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Grievance Procedure

1.
External Grievance

1.1 The DDLS is committed to providing the highest quality of service to clients, and therefore it is important for clients to have the opportunity to lodge a formal complaint if they choose.

1.2 Formal complaints can be made at the DDLS office, by letter or by any other suitable means.  Complaints should be addressed to the Manager, or in the event that the complaint is concerning the Manager, to the Chairperson.

1.3 A client may choose to use an advocacy agency to support them through this process.

1.4 The Manager/Chairperson shall contact the client within 7 days to discuss the client’s view of the circumstances of the complaint, and the client’s desired outcome of the resolution process unless this is clear through the complaint. The Manager/Chairperson will investigate and provide an outcome of that investigation to the client within 14 working days unless extenuating circumstances exist (for example – a staff member integral to the complaint may be on leave).

1.5 If a client is not happy with the outcome of their complaint, they may seek a review by a more senior staff member, or if the Chairperson has already been approached, a client may complain to external agencies such as: 
Legal Ombudsman
461 Bourke St

Melbourne  VIC  3000

03 9679 8001
Legal Services Board.

Level 10

330 Collins Street 
Melbourne VIC 3000

9679 8100
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