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HCA Customer Complaints Flowchart
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Integrity, Collaboration, Value, Innovative, Accessibility and Sustainability
are the values that underpin all of our services and relationships.

Statement Details

Complaint/Grievance Raised ved
(By Customer, Advocate or Other Person) Resolve
Step 1
Case Manager responds to complaint by resolving or advising P
the complaintant of the complaints prceedure documenting the
complaint and reporting to the operations manager
Step 2
Operations Manager liases with the Case Manager and Resolved
facilitiates dialogue with the customer or nominated person in
relation to resolving the complaint
Step 3
The Customer submits a formal complaint with any supporting R
documents or evidence to the Operations Manager whom
investigates and provdes a response to the complaintant
Step 4
Complaint referred to the General Manager of Community Care Resolved
to assess information available and decide on actions required

References and related policies

The following HCA Policies should be read in conjunction with the following customer statements, management
standards or policies;

o HCA Disability Services Standard 4- Feedback & Complaints



