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Zig Zag values all feedback, including complaints, as this provides an opportunity for Zig Zag to improve our support services to young people. We take your feedback and complaints seriously. Please complete and return this complaints form to us and it will be reviewed by our Program and Practice Director and CEO and we will discuss how best to respond and how we might improve or change some of the ways in which we work. Your complaint will also be reported to Zig Zag’s Management Committee, who will make sure that we have responded appropriately. There is more information about how we handle complaints and other personal information at the end of this form.
Complaints form
	Your details

	Name:
	     
	Date:
	     

	Address:
	 FORMTEXT      
	Email:
	     
	Phone:
	    

	Advocating for:
	(If you are making this complaint on behalf of someone else)      

	Your complaint

	1. Which Zig Zag support are or were you accessing?
☐ Intake               ☐ Housing support               ☐ Sexual assault support              ☐ Don’t know

	2. Which worker/s have you been in touch with?
     

	3. If your complaint it about a particular incident, what was the date of the incident?
     

	4. What happened?
Please tell what has happened that you are not happy about. Where did it happen, who was involved and what did they do? In general, the more detail that is provided the better we can understand and respond to the issue.
     

	5. What impacts has this had for you?
     

	6. What outcome would you like to see from your complaint? What do you want Zig Zag or the worker/s involved to do?
     

	7. Would you like to speak with a Zig Zag worker about this complaint?     ☐ Yes     ☐ No



Complaints process
Zig Zag has a detailed complaints process. If you would like to know more about it, please ask one of our workers or request a copy of our Feedback and Complaints Policy and Procedures. As a summary, when a complaint has been received:
Relevant staff members will meet with our Program and Practice Director, CEO or Management Committee. They will discuss possible responses and look at how we can improve some part of our work.
The young person who submitted the complaint will be contacted within 10 days, either for further discussion (if they answered ‘yes’ to question 7) or to let them know what the outcome of the complaint is.
 If the young person is not satisfied, they have the right to:
· Contact Zig Zag’s Management Committee and ask them to review the decision.
· Contact Zig Zag’s funder or an external body such as the Office of the Victim’s Commissioner, to escalate the complaint.
Please be aware that we often have to consider several perspectives and issues when addressing complaints.  We will seek to resolve the issues raised in a manner which is fair and just to all involved.
You can seek more information about how Zig Zag manages complaints by speaking to your support worker, or contacting us on 07 3843 1823, or emailing info@zigzag.org.au.
Will the complaint affect the support you receive?
No. By submitting a complaint, you are helping us improve our ways of working with young people, which is very important to us. It will not affect your right to receive support, either from us or from another support service.
Privacy of your personal information
Protecting your personal information is important to us. We have several policies that cover the security, confidentiality and handling of your information. These align with responsibilities under law, including the Privacy Act 1988 (Cth) and Australia’s National Privacy Principles. We also follow strict processes for collecting and storing information to make sure we only save information we need in order to support you properly and meet our responsibilities for reporting on the work we do (which does not include personal information). Please ask a Zig Zag worker if you would like to hear more about our policies and procedures for protecting your privacy.
What is personal information?
Your personal information includes:
Any information about you that could lead another person to identify you, such as your name, address, age, and date of birth.
Details about your health, family history or cultural background/identity.
Your financial or legal information.
Support you have received from Zig Zag. 
You have the right to see the information we keep about you. You can speak to a worker about viewing this information and requesting a change if you think any of the information is inaccurate.
Is your complaint confidential?
Any complaint you make is treated confidentially – it will only be shared with people within Zig Zag who need to know and we will only share any information beyond Zig Zag where there is a significant risk to a young person’s safety or a law that requires us to share it.
When do we need to share information?
Occasionally, we need to share personal information about a young person we work with. This is usually in instances where there is a significant, immediate risk to a young person’s safety. From time to time, we also have a legal request to share information, such as a court order. We will seek to obtain the young person’s consent wherever possible before sharing their information.
image1.png
Y\

Z1Go/ZAG

N





