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WHAINGA MATUA | PURPOSE

Ensure that The Duke of Edinburgh’s Hillary Award’s (the Award) has a complaints resolution process
that is timely, fair, effective, culturally appropriate and upholds the principles of natural justice.
Explain how you can make a complaint and outline how your complaint will be handled.

KORAHI | SCOPE

This policy applies to complaints about the behaviour or services provided by Award Staff. There is a
separate process for making a complaint about an Award Leader, Award unit or Recognised Activity
Provider. For more information, please refer to the Serious Incident Reporting: The Duke of Edinburgh’s

Hillary Award.

TAUAKI KAUPAPA HERE | POLICY STATEMENT

Any person making a complain will be treated fairly and with respect.

All complaints will be acknowledged in writing within five working days of receipt, unless it has been
resolved to the satisfaction of the complainant within that period. If not resolved, it will be assigned to the
relevant senior staff member to investigate the issue or concern.

All complaints will be managed confidentially and in accordance with our privacy obligations.

Complaints will be responded to in writing within reasonable timeframes, related to the seriousness of the
matters raised.

KI TE TUKU HOAMUAMU | MAKING A COMPLAINT

A complaint is an expression of unhappiness or concern about a particular action, service or
decision which requires a response. It can either be raised in person (by directly approaching an
Award staff member), verbal (phone call) or written (an email, social media message or
completing the relevant form on the Award’s website). All verbal and in person complaints must
be documented either by the complainant or by the person receiving the complaint.
We define a formal complaint as:
“An expression of dissatisfaction by one or more Award Participants, Award Leaders, family
and whanau or other person or individual about the Award'’s:
e action or lack of action,
e decision, or
e standard of service provided by the Award,
where a response or resolution is explicitly or implicitly expected”.
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https://dofehillary.org.nz/safety-serious-incident-reporting/
https://dofehillary.org.nz/safety-serious-incident-reporting/

KA AHATIA MENA, HE KOAMUAMU?| WHAT HAPPENS WHEN A COMPLAINT IS RECEIVED?

All complaints will be acknowledged in writing within five working days. If an immediate resolution
is not possible, or the complaint involves a serious misconduct by a staff member, the complaint
is raised to the appropriate senior staff member to resolve.

If an immediate resolution is not possible, the senior staff member will respond in writing within
ten working days. If the complainant remains dissatisfied following receipt of the senior staff
member’s response, they can request a review to be carried out.

If the issues raised are complex, highly sensitive or require a bespoke process or detailed
investigation, the complaint is managed by the Chief Executive Officer/National Director and Chair
of the Board as required. Complex complaints may require more time. We aim to respond within
20 working days but where more time is required, an update will be provided on the expected
timeframes.

KA AHATIA, MENA KAORE KOE E WHAKAAE ANA KI TE WHAKAUTU O TE KOAMUAMU?
WHAT HAPPENS IF YOU ARE DISSATISFIED WITH THE RESPONSE TO A COMPLAINT??

If you are not happy with our response to your complaint, please write to the Chief Executive
Officer (emma@dofehillary.org.nz) within 30 days, providing the reasons why the response is not
satisfactory. The Chief Executive Officer will review the complaint and respond within 20 working
days.

When a complaint is related to the Chief Executive Officer, or a member of the Board, the
complainant should contact the Board Chair (kenchames@gmail.com).

KO TE AROTAKE O TENEI KAUPAPA HARE | REVIEW OF POLICY

This policy will be reviewed every three years by the Chief Executive Officer or sooner if warranted
by internal or external changes.

RELATED POLICIES

Serious Incident Policy
Notifiable Event Policy and Process
HR Manual

Child Protection Policy
RELATED LEGISLATION

Privacy Act 2020
Health and Safety at Work 2015

Complaints Policy March 2025 JZ Review Date March 2028
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