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Complaints Policy
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Policy Statement
Homebuilders West Coast Trust is committed to positive and
supportive resolution of complaints.

It is the policy of this service that in all aspects of
our child and family work, the safety and wellbeing
of children has first and paramount consideration.

A ‘complaint’ is a statement made by a client, employee or other
individual which relates to an employee, practice or decision, or
other aspect of the service’s policies or operations that has not met
that person’s expectations.
1. All complaints will be treated with respect and confidentiality
and will be addressed as soon as practically possible.
2. Our aim is to resolve all complaints.
3. Clients will receive a copy of the Complaints Process at initial
assessment or signing a contract and the policy will be verbally
discussed with our staff.
4. The Complaints Policy Statement and Process will be available
on the website and can be accessed by the public.
5. The Complaints Policy Process will be followed to resolve the
complaint.



Homebuilders West Coast Trust Complaints Policy Process

Day
1

Complaint received
by Homebuilders
West Coast Trust

By
Day
3
By
Day
15

Complaint
Acknowledged

Investigation carried
out

By
Day
20

Final
Response

Your complaint is logged in our complaints system within 2 working days
from receipt of the complaint in writing.
Verbal complaints will be written down on your behalf, then checked, signed
and approved by you before proceeding.

We will acknowledge your complaint in writing within two working days from
receipt of your complaint

Within 15 working days, the Chief Executive will
 Document and inform HWCT Board
 Investigate the complaint
 Arrange a meeting with you if required
 Prepare an outcome report to all parties

Following the completion of the investigation
 Resolved complaints are filed and reported to the Board
 You are advised of the outcome and of the appeal process
 You can ask for unresolved complaints to be referred to the Board who
investigate the process used to resolve the complaint
 A final decision is made and conveyed to you in writing

