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[bookmark: _Ref201242663]1. Purpose
We are committed to improving the safety and quality of Victoria’s health services.
Everyone has the right to complain about our actions, decisions or services. We value complaints and see them as opportunities to improve.
This policy explains how you can make a complaint or give feedback, and how we will respond. Our process is:
· Easy to access and use
· Clear and fair
· Respectful and timely
· Compliant with privacy laws and other legislation
· Open to all Victorians who want to share their experiences, positive or negative
[bookmark: _Ref201242924]2. Guiding principles 
We handle complaints based on these principles:
· Commitment – We treat complaints as part of our core work and use them to improve services.
· Accessibility – Everyone should be able to make a complaint, with help if needed.
· Transparency – We explain how to complain, what happens next, and keep records of our process.
· Fairness – Complaints are assessed on their facts and handled respectfully, within clear timeframes.
· Privacy – We protect your personal information and de-identify data when reporting.
· Accountability – We explain our decisions and allow reviews where appropriate.
· Continuous improvement – We use complaints to identify and act on opportunities to do better.
[bookmark: _Ref201242932]3. What complaints do we accept?
You can complain to us about:
· Services we provide, fund, regulate, or oversee (e.g. hospitals, community health, aged care, patient transport, cemeteries/crematoria, GP and primary care).
· Issues such as:
· Access – long wait times, delays, referral problems
· Health and safety – infections, medication errors, unsafe equipment
· Respect and care – neglect, discrimination, rough treatment
· Communication – rudeness, lack of updates, not being involved in decisions
· Privacy breaches – unauthorised access or sharing of records
· Complaint handling – poor or delayed responses from providers
We encourage you to first raise your concern directly with your service provider, as this is often the fastest way to resolve it. If you are not satisfied with their response, or you do not feel comfortable going to them, you can contact us.
[bookmark: _Ref201242939][bookmark: _Ref210834777]4. When we’re not the right place to help
Some issues are outside the Department of Health’s responsibilities. In these cases, we’ll let you know who is best placed to assist.
We may not accept complaints about:
· Services outside our responsibility (e.g. child protection, housing, family violence)
· Fees charged by private health providers
· Services run or regulated by the Commonwealth Government (e.g. private aged care, disability services, interstate services)
If another organisation is better placed to help, we will let you know or refer you.
[bookmark: _Ref201242945]5. Other organisations that handle complaints 
Some concerns may be directed to:

Health Complaints Commissioner (HCC) – for complaints about healthcare services and practitioners <https://hcc.vic.gov.au/>
Mental Health and Wellbeing Commission (MHWC) – for public mental health services in Victoria <https://www.mhwc.vic.gov.au/>
Australian Health Practitioner Regulation Agency (Ahpra) – for complaints about registered health professionals <https://www.ahpra.gov.au/>
Victorian Ombudsman – for concerns about public sector organisations, including the Department of Health <https://www.ombudsman.vic.gov.au/>
Office of the Victorian Information Commissioner (OVIC) – for privacy and freedom of information issues <https://ovic.vic.gov.au/>
[bookmark: _Ref210834789][bookmark: _Ref201242952]6. How to make a complaint 
You can contact us by:
· Online: www.health.vic.gov.au/feedback-and-complaints
· Email: health.feedback@health.vic.gov.au
· Phone: 1300 650 172
· Mail: Health Feedback, GPO Box 4057, Melbourne VIC 3000
Anonymous complaints – We accept anonymous complaints, but may not be able to fully investigate or reply.
Accessibility support –
· If you are deaf, hard of hearing or have a speech impairment, use the National Relay Service: 1300 366 356.
· For an interpreter, call 131 450 or use the Translating and Interpreting Service.
Compliments and general feedback – We welcome positive feedback and will share compliments with the relevant staff or service.
[bookmark: _Ref201242958]7. How we handle complaints
· Frontline resolution – Our staff may resolve your complaint directly or guide you to the right place.
· Investigation – If more complex, your complaint may be referred for further review.
· Internal review – If you’re not satisfied with the outcome, you can request a review.
· External review – If you’re still unhappy, we’ll explain external options (e.g. HCC, Ombudsman).
Timelines
· We aim to acknowledge complaints within 3 business days.
· Most straightforward complaints are resolved within 30 days.
· If it takes longer, we will update you and explain why.
During investigation, we may:
· Contact you for more details or consent to access health records
· Contact the relevant service provider
· Discuss the outcome with you before finalising
You will normally receive a written response with reasons for decisions and contact details for further questions.
[bookmark: _Ref210834807]8. Privacy
When you make a complaint, we may need to share your information with relevant parts of the department or health services to investigate.
We will:
· Ask for your consent before sharing personal or health information
· Respect your privacy and comply with laws
· Explain if not sharing limits our ability to respond

	[bookmark: _Hlk37240926]To receive this document in another format, email Health Feedback and Complaints  <mailto:health.feedback@health.vic.gov.au>. 
Authorised and published by the Victorian Government, 1 Treasury Place, Melbourne.
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