Complaints Process

Yarrow Place staff are committed to providing the best
service we can and this includes responding to any
concerns or complaints that service users might have.

Service users have the right to:

= Information about service costs, availability
and waiting times

« Know the name, position, experience and
qualifications of workers assisting them

= Comment on or complain about services
from Yarrow Place.

Complaints can be made to:
e The worker involved
* The Director of Yarrow Place by phone or in writing

e The State Ombudsperson (8226 8699 or
toll free 1800 182 150)

The Director at Yarrow Place will assess all complaints
and take appropriate action. This will include informing
the person making the complaint of specific actions
taken and outcomes.

Service users are asked to:
= Be considerate of the rights of other service
users including confidentiality

e To let us know if our information or explanation
has been difficult to understand

= To inform us of any special needs they may
have eg, interpreters

= Cancel appointments if not attending.
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