Grievance Procedure for people
who access NQDVRS

No one has the right to denigrate another.
Service users are entitled to be represented
by an advocate of their choice through all
stages of the grievance procedure and will
be informed of that right when lodging a
complaint. Service users have a right to have
their grievance dealt with at the
Management level if necessary. Any
complaint will be taken seriously and dealt
with as soon as possible. In an instance of a
serious complaint about a worker, that
worker will not have contact with the service
user involved.

Step One
When a person associated with the service

feels an injustice has been done to her/him,
she/he may approach the person concerned
or the coordinator of the service. An
attempt will be made to resolve the issue.
Step Two

If there is no positive outcome for the user
of the service she/ he should put further
complaints in writing and send it to:

The Secretary
NQDVRS Management
PO Box 6061, Townsville, Qld 4810

The Management Committee will then
consider the issues and attempt to resolve
them.

I , : :
Have you raised a grievance/ complaint

with us? Then please tell us...

How well did we respond to the issues
raised?

Is there anything else we can do to
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NQDVRS

Funded by the Department of Communities
Information and referral
Aardvarc program for
children

Community education &
training

Resources

Court Support

Men's Behavioral Change
Program

TOWNSVILLE OFFICE

PO Box 6061, Townsville QLD 4810

Phone: 07 4721 2888 Fax: 07 4721 1794

nqdvrs @nqdvrs.org.au

4™ floor, Northtown Tower. Flinders Street Mall.

MOUNT ISA OFFICE

Po Box 502, Mt Isa QLD 4825

Phone: 07 4743 0946 Fax: 07 4743 7999
minqdvrs@bigpond.net.au

The Old Court House Building, Isa Street

http://www.nqdvrs.org.au

Your Feedback
about our
Service Provision
is important to us!

Information for'people
using the

North Queensland
Domestic Violence
Resource Service

Aims:

" To conduct a service in the North
Queensland region which provides direct
support services, community education,
training for service providers and
coordination of domestic violence
responses which actively promotes and
enhances the safety of women and
children involved in domestic violence”




1 I have received a respectful and culturally appropriate service
: I understand the services policy on confidentiality
1 I feel that the workers considered my rights in my contact with them

Your Feedback about our Service
Provision can help us provide a bet-
ter service to you!

NQDVRS has a commitment to provide the
best possible service and support for users
of the service.

If you have been impressed or unhappy
with any part of your contact with our ser-
vices we would like to encourage you to in-
form us.

You can do this by:

* Reporting your comments directly to the
person you have been in contact with;

« Talking to the coordinator

s Filling out this feedback form and re-
furning it fo a worker or posting it to
NQDVRS (address on reverse page)

e Or, if there has been a concern and it has
not been resolved, put it in writing and
address it to the Management
Committee and send it to the same
address.

FEEDBACK SECTION (please circle)

COMMENTS:

Rights and Responsibilities
People associated with NQDVRS,
irrespective of nationality, cultural back-
ground, religious belief, sexual preference,
gender, social and economic circumstances,
age or disability have the right to;

» Access [to be « Self-determination
informed about their & Choice [to allow
rights, given accurate  and support these
information, receive  within the scope of
services] the service]

« Safety [tobeina  «Confidentiality &
safe, non-violent Privacy [to provide a

environment at all private environment
times; the safety of in which all

women & children information is

permeates all aspects  tpreated confidential,
of service] except where the
*Respect, dignity & safety of others is
acceptance [to be threatened or the
accepted and treated law demands oth-
with those at all erwise]
times] e Participation [to be
« Information [to able to participate
receive appropriate & and have opinions
accurate information] valued]

YES NO
YES NO
YES NO

! FEEDBACK SECTION
I Date:
I Worker Involved:

COMMENTS:

WHAT SUGGESTIONS DO YOU
HAVE?

; Your name and contact details (if you
I require feedback):



