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ABN 53578633810 

Feedback and Complaints Policy 
 
Introduction 
Through genuine partnerships and practical action, we will help remove barriers, broaden 
opportunities and support a workforce that reflects the diversity of the communities it serves 

Purpose 
At Juno, we recognise that feedback is a form of participation and voice, and we are committed 
to creating an environment where feedback is valued as an essential part of learning, 
improvement, and accountability. This policy outlines how we receive, manage, and respond 
to feedback in ways that are inclusive, accessible, safe, and respectful. 
 
Feedback can be shared informally or formally and includes compliments, suggestions, or 
reflections about an experience with our service. Informal feedback is shared in conversation 
and responded to at the time, while formal feedback is provided more intentionally so it can be 
recorded, reviewed, and used to improve services. 
 
Complaints are expressions of dissatisfaction about a service, staff member, or 
organisational process where a response or resolution is sought. Complaints are recorded and 
managed through a formal process. 
 

Scope 
This policy applies to all feedback and complaints provided to our organisation, including 
from: 

- People accessing Juno’s services including current and former clients 
- External organisations  
- Community members 

 
For feedback and complaints provided by Juno staff, students and volunteers, including Lived 
Experience Advisers, please refer to the Workplace Complaint Resolution Procedure. 
 

Policy 
This policy is informed by: 

- The Social Service Standards - Standard 4: Feedback and Complaints 
- Monash University - Embedding Client Experience in family violence service design and 

delivery Report 
- Victorian Ombudsman - Good Practice Guide: Complaint handling for Victorian public 

sector organisations 
- Consultations with Juno’s Lived Experience Advisory Group (LEAG) 
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This policy is expected to be utilised in conjunction with Juno’s Feedback Procedure and 
Complaints Procedure. 
 
 
Principles 

- Equity and Inclusion: Feedback processes aim to be culturally safe, inclusive, and 
accessible for everyone. This includes LGBTQIASB+ people, First Nations peoples, 
people from culturally and linguistically diverse backgrounds, people with disability, 
neurodivergence, or other access and support needs, and others experiencing 
systemic barriers. 

- Privacy and Confidentiality: Feedback is treated with care. Identifying details are 
protected, and anonymous feedback is welcome. 

- Trauma-Informed Practice: Staff respond to feedback respectfully, sensitively, and 
with support if the feedback includes experiences of harm or distress. 

- Accessibility: Feedback methods are flexible, offering multiple channels, alternative 
formats, and language support when needed. 

- Transparency and Accountability: Feedback is acknowledged, acted upon, and 
outcomes communicated wherever possible. 
 

Process Overview 
1. Submission: People can submit feedback or a complaint through the available 

channels. 
2. Acknowledgement: All feedback will be acknowledged within 3 business days. 
3. Review: Feedback will be reviewed by the relevant Juno staff. 
4. Outcome: Appropriate actions will be taken based on the feedback or complaint 

received. Outcomes and actions taken will be communicated back to the people 
involved, where applicable. 

 
Responsibilities 

- Staff: Support feedback collection and record and respond appropriately. 
- Management: Oversee implementation and ensure accountability. Ensure relevant 

feedback is investigated, actions are tracked, and outcomes are communicated. 
- Lived Experience Advisers: Provide input and advice on improving feedback systems 

and ensuring lived experience remains central. 
- Clients: Engage with the feedback process and provide constructive input. 

 
Recording and storage of feedback and complaints 
The method of recording and storing feedback and complaints depends on the type of 
feedback received and the level of response required. 
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1. Informal feedback 
Informal feedback is everyday input about a person’s experience that can usually be 
responded to straight away by the relevant Juno worker. For example, a client may mention 
that appointment times are difficult or suggest improvements to communication. Where 
appropriate, informal feedback is recorded in support notes within SHIP client files. 
 

2. Formal feedback 
Formal feedback is feedback that has been intentionally provided for consideration, review, or 
follow-up, but is not necessarily an expression of dissatisfaction. It may include, for example, 
a person re-raising a previously identified issue that was not fully resolved or completing a 
feedback form with suggestions to improve processes such as intake procedures.  

3. Complaints 
A complaint involves a clear expression of dissatisfaction and an expectation of response, 
investigation, or resolution. For example, a client raises concerns about how they were treated 
by a Juno worker and requests follow-up. 
 
Formal feedback and complaints are recorded promptly in Juno’s Feedback and Complaints 
Register and will only include limited personally identifying information. The Register is 
securely stored on Juno’s data management platform (Microsoft SharePoint), in line with 
privacy and confidentiality requirements, with access restricted to management. Records of 
feedback and complaints are retained in line with the Records Management Policy. 
 
For more information on how Juno manages Feedback, please refer to Feedback Procedure  
 
For more information on how Juno manages Complaints, please refer to Complaints 
Procedure. 
 
Managing the feedback system 
The feedback and complaints system will be managed by the CEO or a delegate who will 
monitor this system, evaluate data, and regularly report this information to the Board. The CEO 
will also act as a point of liaison between Juno and statutory authorities during external 
appeals or investigations. 
 
Making the system visible 
Juno staff and volunteers will regularly inform clients and their families of their right to give 
feedback or make a complaint. This information will be made available to clients throughout 
support and will include: 

- The display of the relevant Juno complaint poster in prominent positions in the office 
- Information on how to make a complaint available on Juno’s website  
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- The provision of the Feedback and Complaints brochure to clients 
- Feedback and complaints information will be explained to each client and/or adapted 

into a language or format that meets their individual needs. 
 
 
Making the system accessible 
People can provide feedback or make complaints to Juno staff or volunteers in person, via 
phone or through email, post or on the Juno website. We provide multiple avenues for people 
to submit feedback and complaints. including: 

- Online surveys and forms: simple, clear, and mobile friendly forms that can remain 
anonymous if preferred and are accessible to screen readers and assistive 
technologies. 

- Email and written submissions: feedback can be sent directly to a specific worker, the 
admin email, or management. Paper forms can be made available on request. 

- Direct conversations with staff: one-on-one discussions with any member of staff, in-
person, by telephone, or video call in a safe, private, and accessible location. 

- Suggestion box: a confidential option for submitting feedback, ideas, or concerns in 
writing. The suggestion box is in the Juno waiting room and is regularly reviewed by 
delegated staff. Submissions may be anonymous if preferred. 

- Community forums and focus groups: Lived Experience Advisory Group workshops 
and consultation where participants can share experiences, concerns, and 
suggestions. 

Escalation and management of serious complaints 
Managers will escalate serious complaints to the CEO. The CEO will ensure that any complaint 
that involves a potential breach of criminal law or regulations is referred to the Police or Social 
Services Regulator (SSR).   

All serious breaches must be reported to the Board via the Chair. 

Complaints concerning the CEO or a Board Member will be managed by the Board Chair.  An 
email address accessible to only to the Chair (chair@juno.org.au) is in place to facilitate 
communication.  

Complaints concerning the Board Chair will be referred to the Deputy Chair.  

Juno’s Chair will be informed if a complaint is made about the CEO or a Board member. 

Privacy and Confidentiality 
We are committed to protecting the privacy, dignity, and safety of everyone who provides 
feedback. 
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- Confidentiality: Feedback is shared only with staff involved in responding or reviewing 

it. Identifying details are kept private, and anonymous feedback is always welcome. 
- Consent: Individuals will be informed about how their feedback will be used and can 

choose whether to include their name or contact details. 
- Secure Storage: Feedback is stored safely and securely in line with privacy laws, with 

access limited to authorised staff. 
- De-identification: When feedback is reported or used for learning, all identifying 

information is removed. 
 

Evaluation 
We will regularly evaluate our feedback channels and processes to ensure they remain 
accessible, inclusive, and effective. This may include: 
 

- Regularly review feedback data to identify trends and improvements. 
- Gathering feedback from clients about their experience of giving feedback. 
- Including lived experience voices in the review of this policy and any related processes. 
- Aggregate and report feedback (de-identified) to management and stakeholders to 

inform service improvement. 
 

Review 
This policy will be reviewed as needed to respond to organisational or legislative changes to 
ensure its effectiveness and relevance. 
 

Related Legislation and Regulations 
Privacy and Data Protection Act 2014 
Charter of Human Rights and Responsibilities Act 2006 
Equal Opportunity Act 2010 (Victoria)  

 
Related Documents and Guidelines 

- Occupational Health & Safety Policy 
- Professional Excellence Policy 
- Code of Conduct 
- Privacy and Confidentiality Policy 
- Juno Practice Framework 
- Workplace Complaint Resolution Procedure 
- Lived and Living Experience Policy 
- Records Management Policy 


