Complaints Policy

Key points | need to know

e Every person we support, their family/whanau, advocate, or any other concerned person has
the right to make a complaint in accordance with the Health and Disability Commission “Code
of Health and Disability Services Consumer Rights.”

e Complaints may be made directly to Hohepa Wellington and/or at any time to external
agencies, including the Health and Disability Commission.

e Everyone has a role in creating an environment of open, honest, and respectful
communication where people feel safe to raise concerns without fear of retaliation.

e All complaints are acknowledged, followed up, and responded to appropriately.

e Complaints are viewed as an opportunity to learn, improve, and strengthen service delivery.

Policy Statement

Hohepa Wellington is committed to ensuring that the right of people we support, and those acting to
make a complaint is understood, respected and upheld.

Complaints provide an important opportunity to listen, learn, and improve the quality and safety of
our services. All complaints will be managed in a fair, respectful, timely, and consistent manner, in
accordance with Right 10 of the Code of Health and Disability Services Consumers’ Rights, relevant
New Zealand legislation and organisation expectations.

Hohepa Wellington will ensure that people making a complaint are taken seriously, treated with
dignity, and supported throughout the process and that complaints are investigated impartially and
without fear of disadvantage.

Responsibility
General Manager

Key Principles

e Accessibility: The complaints process is easy to access, culturally appropriate, and
communicated in a way that is understood by all people we support and their
families/whanau.

e Transparency: Openness is maintained throughout the complaints process, and complainants
are kept informed of progress and outcomes.

e Fairness: Complaints are managed impartially and objectively, ensuring all parties are treated
respectfully and without bias.

e Confidentiality: The privacy of all parties involved is protected, and information is shared only
on a need-to-know basis.

e Responsiveness: Complaints are acknowledged and addressed promptly in line with
organisation expectations and legislative requirements.

e Accountability: Clear responsibilities are in place for managing complaints, and staff are
supported and trained to respond appropriately.
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e Continuous Improvement: Feedback and learnings from complaints are used to identify
opportunities for improvement and enhance service delivery.

Scope

This policy applies to all Hohepa Wellington employees, volunteers, contractors, people we support,
and their families/whanau.

This policy relates to complaints about service delivery provided, as described in the definition below.

Definitions

Complaint:

Any expression of dissatisfaction about services provided by Hohepa Wellington. This includes
dissatisfaction with the actions, decisions, or conduct of employees, volunteers, managers,
contractors, or board members.

Comment/Feedback

An observation, remark or expression of opinion about aspects of services that could be improved.
Comments and feedback are valued as an opportunity to enhance service quality but are not classified
as complaints.

Method of Complaint

Complaints may be made formally or informally, verbally or in writing. The method by which a concern
is raised does not determine whether it is a complaint; all expressions of dissatisfaction are treated
seriously.

Anonymity
Complainants have the right to remain anonymous. Complaints will be investigated to the extent
possible, recognizing that anonymity may limit the scope of investigation and response.
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https://www.hdc.org.nz/your-rights/about-the-code/code-of-health-and-disability-services-consumers-rights/
https://www.legislation.govt.nz/act/public/2020/0031/latest/LMS23223.html
https://www.legislation.govt.nz/act/public/2020/0031/latest/LMS23223.html
https://www.hdc.org.nz/making-a-complaint/make-a-complaint/
https://hawkhohepa.sharepoint.com/:b:/r/sites/PP/Organisational%20Management/General%20Organisational%20Management/Adverse%20Events.pdf?csf=1&web=1&e=Hdtq5d
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