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Phone: (07) 3843 1823   Fax: (07) 3398 5400  Email:  info@zigzag.org.au

Young Women’s Complaints Form
Zig Zag Young Women’s Resource Centre values any feedback. Young women’s complaints will be considered and taken seriously. Complaints will be shown to the Manager and will be reported to the Management Committee. 

Relevant staff members and the Manager will meet within 1 week to discuss the complaint. Young women will be contacted within 10 days of the complaint being submitted and will receive a response from the Manager. 

If you don’t feel that the organisation has dealt with your complaint appropriately you can ask the Management Committee for the decision to be reviewed.   Alternatively, you have the right to make a complaint about the service you receive to an external complaints agency or to the Funding Body.

It is important to remember that the organisation must often consider many different and competing issues when addressing complaints.  Zig Zag will seek to resolve the issues raised in a manner which is fair and just to all involved.

Name: 
____________________________

Address: 
____________________________________________________


____________________________________________________



Phone/Mobile: __________________________________________

Advocate

I am complaining on behalf of: ____________________________



Advocate’s Name: 
__________________________________________



Advocate’s Address: _________________________________________ 

   _________________________________________​​​



Advocate’s Phone number/s: __________________________________
1. What Zig Zag Service are/were you accessing (e.g. Housing or Sexual Assault) and who was involved?

	

	

	

	

	


2. Date of the incident (if applicable): ___________________________
3. What happened, where did it happen, who was involved and what did they do? Please try to describe what occurred. Attach separate page if needed. 
	

	

	

	

	

	


4. How has this (the incident) impacted on you? What loss or harm have you experienced?
	

	

	

	

	

	


5. What would you like to achieve by this process? What do you want the workers/service involved to do? 
	

	

	

	

	

	


6. Were there witnesses to the event/process? If appropriate you can provide their contact details.
	

	

	

	

	

	


Signed: _______________________________ Date: _______________
Privacy of Your Personal Information

Protecting your personal information has always been important to Zig Zag and is required by law.  Zig Zag handles your personal information in accordance with the provisions of the Commonwealth Privacy Act and set of National Privacy Principles.  

You are entitled to ask what information about you is being collected, why it is being collected and how it will be used.    

What is personal information:

All information which can be used to identify an individual, such as a name, address, age, date of birth and gender, is personal. This also includes information about your health, family history, cultural information and financial or legal information. In some circumstances such as in individual counselling it is possible to access the Service without the collection of identifying information.

Collection, use and disclosure of your information:

We acknowledge that we collect sensitive information and therefore endeavour to comply with the privacy provisions for your protection.

To protect your privacy Zig Zag:
· provides the opportunity to have personal information recorded anonymously when accessing individual sexual assault or generalist counselling;

· ensures that statistics provided to funding bodies are non-identifying;

· does not release identifying information about you without your consent, except under the circumstances described below (see below “Obtaining your Consent”).

If you are in our housing or have consented to being on the Zig Zag mailing list, your name and address will be used to send you general information about coming events.    

Obtaining your consent:
Your consent will always be obtained before releasing personal information about you to anyone outside this Service.   The exceptions include (where your consent is not required): 
· Where a worker has a duty of care to disclose personal information, for example when you are at risk of harming yourself or another person; when your safety or the safety of others is at risk; when a young women is in an emotional/mental or physical state in which she is clearly unable to make an informed decision (e.g. unconscious);

· Where there is a court order or a legislative requirement; 

· Where there are other legal or ethical obligations to disclose personal information.
Even under these circumstances Zig Zag workers will, wherever possible and/or appropriate, seek to gain your consent and/or keep you informed of the information disclosed.

You may ask a worker at Zig Zag to explain these exemptions more fully.   

How to access your personal information:

You can access the information kept about you at Zig Zag.  This information can be accessed only in the company of a Zig Zag worker.   You can arrange to get a copy of the information kept on you – a worker can explain this procedure to you.

Security of your personal information:

Zig Zag staff ensure that any information collected which can identify a person is kept secure and is used only for authorised purposes.   

Enquiries and further information:  

If you are unclear about any of this information or if you are concerned about the privacy and protection of your information, please talk to a worker at Zig Zag eg your counsellor or support worker.  

Zig Zag has several policies that cover the security, confidentiality and handling of your personal information.   Please ask a Zig Zag worker if you would like to access these policies or would like them explained more fully.
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