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COMPLAINT AND APPEAL POLICY

Goal

Complaints or disputes may occur for a number of reasons and between different parties. This policy refers to disputes between tenants, and to disputes between tenant/s and staff, and between tenant/s and (non-tenant) neighbours.

The complaints system is to be practical in application and readily accessible by tenants and employees. Tenants will be provided with information about how to make a complaint or appeal a decision and about how to access advocacy organisations or individual advocates to help them make a complaint or appeal.

REACH Limited recognises that from time to time a tenant may wish to make a complaint about decisions, behaviour or actions of REACH Limited’s staff or Board, which he/she may feel is unfair or inconsistent with the policies of REACH Limited, or which interfere with his/her rights as a tenant. REACH Limited will address all complaints through documented processes that are fair, consistent and accessible to all.

Tenant to tenant disputes

If a tenant makes a complaint about another tenant, the Property Manager is to respond in accordance with the Residential Tenancies Authority (RTA) Residential Tenancies and Rooming Accommodation Act 2008 (RTRAA) if the nature of the complaint is covered by that Act. If the nature of the complaint is not covered by the RTA but is of a personal nature, the complainant will be advised to address the issue directly with the tenant concerned.

If the tenants cannot resolve the issues themselves, REACH Limited employees will provide tenants with information about the free service provided by the Dispute Resolution Centre and advise them to contact this service.

Aggressive tenant disputes

There may be an occasion where the dispute between two or more tenants involves intimidation, harassment or verbal/physical violence. REACH Limited employees have a Duty of Care under the RTA to take responsibility for tenancy issues.

Attempts are to be made to ascertain whether such an incident is a tenancy issue and therefore covered under the RTA, or whether it is of a personal matter for which the tenants must take action themselves. It may be that both areas, RTA and personal, are involved.

REACH Limited employees are to obtain versions of the incident from both tenants. This may involve visiting the tenant about whom the complaint is made as soon as possible. In these circumstances the Property Manager is not to make the visit alone and is to be accompanied by another staff member. 
If the tenant is not at home, a REACH-FM-264 Complaint Received (Request for Interview) Form is to be left at their dwelling. This letter is to inform the tenant that a complaint has been made about their behaviour and that they are requested to contact the office within 24 hours before further action is taken.
The complainant may be referred to any support/advocacy agency, or counselling service, which may be able to assist them.
All written complaints are to be recorded in the Complaints Register. In some circumstances, continual verbal complaints received within a short time frame regarding the same issue may be recorded in this register also. The Complaints Register holds the following information:

· Name of complainant

· Date of complaint

· Details of the complaint

· How resolved

· Who it was resolved by

· Any follow up action required

An Outlook Calendar alert will be made to follow up the outcome of the complaint in 10 days, and the date that the issue was resolved and the outcomes from this will be entered into the Complaints Register.
Tenant to Employee Disputes

This process is to apply only to complaints made by current, past or prospective tenants if they have a complaint about matters relating to REACH Limited staff. This does not include complaints that fall under the RTRAA. 
The preferred process for tenant to employee disputes is as follows:

· Employee and tenant to discuss the issue verbally 

· If the issue cannot be resolved at a meeting between the tenant and employee, the tenant is to seek a meeting with the Regional Manager.  This meeting is to take place within fourteen (14) working days of the complaint being made. 

· Management is to engage mediation where appropriate (internal or external) 

· If the issue is still unresolved, management will submit the complaint to the Board of Directors 

Tenant and Non-Tenant Neighbour Disputes

If a tenant makes a complaint about a neighbour, REACH Limited staff will provide the tenant with information about the Dispute Resolution Service Centre and advise the tenant to contact this service. The Property Manager will provide support in completing any related documents if required. 

Where a non-tenant neighbour makes a complaint about a tenant, REACH Limited will:

· Listen to the complaint and if the nature of the complaint is covered by the RTA legislation, request that it be put in writing.

· Obtain both versions of the complaint from the neighbour and the tenant. 

· Obtain information from other tenants if possible
· Advise the neighbour to deal with the matter by other means if the complaint is not covered under the RTRAA. 
Complaints tabled to the Board by management:

Where a complaint cannot be resolved at management level:

· The Regional Manager will provide the Board with details of the complaint 
· The Board will nominate a delegate(s) to address the complaint
· The delegate(s) will investigate the complaint and report back to the Board 

· The Board will provide instruction to management on how to proceed

In some cases an independent third party may be engaged, if required.  
Complaints received directly by the Board:
Where a complaint has been received by the Board (as a whole or an individual member) that has not been received through the office:

· The Chairperson must be informed of the complaint 

· The Chairperson will determine the severity of the complaint and advise the Board 

· The Chairperson will then determine the most appropriate course of action to resolve the complaint 

In some cases an independent third party may be engaged, if required.  
Appealing a Decision: 
If a request for a review of a decision has been received, the applicant will be given a written response. REACH Limited will ensure that the person dealing with the matter has no personal interest, or conflict of interest (actual or perceived) and a review of a decision is not to be made by the original decision maker. In some cases an independent third party may be engaged, as required. 
___________________________    __________________
Chairperson                                           Date
___________________________
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