Raising a concern

This guide explains how to raise a concern, share feedback, or make a

complaint to Meli.

Feedback and complaints are important to us because they help us understand how we can improve our services.

m Tell us your concern or complaint

e You can raise a concern or make a complaint about
anything you've experienced using our services.

¢ Information you share will be handled confidentially.

e You can speak to us in person, on the phone, write
to us or submit feedback online.

e We will respond to you, the way you prefer.

e You can remain anonymous if you choose, however,
this may limit our response to you.

e You can ask for an interpreter or nominate a support
person or advocate to help you.

m Meli will acknowledge your
concern or complaint

e Your concern or complaint will be referred to the
most appropriate Team Leader or Manager.

¢ They will make contact with you within five
business days.

@ Understanding the issue

e The Team Leader or Manager will clarify the details
of your concern or complaint and contact you if they
require more information.

¢ They will seek your consent to discuss your concerns
with relevant staff members.

e They will seek to understand what you would like to
happen at the end of the process.

m Reviewing your complaint or concern

e Your complaint will be reviewed fairly and without bias.

¢ We will consider relevant information, records, and
policies.

e With your consent, we will speak with relevant
staff members.

¢ We will handle your complaint confidentially and
respectfully. Only the people directly involved will
have information about your complaint.
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m Timeframes

e We aim to resolve complaints within 28 days.
o |[f there is a delay, we’'ll let you know.

e We'll keep you informed of the progress of your
complaint.

m Outcome and response

¢ We will provide you with an outcome to your
complaint, the reasons for the decision and any
other steps we may take.

e We are required by law to protect your privacy,
along with the privacy of everyone involved in a
complaint. This means that sometimes we may not
be able to share certain information.

If you are not satisfied

e We can provide information to you about external
services or oversight bodies if you are unhappy with
the outcome. Additional information can be found
on our website.

NCToR: M  Continuous improvement

¢ All complaints and feedback are recorded securely.

e We use your feedback to improve our services and
prevent future issues.

Important things to know

e Making a complaint will not affect the service
you receive.

We manage complaints fairly, respectfully, and in
line with privacy laws.

You have the right to be heard and to receive a
clear response.

We have strong systems in place to manage
complaints and we encourage anyone who has
concerns to reach out to us. Senior leaders regularly
review complaints and reports to make sure issues
are addressed, improvements are made, and
services continue to get better.
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