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[bookmark: _Toc518981420][bookmark: _Toc235777514]Policy Statement
[bookmark: _Toc197349318][bookmark: _Toc197355394]The Customer Feedback Management Policy (Policy) outlines the principles for managing non-custodial feedback provided to the Department of Justice (the Department) ensuring compliance with statutory and legislative obligations and to align with the National Principles for Child Safe Organisations (National Principles).

[bookmark: _Toc197349319][bookmark: _Toc197355395]The Policy provides for the effective, efficient and fair management of feedback, and that the feedback provided is used to deliver ongoing quality improvements to the services the Department provides.

[bookmark: _Toc518981422]The Policy supports the Ombudsman WA Guidelines, The principles of effective complaint handling.

Customer focus: The organisation is committed to effective complaints handling and values feedback through complaints.
Visibility: Information about how and where to complain is well publicised to customers, staff and other interested parties. 
Accessibility: The process for making a complaint and investigating it is easy for complainants to access and understand. 
Responsiveness: Complaints are acknowledged promptly, addressed according to urgency, and the complainant is kept informed throughout the process. 
Objectivity and fairness: Complaints are dealt with in an equitable, objective and unbiased manner. This will help ensure the complaint handling process is fair and reasonable. Unreasonable complainants are not allowed to become a burden. 
Confidentiality: Personal information related to complaints is kept confidential.
Remedy: If a complaint is upheld, the organisation provides a remedy.
Review: There are opportunities for internal and external review and/or appeal about the organisation’s response to the complaint, and complainants are informed about these avenues. 
Accountability: Accountabilities for complaint handling are clearly established, and complaints and responses to them are monitored and reported to management and other stakeholders. 
Continuous Improvement: Complaints are a source of improvement for organisations.

In addition to this Policy, the Department’s feedback process has been developed for managing feedback from or on behalf of a person under the age of 18 and aligns to the Department’s Child Safety and Wellbeing Policy and Reporting Concerns for the Wellbeing of a Child Procedures.
[bookmark: _Toc518981424][bookmark: _Toc235777515]Scope
[bookmark: _Toc2088490][bookmark: _Toc197349321][bookmark: _Toc197355397][bookmark: _Toc518981425][bookmark: _Toc235777516]In scope
This policy applies to all Departmental employees, including volunteers and those seconded into the Department, for the management of feedback (complaint, compliment or suggestion) in relation to a service provided to the public by the following business areas:
Corporate Services
Court and Tribunal Services* (See 2.1 for exemptions)
Office of the Public Advocate
Registry of Births, Deaths and Marriages.

Feedback may be received in person, via email or telephone, or the Customer Feedback Management System (CFMS).
[bookmark: _Toc235777517]Out of Scope
This policy does not apply to:
General enquires relating to a service provided by the business area. 
Feedback relating to and for prisoners or relating to custodial matters managed via the Department’s ACCESS feedback system, Feedback to Corrective Services, Department of Justice.
Feedback related to administrative law, appeal decisions or judicial decisions. 
Feedback regarding matters directly related to purchasing and contracting for goods and services. A separate dispute resolution process exists for this feedback via the Department of Housing and Works Feedback Manager.
Internal Departmental matters relating to suspected misconduct, breaches of the Code of Conduct and/or criminal activity or complaints pertaining to conflict, grievances, bullying and harassment. These issues are covered by the Department’s existing statutory processes and should be managed as per the Department’s processes and policies. See Make a complaint or referral available to current employees only. Submissions related to allegations of suspected misconduct by Departmental employees will be closed in CFMS and submitted to the Department’s Professional Standards branch.
Matters raised to a Minister and/or the Attorney General. These matters will be managed independently through their respective offices and correspondence processes.
Feedback regarding public interest disclosures. These are governed by specific legislation relating to Public Interest Disclosures.
[bookmark: _Toc235777518]Definitions
	Term
	Definition

	ACCESS
	Feedback system used by the Corrective Services division for managing complaints, compliments and suggestions for and related to prisoners and offenders state-wide.

	CFMS
	Customer Feedback Management System (CFMS) used by the Department to capture feedback received about the services provided to the Public; including all documentation, software and hardware used by the Department to manage non-custodial feedback. 

	Children and 
Young People
	Individuals under 18 years of age.

	Complaint
	A complaint is an “expression of dissatisfaction made to or about an organisation, related to its products, services, staff or the handling of a complaint, where a response or resolution is explicitly or implicitly expected or legally required. 
As per the Australian and New Zealand Standard – Guidelines of complaint management in organisations (AS/NZS 10002:2014).

	Complainant 
	The member of the public making the complaint.

	Culturally Safe
	Awareness and respect of all cultures.

	Customer
	Member of the public who utilises the Department’s services and submits feedback.

	Feedback
	Complaint, compliment or suggestion provided to the Department via the CFMS portal, email or by telephone.

	PCSD
	People Culture and Standards Division. The Division responsible for the Professional Standards business area and the Department’s Code of Conduct.



[bookmark: _Hlk197345846][bookmark: _Toc235777519]Policy Principles
[bookmark: _Toc2088494][bookmark: _Toc197349326][bookmark: _Toc197355402][bookmark: _Toc518981427]The Department actively supports the commitment made by the Department of the Premier and Cabinet (DPC) to all Western Australians to improve the standard of complaints handling across all Government agencies. 
[bookmark: _Toc197349327][bookmark: _Toc197355403]The Department remains compliant with the Australian Standard Customer Satisfaction Guidelines for Complaints Handling in Organisations (AS/NZS 10002:2014).
[bookmark: _Toc197349328][bookmark: _Toc197355404][bookmark: _Hlk197350257]The Department adheres to the Child Safe National Principle 6: Processes to respond to complaints and concerns are child focused.
[bookmark: _Toc197349329][bookmark: _Toc197355405]The Department provides clear information on its website about how and where to submit feedback and how it will be managed, including child friendly and disability accessible formats.
[bookmark: _Toc197349330][bookmark: _Toc197355406]The Department provides reasonable assistance to people with special needs to provide feedback.
[bookmark: _Toc197349331][bookmark: _Toc197355407]All feedback is managed objectively and fairly; customers are treated seriously and respectfully; and all processes to resolve feedback are culturally safe.
[bookmark: _Toc197349332][bookmark: _Toc197355408]Record and report feedback in accordance with relevant legislative and other requirements, including privacy legislation.
[bookmark: _Toc197349334][bookmark: _Toc197355409][bookmark: _Toc2088499]The Department recognises, and addresses feedback provided anonymously, or through a third party in the same manner as those submitted by an identified customer.
Where a customer is not satisfied with the feedback response provided by the Department, the customer will be advised they can raise the matter with the Ombudsman WA.  
[bookmark: _Toc235777520]Managing Personal Information
To assist in adequately addressing submissions to the CFMS, the Department may require personal information. The collection, use, and disclosure of personal and sensitive personal information is done in line with the Privacy and Responsible Information Sharing Act 2024 and the Department’s Information Privacy Statement. The information collected may be used in the form of statistical data to enable us to capture the needs of our clients and for service improvements. More information on privacy, security and data collation is available on the Western Australian Government website: Privacy | Western Australian Government, as well as the Department’s website.
When examining the feedback, it may be necessary for the Department to seek information from other staff members and/or business areas of the Department. If members of the public wish to remain anonymous, this must be stated when lodging the matter. 
Feedback submitted to CFMS can be submitted anonymously or treated in confidence however, this may limit the Department’s ability to examine or resolve any concerns raised. If this is the case, and where possible, a staff member will contact the customer to discuss the issue before taking further action.
[bookmark: _Toc235777521]Timeframes and Customer Communications 
The Department will aim to respond to feedback as soon as possible:
For standard in scope feedback, the Department will aim to provide the customer with a response within 10 working days.
In scope feedback deemed complex will be assessed on an individual basis and the customer advised of the extended period.
If the customer has provided a valid email address, the Responding Officer will contact the customer to:
Advise of the complexity rating and extended timeframe.
Advise of any changes to response timeframes for all submissions at the earliest convenience and provide a justification for the delay. 
Where a customer has provided a telephone contact number but not a valid email address, the Department will be limited to the information that can be provided in the response.
Where a customer has submitted anonymously or has not provided valid contact details, it must be managed in line with the Policy and treated as feedback.
Where feedback has been submitted on behalf of a customer, the Department may require additional evidence and/or approval from the person the feedback is on behalf of prior to providing a response. The feedback will still be managed in line with the Policy.

[bookmark: _Toc235777522]Responsibilities
	System user group
	Responsibility 

	CFMS
Administrator 
	Departmental compliance on the management of non-custodial feedback in line with all policies and Departmental processes including record keeping, system users, disability and National Principle 6.
Providing and managing the CFMS access and removal of access for Divisional Heads, Delegated Officers and Business Leads. 
Policy, documentation and communications.
System vendor liaison and contract management.
Departmental feedback reporting, including the Corporate Executive Committee, Annual Report, Audit requirements, external agency reporting and ministerial responses. Liaise with Corrective Services as required for ACCESS data and Public Trustee for Divisional feedback data.
Ownership of CFMS in the Department’s Risk Register and Business Continuity Plan.
Reallocation of submissions to PCSD. 
Escalation point for CFMS Coordinator.
Divisional head liaison.

	CFMS
Business Lead
	Feedback is reviewed and allocated to a Responding Officer and managed in line with the policy. 
[bookmark: _Hlk199163002]Feedback is reviewed and closed once managed by the Responding Officer.
Providing and managing the CFMS access and removal of access for Divisional Responding Officers.
Compliance of the Department’s mandatory National Principles training for all Divisional system users.

	CFMS
Coordinator 
	Review and allocation of feedback received by email to CFMS@justice.wa.gov.au.
Receive and allocate feedback provided to the CFMS telephone line (08) 9264 6270.
Child Protection Reporting as required for submissions received by email or telephone and redirected to PCSD to manage.
Advising Business Leads of Child Protection Reporting for submissions received by email or telephone and allocated to Business Areas to manage.
Review of submissions from children and young people under 18.  
Allocating under 18 submissions to business areas.
Business area liaison and support.
Assisting with Departmental reporting.

	CFMS
Divisional Head and Delegated Officer
	Policy implementation within their Division.
Divisional compliance. 
Divisional feedback is monitored via the reporting functions available and is used to implement business improvements.

	CFMS
Responding Officer
	Feedback is responded to in line with the Policy. The customer is notified of extended complex timeframes on allocation and any changes to timeframes at the earliest convenience where a valid email address has been provided. 


[bookmark: _Toc518981431][bookmark: _Toc235777523]References
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