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COMPLAINTS AND GRIEVANCES POLICY 

1 PURPOSE D E F G H I J F K L M K N
· O G K F J P M J F D J M Q G Q G R S E T T E U H K L F V J Q G W Q V T F H E S S M Q J G F H H M G X G M K I J M T Y I H K Q W F Q G X F M T Q G R U Q K L M T TW E Z V T M Q G K H M G X R J Q F [ M G W F H \
·

W T Q F G K H L M [ F M W T F M J I G X F J H K M G X Q G R E S K L F H K F V H Q G [ E T [ F X Q G J F V E J K Q G R M W E Z V T M Q G K E JR J Q F [ M G W F \
·

J F M H H I J F W T Q F G K H K L M K M G ] W E Z V T M Q G K H E J R J Q F [ M G W F H U Q T T ^ F K M _ F G H F J Q E I H T ] `
2 SCOPE D L Q H V E T Q W ] a V J E W F X I J F M V V T Q F H K E M T T O G K F J P M J F F Z V T E ] F F H `
3  LEGISLATIVE AUTHORITY 

· b c d e f g h
4  POLICY STATEMENT 

· i T T W T Q F G K H E S O G K F J P M J F D J M Q G Q G R L M [ F K L F J Q R L K K E J M Q H F M G ] W E Z V T M Q G K H E J R J Q F [ M G W F H U Q K L E I KS F M J E S J F K J Q ^ I K Q E G E J K L J F M K K E W E G K Q G I M K Q E G E S H F J [ Q W F `
· i T T W T Q F G K H U Q T T ^ F V J E [ Q X F X U Q K L M H H Q H K M G W F Q G J F V E J K Q G R W E Z V T M Q G K H E J R J Q F [ M G W F H `
· i T T W E Z V T M Q G K H E J R J Q F [ M G W F H U Q T T ^ F K J F M K F X H F J Q E I H T ] M G X U Q T T ^ F J F H V E G X F X K E j I Q W _ T ] M G XW E G S Q X F G K Q M T T ] `
· i H F W I J F J F W E J X U Q T T ^ F _ F V K E S M T T W E Z V T M Q G K H k R J Q F [ M G W F H E J M V V F M T H M G X Z M Q G K M Q G F X Q GO G K F J P M J F D J M Q G Q G R P E Z V T M Q G K H d F R Q H K F J M G X Q G K L F Q G X Q [ Q X I M T W T Q F G K S Q T F `
· O G K F J P M J F D J M Q G Q G R J F W E R G Q H F H K L F J Q R L K E S M T T W T Q F G K H K E H F F _ K L F M H H Q H K M G W F E S M G F l K F J G M TE J R M G Q H M K Q E G K E J F H E T [ F K L F W E Z V T M Q G K k R J Q F [ M G W F E J M V V F M T `
· i T T W E Z V T M Q G K H M G X R J Q F [ M G W F H U Q T T ^ F K J F M K F X M H E V V E J K I G Q K Q F H S E J Q Z V J E [ F Z F G K M G X M W K Q E G F XM H V M J K E S O G K F J P M J F D J M Q G Q G R P E G K Q G I E I H O Z V J E [ F Z F G K `
· i G ] W E Z V T M Q G K U Q T T G E K J F H I T K Q G H I H V F G H Q E G E S K J M Q G Q G R I G T F H H M R J F F X ^ ] ^ E K L V M J K Q F H `

5  PROCEDURE 

ADVICE TO CLIENTS i T T b K I X F G K M G X m Z V T E ] F J n M G X ^ E E _ H U Q T T N
· d F S F J K E K L F P E Z V T M Q G K H M G X o J Q F [ M G W F H p E T Q W ]
·

p J E [ Q X F Q G S E J Z M K Q E G E G L E U K E H I ^ Z Q K M W E Z V T M Q G Kq V E G J F j I F H K k H K M S S U Q T T N
·

m l V T M Q G K E W T Q F G K H K L F H K F V H Q G [ E T [ F X Q G H I ^ Z Q K K Q G R M W E Z V T M Q G K E J R J Q F [ M G W F
·

p J E [ Q X F K L F W E G K M W K X F K M Q T H S E J K L F P E Z V T M Q G K H r S S Q W F J
·

p J E [ Q X F M P E Z V T M Q G K H M G X o J Q F [ M G W F s E J Z
LOCAL LEVEL RESOLUTION 

· O G K F J P M J F D J M Q G Q G R F G W E I J M R F H E V F G W E Z Z I G Q W M K Q E G M G X M G F G [ Q J E G Z F G K E S K J I H K ` i G ]V F J H E G U Q K L M W E Z V T M Q G K E J R J Q F [ M G W F Q H F G W E I J M R F X K E J M Q H F K L F Z M K K F J X Q J F W K T ] U Q K L K L FE K L F J V M J K ] W E G W F J G F X `
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· O S K L F Z M K K F J L M H J F H I T K F X S J E Z M W T M H H J E E Z E J K J M Q G Q G R Q G W Q X F G K k K L F V M J K Q W Q V M G K H L E I T XM K K F Z V K K E J F H E T [ F K L F Q H H I F K L J E I R L X Q H W I H H Q E G U Q K L K L F K J M Q G F J M K K L F F G X E S K L F H F H H Q E G `
RESOLUTION BY MANAGEMENT 

· b L E I T X K L F Z M K K F J J F Z M Q G I G J F H E T [ F X k K L F W T Q F G K Q H F G W E I J M R F X K E H I ^ Z Q K M P E Z V T M Q G K H M G Xo J Q F [ M G W F s E J Z `
·

D L F P E Z V T M Q G K H r S S Q W F J U Q T T T E R K L F W E Z V T M Q G K Q G K L F P E Z V T M Q G K H d F R Q H K F J M G X V J E [ Q X F M T TJ F T F [ M G K X F K M Q T H K E K L F Z E H K H I Q K M ^ T F t M G M R F J S E J J F H E T I K Q E G `
·

P E Z V T M Q G K H U Q T T ^ F L M G X T F X ^ ] M G M V V J E V J Q M K F T ] X F H Q R G M K F X V F J H E G X F V F G X Q G R I V E G K L FG M K I J F E S K L F W E Z V T M Q G K k H K M S S M [ M Q T M ^ Q T Q K ] M G X K L F H K M S S Z F Z ^ F J a H J F S F J J F X K E Q G K L FW E Z V T M Q G K `
·

D L F t M G M R F J M T T E W M K F X K E K L F W E Z V T M Q G K U Q T T F G X F M [ E I J K E Z M _ F Q G Q K Q M T W E G K M W K U Q K L K L FW T Q F G K U Q K L Q G e ^ I H Q G F H H X M ] H U Q K L K L F M Q Z E S H F F _ Q G R M Z I K I M T T ] M R J F F M ^ T F E I K W E Z F ` D L Ft M G M R F J Z M ] M T H E X Q H W I H H K L F Z M K K F J U Q K L M G ] H K M S S Z F Z ^ F J J F S F J J F X K E Q G K L F W E Z V T M Q G K `
· b K M S S M J F G E K V F J Z Q K K F X K E L M G X T F M G F H W M T M K F X W E Z V T M Q G K U L F G K L F ] L M [ F ^ F F G J F S F J J F X K E Q GK L F W E Z V T M Q G K `
·

D L F t M G M R F J U Q T T J F W E J X K L F X F K M Q T H E S K L F W E Z V T M Q G K M G X K L F E I K W E Z F E G K L F P E Z V T M Q G K HM G X o J Q F [ M G W F H s E J Z M G X J F K I J G K E K L F P E Z V T M Q G K H r S S Q W F J U Q K L Q G e u ^ I H Q G F H H X M ] H S E JW E Z V T F K Q E G `
·

D L F P E Z V T M Q G K H r S S Q W F J U Q T T ^ F J F j I Q J F X K E Q G S E J Z M T T V M J K Q F H Q G [ E T [ F X E S M G ] X F W Q H Q E G H E JE I K W E Z F H Q G U J Q K Q G R ` v Q K L Q G K L F G E K Q S Q W M K Q E G E S K L F E I K W E Z F E S K L F S E J Z M T W E Z V T M Q G K K L FH K I X F G K H L M T T M T H E ^ F G E K Q S Q F X K L M K K L F ] L M [ F K L F J Q R L K K E M V V F M T ` D E M V V F M T M X F W Q H Q E G k K L Fd D r Z I H K J F W F Q [ F k Q G U J Q K Q G R k R J E I G X H E S K L F M V V F M T M G X K L F Z M K K F J U Q T T ^ F J F S F J J F X K E K L FP m r `v L F J F K L F d D r W E G H Q X F J H Z E J F K L M G w f W M T F G X M J X M ] H M J F J F j I Q J F X K E V J E W F H H M G X S Q G M T Q H F K L FW E Z V T M Q G K E J M V V F M T k K L F d D r U Q T T N
·

Q G S E J Z K L F W E Z V T M Q G M G K E J M V V F T T M G K Q G U J Q K Q G R k Q G W T I X Q G R J F M H E G H U L ] Z E J F K L M G w f W M T F G X M JX M ] H M J F J F j I Q J F X k M G X
·

J F R I T M J T ] I V X M K F H K L F W E Z V T M Q G M G K E J M V V F T T M G K E G K L F V J E R J F H H E S K L F Z M K K F J `x E I Z M ] M T H E W L E E H F K E T E X R F M W E Z V T M Q G K U Q K L K L F d D r J F R Q H K F J Q G R ^ E X ] k i b y i k M K U U U ` M H j M ` R E [ ` M IE J U Q K L K L F J F T F [ M G K H K M K F D J M Q G Q G R r Z ^ I X H Z M G `i W E V ] E S K L F O G K F J P M J F D J M Q G Q G R P E Z V T M Q G K H M G X o J Q F [ M G W F H p E T Q W ] U Q T T ^ F H I V V T Q F X E G J F j I F H K E J Q HM [ M Q T M ^ T F S J E Z E I J U F ^ H Q K F `
6  RESPONSIBILITIES 

COMPLIANCE, MONITORING & REVIEW P L Q F S r V F J M K Q G R r S S Q W F J
REPORTING P L Q F S r V F J M K Q G R r S S Q W F J
RECORDS MANAGEMENT P L Q F S r V F J M K Q G R r S S Q W F J

7  DEFINITIONS c a i
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8 RELATED LEGISLATION & DOCUMENTS 

RELATED POLICY DOCUMENT SUITE 

·
P E Z V T M Q G K H z o J Q F [ M G W F H s E J Z

RELATED LEGISLATION AND SUPPORTING DOCUMENTS c a i
9 INTERNAL REFERENCE NUMBER O D b p b g ` { |


