

Standards for Community Services                            Standard 5 (Feedback and complaints)

	<<Insert name of organisation>>

	Policy: Feedback 


	Policy number:                                                    Date adopted:

	Authorised by:

	Date last reviewed:


	Reviewed by<<Insert name of officer, position title>>
	Date of next review:


Refer to Section 6 below for information on the process for policy review.
	Policy context: This policy relates to:

	Queensland Standards for Community Services


	Standard 5 (Feedback and complaints)

	Other standards
	<<Insert other accreditation systems that apply>>

	Legislation or other requirements
	<<Insert legislation that applies>>


1. Purpose: Why do we have a feedback policy?

Feedback mechanisms are the starting point for the active engagement and participation of our clients and stakeholders in our service, leading to open and honest communication. Encouraging feedback provides an opportunity for people to praise or criticise our service. Feedback enables our staff and management to have insight into the experience of our clients and stakeholders. Feedback assists us to deliver appropriate and effective services and is an opportunity to continuously improve our services.
2. Scope

This policy will apply to <<Indicate which clients, services, stakeholders and staff the policy will apply to>>

 FORMTEXT 
 <<Are there any limits or conditions on the way the policy applies to some people?>> 

Refer to section 2 of the feedback policy template guide for questions to consider when customising this section.
3. Policy statement: Our commitment

<<Insert organisation name>> is committed to listening to people using our service. We take on feedback, both positive and negative, as a source of ideas for improving our services and other activities. Specifically, we will:

· <<What actions will your organisation take to implement this policy? List them below>>
Your organisation may wish to develop its own policy statement. Otherwise, refer to section 3 of the  feedback policy template guide for examples to consider when customising this section.
4. Procedures

Your organisation may wish to develop its own statements about its procedures. Otherwise, refer to section 4 of the feedback policy template guide for examples to consider when customising this section.
4.1 Information about service culture, standards and client rights and responsibilities

Service culture, standards and client rights and responsibilities are documented in: 

· the client charter <<Insert relevant information about the client charter>>
· a service contract that is negotiated with each individual client receiving an ongoing service from our organisation <<Delete if not used by your organisation>>
· other resources. <<List any other forms of information about service standards or client rights and responsibilities you provide>> 

Refer to section 4.1 of the feedback policy template guide for examples to consider when completing this section.
4.2 Informing clients 

All clients are informed of their rights and responsibilities at the earliest possible stage of their involvement with our service. We give clients access to all policies that further explain and support their rights and responsibilities. We tell clients how to take action if they feel that their rights have not been respected. <<Refer to your complaints policy>>
<<How and when will your organisation provide this information to clients?>>
Refer to section 4.2 of the feedback policy template guide for examples to consider when completing this section.
4.3 Promoting opportunities for feedback

We encourage feedback from our clients and stakeholders. Feedback can be provided to us by individual clients or stakeholders on their initiative or in response to requests by our organisation. We make it as easy as possible for people to provide feedback and ensure anonymity to people who do, unless they agree otherwise.

Feedback initiated by the client or stakeholder will be encouraged by:

· <<Provide details of how and when this will occur>>
Feedback will be sought from clients and stakeholders by:

· <<Provide details of how and when this will occur>>
Refer to section 4.3 of the feedback policy template guide for examples to consider when completing this section.
4.4 Using feedback for service improvement 

We keep comprehensive, clear and useful records of all feedback from clients and stakeholders. We assess, compile and use information arising from this feedback.

We keep records of feedback in the following formats:

· <<What records will you keep?>>
We ensure that client and stakeholder feedback informs our decision making and planning processes. We use feedback to improve our services by:

· <<Provide details of how and when this will occur>>
Refer to section 4.4 of the feedback policy template guide for examples to consider when completing this section.
5. Other related policies and procedures

	Documents related to this policy



	Related policies
	<<List related policies>>

	Forms or other organisational documents
	<<List other organisational documents>>


Refer to section 5 of the feedback policy template guide for examples to consider when completing this section.
6. Review processes

	Policy review frequency: <<Indicate how often this policy will be reviewed>>
	Responsibility for review: <<Indicate who will review this policy>>

	Review process: <<Describe how the policy will be reviewed>>

	Documentation and communication:<<Describe how the policy decisions will be documented and communicated>> 


Refer to section 6 of the feedback policy template guide for examples to consider when completing this section.
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