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1.9 ISSUE RESOLUTION

Managers and team leaders must attempt to resolve health and safety issues as quickly and as close
to the source of the issue as possible. Managers leading the issue resolution process are
encouraged, where necessary, to seek appropriate internal or external technical advice to support the
process to a successful outcome. The time and resources allocated to issue resolution should be
proportionate to the level of risk.

The issue resolution process must be endorsed by the health and safety committees on behalf of
employees. This process will be used when workplace stakeholders do not agree on the approach to
managing a specific health and safety issue.

The issue resolution process will be communicated to workers and others through induction and
posted on site noticeboards.

The Issue Resolution Process

The preferred forum for resolution of health and safety issues is, in order of preference:
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1. Workers and others who identify issues should attempt to rectify them with the aid of their
team leader.

2. If the issue cannot be resolved within the team it should be referred to the manager who
should record the issue in the corrective action register and then work with the team to rectify
the issue.

3. If the issue remains unresolved, the manager should work with the elected health and safety
representative, if there is one, to resolve the issue.

4. |If the issue still remains unresolved, it should be referred to the health and safety committee
who should work in consultation with the affected workgroup and manager to resolve the
issue.

5. If the committee cannot resolve the issue, it should be referred to the Executive Group and
the Health and Safety Manager for advice.

6. As afinal resort, if resolution has not been reached the Executive Group and Health and
Safety Manager should seek assistance from the local regulator to reach agreement and
resolve the issue. The solution reached with the regulator should be taken on by all
stakeholders.

When resolution has been reached, all affected workers and others must receive notification and if
relevant re-training prior to its implementation.

Where an issue is protracted for any reason, the individual(s) involved must be informed of its
progress. At each escalation point, the manager responsible for the area must document the process
to record all dates of discussions and meetings and decisions made.
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ISSUE RESOLUTION - NDIS RELATED

What to do when you receive a complaint
All organisations that deal with NDIS customers must be open to receiving feedback and complaints.

Even if the complaint could not be fully resolved, it is critical that the person who made the complaint
feels that they have been listened to; that their opinion is valued; and that VEHICLE ACCESS
SOLUTIONS do everything they can to address their concerns.

How to respond to a complaint

In responding to a complaint, the Four A’s of successful resolution is a useful approach developed by
the Victorian Disability Services Commissioner in their booklet ‘Everything you wanted to know

about complaints...”:

http://www.odsc.vic.gov.au/wp-content/uploads/Booklet everything youwantedtoknow .pdf

This approach recognises that people who make a complaint are generally seeking one or more of
these four outcomes:

e Acknowledgment
e Answers

e Action

¢ Apology

Acknowledgement

In many ways this is the most important step as it sets the tone for the rest of the process. Making a
complaint can be difficult for people. It is important that people feel that their concerns have been
understood and that the impact on them is recognised. NDIS Quality and Safeguards Commission 15
Acknowledgment can include:

e genuinely listening to the person without interrupting

e empathising

e making sure the person feels comfortable talking to you, and being aware of whether you
o are feeling defensive and how this may be perceived

e acknowledging how the situation has affected the person

o rectifying by asking the person what a good outcome would look like for them, and

¢ notifying the person regularly and promptly of the steps that will be taken in response to
o their complaint, ensuring commitments aren’t made that can’t be fulfilled.

Answers

People want to know why something has or has not happened, or why a decision was made. People
need to understand what has happened in order to better understand how they can move on to
resolving their concern. Answers should include a clear explanation that is relevant to the concern
raised but ONLY if you know the facts.
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Actions

People want VEHICLE ACCESS SOLUTIONS to fix or take steps to address their concerns. Where
appropriate, the site manager will keep the person involved in the resolution process. We will keep the
person informed on the progress of the complaint, including any action/s taken. We will do our best to
do this in a fair way and will do our best to resolve their complaint within 21 business days.
Sometimes we may not be able to fix an issue raised, but we will do our best to initiate actions to
prevent it from happening again. Taking action to prevent recurrence may validate the concern for the
person making the complaint. A good way to approach actions is to use an action plan, which
includes:

e what will be done
e whowilldoit
¢ when it will be done by

e how the progress of the complaint and outcomes will be communicated to the person making
the complaint and the participant, and

¢ how the progress of the complaint actions and implementation will be oversighted.

The action plan may be formulated with the person who raised the complaint and any participant
affected by an issue raised in the complaint. It is important to follow up with the person who
made the complaint, and any affected participant, to make sure they are satisfied with the actions
being undertaken, and that the actions relate appropriately to their concerns. This is also a good

opportunity to seek the person’s feedback on the complaint resolution process.

Apology

An apology may be part of, or the sole outcome a person is seeking when they make a complaint.
The site manger should provide the apology and the appropriate form of the apology. A genuine
apology can be a meaningful step, however a poorly provided apology can make the situation worse.
An apology should often come from the person complained about, as well as a more senior member
of the organisation, in order for the person complaining to be satisfied that their concerns were

taken seriously. NDIS Quality and Safeguards Commission 16

When providing an apology, it is helpful to consider:

e timeliness

e sincerity

e being specific and to the point

e accepting responsibility for what occurred and the impacts caused

e explaining the circumstances and causes (without making excuses), and
e summarising key actions agreed to as a result of the complaint.

A genuine and timely apology is a powerful healing force and a way to separate the past from the

future, to put things to rest and get on with any agreed new arrangements.
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After a complaint has been dealt with

After a complaint has been dealt with, ensure that the person who made the complaint is contacted
for feedback around the finalisation of their complaint. This will be done by the manager.

Feedback and Complaints
NDIA Complaints and Feedback Forms

The National Disability Insurance Agency has online complaints and feedback forms. Use this link
online feedback form to provide feedback to the NDIA.

All complaints can be sent to:

ndis@avagroup.net.au or the State Manager can be phoned via 1300 827 827.

A hard copy complaints form (including anonymous complaints) is available for the submission of a
complaint to the NDIA. A copy of this form is available from your manager or via this link:

Complaint form (DOCX 1.4MB)

Complaint form (PDF 576KB)

When complete, return the complaints and/or feedback form to your manager, who will submit the
form to the NDIA (including any anonymous complaints form):

e email form to: feedback@ndis.gov.au

e post form to: National Disability Insurance Agency, GPO Box 700, Canberra ACT 2601

e drop the form off at any National Disability Insurance Scheme office.

Where preferred, anonymous complaints can be forwarded directly to the VEHICLE ACCESS
SOLUTIONS General Manager for actioning. Email: ndis@avagroup.net.au or 1300 827 827.

All complaints are to be recorded and tracked in the VEHICLE ACCESS SOLUTIONS, NDIS
Complaints and Corrective Actions Register. This register will be monitored and updated by the
VEHICLE ACCESS SOLUTIONS site manager.

All records must be kept for 7 years from the date the record was made.

Participant Communications

If a participant wishes to view VEHICLE ACEESS SOLUTIONS a copy of our participant
complaints/feedback process then they can apply through the site manager to receive a copy.

Applications can be made via email: ndis@avagroup.net.au or phone 1300 827 827.

It is intended that this be available through our website over the next 3 months.

All participants are able to phone 1300 827 827 and ask how to submit an anonymous complaint or
directly ask to speak to the General Manager.
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