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Introduction

WellSpring Centre Inc (WellSpring) is committed to effective complaint handling. We value
the feedback that complaints can provide to improve our organisation’s services and supports
to the community.

At WellSpring, complaints will be resolved in a manner that affirms the dignity of those
involved and delivers outcomes that foster reconciliation and personal growth. The policy
seeks to give a voice to all parties and to deal with all complaints in a timely manner so that
justice prevails. The aim is to ensure that all complaints are dealt with promptly and sensitively
in a manner that embodies the principles of fairness, accessibility, responsiveness, efficiency
and integration. The complaint processes seek to be conciliatory where appropriate, but the
principles of natural justice and due process will be carefully adhered to.

We will try to resolve concerns and complaints as efficiently and effectively as possible,
having regard to the seriousness of the complaint and any statutory obligations we may have
to cooperate with other organisations, including police, relevant authorities and regulatory
bodies.

This policy establishes the overall framework by which the WellSpring Centre will welcome
and respond to complaints. It outlines the key principles and processes that inform our
handling of complaints.

Scope
This Complaint Policy has been approved by the WellSpring Board.

This policy applies to all WellSpring members, including staff, contractors, students and
volunteers. The policy is not intended to be a set of rigid procedures that must be followed
whenever a complaint is raised, as the process for dealing with a particular concern will vary
depending on the nature, circumstances and seriousness of the complaint.

Some members may also be members of the University of Divinity (eg the teaching team and
students) and/or working as a spiritual companion. WellSpring may consult the relevant
organisation’s Code of Conduct and policies as part of its process.



Definitions

“‘Complaint” is a term that can be interpreted broadly. It can include expressions of
dissatisfaction about an organisation related to:
e its services or dealings with individuals or organisations
e allegations about the conduct of its staff, volunteers or other individuals engaged by
the organisation, or
e the handling of a prior concern.

For the purposes of this policy, a complaint encompasses any concern, report, allegation or
disclosure about WellSpring, including any behaviour by current or former WellSpring
members, that is in breach of our Code of Conduct, is brought to our attention and is
expressed in writing. We encourage members to resolve matters with the people involved in
the situation, if possible.

“Complainant” means the person who has expressed the concern or made the report or
disclosure on behalf of another affected person

“Complaints Officer” means the WellSpring Board Chair or their delegate appointed for the
purpose of making a determination under the Complaints procedures.

Key Principles

WellSpring acknowledges the potential for power imbalances between complainants and
institutions and to address this will:

e act with integrity and without bias

e have clear lines of accountability for handling complaints

e uphold the right of individuals to complain and ensure that our complaint handling
process is well promoted and accessible

e apply the principles of procedural fairness to facilitate a just and impartial complaint
handling process

e promptly acknowledge complaints and address them according to urgency, keeping
complainants and other involved parties informed throughout the process

e offer and provide a just and compassionate response to complainants which
safeguards the safety and wellbeing of involved parties throughout the process,
recognising that some complainants may be highly vulnerable and need additional
pastoral and other support

e maintain privacy and confidentiality, subject to relevant statutory requirements

e provide fair and proportionate remedies to complainants that are consistently applied

e comply with any relevant statutory and policy requirements, including meeting any
criminal and/or civil reporting and other obligations (e.g. mandatory reporting and
reportable conduct), and the requirement to cooperate fully with all relevant external
authorities



e use the data, insights and learnings from complaints to improve professional behaviour
and practice within WellSpring and ongoing delivery of supports and services.

Making a Complaint

A person wishing to make a complaint about the WellSpring or any of its members may do
so by completing the “Complaint or concern form” on the WellSpring website and submitting
it by the following means:
e via email at complaints@wellspringcentre.org
e or in writing to Complaints Officer, WellSpring Centre Inc, PO Box 300, Ashburton,
3147.

Anonymous complaints

Complaints may be made anonymously. However, WellSpring recognises the difficulty with
anonymous complaints in verifying relevant facts and being satisfied as to the legitimacy of
the complaint, as well as the challenges that may arise in affording fairness to the person the
subject of complaint in circumstances where the identity of the complainant is a central issue.

Responding to Complaints

Complainants will be treated with respect and compassion and protected from victimisation.
The complainant will be informed about the complaint management process and be kept up
to date on the status of the complaint and any recommendations that may result from it.
Complainants will be advised that they have the option of a support person present at any
meetings. ldeally, complainants should actively participate in the resolution process.

Individuals who are the subject of a complaint will be treated with respect and compassion.
They will be provided with sufficient information about the complaint to be able to adequately
respond to it. They will be given a reasonable opportunity to respond to the complaint.
Subjects of complaint will be advised that they have the option to have a support person with
them in any meetings. They will be given the opportunity to participate in relevant aspects of
the resolution or investigation process and will be kept informed of the status of the complaint
and any recommendations that may result from it. They should be made aware that they must
not contact the person who raised the complaint about the complaint or victimise the person.
Disciplinary action may be taken against personnel who victimise complainants.

Recording the complaint

The initial complaint will be received by the Complaints Officer who will make a record of the
complaint, including:

e the name, and preferred contact details of the complainant

e the issues raised by the complainant

e the name of any person/s who are the subject of the complaint

¢ the outcome sought by the complainant

¢ information about any additional support required by the complainant
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e any other relevant information, including the names and contact details of potential
witnesses, existing or potential sources of evidence

Complaints Officer has overall responsibility for ensuring complaints are appropriately
handled.

Acknowledging the complaint

WellSpring will acknowledge the complaint as soon as possible and within five days of
receipt.

The acknowledgement will include:
e a contact point for the complainant

e timeframe in which action will be taken

e the likely next steps

e if applicable (and known at the time), whether the matter must be reported to any
external authorities (e.g., police, child protection authorities, regulatory/oversight
bodies)

e advice about support options.

WellSpring will consider, on a case-by-case basis, the most appropriate method (e.g., phone,
email, letter) for acknowledging a complaint. The date and method of acknowledgement will
be recorded.

Complaints Procedure — Overview

It is preferable that individuals seek to resolve an issue themselves directly. However, if this
is unsuccessful or inappropriate, or in the case of serious misconduct, the complainant may
choose to proceed and lodge a formal complaint using the “Misconduct Incident Form”. This
form is considered by the Complaints Officer to determine an approach.

There are three stages to the Complaints Procedure:
Stage 1: Advice and Informal Resolution
Stage 2: Conciliation
Stage 3: Investigation and Determination.

The stages are usually undertaken sequentially and the stage to be applied is at Wellpring’s
discretion. If the police or another external authority (e.g., child protection agency) become
involved in a particular complaint, WellSpring may adapt these procedures or wait for the
outcome of the external investigation as appropriate in the circumstances.



Complaints Procedure — Stage 1: Advice and Informal Resolution

The aim of Stage 1 is to clarify the alleged misconduct as perceived by the complainant and
to facilitate informal resolution.

The Complaints Officer may assist complainants by:

e Clarifying the alleged behaviour

e Providing information about this Policy

e Advising them of their rights under relevant WellSpring policies and legislation

e Advising them of the options available to them, including making a complaint to an
external body

e Encouraging them to seek the type of support that they need and provide referrals as
appropriate

e Exploring strategies to resolve the matter.

Complaints Procedure — Stage 2: Conciliation

Stage 2 introduces a neutral third party (the Conciliator) to assist the parties to resolve the
complaint through a mutually accepted agreement. Conciliation only occurs if both parties
agree to it voluntarily. The complainant must be willing to be identified to the respondent. It
must not occur if it is inappropriate in the circumstances, for example in relation to certain
allegations of serious misconduct or criminal behaviour.

The respondent is provided with details of the alleged complaint. The respondent is given the
opportunity to seek advice and may submit a short written response (of up to two pages) to
the complaint to the Complaints Officer, normally within ten working days. A copy of any
written response is provided to the Conciliator and complainant.

Upon referral of the request, the Complaints Officer must review the complaint and related
documentation. If conciliation is appropriate, all parties must be invited to participate. If
conciliation does not proceed, the Complaints Officer must discuss further options with each

party.

The conciliation process must be conducted through the complainant and the respondent
meeting with the Conciliator either together or separately. The role of the Conciliator is not to
make a formal finding but to assist the parties to reach a mutually agreed resolution. The
complainant and respondent are each entitled to have a support person during the
conciliation, but not a legal representative or advocate.

The complaint may end at Stage 2, either because the complaint was resolved through
conciliation or because neither the complainant, the respondent or WellSpring progresses
the complaint to Stage 3. Alternatively, the complaint may progress to Stage 3: Investigation
and Determination at the request of the complainant or the respondent or WellSpring.



Complaints Procedure — Stage 3: Investigation and Determination

Stage 3 is the investigation of the complaint and the making of determinations based on the
investigation.

The Complaints Officer may review the complaint and relevant documentation if Stage 2 has
been undertaken and then make a decision regarding whether to proceed with an
investigation normally within ten working days.

The respondent is provided with details of the alleged misconduct if this has not already
occurred. The respondent is given information about the procedure (if this has not already
occurred) by the Complaints Officer and the opportunity to seek advice and to respond to the
complaint in writing, normally within ten working days. A copy of any written response is
provided to the investigator/s. The investigation is conducted in a manner that the Complaints
Officer considers appropriate in the circumstances. Investigations are conducted by either an
individual investigator or an Investigation Panel appointed by, and reporting to, the
Complaints Officer. The investigator or an Investigation Panel may recommend an
appropriate penalty but the decision-maker in relation to the penalty is the WellSpring Board.

Complaints Procedure — Potential Outcomes from an Investigation

Potential outcomes from an investigation are:

a) a finding that the complaint was not substantiated

b) a finding that the complaint was substantiated or substantiated in part

c) steps to restore the complainant to the position that the complainant was in prior to
the incident/s that led to the complaint

d) training in this policy and related matters

e) referral to other support services or strategies

f) counselling

g) further monitoring of the situation

h) statement of regret or apology, where appropriate

i) requirement to change processes or procedures

j) disciplinary action or imposition of a penalty established by Regulation 9: Code of
Conduct.

The outcome from an investigation must specify the person or persons accountable for
ensuring the outcome is achieved, such as the imposition of a penalty or the completion of
training.

Supporting complainants and persons the subject of complaint

WellSpring is committed to the wellbeing of all parties during the complaint handling process.



Support for the complainant

Appropriate steps will be taken to support and safeguard the welfare and dignity of
complainants. We recognise that some complainants may be highly vulnerable. We strive to
identify when this is the case and to provide a compassionate response that is tailored to
their needs.

It is the responsibility of the Complaints Officer or their delegate to communicate with the
complainant (or other involved parties) in relation to offers of support and, where necessary,
put measures in place to make the support available.

Support for the person who is the subject of a complaint

WellSpring will take appropriate steps to support and safeguard the welfare of any person
who is the subject of a complaint, recognising that this can be a stressful experience.

It is the responsibility of the Complaints Officer or their delegate to communicate with the
person who is the subject of a complaint in relation to their welfare and support needs.

Conclusion of the Complaint

At the conclusion of the complaint resolution/investigation process, the complainant (and their
parent/carer if the complainant is under 18, and it is safe and appropriate to do so) will be
informed of the outcome, reasons for the decision, remedies available and options for review.
The person who is the subject of the complaint will also be advised of the outcome, reasons
for decision, and review options.

WellSpring will determine what action should be taken in respect of the complaint.

Action resulting from a complaint may include:
e an acknowledgement
e an explanation
e an agreement between the parties
e a verbal or written apology
e criminal action or child protection action
e disciplinary action
e management action (e.g., providing/referring the person the subject of the complaint
with counselling, professional training)
e offering ongoing support to the complainant (e.g., counselling)
o offering financial redress to the complainant
e improved policies or processes



Other factors to address during the complaint-handling process

Confidentiality and Privacy

Strict confidentiality throughout the process. This does not prevent WellSpring from
requesting relevant information from external agencies, subject to legislative provisions to
facilitate information sharing (for example to promote the safety and wellbeing of children)
and the Australian Privacy Principles.

Complaint Review Options

If an individual is not satisfied with the outcome of a complaint, they may request an internal
review be conducted by WellSpring . The request for review must be made within 14 working
days from the date the finding is made known to the individual. Reasons outlining why the
review is being requested are to be included in the request.

Maintaining Documentation

Documentation relating to complaints will be maintained, securely stored, and kept
confidential. The level of detail required will depend on the type of complaint that is raised. At
a minimum, those who are responsible for managing a complaint should retain file notes on
any discussions about the complaint. Where the complaint is more complex, it may be
necessary to maintain more comprehensive notes and/or create a specific file.
Documentation should include sufficient information about the complaint, any steps taken to
manage the complaint and any approach taken to resolve it.

Review of Complaint Handling Policy and Related Documents

The Complaint Handling Policy will be updated as required and reviewed at least every two
years. WellSpring will consult stakeholders as part of reviewing the Complaint Handling
Policy and related documents.

Enquiries

If you would like any further information about this policy, please contact the WellSpring
Director by phone, 03 9885 0277, or email director@wellspringcentre.org.au.

John Rogerson

Chair of WellSpring Board

Date:18 March 2025
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Appendix 1

WellSpring Centre Inc.
Complaint or Concern form

www.wellspringcentre.org.au/TBA

This Form may be used by WellSpring members to record an incident or incidents
related to another WellSpring member. This is primarily with regard to incidents that
may be breaches of our Code of Conduct. Please consult the relevant policies to
inform your response to the incident.

For more information or assistance, contact Complaints Officer:
complaints@wellspringcentre.org.

Once any information has been entered, please keep this form securely, and share it
only as necessary or if the Incident is escalated.

Please Note — This Record is not for use when the Incident or alleged Incident involves
a person under the age of 18. In that case, notify the Board Chair and Director (in
addition to any Immediate Response or Emergency Response required).

A copy of the completed form should be emailed to complaints@wellspringcentre.org
or posted to Complaints Officer, WellSpring Centre Inc, PO Box 300, Ashburton, 3147.

CONTACT INFORMATION
YOUR DETAILS
Details of person completing this report: *

First name: Last name:

Mobile phone: Email:

Details of the main person to whom the incident/s relates:

First name: Last name:

Mobile phone: Email:

Details of person who is RECORDING this Incident (if it is not the Complaintant).*

First name: Last name:

Mobile phone: Email:

WellSpring Centre Inc. ¢« ABN 16 587 973 201
PO Box 300 Ashburton VIC 3147 + 10 Y Street Ashburton VIC 3147
(03) 9885 0277 ¢ info@wellspringcentre.org.au ¢ www.wellspringcentre.org.au
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INCIDENT INFORMATION
DETAILS

State clearly and concisely the specifics of the Incident, including dates, times, location
as relevant. If there is another (or more) person/s involved in the incident please detail
their name, (and contact details). If further instances of the Incident occur (eg
misconduct) or if, for example, further information, developments, or responses
become known, please add to this Record. Please be succinct and factual, avoiding
opinion or commentary. Please date all entries

Please attach copies of directly relevant emails or correspondence.

What action has been taken?

State clearly and concisely what step/s have been taken in response to the Incident, or
subsequently. Please date each entry. Please refer to the relevant policy for guidance.

WellSpring Centre Inc. ¢« ABN 16 587 973 201
PO Box 300 Ashburton VIC 3147 + 10 Y Street Ashburton VIC 3147
(03) 9885 0277 ¢ info@wellspringcentre.org.au ¢ www.wellspringcentre.org.au
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Pastoral or wellbeing support

If not already noted above as a response, please record here if any pastoral or similar
support has been offered to any of the people involved in this incident, and outcome if
known. Please give details including names and dates.

Please retain a copy of the completed form and send it via email to
complaints@wellspringcentre.org or post to Complaints Officer, WellSpring Centre Inc, PO
Box 300, Ashburton, 3147.

Office use only

Sent on to Complaints

DD FEEEE Officer — Date & name

Stages /
Outcomes

Form updated on 18 March 2025

WellSpring Centre Inc. ¢« ABN 16 587 973 201
PO Box 300 Ashburton VIC 3147 + 10 Y Street Ashburton VIC 3147
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