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Policies and forms you should have in place
The templates below are designed to be used as-is or can be adapted for your station’s needs:
1. Complaints and Disputes Policy
2. Complaints and Disputes Procedure
3. Complaints Form (covering different types of complaints)
4. Response from Complaints Officer
5. Complaints and Disputes Register
6. Complaints and Disputes Report to Board

Policies and procedures
The template Policy and Procedure documents should be considered, adapted (if needed) and reviewed by your Station Manager (or President) and then formally adopted by your governing body (e.g. Board or Management Committee):

· Complaints and Disputes Policy (“Policy”) is a framework for your station’s approach to complaints and disputes. 

· Complaints and Disputes Procedure (“Procedure”) gives practical guidance on how your station will manage complaints. The term “workers” used in the templates refers to everyone working at your station paid or unpaid. Stations may wish to adapt this to suit your preferred term.

Keeping track of complaints
Stations may wish to offer a Complaints Form at the station and on its website, which helps filter comments from your listeners. The template provides for various types of complaints and can be adapted as appropriate.
The Response from Complaints Officer template is general guidance only – it is always important to tailor the response to the complainant, so they feel heard and are not receiving a generic reply.
Board and management are responsible for ensuring compliance through regular reporting, and that the policy and procedure are reviewed as needed. This can be done using the Complaints and Disputes Register template, which can be complied into a Complaints and Disputes Report to Board.

Need more help?
The CBAA’s Member Services Team can help with any questions on how to use or adapt these templates. Call us on 02 9310 2999 or email us at support@cbaa.org.au



TEMPLATE 1: 
	
[bookmark: _<<INSERT_STATION>>_Complaints]<<INSERT STATION>> COMPLAINTS AND DISPUTES POLICY




Approved by Board on: <<insert date>> 
Responsible person: <<insert name>>	
Scheduled review date: <<insert date>>

Purpose

The purpose of this policy is to make sure that <<name of station>> has an accessible, safe, responsive, efficient, fair and accountable system for dealing with complaints and disputes that is integrated into the way our station operates.

<<name of station>> encourages and supports people who have concerns about our station as their feedback helps to make us stronger as an organisation. Handling complaints and disputes well helps our station to keep improving the way we work and the service we provide for our community.  

This policy will explain how complaints and disputes will be dealt with at <<name of station>> and the principles that we will be guided by. 

Any person working for <<name of station>> including staff and volunteers, will be committed to handling complaints and disputes in line with this policy.

Scope

This policy applies to all workers including staff and volunteers receiving or dealing with complaints and disputes at <<name of station>>. 

<<You may wish to note here if any of your station’s other governance documents affect the handling of complaints and disputes.>>

Policy

<<name of station>> will uphold the following principles and actions:

1. Accessible 

1.1 Complaints and disputes will be handled by a Complaints Officer who is trained to facilitate the raising of complaints and disputes.

1.2 We make it easy to find out how and where to raise a complaint or dispute.

1.3 We accommodate those who need help from a representative to raise their complaint or dispute.

2. Safe

2.1 We take appropriate steps to ensure that people raising complaints or disputes are not negatively affected because they have raised the complaint or dispute  

2.2 We prioritise the health and wellbeing of our workers and take proactive and decisive action to manage any unreasonable behaviour.

2.3 We make sure that the person handling the complaint or dispute is not the subject of the complaint or dispute and that there are no conflicts of interest.

2.4 As far as is appropriate and as required by privacy law, we keep the name and personal details of people who make complaints confidential. 

3. Responsive

3.1 We reply to complaints or disputes promptly and explain what the complaints process is and how long it will take. 

3.2 We will keep the person making the complaint or dispute updated through the process.

3.3 We involve the person raising the complaint or dispute where possible and appropriate.

4. Efficient

4.1 We empower our workers to resolve complaints and disputes on first contact, by listening to the problem and providing an explanation or an apology.

4.2 Our Complaints Officer may direct the complaint or dispute to the person or section it concerns.

4.3 Our Complaints Officer may escalate all or part of the handling to a more senior person.

4.4 We support our workers to follow our complaints and disputes policy and procedure.  

5. Fair

5.1 We objectively consider and investigate complaints and disputes. 

5.2 We decide the appropriate remedy or resolution for each complaint or dispute based on its facts and circumstances.

5.3 We consider any options for appeals procedures, Alternative Dispute Resolution or oversight by an external body if possible and appropriate.

5.4 When a complaint is about a breach of the Community Radio Broadcasting Codes of Practice, we respond to the complaint as soon as possible but no later than within 60 days and advise complainants they can refer their complaint to the Australian Communications and Media Authority (ACMA) if they are dissatisfied with the response.

6. Accountable

6.1 We keep a record of complaints and disputes including the issues raised and decisions made.

6.2 Our board regularly reviews complaints and disputes to understand concerns raised and evaluate any underlying issues. 

6.3 We make appropriate improvements to our programming and operations based on complaints and disputes data.

6.4 We review our complaints policy and procedure at regular intervals in consultation with our workers.

Delegations
Except where otherwise specified in the station’s constitution, the Board delegates to the Complaints Officer all powers possessed by the Board to make findings on matters in dispute regarding such complaints.  


Authorisation
[Signature of Board Secretary]
[Date of approval by the Board]


____________________________________________________________________



TEMPLATE 2: 
	
[bookmark: _<<INSERT_STATION>>_Complaints_1]<<INSERT STATION>> COMPLAINTS AND DISPUTES PROCEDURE




Approved by the Station Manager/CEO on: <<insert date>> 
Responsible person: <<insert name>>	
Scheduled review date: <<insert date>>

The purpose of this procedure is to make sure that <<name of station>> has an accessible, safe, responsive, efficient, fair and accountable system for dealing with complaints and disputes that is integrated into the way our station operates.

This procedure outlines the roles and responsibilities of everyone at <<name of station>>. It will take you step-by-step through the process for dealing with complaints and disputes at our station.

Any person working for <<name of station>> including staff and volunteers, will follow the steps set out in this procedure when dealing with a complaint or dispute.

Responsibilities

It is the responsibility of everyone at <<name of station>> to help make our handling of complaints and disputes accessible, safe, responsive, efficient, fair and accountable.

The Station Manager/CEO or Chair of the Board is responsible for appointing Complaints Officer/s and ensuring that all workers who handle complaints and disputes at any stage of the process are trained and supported. They are also responsible for dealing with complaints and disputes that are escalated to them and for ensuring that records are reviewed.  

Complaints Officer/s are responsible for guiding, assisting and keeping those who raise complaints and disputes informed through each stage of the process. Complaints Officer/s facilitate the complaints process; they do not act as advocates for the person raising the complaint or dispute. Complaints Officer/s will oversee the evaluation and resolution of the complaint or dispute, ensure records are kept and delegate or escalate all or part of the handling where appropriate. 

All workers including staff and volunteers at <<name of station>> understand our complaints and disputes policy and procedure. All workers know who the complaints officer/s are and assist in responding to complaints and disputes when requested.

STAGE 1: Receiving complaints and disputes

1. Ensure the appropriate contact details, forms and information are easily available online and supply them when requested.

2. All workers refer complaints and disputes to a Complaints Officer.

3. The Complaints Officer records the date, issues raised and contact details of people who wish to raise a complaint or dispute. 

4. If the person wants to remain anonymous, it will be explained that this may limit the options for investigation and that while all efforts will be made to ensure secrecy, it cannot be guaranteed. 

STAGE 2: Acknowledging complaints and disputes

1. After a complaint or dispute is brought to the attention of <<name of station>> contact the person within 7 days to explain what the process is and how long it will take.

2. If it is appropriate try to resolve the complaint or dispute on first contact, by listening to the problem and providing an explanation or an apology.

3. If the complaint or dispute is not resolved immediately, keep a record of all contact.

4. If the complaint concerns a breach of the Community Radio Broadcasting Codes of Practice, advise the person making the complaint that they may make a complaint to the Australian Communications and Media Authority (ACMA) if they have gone through your complaints process and are dissatisfied. You can direct them to the CBAA for help understanding the rules.

STAGE 3: Evaluating complaints and disputes

1. Consider whether the issue will get worse if action is not taken quickly.

2. Consider any risks to the health and wellbeing of the person making the complaint or of people working at <<name of station>>.

3. Decide whether the complaint should be delegated or escalated to an appropriate person.

4. It might be necessary to gather more information or investigate any claims that have been made.

5. Keep the person who raised the complaint or dispute up to date with what you are doing to understand and evaluate their complaint and advise them of any delays.

6. If the complaint or dispute concerns a crime, report it to the police or relevant authority.

STAGE 4: Resolving complaints and disputes

1. Consider and investigate the facts and circumstances of the complaint or dispute. Take time to explain the outcome, any proposed action and listen to any unresolved concerns. If necessary, repeat this step until the issues and facts are understood.

2. Decide what remedy or resolution is appropriate. Communicate in writing and record in complaints register the outcome to the person who raised the complaint or dispute giving reasons and explaining any action that will be taken.

3. Prepare a written report on the complaint including whether the complaint has been resolved, resolved in part or is unresolved. Provide this to the person who raised the complaint or dispute and let them know any avenues for appeal open to them. You can contact the CBAA if you need help understanding whether the person may take the complaint to the ACMA or accessing Alternative Dispute Resolution options.

4. If the ACMA decides to investigate a case they will advise you of what they require and may ask you to keep records and other material for a longer period. Assist them with their enquiries and provide them with details of the steps your station took to endeavour to resolve the complaint internally.

STAGE 5: Reviewing complaints and disputes

1. Keep a record of all complaints (including those found to be frivolous) and disputes including the outcome the investigation, how it was evaluated and any remedies or resolutions, for at least 2 years.

2. Keep a record of any programs that are the subject of a complaint for 60 days after the complaint is lodged. 

3. A register of complaints and disputes received should be regularly presented to the board for consideration, together with any recommendations for action.

4. The Board will consider any recommendations and ensure that remedies are implemented and root causes are addressed. 

Related Documents
•	Station Constitution 
•	Health and Safety Policy 
•	Industrial Relations Policy 
•	Whistleblower Policy 
•	[insert, as applicable] 

Legislation, Codes of Practice & Awards
•	Community Radio Broadcasting Codes of Practice 
•	Broadcasting Services Act 1992. 
•	[Insert applicable legislation by State] 
•	[insert reference to applicable industrial instruments]

Authorisation
[Signature of Station Manager/CEO]
[Date]
____________________________________________________________________
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TEMPLATE 3: 
We’ve prepared this Complaint Form to help your station streamline the process of handling complaints and disputes while making it accessible and transparent for your listeners and workers. We recommend you make this form readily available (online and at your front desk).

	
[bookmark: _<<INSERT_STATION>>_Complaints_2]<<INSERT STATION>> COMPLAINTS FORM



So you've got a complaint? You think something's gone wrong, and you want to bring it to the station’s attention and if possible have it fixed, 
Thanks for that. We want to give the best possible community broadcast service, and your contribution will help us get there. 
If your complaint is about the Community Radio Broadcasting Codes of Practice or our broadcasting licence conditions, we are required to acknowledge your complaint in writing. To do that, we’ll need your name and contact address – either a postal address or an email address.  
You don’t have to give your contact details and, even if you don’t, we’ll pass on your complaint to the relevant section of the station.  If we don’t have your contact details, we won’t be able to inform you of the eventual outcome.

	[bookmark: _Hlk102323850]Name:
	

	Would you rather we communicated with you by: (please tick)

	□ Email
	

	□ Letter to your postal address
	



If you wish your complaint to be anonymous, we will as far as possible try to comply with your wishes.  However, please be aware that: 
· we can’t guarantee that other people won’t be able to deduce your identity from the nature of your complaint, and 
· if you’re not willing for your name to be used, this may make it more difficult to proceed with an investigation and may complicate providing procedural fairness to any person or section you’re complaining about. 
	Do you want your complaint to be anonymous, or can we use your name? (please tick)

	□ Anonymous
□ You can use my name (please sign the following declaration)

I agree that my name can be provided to other employees or members or volunteers of the association as it relates to my complaint.

________________________________      ________________________________
Signature                                                      Name



Thanks. Now we'd like to get your complaint sent to the correct person, and to do that we'll have to ask you a few questions:
1) Are you making your complaint as one of our listeners - i.e, is your complaint that about one of our radio services?
Please fill in the section Listener Complaints and we’ll send it to the program managers, who’ll get back to you as soon as possible to tell you what they’ve done about it. 

2) Are you making your complaint as one of our members -i.e, do you have a dispute with another member, or a Committee member, or the station as a whole?  

Please fill in the section Member Complaints, and we’ll ask you a few more questions to clarify who’s responsible for trying to fix the problem. 
 
3) Are you making your complaint as one of our workers or our volunteers? Is it a complaint about the working conditions, or about the station administration generally? 

Please fill in the section Workforce Complaints, and we’ll ask you a few more questions to clarify who’s responsible for fixing the problem.  
If you’re having trouble with this form, or if you want advice on how to proceed, the station’s Complaints Officer is [Name of CO] and you can contact them at [email]. If the complaint is about the Complaints Officer, please forward the complaint to [details]. 
If your complaint is about a breach of the Community Radio Broadcasting Codes of Practice and we haven’t replied to your complaint in 60 days, you’re entitled to complain to the Australian Communications and Media Authority (ACMA) – see below – but we’ll do our best to make sure you’re given an answer well before that. If we have given you an answer, but you’re not satisfied with it, then you’re also entitled to complain to ACMA – but we will aim to resolve your complaint first. 
Community Radio Broadcasting Codes of Practice
As an organisation we want to be open, transparent, and responsive to the concerns of our stakeholders and the public. Community broadcasters must abide by the Community Radio Broadcasting Codes of Practice – rules that set out the obligations and requirements on licensees for programming on community radio stations. The Codes also outline the operational standards for stations that hold a community radio licence. 
Code 7: Complaints and Disputes
You can contact the ACMA at:
ACMA Customer Service Centre 
Tel: 1300 850 115 
Email: info@acma.gov.au
https://www.acma.gov.au/complain-about-program-tv-or-radio

	LISTENER COMPLAINTS



[Name of station] wants to do it all right, and if you think we’re doing it wrong we want to hear about it. 
Please give us your complaint in as much detail as you think ought to be enough for us to identify where the problem lies. 
If you’re complaining about a particular program, it’d help if you were able to say what the program was and give at least an approximate date and time. 
If it’s a more general complaint, it will help if you can give examples. 
If you think we have breached one of the Community Radio Broadcasting Codes of Practice it will help if you can identify which one.
You don’t have to give your own name, but we can’t get back to you with our response unless you do. Please note that your contact details are a requirement for any Community Radio Broadcasting Code of Complaints.

If you want a hand filling out your complaint, check with [the Complaints Officer] at [contact details]. 
	Program name:
	

	Date:
	

	Time:
	

	Complaint:

	













What happens next? 
We’ll pass the complaint to [the program manager] and include it in the station’s monthly report to the Board/Management Committee. The [program manager] will get back to you as soon as they can to say what they’ve done about it.  If they haven’t sent you an answer in the next 30 days, I’ll get back to you myself and say what we’re doing about it (and if we haven’t replied to you in 60 days, you’re entitled to complain to ACMA, but we will try to ensure that this won’t be necessary). 
Thanks for your feedback. 

	MEMBER COMPLAINT 



So, you’re a member of our organisation, and you’ve filled out your membership form and been approved by the Board and paid your fees.  As a member, you’ve also subscribed to our constitution, our policies and/or bylaws, and the sector’s Codes of Practice and can call on them for support where you need to. If someone has done something that doesn’t fit with those, we’d like to be told, and then we’ll check it out and get back to you. We take these complaints seriously. 

Please fill out the question that best describes your complaint. If you have a general suggestion about the station’s programs or practices, please fill in the Listener Complaints form.
If you need help filling out your complaint, check with [the Complaints Officer] at [contact details].

Do you think someone may have done something unconstitutional?
The Association’s constitution is [available on our website at [LINK]/[attached]/is available from the Complaints Officer.
Along with the station’s policies and/or bylaws, the constitution sets out our station’s, rules.  If we haven’t followed the proper procedures and standards we have set for ourselves, members are entitled to expect a remedy.  
	What section of the constitution or policies [or by-laws] [or codes of conduct] do you think has been breached?

	

	What did the breach consist of?

	

	What do you think should be done now?

	





Do you think someone may have done something in breach of the station’s own policies, codes, or bylaws?
Much of what we want to regulate is covered by the Community Radio Broadcasting Codes of Practice, but we also have some areas where we make our own policies. The station’s policies, codes, and/or bylaws are available from the Complaints Officer.
	What part of our policies, codes or bylaws do you think has not been followed?

	

	What happened that didn’t follow the policy?

	

	What do you think should be done now?

	




Do you think someone may have done something in breach of the Community Radio Broadcasting Codes of Practice?
Our station is bound to follow the Community Radio Broadcasting Codes of Practice (the Codes), and if we get it wrong we can be investigated by the Australian Communications Media Authority.  The Codes are available from the Complaints Officer or on our website.
	What part of the Codes do you think has not been followed?

	

	What happened that didn’t follow the Codes?

	

	What do you think should be done now?

	



Have you got a dispute with another member of the Association?
Our constitution (which can be accessed [here]) says that 
<<Insert relevant section of constitution>>>
	Who or what are you in dispute with?

	

	What’s the nature of the dispute?

	

	Do you want to proceed to mediation, as provided for in our constitution? (Both parties must agree to use mediation and, until I’ve checked with them, I can’t guarantee that this will happen.)

	

	What do you think should be done now?

	



What happens next? 
We’ll check with the section responsible to see what they have to say about it. When they respond, we’ll check back with you.  If they haven’t sent me an answer in the next 30 days, we’ll get back to you and say what we’re doing about it.
Thanks for your feedback. 


	WORKFORCE COMPLAINT 



As a worker (staff or volunteer) at [Name of station] you may have issues with the work you’re asked to do. 
There are three ways that people working within the system might want to lodge complaints; if they feel that they’ve been mistreated, or if they see problems in the organisation that they want to report, or both. 
Some of these complaints will relate to health and safety, some industrial relations, and some will relate to other issues.  
	Which stream do you think is appropriate in this case?

	□ Health and safety
□ Industrial relations
□ Other

	What’s the nature of the complaint? 

	



	OTHER COMPLAINT 


You may well have some concerns that don’t come under any of those headings. You may believe that the station, or some part of it, or some person in it, isn’t necessarily breaking any rules but is nonetheless mistaken or unfair or unethical. If that’s the case, we’ll investigate it and see if there’s a way for everybody to be happy. We acknowledge that this is not always possible, but we’ll do our best to help. 
	What’s the nature of the complaint?

	



What happens next? 
We’ll pass your complaint to the person in charge of that section, get a response, and get back to you as soon as possible.  If it’s going to be carried on after that, it will be 
led by the appropriate area under our policies and procedures.

TEMPLATE 4: 
	
[bookmark: _Response_in_writing]RESPONSE IN WRITING FROM THE COMPLAINTS OFFICER




On [date] you complained to <<name of station>> that [Complaint]
I took up this matter with [Section or person].
The response was that [Response]
[If relevant] Further input was sought from [Section or person] {who asked that their names be kept confidential}.
I then sought your comments on this response. 
In the light of these responses, I came to the following conclusion.
or
In the light of these responses, I arranged for the matter to be investigated.
The investigation made the following findings:
[Findings]
 
[Findings of fact; including whether
· [There was/was not documentary evidence to support the statements of the participants]
· [The decision in question was/wasn’t made in good faith] 
I have reviewed the findings and believe they are sound.
or
The investigation is continuing, and you’ll be informed further when a finding has been reached [deferment].
The outcome
In the light of all this,
· It appears that your concern is not covered by the Codes of Practice or our complaints procedures. [Materiality]
or 
· it’s probable that there has in fact been a breach of [rule, etc.] and that corrective action should be taken.  I’ve made a recommendation to this effect to the Board. [Breach found in part/Breach found]
or
· we have not found any breach of any of our Codes of Practice [or policy/constitution et]. Add here: reasons for decision, acknowledgment that there may still be issues or shortcomings and what we are doing about].
 [Breach not found]
or
· unfortunately we were unable to form a conclusion on the available evidence, which means I can’t take any further action in this matter. [No finding]
Please be assured that your complaint has been taken seriously and that our Board and management regularly review all complaints to identify opportunities for improvement in our services and operations.
The next step
We hope you are satisfied that that we have investigated your complaint and that this matter is now resolved.  
If you are not satisfied with our response, then you may have other options [only include what is appropriate].
· if you believe there has been a breach of the Community Radio Broadcasting Codes of Practice, our licence conditions or the Broadcasting Services Act 1992, you can take the matter further by submitting a written complaint to the Australian Media and Communications Authority. 
· if your complaint relates to the station’s constitution (which you can find here), you may be able take the matter further by seeking mediation or calling for a general meeting of the station’s membership.  
· if you think this involves an issue of civil law, you will need to obtain your own legal advice at your cost. 
· if you think there has been a breach of criminal law, you should take your complaint to the proper authorities. 

Please contact me if you have any further questions about this matter.
Do you want any help from me, as Complaints Officer, to take the matter further?  
Do you feel that your complaint has been satisfactorily resolved?  
Do you want to sign off on this matter?  
And it’s only fair to give you a chance to complain about me, if you want to. You can let the station know that the Complaints Officer was/was not a help by contacting [insert contact details]
I will make a report of this outcome to the board.


TEMPLATE 5: 
	[bookmark: _<<INSERT_STATION>>_complaints_3]<<INSERT STATION>> COMPLAINTS AND DISPUTES REGISTER

	Complaint number: [Sequential]
	

	Date of complaint:
	

	Name of complainant:
□ tick if anonymous 
	


	Email of complainant:
	

	Nature of complaint:
	□ LISTENER COMPLAINT 

□ MEMBER COMPLAINT 
(for member complaints, please circle)
Constitution 
Policies codes & bylaws 
Community Radio Broadcasting Codes of Practice Dispute 

□ WORKFORCE COMPLAINT 

□ OTHER COMPLAINT

	Section referred to:
	

	Date of referral:
	

	Date that response communicated to complainant:
	

	Was the complainant satisfied with the response?
	□ YES
□ NO

	Was the complaint referred to an external organisation? 
	□ YES, if so which one and when ____________
□ NO

	Was an investigation commenced by the station?
	□ YES, if yes on which date ________
□ NO

	Date initial findings were circulated to complainant and section:
	

	Date complainant’s response to findings received:
	

	Date section’s response to findings were received:
	

	Date eventual findings were circulated to complainant and section:
	

	Date findings were referred to the board:
	

	Was the complainant satisfied with the final response?
	□ YES
□ NO





TEMPLATE 6: 
	[bookmark: _<<INSERT_STATION>>_REPORT]<<INSERT STATION>> REPORT TO BOARD

	Name of Complaints Officer:
	

	Period covered by the report:
	___________________ to ____________________


	Total number or complaints entered in the complaints register
	

	Number of complaints entered in the Complaints Register that are unresolved and are under consideration
	

	Number of complaints entered in the Complaints Register that are the subject of a current investigation
	

	Number of complaints by nature of complaint:
	
	LISTENER COMPLAINT 

	
	
	MEMBER COMPLAINT 

	
	
	Constitution 

	
	
	Policies codes & bylaws 

	
	
	Community Radio Broadcasting Codes of Practice

	
	
	Dispute

	
	
	WORKFORCE COMPLAINT

	
	
	OTHER COMPLAINT

	Number of complaints resulting in a finding:
[Finding attached]
	

	Arising from this finding, the Complaints Officer places the following recommendations before the Board:

	


	Preferred contact details of complainant (if provided) 
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