw .edu .au/wps/portal/nesa/regulation/school-registration/raising-concerns>



511Endnotes

389 ACT Government Department of Community Services, Complaints Handling and Management 
Policy, p 17 . 

390 ‘How to make a complaint about a provider’, NDIS Quality and Safeguards Commission, web 
page. <www.ndiscommission.gov.au/about/complaints>; ‘The complaints process’, Victorian 
Disability Services Commissioner, web page . <www .odsc .vic .gov .au/making-a-complaint/the-
complaints-process/>

391 ‘Required referrals to other agencies’, NSW Ageing & Disability Commission, web page . <www .
ageingdisabilitycommission .nsw .gov .au/about-us/reporting/required-referrals-to-other-agencies>

392 ‘Our options when dealing with your complaint’, NSW Ombudsman, web page . <www .ombo .nsw .
gov .au/complaints/making-a-complaint/our-options-when-dealing-with-your-complaint>

393 ‘Possible complaint outcomes’, NSW Health Care Complaints Commission, web page,  
17 March 2021 . <www .hccc .nsw .gov .au/understanding-complaints/possible-complaint-outcomes>

394 ‘Report abuse if you’re a current or former student’, State Government of Victoria, web page,  
17 August 2021 . <www .education .vic .gov .au/about/contact/Pages/reportingabuse .aspx>

395 ‘Report abuse if you’re a current or former student’, State Government of Victoria, web page,  
17 August 2021 . <www .education .vic .gov .au/about/contact/Pages/reportingabuse .aspx>

396 ‘Feedback and complaints’, NSW Department of Communities and Justice, web page, 1 February 
2022 . <www .dcj .nsw .gov .au/contact-us/feedback-complaints .html#All8>

397 ACT Government Department of Community Services, Complaints Handling and Management 
Policy, p 19 . 

398 NT Department of Education, Complaints management for schools guidelines, July 2020, p 10 . 
399 ‘Raising Concerns’, NSW Education Standards Authority, web page . <www .educationstandards .

nsw.edu.au/wps/portal/nesa/regulation/cricos-label/raising-concerns>; ‘Raising Concerns’, NSW 
Education Standards Authority, web page, 17 April 2019 . <www .rego .nesa .nsw .edu .au/frequently-
asked-questions/raising-concerns>

400 Linda Graham, Tony McCarthy, Callula Killingly, Haley Tancredi & Shiralee Poed, Inquiry into 
Suspension, Exclusion and Expulsion Processes in South Australian government schools, Final 
report, 2020, p 97 .

401 Linda Graham, Tony McCarthy, Callula Killingly, Haley Tancredi & Shiralee Poed, Inquiry into 
Suspension, Exclusion and Expulsion Processes in South Australian government schools, Final 
report, 2020, p 353 . 

402 NDIS Quality and Safeguards Commission, Complaints Management and Resolution Guidance, 
September 2019, p 12 .

403 ‘The Complaints Resolution and Referral Service’, Job Access, web page, 1 November 2021 . 
<www .jobaccess .gov .au/complaints/crrs>

404 Queensland Department of Education, Customer complaints management procedure, August 
2021, p 3 . 

405 Australian Human Rights Commission, ‘Change the Course: National Report on Sexual Assault 
and Sexual Harassment at Australian Universities’, (2017), vol 26 (2), Redress, pp 28-29 . 

406 Australian Human Rights Commission, ‘Change the Course: National Report on Sexual Assault 
and Sexual Harassment at Australian Universities’, (2017), vol 26 (2), Redress, pp 28-29 .

407 ‘Understanding and preparing for conciliation - Unlawful Discrimination’, Australian Human Rights 
Commission, web page . <humanrights .gov .au/complaints/complaint-guides/understanding-
and-preparing-conciliation-unlawful-discrimination?_ga=2 .108267205 .638177565 .1644556663-
1408841612 .1638836022>

408 Aged Care Quality and Safety Commission, Resolving Concerns about Aged Care, Fact Sheet, 
<www.agedcarequality.gov.au/sites/default/files/media/acqsc_resolving-concerns-factsheet_0.pdf>

409 ‘Frequently asked questions’, Commonwealth Ombudsman, web page . <www .ombudsman .gov .
au/what-we-do/frequently-asked-questions#What_can_I_expect_from_the_Ombuds>

410 ‘Frequently asked questions’, Commonwealth Ombudsman, web page . <https://www .ombudsman .
gov .au/what-we-do/frequently-asked-questions#What_can_I_expect_from_the_Ombuds>

411 ‘What we do’, AHPRA & National Boards, web page, 10 March 2021 . <www .ahpra .gov .au/About-
Ahpra/What-We-Do .aspx>

412 ‘Immediate action’, AHPRA & National Boards, web page, 26 April 2019 . <www .ahpra .gov .au/
Notifications/How-we-manage-concerns/Immediate-action.aspx>



512 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

413 Australian Bureau of Statistics, Personal Safety Survey 2016, Catalogue number 4906 .0, 
8 November 2017, <www .abs .gov .au/statistics/people/crime-and-justice/personal-safety-
australia/2016>; and Centre of Research Excellence in Disability and Health (CRE-DH), Nature 
and extent of violence, abuse, neglect and exploitation against people with disability in Australia, 
Report prepared for the Royal Commission into Violence, Abuse, Neglect and Exploitation of 
People with Disability, March 2021 . 

414 See Health and Community Services Commissioner, Annual Report 2019-2020, September 2020; 
Queensland Government, QLD Department of Seniors, Disability Services and Aboriginal and 
Torres Strait Islander Partnerships Annual Report 2020-2021, September 2021; and Health and 
Community Complaints Commission, Annual Report 2019-2020, March 2021 . 

415 See Commonwealth Ombudsman, Commonwealth Ombudsman Annual Report 2019–20, October 
2020; see also Commonwealth Ombudsman, Commonwealth Ombudsman Administration of 
reviews under the National Disability Insurance Scheme Act 2013: report on the National Disability 
Insurance Agency’s Handling of Reviews, May 2018 . 

416 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021 . 

417 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021, pp 6–11 . 

418 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021, p 14 . 

419 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021, p 16 .

420 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021, p 16 .

421 Victorian Disability Services Commissioner, Disability Services Commissioner 2019–20 Annual 
Report, September 2021, p 13 . 

422 ‘Dashboard Data’, NSW Ageing and Disability Commission, web page, updated 26 October 2021 . 
<www .ageingdisabilitycommission .nsw .gov .au/tools-and-resources/dashboard-data>

423 NSW Ageing and Disability Commissioner, Ageing and Disability Commission data 2020 – 2021, 
2021, p11 . 

424 NSW Ageing and Disability Commissioner, Ageing and Disability Commission data 2020 – 2021, 
2021, p 12 .

425 NSW Ageing and Disability Commissioner, Ageing and Disability Commission data 2020 – 2021, 
2021, pp 13–15 .

426 National Disability Insurance Scheme Quality and Safeguards Commission, Activity Report 1 July 
2020 to 30 June 2021, 2021, p 3 .

427 National Disability Insurance Scheme Quality and Safeguards Commission, Activity Report 1 July 
2020 to 30 June 2021, 2021, p 6 .

428 NSW Ombudsman, Annual Report 2019–20, October 2020, p 60 .
429 National Disability Insurance Scheme Quality and Safeguards Commission, Activity Report 1 July 

2020 to 30 June 2021, 2021, p 5 .
430 ‘Complaints mechanisms under human rights treaties: Public sector guidance sheet’, Australian 

Government Attorney General’s Department, web page . <www .ag .gov .au/rights-and-protections/
human-rights-and-anti-discrimination/human-rights-scrutiny/public-sector-guidance-sheets/
complaints-mechanisms-under-human-rights-treaties> 

431 ‘Human Rights Treaty Bodies - Individual Communications: 23 FAQ about Treaty Body complaints 
procedures’, Office of the High Commissioner of Human Rights, web page . <www .ohchr .org/en/
hrbodies/tbpetitions/Pages/IndividualCommunications .aspx>

432 Office of the High Commissioner of Human Rights, Guidance Note for Individual Communication 
to the UN Treaty Bodies, document available at <www .ohchr .org/EN/HRBodies/TBPetitions/
Pages/HRTBPetitions .aspx>, pp 2–3 . 

433 See Paul Oertly, ‘Fifteen Years of Individual Human Rights Complaints to the United Nations: The 
New Zealand Experience’, (2005), vol 2, New Zealand Yearbook of International Law. 

434 ‘Human Rights Treaty Bodies - Individual Communications: 23 FAQ about Treaty Body complaints 
procedures’, Office of the High Commissioner of Human Rights, web page . <www .ohchr .org/en/

https://www.abs.gov.au/statistics/people/crime-and-justice/personal-safety-australia/2016
https://www.abs.gov.au/statistics/people/crime-and-justice/personal-safety-australia/2016
http://www.ohchr.org/EN/HRBodies/TBPetitions/Pages/HRTBPetitions.aspx
http://www.ohchr.org/EN/HRBodies/TBPetitions/Pages/HRTBPetitions.aspx


513Endnotes

hrbodies/tbpetitions/Pages/IndividualCommunications .aspx>
435 ‘Human Rights Treaty Bodies - Individual Communications: 23 FAQ about Treaty Body complaints 

procedures’, Office of the High Commissioner of Human Rights, web page . <www .ohchr .org/en/
hrbodies/tbpetitions/Pages/IndividualCommunications .aspx>

436 European Court of Human Rights, The European Convention on Human Rights: A Living 
Instrument, August 2021, p 5 . 

437 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, p 47 . 

438 European Court of Human Rights, The European Convention on Human Rights: A Living 
Instrument, August 2021, p 5 .

439 European Court of Human Rights, Practical Guide on Admissibility Criteria, August 2021, pp 
25–37 . 

440 European Court of Human Rights, ‘How to lodge an application’, European Court of Human 
Rights, web page . <www .echr .coe .int/Pages/home .aspx?p=applicants/forms&c=>

441 Moritz Wigand, Marcin Orzechowski , Marianne Nowak, Thomas Becker & Florian Steger, 
‘Schizophrenia, human rights and access to health care: A systematic search and review of 
judgements by the European Court of Human Rights’, (2021), vol 67 (2), Social Psychiatry, p 171 . 

442 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, p 50 . 

443 Davíð Þór Björgvinsson, ‘The Protection of the Rights of Persons with Disabilities in the Case 
Law of the European Court of Human Rights’ in Oddný Mjöll Arnardóttir and Gerard Quinn (eds), 
The UN Convention on the Rights of Persons with Disabilities: European and Scandinavian 
Perspectives, Martinus Nijhoff Publishers, 2009, p 151. 

444 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, pp 45–58 . 

445 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, p 51 . 

446 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, p 51 . 

447 Oliver Lewis & Ann Campbell, ‘Violence and abuse against people with disabilities: A comparison 
of the approaches of the European Court of Human Rights and the United Nations Committee 
on the Rights of Persons with Disabilities’, (2017), vol 53, International Journal of Law and 
Psychiatry, p 50 . 

448 Silvia Favalli, ‘The United Nations Convention on the Rights of Persons with Disabilities in 
the Case Law of the European Court of Human Rights and in the Council of Europe Disability 
Strategy 2017–2023: ‘from Zero to Hero’’, (2018), vol 18, Human Rights Law Review, pp 517–
538 . 

449 ‘The SPT in Brief’, United Nations Office of the High Commissioner, web page . <www .ohchr .org/
EN/HRBodies/OPCAT/Pages/Brief .aspx>

450 ‘Status of ratification Interactive Dashboard’, United Nations Office for the High Commissioner 
Human Rights, web page . <www .indicators .ohchr .org/

451 Commonwealth Ombudsman’s OPCAT Advisory Group, ‘Meeting of the OPCAT Advisory Group’, 
communique, Canberra, 28 July 2021 .

452 Meredith Lea, Fleur Beaupert, Ngila Bevan, Danielle Celermajer, Piers Gooding, Rebecca Minty, 
Emma Phillips, Claire Spivakovsky, Linda Steele, Dinesh Joseph Wadiwel & Penelope June 



514 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Weller, ‘A disability aware approach to torture prevention? Australian OPCAT ratification and 
improved protections for people with disability’, (2018), vol 24 (1), Australian Journal of Human 
Rights, pp 70–96 .

453 See National Preventative Mechanism, UK Government, Ten years of the UK National Preventive 
Mechanism: Working together to prevent torture and ill-treatment in detention 2020, 2020; 
National Preventative Mechanism, UK Government, Self Assessment of the UK NPM, 2015; DPO 
Coalition, Ombudsman, New Zealand Human Rights Commission, Making Disability Rights Real 
Whakatūturu Ngā Tika Hauātanga: Third report of the Independent Monitoring Mechanism of the 
Convention on the Rights of Persons with Disabilities, June 2020 .

454 Disabled People’s Organisations of Australia, Disability Inclusive National Preventative Mechanism, 
position paper, 11 May 2018, p 3; see also Carolyn Frohmader & Christopher Brophy, Disabled 
People’s Organisation’s Australia, Submission to the Committee on the Rights of Persons with 
Disabilities List of issues [Australia] to be adopted during the 18th Session of the Committee on 
the Rights of Persons with Disabilities, 30 June 2017; Carolyn Frohmader & Therese Sands, 
Australian Cross Disability Alliance, Submission to the Senate Inquiry into Violence, Abuse and 
Neglect against People with Disability in Institutional and Residential Settings, August 2015; People 
with Disability Australia, ‘Consideration of the 4th and 5th Reports of Australia by the Committee to 
the Convention Against Torture’, 2014; Eileen Baldry, ‘Disability at the Margins: Limits of the Law’, 
(2014), vol 23 (3), Griffith Law Review, pp 370–388; Ngila Bevan & Therese Sands, Australian 
Cross Disability Alliance, Submission to the Senate Inquiry into Indefinite Detention of People with 
Cognitive and Psychiatric Impairment in Australia, 20 April 2016 .

455 Sara Ahmed, Complaint!, Duke University Press, 2021, p 30 .
456 See Leanne Dowse, Simone Rowe, Eileen Baldry and Michael Baker, Police responses to people 

with disability, Report prepared for the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, October 2021 . 

457 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 54 . 

458  Ethnic Disability Advocacy Centre, Productivity Commission Inquiry into Disability Care and 
Support: Creating a scheme inclusive of people with a disability from a culturally and linguistically 
diverse background, August 2010, p 7 . 

459 Ethnic Disability Advocacy Centre, Productivity Commission Inquiry into Disability Care and 
Support: Creating a scheme inclusive of people with a disability from a culturally and linguistically 
diverse background, August 2010, p 7 .

460 Royal Commission into Institutional Responses to Child Sexual Abuse, Identifying and disclosing 
child sexual abuse, Final report, vol 4, December 2017, p 9 .

461 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020 . 
462 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 51 . 
463 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 

Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, p 15 . 

464 Chih Hoong Sin, Annie Hedges, Chloe Cook, Nina Mguni & Natasha Comber, Equality and 
Human Rights Commission, Office for Public Management, Disabled people’s experiences of 
targeted violence and hostility, Research report 21, 2009, p 58 . 

465 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, p 42 . 

466 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 21 . 

467 Eleanor Jenkin, Claire Spivakovsky, Sarah Joseph & Marius Smith, Monash University Castan 
Centre for Human Rights Law & Victorian Legal Services, Improving Educational Outcomes 



515Endnotes

for Children with Disability in Victoria, Final Report, June 2018, p 94; see also Queensland 
Department of Education and Training and Deloitte Access Economics, Review of education for 
students with disability in Queensland state schools, February 2017, p 83 .

468 Nirosha Boaden, Disability Royal Commission Systemic and Individual Advocate, Multicultural 
Disability Advocacy Association of NSW Inc, Submission in response to Rights and attitudes 
issues paper, 22 September 2020, ISS .001 .00507_01_0009, p 15 . 

469 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 31 . 

470 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 39 . 

471 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, pp 38-39 .

472 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, pp 3-4 . 

473 Rosemary Bolger, ‘Calls to scrap scheme that paid sex offenders to care for prisoners with 
disabilities’, SBS News Online, SBS News, 7 February 2018 .

474 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 32 . 

475 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 32 . 

476 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 32 . 

477 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 4 . 

478  Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 62 . 

479 Sisters Inside Inc, Submission in response to The Criminal Justice System issues paper, 
ISS .001 .00102_0001, January 2020, p 4 . 

480 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1020 . 

481 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 28 . 

482 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 29 . 

483 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 2 . 

484 Sara Ahmed, Complaint!, Duke University Press, 2021, p 143 .
485 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 

Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1020; see also Hannah Bill, ‘A Missing Piece: The need for independent advocacy 
in the NDIS Quality and Safeguarding framework’, Honours Thesis, The University of Sydney, 
2015, p 21 . 

486 John Swain, ‘Risky stories: disabled people’s narratives of abuse’, (2011), vol 3, Journal of 
Nursing and Healthcare of Chronic Illness, p 386 . 

487 Royal Commission into Institutional Responses to Child Sexual Abuse, Identifying and disclosing 
child sexual abuse, Final report, vol 4, December 2017, p 9 .

488 Bianca Fileborn, ‘Justice 2.0: Street Harassment Victim’s Use of Social Media and Online Activism as 
Sites of Informal Justice’, (2017), vol 57, British Journal of Criminology, pp 1484–1485, 1491–1492 . 



516 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

489 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, p 33 . 

490 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 
Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women, p 1204 . 

491 Sue Lees, ‘Judicial Rape’, (1993), vol 16 (1), Women’s Studies International Forum, p 11; Olivia 
Smith & Tina Skinner, ‘How Rape Myths Are Used and Challenged in Rape and Sexual Assault 
Trials’, (2017), vol 26 (4), Social & Legal Studies, pp 449–453; Liz Kelly, Jennifer Temkin & Sue 
Griffiths, for the Home Office, Section 41: an evaluation of new legislation limiting sexual history 
evidence in rape trials, Home Office Online Report 20/06, 2006. 

492 Sue Lees, ‘Judicial Rape’, (1993), vol 16 (1), Women’s Studies International Forum, p 12 . 
493 Sue Lees, ‘Judicial Rape’, (1993), vol 16 (1), Women’s Studies International Forum, pp 13–14, 

20–21 . 
494 Rebecca Campbell, Sharon M Wasco, Courtney E Ahrens, Tracy Sefl & Holly E Barnes, 

‘Preventing the “Second Rape”’, (2001), vol 16 (12), Journal of Interpersonal Violence, p 1240 . 
495   Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 

neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 54 . 

496 Michael Brothers, ‘It’s Not Just About Ramps and Braille: Disability and Sexual Orientation’, in 
Katherine E . Zappone (ed), Re-Thinking Identity: The Challenge of Diversity, The Joint Equality 
and Human Rights Forum, 2003, p 51 . 

497 David Abbot & Jan Burns, ‘What’s Love Got to Do With It?: Experiences of Lesbian, Gay, and 
Bisexual People With Intellectual Disabilities in the United Kingdom and Views of the Staff Who 
Support Them’, (2007), vol 4 (1), Sexuality Research & Social Policy, p 33 . 

498 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 16 . 

499 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 54 . 
500 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 

Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, p 39 . 

501 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, p 51 . 

502 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1028 . 

503 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 128 .  
504 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, pp 138 . 
505 National Ethnic Disability Alliance, Perspectives of People with Disability from non-English 

Speaking Backgrounds Living in Australia, 2012, p 9 . 
506 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 

Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women,  
p 1202 . 

507 Chih Hoong Sin, Annie Hedges, Chloe Cook, Nina Mguni & Natasha Comber, Equality and 
Human Rights Commission, Office for Public Management, Disabled people’s experiences of 
targeted violence and hostility, Research report 21, 2009, p 64 . 

508 Ngaanyatjarra Yankunytjatjara Pitjantjatjara Women’s Council Aboriginal Corporation, Submission, 
September 2020, p 4 . 

509 Ngaanyatjarra Yankunytjatjara Pitjantjatjara Women’s Council Aboriginal Corporation, Submission, 
September 2020, p 4 .



517Endnotes

510 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 7 .

511 Iris Marion Young, ‘Five Faces of Oppression’, (1988), vol 19 (4), The Philosophical Forum, pp 283-4 .
512 Iris Marion Young, ‘Five Faces of Oppression’, (1988), vol 19 (4), The Philosophical Forum, p 283 .
513 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 139 . 
514 Sarah Carr, Trish Hafford‐Letchfield, Alison Faulkner, Claudia Megele, Dorothy Gould, Christine 

Khisa, Rachel Cohen & Jessica Holley, ‘“Keeping Control”: A user‐led exploratory study of 
mental health service user experiences of targeted violence and abuse in the context of adult 
safeguarding in England’, (2019), vol 27 (3), Health and Social Care in the Community, p 788 . 

515 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 
Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women,  
pp 1203–1204 .

516 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 
Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women,  
pp 1203–1204 . 

517 Office of the Public Advocate, “I’m too scared to come out of my room” Preventing and responding to 
violence and abuse between co-residents in group homes, Research report, November 2019, p 24 . 

518 Office of the Public Advocate, “I’m too scared to come out of my room” Preventing and responding to 
violence and abuse between co-residents in group homes, Research report, November 2019, p 24 . 

519 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 
Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women, p 1204 . 

520 Anna Mollow & Robert McRuer, ‘Introduction’ in Robert McRuer & Anna Mollow (eds), Sex and 
Disability, Duke University Press, 2012, p 1 . 

521 Mauricio Medina-Rico, Hugo Lopez-Ramos & Andres Quinonez, ‘Sexuality in People with 
Intellectual Disability: Review of Literature’, (2018), vol 36, Sexuality & Disability, p 237 . 

522 Patsie Frawley & Christine Bigby, ‘“I’m in their shoes”: Experiences of peer educators in sexuality 
and relationship education’, (2014), vol 39 (2), Journal of Intellectual and Developmental 
Disability, pp 167–176, 168 .  

523 Kelley Johnson, Lynne Hillier, Lyn Harrison & Patsie Frawley, Australian Research Centre in Sex, 
Health and Society La Trobe University, Living Safer Sexual Lives, Final Report, 2001, pp 55–60 . 

524 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, p 37 . 

525 See Hannah Bill, ‘A Missing Piece: The need for independent advocacy in the NDIS Quality and 
Safeguarding framework’, Honours Thesis, The University of Sydney, 2015, p 22. 

526 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 81 . 
527 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 81 . 
528 Ngaanyatjarra Yankunytjatjara Pitjantjatjara Women’s Council Aboriginal Corporation, Submission, 

September 2020, p 3 . 
529 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 59 . 
530 Sarah Carr, Trish Hafford‐Letchfield, Alison Faulkner, Claudia Megele, Dorothy Gould, Christine 

Khisa, Rachel Cohen & Jessica Holley, ‘“Keeping Control”: A user‐led exploratory study of 
mental health service user experiences of targeted violence and abuse in the context of adult 
safeguarding in England’, (2019), vol 27 (3), Health and Social Care in the Community, p 790 . 

531 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 23 . 

532 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 23 . 

533 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 15 . 

534 Eleanor Jenkin, Claire Spivakovsky, Sarah Joseph & Marius Smith, Monash University Castan 



518 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

Centre for Human Rights Law & Victorian Legal Services, Improving Educational Outcomes 
for Children with Disability in Victoria, Final Report, June 2018, p 93; see also Queensland 
Department of Education and Training and Deloitte Access Economics, Review of education for 
students with disability in Queensland state schools, February 2017, p 83 . 

535 Ellie Fossey, Lisa Chaffey, Annie Venville, Priscilla Ennals, Jacinta Douglas & Christine Bigby, 
‘Navigating the complexity of disability support in tertiary education: perspectives of students and 
disability service staff’, (2017), vol 21 (8), International Journal of Inclusive Education, p 828 . 

536 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs, p 54 . 

537 For example, see Hannah Bill, ‘A Missing Piece: The need for independent advocacy in the NDIS 
Quality and Safeguarding framework’, Honours Thesis, The University of Sydney, 2015, p 21. 

538 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 27 . 

539 See Allen E, Lind  and Tom R . Tyler, The Social Psychology of Procedural Justice, New York, NY: 
Springer US, 1988 .

540 See Sara Ahmed, Complaint!, Duke University Press, 2021, pp 69-100
541 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 

Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, pp 24−41. 

542 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 33 . 

543 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 33 . 

544 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 33 .

545 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, pp 1021−22. 

546 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 1 . 

547 See Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final Report, vol 7, December 2017, p 43 . 

548 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, pp 72−73. 

549 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 30 . 

550 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 42 . 

551 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p v . 

552 Jennifer Keilty & Georgina Connelly, ‘Making a Statement: An exploratory study of barriers facing 
women with an intellectual disability when making a statement about sexual assault to police’, 
(2001), vol 16 (2), Disability & Society, p 283; See also See Royal Commission Into Institutional 
Responses to Child Sexual Abuse, Improving institutional responding and reporting, Final Report, 
vol 7, December 2017, p 195 . 

553 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons: Issue 02, April 2018, p 38 . 

554 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final Report, vol 7, December 2017, pp 156, 162, 181 . 



519Endnotes

555 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final Report, vol 7, December 2017, p 148 . 

556 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons: Issue 02, April 2018, p 50 . 

557 Australian Human Rights Commission, Everyone’s business: Fourth national survey on sexual 
harassment in Australian workplaces, 2018, p 71 . 

558 Miranda Fricker, Epistemic Injustice: Power and the Ethics of Knowing, Oxford University Press, 
2007, pp 1, 9-29 . 

559 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons: Issue 02, April 2018, pp 39−40. 

560 Afia Ali, Katrina Scior, Victoria Ratti, Andre Strydom, Michael King & Angela Hassiotis, 
‘Discrimination and Other Barriers to Accessing Health Care: Perspectives of Patients with Mild 
and Moderate Intellectual Disability and Their Carers’, (2013), vol 8 (8), PLoS ONE, p 7 . 

561 Afia Ali, Katrina Scior, Victoria Ratti, Andre Strydom, Michael King & Angela Hassiotis, 
‘Discrimination and Other Barriers to Accessing Health Care: Perspectives of Patients with Mild 
and Moderate Intellectual Disability and Their Carers’, (2013), vol 8 (8), PLoS ONE, p 7 . 

562 Hailee Gibbons, Randall Owen & Tamar Heller, ‘Perceptions of Health and Healthcare of People 
With Intellectual and Developmental Disabilities in Medicaid Managed Care’, (2016), vol 54 (2), 
Intellectual and Developmental Disabilities, p 102 . 

563 Scott Avery, Culture is Inclusion: A narrative of Aboriginal and Torres Strait Islander people with 
disability, First Peoples Disability Network (Australia), 2018, p 43 . 

564 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 34 .

565 Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final Report, vol 7, December 2017, p 243 . 

566 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1022 . 

567 Jennifer Keilty & Georgina Connelly, ‘Making a Statement: An exploratory study of barriers facing 
women with an intellectual disability when making a statement about sexual assault to police’, 
(2001), vol 16 (2), Disability & Society, pp 280–281 .

568 Renu Addlakha, Janet Price & Shirin Heidari, ‘Disability and sexuality: claiming sexual and 
reproductive rights’, (2017), vol 25 (50), Reproductive Health Matters, p 4 . 

569 See Leanne Dowse, Simone Rowe, Eileen Baldry and Michael Baker, Police responses to people 
with disability, Report prepared for the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, October 2021, p 11 .

570 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 
16 . 

571 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, pp 50-51 . 

572 Kimberlé Crenshaw, ‘Mapping the Margins: Intersectionality, Identity Politics, and Violence 
against Women of Color’, (1991), vol 43 (6), Stanford Law Review, pp 1241-1299; see also Aileen 
Moreton-Robinson, ‘Towards an Australian Indigenous Women’s Standpoint Theory’, (2013), vol 
28 (78), Australian Feminist Studies, pp 331-347; and Australian Human Rights Commission, Wiyi 
Yani U Thangani (Women’s Voices): Securing Our Rights, Securing Our Future, Final Report, 
October 2020 . 



520 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

573 See for example Emily Vogels, Pew Research Center, The State of Online Harassment,  
January 2021 .  

574 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, p 28 .

575 Andrea Hollomotz, ‘Disability, Oppression and Violence: Towards a Sociological Explanation’, 
(2012), vol 47 (3), Sociology, p 484 . 

576 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 3 .

577 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 57 .

578 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 58 .

579 Afia Ali, Katrina Scior, Victoria Ratti, Andre Strydom, Michael King & Angela Hassiotis, 
‘Discrimination and Other Barriers to Accessing Health Care: Perspectives of Patients with Mild 
and Moderate Intellectual Disability and Their Carers’, (2013), vol 8 (8), PLoS ONE, p 1 . 

580 Guy Shefer, Claire Henderson, Louise M . Howard, Joanna Murray & Graham Thornicroft, 
‘Diagnostic Overshadowing and Other Challenges Involved in the Diagnostic Process of Patients 
with Mental Illness Who Present in Emergency Departments with Physical Symptoms – A 
Qualitative Study’, (2014), vol 9 (11), PLoS One, p 7 . 

581 Simon Brisenden, ‘Independent Living and the Medical Model of Disability’, (1986), vol 1 (2), 
Disability, Handicap & Society, p 175 . 

582 Sara Ahmed, Complaint!, Duke University Press, 2021, p 143 . 
583 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 

Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 32 . 

584 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, pp 50-51; see also Linda Steele, ‘Policing 
normalcy: sexual violence against women offenders with disability’, (2017), vol 31 (3), Continuum, 
pp 422—435 .

585 Human Rights Watch, “He’s Never Coming Back” People with Disabilities Dying in Western 
Australia’s Prisons, September 2020, p 35 .

586 Haley Clark, ‘“What is the justice system willing to offer?” Understanding sexual assault victim/
survivors’ criminal justice needs’, (2010), vol 85, Family Matters, pp 31—32 . 

587 Malini Laxminarayan, Mark Bosmans, Robert Porter & Lorena Sosa, ‘Victim Satisfaction with 
Criminal Justice: A Systematic Review’, (2013), vol 8 (2), Victims & Offenders, p 122 . 

588 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1027 .

589 Chih Hoong Sin, Annie Hedges, Chloe Cook, Nina Mguni & Natasha Comber, Equality and 
Human Rights Commission, Office for Public Management, Disabled people’s experiences of 
targeted violence and hostility, Research report 21, 2009, p 54 .

590 Sara Ahmed, Complaint!, Duke University Press, 2021, pp 29—68 .
591 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 

neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 66 .

592 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 



521Endnotes

people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 66 .

593 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 12 .

594 Sara Ahmed, Complaint!, Duke University Press, 2021, p 150 . 
595 Harry Blagg, ‘Restorative Justice and Aboriginal Family Violence: Opening a Space for Healing’ 

in Heather Strang & John Braithwaite (eds), Restorative Justice and Family Violence, Cambridge 
University Press, 2002, p 195; see also Heather Douglas & Robin Fitzgerald, ‘The domestic 
violence protection order system as entry to the criminal justice system for Aboriginal and Torres 
Strait Islander people’ (2018), vol 7, no 3, International Journal for Crime, Justice and Social 
Democracy, p 48 . 

596 Jennifer Keilty & Georgina Connelly, ‘Making a Statement: An exploratory study of barriers facing 
women with an intellectual disability when making a statement about sexual assault to police’, 
(2001), vol 16 (2), Disability & Society, p 284 . 

597 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 53 .

598 See Royal Commission Into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final Report, vol 7, December 2017, p 156 . 

599 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 10 . 

600 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 52 . 

601 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 10 .

602 See Georgie Hewson, ‘Regional NDIS recipients not even able to use half of their funding’, ABC 
News, 7 October 2021 .

603 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 66 .

604 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 60 . 

605 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 30 . 

606 Jennifer Keilty & Georgina Connelly, ‘Making a Statement: An exploratory study of barriers facing 
women with an intellectual disability when making a statement about sexual assault to police’, 
(2001), vol 16 (2), Disability & Society, p 287 . 

607 Office of the Public Advocate, “I’m too scared to come out of my room” Preventing and responding to 
violence and abuse between co-residents in group homes, Research report, November 2019, p 46 . 

608 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health Problems 
who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of Criminology, p 1027 . 



522 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

609 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 
Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, p 1020 . 

610 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, p 15 .

611 Office of the Public Advocate, “I’m too scared to come out of my room” Preventing and responding to 
violence and abuse between co-residents in group homes, Research report, November 2019, p 37 .

612 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 11 .

613 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 10 .

614 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 14 .

615 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 60 .

616 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 60 .

617 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 60 .

618 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs, p 54 . 

619 David Bierie, ‘Procedural Justice and Prison Violence: Examining Complaints Among Federal 
Inmates (2000–2007)’, (2013), vol 19 (1), Psychology, Public Policy, and Law, pp 15-29, 17 . 

620 Human Rights Watch, “He’s Never Coming Back” People with Disabilities Dying in Western 
Australia’s Prisons, September 2020, p 33 .

621 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020 .
622 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020, p 75 .
623 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health 

Problems who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of 
Criminology, pp 1023-1024 . 

624 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs, p 53 . 

625 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, p 7 . 

626 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs, p 53 . 

627 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 8 . 

628 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 7 .

629 John Gilroy, Michelle Lincoln, Kerry Taylor, Vicki Flood, Angela Dew, Heather Jensen, Rebecca 
Barton, Lee Ryall & Kim McRae, Ngaanyatjarra Pitjantjatjara Yankunytjatjara Women’s Council 
Aboriginal Corporation, Walykumunu Nyinaratjaku: To live a good life, 2018, p 39 . 

630 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs, p 54 .  

631 Susannah Bourke & Imelda Burgman, ‘Coping with bullying in Australian schools: how children 



523Endnotes

with disabilities experience support from friends, parents and teachers’, (2010), vol 25 (3), 
Disability & Society, p 368 . 

632 Susannah Bourke & Imelda Burgman, ‘Coping with bullying in Australian schools: how children 
with disabilities experience support from friends, parents and teachers’, (2010), vol 25 (3), 
Disability & Society, p 368 .

633 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 
being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 51 . 

634 Multicultural Disability Advocacy Association of NSW Inc ., MDAA Submission to the Select 
Committee on COVID-19, May 2020, p 3 .

635 Alison Walter-Brice, Rachel Cox, Helena Priest & Fiona Thompson, ‘What do women with learning 
disabilities say about their experiences of domestic abuse within the context of their intimate 
partner relationships?’, (2012), vol 27 (4), Disability & Society, p 510 . 

636 Multicultural Disability Advocacy Association of NSW Inc ., MDAA Submission to the NSW 
Government’s Coercive Control Discussion, October 2020, p 6. 

637 Human Rights Watch, “I Needed Help, Instead I Was Punished” Abuse and Neglect of Prisoners 
with Disabilities in Australia, February 2018, p 62 . 

638 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 4 . 

639 Andrea Hollomotz, ‘Disability and the continuum of violence’ in Alan Roulstone & Hannah Mason-
Bish (eds), Disability, Hate Crime and Violence, Routledge, 2012, p 60 . 

640 Janemaree Maher, Claire Spivakovsky, Jude McCulloch, Jasmine McGowan, Kara Beavis, 
Meredith Lea, Jess Cadwallader & Terese Sands, Australia’s National Research Organisation 
for Women’s Safety Limited (ANROWS), Women, disability and violence: Barriers to accessing 
justice, Final report, Horizons Issue 02, April 2018, p 53 . 

641 Sisters Inside, Human Rights for Aboriginal and Torres Strait Islander Women With Disabilities in 
the Criminal Justice System in Queensland, Submission 72, 2013, p 9 . 

642 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 
being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 68 . 

643 See for example Stefan Johansson, Jan Gulliksen  & Catharina Gustavsson, ‘Disability 
digital divide: the use of the internet, smartphones, computers and tablets among people with 
disabilities in Sweden’, (2021), vol 20, Universal Access in the Information Society, pp 105–120; 
and Elizabeth Mazur, ‘Diverse disabilities and dating online’ in Michelle F. Wright (ed), Identity, 
Sexuality, and Relationships among Emerging Adults in the Digital Age, IGI Global, 2016, pp 
1501–67 . 

644 See Greg Stratton, Anastasia Powell & Robin Cameron, “Crime and Justice in Digital Society: 
Towards a ‘Digital Criminology’?”, (2017), vol 6 (2), International Journal for Crime, Justice and 
Social Democracy, pp 17–33 .

645 Bridget Harris & Delanie Woodlock, for the eSafety Commissioner, ‘For my safety’ Experiences 
of technology-facilitated abuse among women with intellectual disability or cognitive disability, 
eSafety research report, August 2021, pp 9–10 . 

646 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 4 . 

647 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 5 .

648 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 17 . 



524 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

649 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 
being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 63 . 

650 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 13 . 

651 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 34 .

652 Raelene West, Paul Ramcharan & Lee Ann Basser, ‘Apparently we have human rights to health? 
Health and human rights frameworks of people with disabilities in Victoria’, (2017), vol 23 (1), 
Australian Journal of Human Rights, p 34 . 

653 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, p 38 . 

654 Sara Ahmed, Complaint!, Duke University Press, 2021, p 135 . 
655 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 

being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 68 . 

656 See Sara Ahmed, Complaint!, Duke University Press, 2021, p 96 .
657 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 

being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 68 .

658 Sally Robinson, Centre for Children and Young People, Southern Cross University, Feeling safe, 
being safe: What is important to children and young people with disability and high support needs 
about safety in institutional settings?, Research report prepared for the Royal Commission into 
Institutional Responses to Child Sexual Abuse, February 2016, p 68 .

659 Louise Milligan, ‘School left teen with autism outside on a beanbag for a whole term to control 
difficult behaviour’, ABC News Online, ABC News, updated 31 August 2016 . 

660 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 126 . 

661 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 125 . 

662 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 51 . 

663 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 47 . 

664 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, pp 38-39 . 



525Endnotes

665 Senate Community Affairs References Committee, Parliament of Australia, Violence, abuse and 
neglect against people with disability in institutional and residential settings, including the gender 
and age related dimensions, and the particular situation of Aboriginal and Torres Strait Islander 
people with disability, and culturally and linguistically diverse people with disability, November 
2015, p 50 . 

666 Sonali Shah, Lito Tsitsou & Sarah Woodin, ‘Hidden Voices: Disabled Women’s Experiences of 
Violence and Support Over the Life Course’, (2016), vol 22 (10), Violence Against Women,  
p 1203 . 

667 Ryan Thorneycroft, Reimagining Disablist and Ableist Violence as Abjection, Routledge, 2020,  
pp 135-136 . 

668 Paul Ramcharan, Karen Nankervis, Maria Strong & Alan Robertson, for the Office of the Senior 
Practitioner, Experiences of restrictive practices: A view from people with disabilities and family 
carers, Final research report, May 2009, pp 31-32 . 

669 Scott Avery, “Something Stronger”: Truth-telling on hurt and loss, strength and healing, from First 
Nations people with disability, Report prepared for the Royal Commission on the Violence, Abuse, 
Neglect, and Exploitation of People with Disability, October 2020, p 37 . 

670 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the Senate 
Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and Residential 
Settings: Personal Stories and Testimonies Accompanying Document, August 2015, p 17 . 

671 Royal Commission into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final report, vol 7, December 2017, p 142; see also Committee on the 
Rights of Persons with Disabilities, General comment no. 5 (2017) on living independently and 
being included in the community, UN CRPD/C/GC/5, (27 October 2017), 13[72], 15[83]. 

672 Erving Goffman quoted in Royal Commission into Institutional Responses to Child Sexual Abuse, 
Improving institutional responding and reporting, Final report, vol 7, December 2017, pp 142–3 . 

673 NDIS Quality and Safeguards Commission, Activity Report 1 July 2020 to 30 June 2021, 2021 . 
674 See for example, NDIS Quality and Safeguards Commission, Reportable Incidents: Detailed 

Guidance for Registered NDIS Providers, June 2019 .
675 NDIS Quality and Safeguards Commission, Reportable Incidents: Detailed Guidance for 

Registered NDIS Providers, June 2019, p 5 . 
676 See Leanne Dowse, Simone Rowe, Eileen Baldry and Michael Baker, Police responses to people 

with disability, Report prepared for the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, October 2021 .

677 Nirosha Boaden, Disability Royal Commission Systemic and Individual Advocate, Multicultural 
Disability Advocacy Association of NSW Inc, Submission in response to Rights and attitudes 
issues paper, 22 September 2020, ISS .001 .00507_01_0009, p 15 . 

678 Carolyn Frohmader & Therese Sands, Australian Cross Disability Alliance, Submission to the 
Senate Inquiry into Violence, Abuse and Neglect against People with Disability in Institutional and 
Residential Settings: Personal Stories and Testimonies Accompanying Document, August 2015,  
p 3 .

679 Sally Robinson, ‘Safety and harm in school: promoting the perspectives of students with 
intellectual disability’, (2018), vol 18 (1), Journal of Research in Special Educational Needs,  
p 54 .  

680 See ‘Report abuse if you’re a current or former student’, State Government of Victoria, web page, 
17 August 2021 . <www .education .vic .gov .au/about/contact/Pages/reportingabuse .aspx> 

681 Royal Commission into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final report, vol 7, December 2017, p 142; and Committee on the 
Rights of Persons with Disabilities, General comment no. 5 (2017) on living independently and 
being included in the community, UN CRPD/C/GC/5, (27 October 2017), 13[72], 15[83].

682 Royal Commission into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final report, vol 7, December 2017, p 136 .

683 See Mary S Morgan, ‘Recovering tinbergen’, (2019), vol 167 (3), De Economist, pp 283–295; 
see also William A Knudson, ‘The Environment, Energy, and the Tinbergen Rule’, (2009), vol 29 
(4), Bulletin of Science, Technology & Society, pp 308–312 . 



526 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 

684 See Royal Commission into Institutional Responses to Child Sexual Abuse, Improving institutional 
responding and reporting, Final report, vol 7, December 2017, p 199 .

685 Sian A Koskela, B Pettit & Vari M Drennan, ‘The Experiences of People with Mental Health Problems 
who are Victims of Crime with the Police’, (2016), vol 56, The British Journal of Criminology, p 1020 . 

686 Leanne Dowse, Simone Rowe, Eileen Baldry and Michael Baker, Police responses to people 
with disability, Report prepared for the Royal Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, October 2021, p 112 . 



527Endnotes



528 Research Report – Complaint Mechanisms: Reporting Pathways for Violence, Abuse, Neglect and Exploitation 


	_Hlk96259680
	_Hlk96933719
	_Hlk96933816
	_Hlk103689754
	_Hlk102387292
	_Hlk89761386
	_Hlk88390183
	_Hlk89845502
	_Hlk81913025
	_Hlk86733252
	_Hlk103775803
	_Hlk103776863
	_Hlk103779940
	_Hlk96701744
	_Hlk96603527
	_Hlk96609410
	_Hlk96609441
	_Hlk90285460
	_Hlk96611524
	_Hlk88494557
	8spbukdfcegt
	_Hlk96609943
	o50vspwo1p2m
	m2den3uodkcg
	h2m3ew6kjw95
	x3jlmhgfvzz6
	78cjy69ckmec
	qjoxse85qnnf
	fmu0ew70e001
	ijh1tzhuiq1p
	l8jeloknn34i
	77kd1hjwyekn
	q0u314xe95pw
	19iun56nnd5v
	8a0kom2b4uqq
	mwbwb5thleh
	y53c28ffgck
	lhx5htymf4b1
	8vtmdsvpqxf7
	bmhcm87h7odw
	qxpoor9c65jk
	o8b74f1vyulf
	a0peaxz8hpbj
	9lcljw1c72ub
	ig8u5m1nxpkn
	7b8hxcqwvyzt
	t6gwm7emdn04
	_Hlk87450769
	WA
	_Hlk88823738
	_Hlk88823679
	_Hlk88829896
	_Hlk88829470
	_Hlk88829926
	_Hlk88829591
	_Hlk88832190
	_Hlk88837297
	_Hlk88834387
	_Hlk88834408
	_Hlk84761917
	_Hlk83808281
	_Hlk83808550
	_Hlk84763120
	_Hlk84763960
	_Hlk83830417
	_Hlk89350259
	_Hlk89350406
	_Hlk89350350
	_Hlk90376301
	_Hlk89350480
	_Hlk89350717
	_Hlk89244128
	_Hlk89176519
	_Hlk82018977
	_Hlk81921485
	_Hlk81922523
	_Hlk81924012
	_Hlk81924511
	_Hlk25669946
	_Hlk87608145
	_Hlk89765372
	_Hlk89775807
	_Hlk89776177
	_Hlk88473130
	_Hlk88483398
	_Hlk87254396
	_Hlk87023205
	_Hlk88061888
	_Hlk88119047
	_Hlk87256581
	_Hlk87022309
	_Hlk87022639
	_Hlk81913090
	_Hlk81841473
	_Hlk83816327
	_Hlk83817789
	_Hlk83817714
	_Hlk83828196
	_Hlk83825144
	_Hlk88222725
	_Hlk83818077
	_Hlk83818773
	_Hlk83818623
	_Hlk87024732
	_Hlk85447074
	_Hlk85208518
	_Hlk85203778
	_Hlk84425612
	_Hlk85445351
	_Hlk85202883
	_Hlk85444130
	_Hlk85203035
	_Hlk85208560
	_Hlk86223179
	_Hlk86224982
	_Hlk86219395
	_Hlk86221626
	_Hlk86221687
	Introduction
	Methodology

	Acronyms
	Chapter 1: What is a Complaint Mechanism?
	1.1 What is a complaint mechanism?
	1.2 What is complaint?
	1.3 Understanding violence, abuse, neglect and exploitation
	1.4 How are complaint mechanisms related to civil and criminal justice processes through courts and tribunals? 
	1.5 What are the lessons from the Royal Commission into Institutional Responses to Child Sexual Abuse on complaint mechanisms?  
	1.6 Summary


	Chapter 2: Human Rights and Violence Prevention
	2.1 Human rights
	2.2 Human rights and complaints process
	2.3 Violence Prevention
	2.4 Conclusion


	Chapter 3: Justice in Process and Justice in Outcome
	3.1 Justice in Process
	3.2 Justice in Outcome
	3.3 Conclusion


	Chapter 4: Australian Complaint Mechanisms – A Survey
	4.1 The accessibility and inclusiveness of current complaint mechanisms for people with disability
	4.2 Reporting and responding to violence, abuse, neglect and exploitation 
	4.3 Complaints Data
	4.4 International Human Rights Treaty Bodies – Complaints and Monitoring
	4.5 Conclusion


	Chapter 5: Experiences of Complaint: Non-Complaint and Prevented Complaints
	5.1 Non-Complaint
	5.2 Prevented Complaints
	5.3 Conclusion


	Chapter 6: Experiences of Complaint Procedures
	6.1 Disbelief
	6.2 Normalisation of Experiences of Violence
	6.3 ‘Being difficult’ 
	6.4 Poor Communication and ‘Handballing’ of Complaints
	6.5 Improper Procedures and the Criminal Justice System
	6.6 Continued interaction with perpetrators 
	6.7 Adverse Effects
	6.8 ‘Nothing was done about it’
	6.9 Conclusion


	Chapter 7: Experiences of Complaint Outcomes
	7.1 No Tangible Outcome
	7.2 Dissatisfaction with Outcome
	7.3 Perpetrator Moved On
	7.4 Ambivalent Outcomes
	7.5 ‘Lobbying’ for a Just Outcome
	7.6 Adverse Outcomes
	7.7 Conclusion


	Chapter 8: Summary and Conclusions
	8.1 The Structural Drivers of Violence, Abuse, Neglect and Exploitation and the Role of Complaint Mechanisms
	8.2 Complaint Mechanisms and Interaction with the Law, Police and Courts – Equality before the Law and Elimination of Legally Authorised Violence 
	8.3 Improving Existing Complaint Mechanisms: A Focus on Process and Outcome
	8.4 An Independent Complaint Pathway to Respond to Violence, Abuse, Neglect and Exploitation
	8.5 A National Redress Scheme
	8.6 Enhancing the Capacity of Police and Courts
	8.7 Conclusion

	Appendix A: Australian Complaint Mechanism Landscape Table
	Jurisdiction:

	Endnotes




