IRKBRAE

Retirement Living and Aged Care

Complaint and dispute resolution policy

All residents of Retirement Living at Kirkbrae are encouraged to raise concerns at any time,
whether informally or through a formal process, without fear of retaliation. Complaints may be
made verbally or in writing and will be handled in a cooperative and respectful manner.
Kirkbrae is committed to a proactive, people centred approach welcoming and responding to
feedback and complaints.

All staff who have direct contact with residents in Retirement Living, will receive education on
the complaint management process and will be trained to meet their responsibilities in the

effective and efficient management of any complaints that they may receive.

All complaints are treated with the utmost confidentiality and privacy.

A Complaint is the reporting by a resident of an issue, problem or grievance that is affecting their quality
of life at Kirkbrae Presbyterian Homes. It may relate to behaviour (an action or a failure to act) and/or
the physical environment.

A complaint can be made:

In person to the Chief Executive Officer, Retirement Living Manager or any appropriate staff
member.

In a written letter.

On an ILU Opportunity for Improvement (OFI) Form.

To a member of the Residents Committee.

*The form is available from Reception during normal business hours Monday — Friday 9.00am — 5.00pm
excluding Public Holidays), the Community Hall or from a member of the Residents” Committee.

You are encouraged to discuss your concern with the Retirement Living Manager (or the Chief Executive
Officer) by making an appointment during normal business hours.

Procedure

At the time the complaint is received, the Retirement Living Manager or delegate shall:

Attempt to resolve the matter to the satisfaction of the residents at the point of service and at
the time the complaint was made.

Encourage the resident to complete the Opportunity to Improve form.

Complete a form on behalf of the resident indicating a complaint has been received and any
immediate action taken to resolve the complaint.
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All complaints and disputes are:

Acknowledged upon receipt and recorded in the “Complaints and Disputes Master File.”
Addressed with the aim of resolution within 72 hours, with the outcome communicated to the
complainant. If the matter cannot be resolved within this timeframe, the delay will be
documented, and the matter will continue to be progressed. Communication may be provided
by email or telephone and must be recorded in the residents’ file on Village Master.

Responded to in an efficient and timely manner, commensurate with the urgency and nature of
the complaint.

An opportunity to improve and will be logged on to the Village Master Continuous Improvement
Plan.

Reviewed by Kirkbrae Management who may decide that further action is required, or a policy &
procedures review may be necessary depending on the nature of the complaint/s.

Managed in a way that does not compromise the rights of residents and staff to work and live in
a safe environment free from harassment and intimidation.

Handled with appropriate consent, where disputes between residents require consent from both
parties, and complaints against management require the consent of the complainant.
Investigated thoroughly to ensure all relevant facts and issues are identified, with the principles
of natural justice applied to all parties.

Kept open until fully resolved, with all actions, information, and procedures documented. Copies
of all related documentation will be placed in the relevant resident file(s) on Village Master.
Reported in a de-identified format at the Residents’ Annual General Meeting, including
outcomes and actions taken.

Escalated where necessary, with serious formal complaints referred to the CEO and, if required,
to the Board of Management.

Closed by the Retirement Living Manager once the complaint has been resolved to the
satisfaction of all parties.

Referred, if unresolved to the satisfaction of all parties, to an independent external agency of the
complainant’s choice, such as:

Consumer Affairs Victoria

Victorian Consumer and Business Centre
113 Exhibition Street, Melbourne

Phone Helpline 1300 55 81 81
consumer.vic.gov.au
consumer@justice.vic.gov.au

Victorian Civil & Administrative Claims Tribunal (VCAT)
Phone Helpline 1300 01 8228
vcat.vic.gov.au

Seniors Information Victoria
247 Flinders Lane Melbourne
Phone Helpline 1300 135 090
cotavic.org.au/seniors
askcota@cotavic.org.au

Residents of Retirement Villages Victoria
Phone Helpline 03 9015 8402
rrvv@gmail.com
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