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1. Purpose 
This policy outlines the process for receiving, handling, and resolving complaints about 
Make A Difference Dingley Village (the "Organisation"), its staff, volunteers, services, or 
activities. The Organisation is committed to providing a fair, transparent, and accessible 
complaints process for all stakeholders, including: 
 

• Members 
• Service users 
• Donors 
• Volunteers 
• Staff 
• Members of the public 

 
2. Principles 
The Organisation's complaints process is guided by the following principles: 
 

• Accessibility: The process is easy to understand and access for all stakeholders. 
• Fairness: All complaints will be treated seriously and impartially. 
• Confidentiality: Information shared during the complaints process will be kept 

confidential, subject to legal requirements. 
• Timeliness: Complaints will be acknowledged and addressed promptly. 
• Responsiveness: The Organisation will strive to resolve complaints effectively 

and to the satisfaction of the complainant. 
• Accountability: The Organisation is accountable for its handling of complaints 

and will monitor and evaluate the effectiveness of the process. 
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3. Scope 
This policy applies to all complaints relating to: 
 

• The conduct of staff or volunteers 
• The quality of services or programs 
• Fundraising activities 
• Governance or management decisions 
• Discrimination or harassment 
• Privacy or data protection 
• Any other matter related to the Organisation's operations 

 
4. How to Make a Complaint 
Complaints can be made in the following ways: 
 

• In writing:  MADDV – 29 Marcus Road, Dingley Village, VIC 3172 
• By email: admin@maddv.com.au  
• By phone:  03 9551 1799 
• In person:  To an individual staff member.  
•  

When making a complaint, please provide the following information: 
• Your name and contact details 
• The name of the person or area the complaint is about 
• A clear description of the issue 
• Any supporting documentation 
• Your desired outcome 

 
5. Complaints Handling Process 
 

1. Acknowledgement: The Organisation will acknowledge receipt of the complaint 
within [Number] business days. 

2. Assessment: A designated staff member will assess the complaint to determine 
its nature and severity. 

3. Investigation: If necessary, an investigation will be conducted to gather relevant 
information and determine the facts of the matter. 

4. Resolution: The Organisation will attempt to resolve the complaint in a fair and 
timely manner. This may involve mediation, negotiation, or other appropriate 
measures. 

5. Notification: The complainant will be informed of the outcome of the complaint 
and any actions taken. 

6. Review: If the complainant is not satisfied with the outcome, they may request 
a review by [Designated staff member/position]. 

7. External review: If the complaint remains unresolved after internal review, the 
complainant may be referred to an external body. 
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8. 6. Record Keeping 

 
The Organisation will maintain records of all complaints received, including: 

• The date of the complaint 
• The nature of the complaint 
• The names of the parties involved 
• The steps taken to address the complaint 
• The outcome of the complaint 

7. Confidentiality 
All information relating to complaints will be treated confidentially, subject to legal 
requirements. 
 
8. Policy Review 
This policy will be reviewed and updated annually or as needed. 
 
9. Contact Information 
For any questions or concerns about this policy, please contact: 
 
admin@maddv.com.au  

 
  

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
29 Marcus Road 
Dingley Village 3172 
PH: 03 9551 1799 
Email: admin@maddv.com.au 
Web: www.maddv.com.au  
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