Feedback Policy

The Cooperative seeks feedback from all stakeholders and will provide a variety of arrangements to collect information and mechanisms consider reactions.

Client, Staff, Member and Agency feedback is essential to provide an efficient and quality service.  Through the Continuous Improvement Policy GGAC can respond to feedback in a creative manner ensuring accountability and viability.
GGAC will be alert to the opportunities to obtain both formal and informal feedback.

All services have a feedback system according to their procedures and what is appropriate to specific circumstances.

· Noted on client files.

· Forms or comments submitted at Reception.

· Online responses.

· Meeting resolutions

· Risk Management and Complaint procedures
· Audit and Reporting processes

· Training Feedback
· Community Events Participation and Evaluations

· Partnership and MOU processes.

· Government Policy

· Traditional Mores

· Popular culture

Should all inform GGAC on opportunities to improve and develop.

Instances and analysis of feedback are to be included in assessment and reporting processes.  They will form a basis of verification and justification of Cooperative operations.
Quality Assurance Process
GGAC’s commitment to continuous quality improvement is met by maintenance of a range of feedback mechanisms including suggestions, complaints and review processes.

Goolum Goolum Aboriginal Cooperative has a responsibility to provide predictable, consistent and quality services.  An essential method of delivering good service is through a continuous quality improvement process that monitors client’s needs and reactions and look for ways to progress.

The factors involved in adjusting and improving are;

1. Strategic plans.

2. Monitor service statistics (clients, services, operations)

3. Reviews and audits

4. Staff and team meetings

5. Address requests

6. Feedback mechanisms to measure community, client and partners opinions.

Community feedback arrangements should include meetings, suggestions, complaints, surveys, comment, requests, and workers’ reports.  There needs to be formal structured processes and informal sensitivity and awareness across the organisation and procedures to deal with the feedback.

A suggestions/complaints/survey box and specific forms are available in reception.  Activity evaluation surveys and web site responses are an important aspect of obtaining feedback.  All external feedback will be addressed and responded to according to the policies for each.  Records and actions taken will be documented with rationale for any improvements resulting from feedback.

Surveys will be instigated according to operational needs for community opinion.

Evaluation sheets or plenary sessions will be part of each event delivery and included in “Event Planning Guidelines”.

Team Staff and Board meetings will have a “Feedback” as an agenda items.

Timelines

	Forms
	Time
	Documentation

	Reports to Authorities
	As specified by department
	Phone call and Written report

	Complaints
	Response within 1 month
	CEO’s records

	Suggestions
	Subject of meeting within 1 month
	Meeting minutes

	Surveys
	Analysis within 1 month.
	Report to Board

	Evaluations
	Recommendation with 1 month
	Report to in Newsletter

	Personal involvement
	Report to team meeting
	Meeting minutes.


Suggestions/ Comments Form

Your opinions form an important part of our Quality Assurance program aimed at providing you with the best service possible.  Please take the time to make us aware of any issues that would help us provide better service to you.  Forms with the respondent’s details will receive an acknowledgement within a month of lodgement.  Anonymous suggestions will form the part of reports to the Board

If you have a complaint you may fill in a complaint form or get some assistance to lodge a signed one with us.

Please don’t hesitate to comment on service, environment, manner or facilities.

Comments

     
Date
     
Name

     
Address
     
Phone

     
