Complaints procedure: Industrial Relations Commission


Handling complaints and feedback in the Industrial Relations Commission of NSW

Essential Summary

· This procedure must be read in conjunction with the Departmental policy Managing complaints and feedback which is available on Lawlink.

· Actions of staff of Industrial Relations Commission staff in handling complaints must be consistent with the principles and standards set out in the Departmental policy, as well as the requirements of this procedure.

· This procedure specifies:

· how clients may make a complaint about the Industrial Relations Commission

· who is responsible for receiving and responding to complaints

· when complaints should be reviewed, referred or escalated

· what timeframes must be met in responding to complaints

· how complaints are to be classified and recorded

· how the Industrial Relations Commission analyses and uses information about complaints.

· This procedure applies to all staff within the Industrial Relations Commission business centre, and in relation to all its services, policies and procedures.

1 Scope and Purpose

This procedure applies to all complaints and feedback received about the standard of service, policies, procedures, costs, or staff of the Industrial Relations Commission (IRC). 

It provides detailed guidance for handling complaints about IRC.  It must be read in conjunction with the Departmental standards for handling complaints specified in the policy Managing complaints and other feedback,
 which is available on Lawlink.

The purpose of this procedure is to:

· ensure that IRC meets the minimum Departmental standards for handling complaints

· respond as quickly and effectively to resolve complaints as possible

· use information from complaints and feedback to improve our services.

2 Receiving complaints from clients

2.1 This procedure for complaint handling in IRC

The latest version of this procedure can be found on Infolink at www.lawlink.nsw.gov.au/irc
As part of induction training, all frontline staff in IRC must be aware of this procedure.

2.2 Client options for submitting a complaint

Any staff member in IRC may receive a complaint.  

Any person, whether or not a IRC client, may make a complaint or provide feedback:

· by writing a letter to the Industrial Registrar, Industrial Relations Commission of NSW, GPO Box 3670, Sydney, NSW, 2001

· by sending an email to mailto:nswirc@agd.nsw.gov.au
· by sending a fax to (02) 9258 0058

· by submitting the online web form at http://feedback.lawlink.nsw.gov.au
· verbally over the telephone

· verbally over the counter.

Staff may request that the person puts his or her complaint in writing if the matter is complex or contentious.

In accordance with the Departmental standards for handling complaints in the policy Managing complaints and other feedback, staff have an obligation to accept complaints made verbally in certain circumstances.  This includes, but is not limited to, where the complainant has a disability or limited English writing skills.

3 Recording complaints

3.1 Recording in the IRC complaint register

All incoming complaints must be recorded in the IRC complaint register, and must be allocated a complaint reference number.  

The register is maintained by the Executive Assistant to the Industrial Registrar with oversight by the Deputy Registrar.  Details of all complaints must therefore for forwarded by phone or email to the Executive Assistant as soon as possible. 

All relevant documents about the complaint and its handling must be held on an official file.  The file number must be recorded in the IRC complaint register.  

Due to the expected volumes that may be involved, complaints that are received verbally and involve the following subject area of complaint, do not need to be recorded:

· that IRC staff are unable to review, overturn or re-determine the decision of a member or full bench of the IRC.

However frontline staff are still required to explain to such clients why we are unable to assist.

3.2 Classifying complaints

All incoming complaints must be classified by subject area in the complaints register.  The Executive Assistant will select from the following classifications.  Where a single complaint covers multiple subject areas, the classification that reflects the primary or most significant area  will be selected.

Use of the classification ‘Other’ will be limited as far as possible.  The Industrial Registrar or Deputy Industrial Registrar will determine if additional classifications are required.

	Classification
	Sub-classifications

	Timeliness
	· Delay in processing Applications or Appeals received

· Delay in responding to correspondence or emails

	Accuracy of records
	· Notice of Listing, Decision or other documentation sent to wrong address

	Staff knowledge and competence
	· Incorrect advice or information provided

· Data entry error


	Classification (cont.)
	Sub-classifications (cont.)

	Staff conduct and professionalism
	· Rudeness or disrespect

· Perceived bias or partiality

	Fees and charges
	· Cost of proceedings under IR (General) Regulation 2000

· Decision not to waive, remit or postpone fee

	Access to services
	· Location of offices/hours of operation

· Access for people with disabilities/access to interpreters

	Published information
	· Website information

· Guides: various providing information on Unfair Dismissal, Public Sector Disciplinary or Promotional Appeals, Transport Sector Disciplinary or Promotional Appeals

	Policy and procedure
	· Policy: Waiver of Fees
· Procedure: various operational manuals

	Legislation
	· Time limits under Industrial Relations Act 1996 or Transport Appeal Boards Act 1980


4 Responding to complaints

4.1 Time standards

Consistent with Departmental policy, the time standards for IRC responses to complaints are:

· complaints are acknowledged in writing within three business days of receipt

· written responses are sent to the complainant within three calendar weeks of receipt.  If this is not possible, an interim response is sent to the complainant within three calendar weeks.

4.2 Authority of staff to offer redress

Where an IRC staff member who is responding to a complaint considers it is appropriate to offer redress to the client, the following authorities apply.  Where any doubt exists, staff should consult with their Team Leader or the Deputy Industrial Registrar, before taking any action.

	Position
	Authorised action to resolve a complaint

	Counter staff
	· Offer a verbal apology for a data entry error or delay in processing of any Application or Appeal.

	Team Leader
	· As above 

	Deputy Registrar
	· As above plus:

· Approve any written response

· Make a written apology for a serious error or delay which has led to the client incurring significant cost or inconvenience

· Authorise priority to any new transaction required to fix such a serious error or delay.

	Business centre manager
	· As above plus:

· Make a written apology for a systemic problem or any incident of staff misconduct.


5 Reviewing and escalating complaints

5.1 Authority to conduct internal reviews

The Deputy Industrial Registrar generally conducts an internal review of a complaint.  However in his/her absence, any Team Leader, or any other supervisor nominated by the Industrial Registrar may conduct an internal review.

5.2 Requesting an internal review

Any person who has previously made a complaint may request an internal review of that complaint.  Ideally the request should specify any concerns about the handling of the complaint, and how the complainant considers these can be resolved.

It is preferable that the request is made to the Industrial Registrar, Industrial Relations Commission, GPO Box 3760, Sydney, NSW, 2001.  However a request for an internal review can also be made to any staff member, and either in writing or verbally.  The staff member should refer it to the Deputy Industrial Registrar.  

5.3 Internal review time standard

Internal reviews must be completed within three weeks of receipt.  If this is not possible, an interim response must be sent to the complainant within three weeks.

5.4 General procedure for internal reviews

The general steps in conducting an internal review are:

1. assess the original complaint and related documentation

2. contact the client to clarify the nature of unresolved concerns and his/her desired outcomes.  Invite him/her to submit any further information

3. contact the staff concerned to clarify any issues, and to discuss options for resolution if appropriate

4. prepare a written recommendation for resolution, for approval by the Deputy Registrar or Industrial Registrar

5. after approval, prepare and send written advice to the client.  It is good practice also to telephone the client, to explain the outcome personally

6. update the IRC compliant register with the outcome

7. retain all file notes, documents and approvals on the official file.

If a complaint is still unresolved, refer to the Departmental standards concerning escalating for further review.

6 Reporting about and analysing complaints

The Deputy Industrial Registrar:

· provides a verbal summary about complaints received monthly to the Industrial Registrar

· submits a written report on complaints received to the Industrial Registrar within 21 calendar days of the end of each quarter, including an analysis of any emerging trends

· provides complaint numbers on a quarterly basis for inclusion in the IRC Report Card to the Executive (consistent with the counting protocol in the Departmental standards)

· checks and confirms complaint numbers for inclusion in the Department’s Annual Report

· presents an analysis of complaint trends at the annual IRC Business Planning Day (usually held in March each year), so that participants can consider incorporating recommended action in the IRC Business Plan.
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