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INTRODUCTION 
DARU was established to improve advocacy practice by providing resources to strengthen advocacy in Victoria. 
It is committed to developing an organisational culture, which recognises values and protects human rights; and seeks to promote a human rights culture within its spheres of influence. 

DARU supports the principles contained within the 

· Victoria Charter of Human Rights and Responsibilities,
· Universal Declaration of Human Rights,  and 
· Convention on the Rights of Persons with Disabilities.

PURPOSE
DARU is committed to delivering a high quality service to the disability advocacy sector. 

To maintain and improve the services DARU delivers, it is important that people who access DARU have the opportunity to provide feedback, including complaints.  
POLICY 
DARU will actively encourage feedback from stakeholders.
DARU will promote awareness of the feedback process to its stakeholders and provide assistance and advice on the process where appropriate.
DARU will respond to all feedback received in a timely manner, and take any appropriate measures required.  
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PROCEDURE DESCRIPTION
When a verbal or written complaint is received, DARU will:

· Acknowledge the receipt of the complaint within 5 working days.

· Determine whether the complaint is a general complaint about DARU or a performance issue referring to a DARU staff member.

A general complaint will be: 
· Entered into the Disability Services Commissioner’s Complaints database where progress will be recorded.  Note: Data is de-identified.

· Referred to VCOSS (lead auspicing agency representative) for resolution.

· If unresolved, the complaint will be referred to the DARU PGG for further consultation.
A performance issue relating to a DARU staff member will:

· Be referred to VCOSS

· Remain an internal, confidential process

The Feedback Form is available electronically, downloaded from the DARU website. A hard copy can be made available upon request from the DARU office 

Confidentiality will be respected at all times 

It is the responsibility of DARU staff to ensure that the requirements of these procedures are complied with. 

RELEVANT REFERENCES
· Victorian Council of Social Services Enterprise Agreement 2009

· Victorian Charter of Human Rights and Responsibilities Act 2006

· United Nations Convention on the Rights Of People with Disabilities

· Victorian Equal Opportunity Act 2010
· Disability Services Act 2006

· Disability Amendment Bill 2012

· Disability Discrimination Act 1992
· Equal Opportunity Act 2010
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DARU acknowledges the feedback within 5 working days.





Copy lodged with Disability Services Commissioner‘s office











General complaint 





Complaint made about a DARU staff member





Referred to VCOSS representative








Referred to VCOSS representative.





Issue and resolution remains an internal process  





If not resolved referred to DARU PGG
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