5 Star Charitable Trust — Gudjala People Future Fund Support
Program - Complaints and Appeal Process

1. Introduction

This document outlines the procedure for handling complaints and appeals within
Ngrragoonda Aboriginal Corporation RNTBC as Trustees of 5 Star Charitable Trust. We are
committed to providing high-quality service and addressing concerns in a fair, transparent,
and timely manner.

2. Definitions

« Complaint: An expression of dissatisfaction regarding our services, decisions, actions,
or personnel

« Appeal: A formal request to review and reconsider a decision previously made
« Complainant: The individual or entity submitting a complaint or appeal

3. Complaint Submission Process
3.1 Submission Methods
Complaints can be submitted through the following channels:

»  Online form at www.ngrragoonda.com.au

- Email to complaints to admin@ngrragoonda.com.au

+  Written letter addressed to The Trustees of 5SCT — NAC Chairperson
« In person at any of our offices

«  Phone: 07 4764 5511

3.2 Information Required
Complainants should provide:

« Full name and contact details

« Date and location of incident (if applicable)
+ Clear description of the complaint

« Relevant documentation or evidence

« Desired outcome or resolution

« Signature and date (for written complaints)

4. Complaint Handling Procedure
4.1 Acknowledgment

+ All complaints will be acknowledged within 2 business days
« Each complaint will be assigned a unique reference number

« The acknowledgment will include contact details of the handling officer



4.2 Investigation

« Adesignated officer will investigate the complaint thoroughly

« Additional information may be requested from the complainant if necessary
« Relevant staff members will be consulted as appropriate

« All findings will be documented

4.3 Resolution

+  We aim to resolve standard complaints within 10 business days
«  Complex matters may require up to 30 business days

- The complainant will receive regular updates on progress

« The final decision will be communicated in writing

5. Appeal Process
5.1 Grounds for Appeal
Appeals may be submitted if:

- New evidence has become available

«  Proper procedures were not followed

- The decision was unreasonable based on available evidence
+ The remedy/solution provided was inadequate

5.2 Appeal Submission

+ Appeals must be submitted within 30 days of the original decision
» Appeals must be in writing using the Appeal Form
» Supporting documentation should be included

5.3 Appeal Review

« Appeals will be handled by senior staff not involved in the original decision

« Reviewed decision will be tabled to the Trustees to accept the decision of the appeal

« An Appeals Committee may be convened for complex cases
+ A comprehensive review of all documentation will be conducted
+ Additional information may be requested

5.4 Appeal Decision

« Appeal decisions will be issued within 20 business days
+ The decision will include detailed reasoning
+ The decision of the Appeals Committee is final

- If the appeal is upheld, appropriate remedial action will be taken



6. Record Keeping
« All complaints and appeals will be registered in our Complaints Management System

+ Records will be maintained for a minimum of 7 years
« Regular analysis of complaints data will be conducted to identify trends
« Annual reports on complaints handling will be prepared for senior management

7. Confidentiality

« All complaints and appeals will be handled with appropriate confidentiality
« Personal information will be protected in accordance with [relevant privacy law]
« Information will only be shared with those involved in resolving the matter

8. Continuous Improvement
Feedback from complaints and appeals will be used to:

« Improve our services and procedures
« Enhance staff training

» Update policies as needed

« Prevent recurrence of issues

9. External Resolution

If dissatisfied with the internal resolution:
« Complainants may contact ORIC or the ACNC
+ Contact details: ORIC 1800 622 431 or ACNC 13 22 62

10. Template Forms
10.1 Complaint Form

10.2 10.2 Appeal Form



Ngrragoonda Aboriginal Corporation RNTBC
ICN 7982

PO Box 1545, Charters Towers QLD 4820

6 Dundee Street, Charters Towers QLD 4820
Ph: (07) 4764 5511

Email: admin@ngrragoonda.comm.au

COMPLAINT FORM

Reference Number: (Office use only)

Personal Information:

. Full Name:

. Contact Phone:

. Email:

. Preferred Contact Method:

. Complaint Details:

. Date of Incident:

. Location/Department:

. Staff Members Involved (if known):
. Description of Complaint:

Supporting Documents:

. Please list and attach any relevant evidence Desired Outcome:

Declaration: | confirm that the information provided is true and accurate to the best of my
knowledge.

Signature: Date:



mailto:admin@ngrragoonda.comm.au

Ngrragoonda Aboriginal Corporation RNTBC
ICN 7982

PO Box 1545, Charters Towers QLD 4820

6 Dundee Street, Charters Towers QLD 4820
Ph: (07) 4764 5511

Email: admin@ngrragoonda.comm.au

10.2 Appeal Form

APPEAL FORM

Appeal Reference: (Office use only)

Original Complaint Reference:

Personal Information:

«  Full Name:

+ Contact Phone:

«  Email:

« Appeal Details:

- Date of Original Decision:

« Grounds for Appeal (select all that apply):
« 0O New evidence available

. O Procedures not followed

« 0O Unreasonable decision

- 0Olnadequate remedy

- Explanation for Appeal:

New Evidence/Documentation:

+ Please list and attach any new evidence

Declaration: | confirm that the information provided is true and accurate to the best of my
knowledge.

Signature: Date:
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