Can:Do

G‘ OPERATING PROCEDURE
roup
SUBJECT: COMMENDATIONS AND COMPLAINTS
Functional Area Exaculive Document Ref: OP EXE01-02(15)
Applicable From: Reviaions No: vd d1
Policy Statement: | PS EXE01(14) Roviow Dato 2017
REVISION SCHEDULE;
Effective Date Authorised By: Alterations
20022012 Judy Curran Dacument created
Decument re-formalled as par QGualily System template, Updated
05/11/2014 Judy Curran rafarance (o other Gualily documents; Included Health and Community
Services Complaints Commissionar among External Agencies
Addad reference o the CDG Critical Client Incldent Management
Judy Curran Guidalines in line with DCSI requiremants.
1. Scope

This procedura describas the way in which commandations or positive feedback and
complaints are managed at Can:Do Group.

2. Managing Commendations:

2.1. General
Can:Do Group encourages feadback from all ita stakeholders (cliants, families/carars,

atalf and othars), and when commandations are recaived within Can:Do Group the
following procedures will apply;

PROCEDURE RESF FORM / RECORD
1. | Recaipt & When a commendation is received on Expoutive | EXEO01.1
Recording the EXEQ1.1 Commandations and Asslatant | Commaendations &
Complaints Form the recaiving staff Sanior E‘fﬂ”lﬂﬂh'“ Form
IXE01.1

mamber will forward it within 1 working | Manager
day to the Executive Assistant who will
anaura that daetails of the
commandation are recordad in the R
EXEQ1.1 Commandations and
Complaints Registar. After that, the EA
miuat forward it to relevant Senior
Manager within 1 to 3 working day of its
racalpt.

Whan a commandation |8 recelved by
letter, a-mail, phone call or verbally in
parson, the recelving staff membar wil
complete a EXEQT, 1 Commendalions

Commandationa and
Complaints Register

This I8 a controlled dooument. 1t beoomes unoontrollod whaen printad or copled unless manually aigned by the
attheriaing afficer,
hlpfedg-shrpnl-wabisilas/pp/Holicions and Proceduras/OF EXEOQT-02015) Commandailons and Complaints Opamtling
Procadures 20161012, doox Poge 1 of 12
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Communication -
Acknowledgemaent

Communication
= Forwarding &
Racognition

th:t:rdlngT
Document
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Iﬂan Dn l'.'.iruup wubal:tu.

and Complaints Form and forward it
within 1 warking day to the EA who will
record the commandation In the R
EXE0T. 1 Commendations and
Complaints Register within 1 to 3
working day of its receipt and forward it
10 'H'IB ralevant Senior MHHHHHF.

'rhn $mn]nr Manager will, mthin 1
working day of recelpt of &
commandation, advisa tha ralavant line
manager that the commeandation has

Thm rulwnnt Mnnngnr wIII ansure lhui
the commandation 18 Hﬂkﬂﬂwmdﬂﬂﬂ
within & Wﬂl‘Hmﬂ ﬂ&}iﬂ of recaipt (in
writing by letter or amail) and that the
commants will be dealt with in
aceordance with these procadures,
Whaere the parson doas not pravide
detalls that allows Gan:Do Group to
contact him/ her, thera |2 no naad of
ﬂl:kﬁl:lwlﬂdgﬂﬂ‘lﬁl'lt

IThE ralevant Manager will pasa on

details of the commendation to!

= slafl responaible for the action
giving rise to the commeandation,

= other senior staff and the Chiaf
Executive who may advise the Boards
where appropriate,

&« other staff:

« the wider Can:Do Group
community;

as appropriate, giving consideration to
the natura of the commandation.
fMaechanisms usaed to communicate
daetalla of the commendation may
include:

= face to face maeeting(a)

«  mamo, letter or amail

# inclusion in newslelters or on the

The mlwnnl; Mnnngur will record
datalls of communication actions on the
EXEQT. 1 Commaendationa and
Ewr:p;‘umi& Form which, tﬂgﬂthur with

OP EXE01-02(15)
Senior -
Manager
| Relevant | Commandation

Manager Acknowladgemant pro
forma letter

Relevant

Managar

Relevant | EXED11

Manager Commandations &
Complaints Form

Thia is a controlled duuumunt. It huuumn uncontralled whnn prlrltlrl or caplod unioss manually migned by the

authorising offloer,

hittp:#edg-shrpnt-wabisitas/pp/Pollclon and ProcedurasfOr EXE0T-02{15) Commandations and Complainta

Dporating Proceduros 201610712 docx
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OP EXE01-02(15)
Retention the original copy of the commendation,
will be retained by the EA,
5. | Parsonnel Files | Where appropriata, a copy of the Ganaral Parsonnel File

commandation may be Included Inthe | Manager,
parsonnel file(s) of staff responsible for | Group

the action giving rise to the Corporate

commandation, Sarvioss
6. | Review The Chiaf Executive will, at least Chief

annually, report to the Boards on Executive

commandationa recelvad by the

arganisation,

3. Managing Complaints:
Complainia managameant bagin with the ledgement and acknowledgement of a complaint,
and are finalisad at the conclusion of the raview process following the resolution of the
complaint.
3.1. General
Can:Do Group values feadback, whether positive or nagativa, All Can:Do Group
stakeholders can make a complaint about an action, inaction or state of affairs within the
organisation {at no cost to the person making the complaint), All complaints;
will be acknowledged;
will ba treated seriously,
will be managed In a way that reapacts the nead for confidentiality, and complies
with legislated and contractual requirements;
will be aean as an opperiunity to make angeing impravements to the way in which
Can:De Group oparalas,
= will result in feadback to the parson making the complaint about how the
complaint is being managed and the outcome of the complaint,
Whenever neaded and possible, Interpreters will be provided to stakeholdara, particularly
clienta of Can:Do Group, to enaure that a complaint can ba made in a way that ensures
that it can be dealt with in line with these procedures.

L]

3.2, Client Complainta
Any cliant (or family mamber, carér or other parson acting on bahalf of a client) who has a
grisvance or a concern related to service delivery is encouraged to give feadback using
the procedures detalled below,

3.2.1. Assistance with Making a Complaint
Where a client (or family member, carer or other peraon acting on bahalf of a cliant)
has difficulty in making a complaint, the fellowing assistance may ba provided where
appropriate through:

= axplanation of the complaint managemant process,

= asslstance with detalling the complaint (aither varbally or in writing) and whare
tha complaint is made varbally, reading back the documented complaint as

Thin In a controlled document. It becomen uncontrolled when printed or coplod unloss manually slgnod by tho
nuthorising officer,
hitlpMedg-ahipnt-wabfnlloa/pp/Policies and Procedures/OP EXEDT-02(18) Commandations and Camplalnts
Oparating Procodures 207181012 docs Page 3 of 12
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OP EXE01-02(15)

racordad on the EXEQT. 1 Commaendations and Camplaint Form on behalf of
the cliant,
= raferral to external agencies detalled below,

3.2.2. Informal Resolution
Clienta (or family meambear, or other person acting on behalf of a client) are encouraged
to raise a concarn or complaint informally with the relevant Staff member at the earliest
opportunity to try to resalve the problem.
If the lssue s resolvad to the satisfaction of those invalved, the mattar is forwarded to
thia Exacutiva Assiatant who will record it in the R EXE01. 1 Commendations and
Complaints Register, and I8 considerad o be finalisad,

3.2.3, Lodgement of Formal Client Complaints
If a client (or family mamber, carer or other parson acting on bahalfl of a cllent) s not

satisfied with the outcoma of an informal complaint, they can make a formal complaint
to the relevant Staff member or the Executive General Manager Client Services by
aithar:

= making a formal verbal complaint in peraon or h'j" Fhﬂﬁﬂ:

= completing and lodging a EXEQ1. 1 Commaendations and Complaints Form,

= sending an email detailing the complaint; or

= writing a letter with details of the complaint.

All formal complainta recelved by Can:Do Group will be acknowledged in writing or by
amail within 2 werking days, excapl in those cases whara the complainant doean't
provide details about himself/ herself therefore not allowing Can:De Group to contact

him/ her,

3.2.4. Management of Formal Client Complaints within Can:Do Group
The following procedures will ba followad when a formal elient complaint is recelvad.

1.

PROCEDURE 5 FORM/ RECORD
Receipt & When a complaint ia recelved on the Recelving | EXE01.1
Recording EXE01.1 Commendalions and Staff Commendations &

Complaints Form it will be forwarded Exacutive | Gomplaints Form

within 1 working day by the Can:Do Assistant .

Group staff member receiving the Senlor | N EXEO1

Cammandation and

complaint to the Executive Assistant. Manager Complaints Ragister

The EA will then ensura that the full
dataila of the complaint are recorded in
tha R EXEDT. 1 Camplaint Redgistor EXE02.1 Complaint
{(within 1 working day). A specific Managamant Form
EXE021 Complaint Management Form
I8 opanad o record all proceasas

This is a contralled dooumaent. It becomes uncontrolled when printed or copled unless manually nigned by the

nuthorlsing officer.

hitp:edg-shrpnt-wabfsilos/ppPaolicions and Procedures/OF EXE0T-02(18) Commandations and Complainta
Oparating Proosdurss 20751012 docx Fogo 4 of 12
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3.

Communication —
Acknowlodgemant

Asgignment

Initial
Assosamant

FROCEDURE

associated with dealing with the
complaint, All doguments to be
forwarded to the relevant Sanior
Manager,

When a complaint is recelved by letter,
a-mail, phone call or varbally in paraon,
the parson racaiving the complaint will
complate a EXEQT, 1 Commendations
and GW?IJJ’HJ'—‘H-H Faorm on bahall of tha
complainant and forward it within 1
working day to the Executive Assistant
for recording as above, Al documenis
o ba forwarded to the relevant Senior
Manager.

In each caae, the peracn receiving the
complaint will read the contants of the
form back to that parson to ensure that
the complaint has been accurately
documantad,

The Senlor Manager will ensure that
the paraon making the complaint is
advised within 2 working days of receipt
{in writing by latter or amall) that the
complaint has baan recaived and that it
will be dealt with in accordance with
these procedures,

If the complainant doas not provide
dataila that allows Can:Do Group to
contact him/ har, thers is no need of

acknowladgemant,

Tha Sanior Manager will allocate
rasponalbllity for managamant of the
complaint to the relevant Manager.
The relevant Manager will be
responsible for the management of the
complaint, and the documantation in
the EXEQ2.1 Complaints Managemant
Form of the processes undertaken in
managing the complaint,

The relevant Manager will make an
initial assessmaent of the complaint if
Iimmadiate resolution & posaibla [if Yan,
then the issue is resolved, and Phasae 7

RESP

Sanior
Manager

Raelavant
Managar

Ralavant
Managar

FORM/ RECORD

Enmﬁlnlnt
Acknowledgamant
pro farma latter

R EXE01.1
Complainia Reglaler

EXEDQZ.1 Complaint
Managamant Form

EXEDZ. 1 Complaint
Managemant Form

Thin I a controlled document. [t becomes uncentrollod when printed or coplod unloss manually signod by tho

autharising officer,

hilp:Hodg-shipnt-wabfsitea/pp/Policies and Procedurea/OF EXENT-02(15) Commandalians and Complaints

Oparating Procadurs 2016101 2 doex
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5.

Investigation

Reasaolution

Corrective Actlon

Communlcation =

Follow-up

Recording &
Documant

FROCEDURE

i8 undartaken; or if no, then Phasa 5,
Invastigation commanceas.]

If immadiate rasolution 18 nat poasibla,
the relavant Manager will investigate
tha matter further to identify the root
causa and potential corrective actions,

The relevant Manager in conjunction
with hia/ her auparvising managar will
nagotiate the resolution of the
complaint with the person making the
complaint, identifying;

= gorrective actions to be
implamantad

= timaframas for implamentation

In cage tha complainant ia disaatiafiad
with corrective actions proposad, the
Senlor Manager will then escalate the
iggue to the Chiaf Exacutive who will
contact the complainant and dacida
about.

« corrective actions to be
implemented

« o person to conduct the next steps
of thia Procadure

The relevant Manager in conjunction
with his/ har supaervising manager will
allocate responsibility for implamanting
corréctive action(s) and will ansure
thase action{s) are Implemeanted within
agread timaframes,

The relevant Manager will
communicate with the paraon maklﬂﬂ
the complaint:

# (o advise of the status of the
complaint within 14 days of racaipt if
thie complaint is not resolved by that
tima;

= not less than every 3 weeks
theraaftar if the procesas |8 prolongad,
# whan the complaint is reaolvad,
During, and at the conclusion of the
complalnt managamant process, thi

RESP

Ralovant
Managar

Ralavant
Manager
Sanior
Manger
Chief
Exacutive

Ralavani

Managar
and thalr

auparvising
ITEnager

Ralevant
Managaer

Ralavant
Manager

FORM/ RECORD

EXE02.1 Complaint
Management Form

EXEDNZ.1 Complaint
Managamaenl Farm

EXED2 1 Complaint
Managameanl Farm

Gﬁmpinin[ Htlnlula
Update pra farma
listlar,

Complaint Resolution
pra forma letter

EXEDZ 1 Complaint
Managemenl Farm

This Is & controlled documaent. It becomes uncontrollod whon printed or copled unleas manually signed by the

authorlslng offioer,

hitpfedg-ahrpnt-wabfaitos/pp/Policlos and Procedurma/OP EXE0T-02(18) Commandalions and Complainia

Oparating Froceduras 20151012 docx

Pogo 6 of 12
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FPROCEDURE FORM/ REGORD
Ratention ralevant Manager will; R EXE01.1
= record all details of the complaint Commandations and

and the management processes in the Complaints Raglster

EXEQ2 1 Camplaint Management

Form, Sanior

When closed, the Senlor Manager, will | Manager,
forward the EXE0Z 1 Complaint Exacutive
Managoimeant Formn and any athar Agaiatant

relevant documentation to tha
Executive Aasistant who will ensura
that tha fila ia ratainad in a secure
anvironment such that confidentiality s
maintained for a pariod of 5 yaara,

10.| Review The Executive Assistant will undertake | Execulivae
Pﬂfiﬂﬂ'ﬂ reviewsa and analyaes of Asaiatant
Complaint Mﬂﬂﬁﬂﬁﬁ'lﬂﬂf Farms and
Complaint Ragister at least annually
and prepara report(a) for asnior
managamant to inform thea &r“lgﬂil"lg
improvement of Can:Do Group
oparations, Chief
Tha Chief Executiva will, at least Exaculive
annually, raport to the Board on the
complaint management processes In
tha organisation,

Whara a camplaint is mada about the actions or decisions of the Exasoutive Asslstant
or mambars of Senior Management Team, that complaint will be forwardad to the
Chief Executive who will take responsibllity for all activities as outlined above,

Whare a complaint ia made aboul the actions or decisions of the Chiaf Executive, that
complaint will ba forwarded to the Chief Executive and Chairman of tha Board
respectively, who will take responsibility for the relavant activities as aullined above.

3.2.5. External Agencies
If a client (or family member, carer or other person acting on behalf of a cliant) is not

satisfied with the way in which a formal complaint ia handled at Can:De Greup, thay
can contact any of the following external agaencies for assistance or to taka further
action:

+ Haalth and Community Sarvices Complaints Commissioner

= [iaabllity Information & Resource Centra,

«  MALSEA (Advocacy, Disabllity and Multiculturalism);

« Equal Opportunity Commission;

Thia I a controlled décumant. It becomens uncantrolled when printod or copled unless manually signed by the
authorising officer.
httpdfodg-shrpni-webfsitea/pp/Policlos and Proceduma/OF EXE0-02(18) Commandations and Complalnts
Oparating Procedums 20181012 docx Page ¥ of12
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= Disability Complaints Service Ine,

= Disability Action Ing,

+ |ndepandant Advocacy SA Ing;

« Health Ombudsman;

= Parent Advocaay,

= Department of Education

= Department for Communities and Social Inclusion
= Human Rights Commission

The Can:Do Group has developed the Critical Client Incident Management Guidelines
(avallable from Fishnet) in line with DCSI requiremants. Should it be necessary, the
guldelines must be adherad to in order to ansuré a client's complaint is adaguataly dealt
with,

3.3, Staff Complaints
Can:Do Group stafl have the opportunity to make a complaint if they feel aggriaved or are

dissatisfied with an element of their employmeant or if they believe that aspacts of sarvice
delivery or other opaerations of the organisation are inappropriate.

The way in which stalf complainta are managed ia depandant on the nature of the
complaint and PS HC01{13) Our People Management Principles Policy must be followad,

3.4, Other Complaints
If a stakeholdar other than a client (or family member, carer or other parson acting on

bahalf of a l:"l.'ll'il} or a stafl mambar makas a complaint about an aspeact of the ﬂﬂﬂfﬂﬂﬂﬂ
or activities of Can:Do Group, the following procedures apply:

3.4.1. Informal Resolution
Stakeholdars are encouragad to raise a concarn or complaint Infarmally with the

relevant staff member to try to resolve the prablam.

If tha laaua i reacivad to the satisfaction of the stakeholdar, the matter is forwardad to
the Executive Assistant who will record it In the Commendations and R EXEQ1.1
Complaints Register, and is cansiderad to ba finalised.

3.4.2. Lodgoment of Formal Stakeholder Complaints
If a stakeholder (olher than a client or family membar, carer or other paraon acting on

behalf of a client) or staff member is not satisfied with the outcome of an informal
complaint, they can make a formal complaint to a member of the management team by
aithar:

= making & formal varbal complaint In person or by phone;

= complating and lodging a Commendations and Complaints form,

= sonding an email detailing the complaint;

= writing a letter with details of the complaint.
All formal complaints recelved by Can:Do Group will be acknowladged in writing or by
amail within 2 working daysa, except In those cases where the complainant fails to

Thila & a controlled dooument. 1t beoomes uncontralled when printed or coplod unless manually signed by the
niithorising offioor.
hitp:fodg-shrpnt-wabfsites/ppPolicion and ProcoduressfOPF EXE01-02{18) Commandaliona and Gomplainta
Oparating Procadures 20161012 doox Faogo 0 of 12
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provide details about himaall/hersalf, therefore not allowing Can:Do Group to make
cantact.

3.4.3. Management of Formal Stakeholder Complainta within Can:Do

Group
The fallowing procedures will be followed when a formal stakeholder complaint is
racalvad:
PROCGEDURE o FORM /
RECORD
1. | Recaipt & Whan a complaint is received on the Executive R EXEQ1.1
Recording EXEQ1,1 Commandations and Asalatant Commandation and
Complaints Form it will be forwarded | Senior Complaint Register
within 1 warking day by the Can:Do Manager | EXEQZ.1 Compiaint

Group staff member recelving the Management Form

complaint to the Executlive Asaistant.
The EA will than ensure that the full
detalls of the complaint are recordaed in
the /R EXECT. 1 Complaint Ragister
{within 1 working day). A spacific
EXEQ2.1 Complaint Managemaent Form
18 apanad to record all processsas
associated with dealing with the
complaint. All doocuments to be
forwarded to the relavant Sanior
Manager,

Whan a complaint is received by letter,
e=mail, phone call or verbally In paraon,
the person receiving the complaint will
complete a EXEOT. 1 Cornmeandalions
and Complaints Form on bahalf of the
complainant and foraard it within 1
working day to the Executive Assistant
for recording as above, All documaentsa
to be forwarded to the relevant Senior
Managar.

In sach case, the parson recelving the
complaint will read the contentsa of the
form back to that paraon o ansura that
the camplaint has been acourately

documented,
2, | Communication = | The Senior Manager will ensure that Sanlor Complaint
Acknowledgement | the person making the complaint |s Manager | Acknowledgamant
advised within 2 working days of recaipt pro forma letter

{in writing or by amail) that the

Thin in a contralled document, It bocomos uncontrollod when printed or aopled unloss manually signed by the
authorising officer.
hitp:fedg-ahipni-webfaileafpPaliclos and Pracedures/OF EXT01-02{15) Commendalions and Complalila
Oipariating Procadiurms 20181012 docx Fage 9 of 12
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3I

a.

EI

Aasignmae I'I'I

Initial
Assassmant

Investigation

Rosolution

qaunn nnd pntuntinl anrqi:Hvu nntlnnu

complaint has baen received and that it
will ba dealt with In accordance with
theaa proceduras,

If the complainant does not pravida
detalls that allows Can:Do Group to
contact him/ her, thera ia no nead of
nchnnwtudgumunt.

Tha Sanior Managar will allocats
I‘EElj:lll‘.'hl'l'tl.":li"’.'bdI far managam&nl of tha
complaint to a Manager, but will retain
reaponaibility for ovaraight of thi
t-ﬁr'l‘llplﬂir'll ﬂ‘iﬂl‘lﬁﬂﬂl‘ﬂﬂr‘ll procass,

The relevant Manager will be
responsible for the managemaent of the
mmplaiht, and the documantation in
the EXE02. 1 Complaint Management
Form of the processes undertaken In
mﬂﬂﬂﬂ"“lﬂ the complaint.

The relavant Manager will make an
initial assessmant of the complaint to
datermine:

« il immediate resolution |s posaible
[if yas, then the issue is resolved, and
Phase 7 s undertaken, or if no, then
Phase §, Investigation commences.

If immadiate resolution Is not pi:::-!lblu
the ralavant Manager will investigate
the matter further to idantify the root

Manager,

Sanior

Manager

; Ralevant

Managar

Ruluunnt
Manager

Relavant
Manager,

Thh I‘Elﬂwll'l'l Mﬂr‘lﬂﬁﬂf iﬁ L‘;ﬂf‘ljt.lﬂﬂiﬂﬁ
with the Senior Manager will negotiate
the resolution of the complaint with the
person making tha complaint,
identifying:

# corractive actions to ba
implemented

= timeframes for implamentation

In case the complainant is dissatisfied
with corrective actiona pmpuaadl tha
Saniar MEI'IE#&I' will than aacalala tha
imsue to the Chief Executive who will
contact the complainant and decide
about:

= corrective actiona to he
ir'l'ip|&rl“|!lr‘ltﬁﬂ

Thin In o contrallad decumant. 1L becames uncontrolled whon printed or coplod unless manually signoed by tho

authorining officer,

Senior

Manager

R EXE01.1

Commandation and

Complaint Reglater
EXE02.1 Complaint

Managaimant Form

Complaint

Managamant
Form

Complaint

Managamant
Form

Complaint
Managemant
Form

hitp edg-ahipnl-wab/slesfppPolioles and Proceduras/OP EXED-02(18) Commandations and Complalnis
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10.

Corroctive
Action

Communication

- Follow-up

H-l'i:ﬂfdlﬂﬂ &
Documant

Ratantion

Review

= A parson to conduct the nexl steps

of this Procedure

The Senior Manager will ensure that
agread corrective action(s) are

implmmmntmd wlthtn agreed timeframes.

The relevant Managw will communicate
with the paraon making the complaint:

« to advise of the status of the
complaint within 14 days of raceipt If
tha complaint is not resolved by that
time;

= not less that avery 3 wasks
thereafter if the process is prolonged;

+« when the complaint s resolved,

-Dl.lring. and at the conclusion i;l-f tha

complaint management process, the
ralavant Mﬂnﬂﬂﬂl‘ will:

= record all detalls of the complaint
and the managamant processes in the
EXE01.1 Complaint Managamant
Form;

&

When closed, the Sanior Manager will
forward the EXEQT. 1 Complaint
Management Form and any othar
relevant documentation to the
Executive Assistant who will ensure
that the fils is retained in 8 secure
anvironment such that capfidentiality ia
maintalnad Tm' a pariod of 5 yuuru

The Exunu’clw Assistant will undertake
pariodic reviews and HI‘IEIH‘EHE of
EXEQZ. 1 Complaint Managoment Form
and R EXEQ1,1 Complaint Register at
lmast annually and prepare report(s) for
Exacutive Management to inform the
ongoing improvement of Can:Do Group
operations, The Chiel Executive will, at
laast EHI‘IUHW, F!lf.‘nli‘lr"l to the Board on
the complaint management processes
in the organisation,

OP EXE01-02(15)
Saniar Complaint
MHHEE\EI’ Managamant

Fm‘l‘n

Relavant

| Complaint Status

Manager Update pro forma
lmttar,
Complaint
Resolution pro
forma latter

Ralavant Complaint

Manager | Managaemant
Farm
Complaint
Ragister

Sanior

Manager,

Exocutive

Aaslatant

Exacutive

Ansistant

Chiaf

Exacutive

This is a eontrolled document, It bocomes uncontrolled when printed or copled unless manually algned by the

authorislng officer.
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4. Related documents:
s PS5 EXE01(14) Board and Governance Policy Statement

5. Consequential documents:
« EXED1.1 Commendationa and Complainta Form

«  EXE021 Complaint Management Form
+ R EXED01.1 Commandation and Complaint Reglster

APPROVED BY CHIEF EXECUTIVE
This Operating Procedure supersades all other Procedures ralating Commandations and Complainta othar than

thosa specified in this dooumaent and is applicable across the Can:Do Group from the date balow,
Paosition

"[I‘I'Ill

Appravad By e

Judy Curran Chief Executive

This s a eonirolled dooument. 1t bsoomss unoontralled whoen printed or coplod unloss manually mignod by tho
athorlalng afflasr.
hitp: Hodig-shrpnt-wiahfsies/pp/Pollclos and Proceduros/OF EXEQ1-02(15) Commandalions and Complalita
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