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External Complaints Policy 

 

1. INTRODUCTION 

Mary Ward International is committed to maintaining a culture of transparency, 
accountability and continuous improvement. This External Complaints Policy outlines the 
principles and processes for managing complaints made by individuals or organisations 
external to Mary Ward International, including its partners, project participants, and the 
communities it works in, both directly and indirectly. 

The policy ensures that all complaints are received and handled fairly, promptly and 
respectfully, in accordance with the principles of natural justice and procedural fairness. It 
provides a clear framework for raising concerns, seeking resolution, and improving the quality 
and integrity of the organisation’s work. 

 

2. PURPOSE OF POLICY 

The purpose of this policy is to ensure that there is a clear and accessible process through 
which complaints can be made, investigated and addressed in a responsive, impartial, 
confidential, procedurally fair, respectful and efficient manner.  

 
3. POLICY SCOPE   

This policy applies to all people engaged under the auspices of Mary Ward International, 
including board directors, committee members, employees, volunteers, and contractors, 
collectively referred to in this policy as ‘staff’. 

This policy applies to external parties wishing to make a complaint related to: 

• Mary Ward International staff and anyone else working on the organisation’s behalf. 
• The practices or decisions taken by Mary Ward International staff.  
• All staff involved in any part of the external complaints handling process. This includes 

our interactions with people making complaints to or about us, as well as the 
information we provide them about the process, progress and outcome/s of their 
complaint.  

This policy does not apply to internal grievances, such as interpersonal conflict or other 
workplace issues such as allegations of misconduct.  
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4. POLICY STATEMENT  

Mary Ward International is committed to: 

• continually improving its activities and services through feedback, including insight 
gained through the process of receiving and addressing external complaints. 

• ensuring that all external complaints are heard and treated seriously. 
• ensuring that systems are in place and resources are available to handle and respond 

to all external complaints as soon as practicable. 
• investigating external complaints in a fair, impartial and professional manner. 
• working with its partners to facilitate an understanding of the external complaints 

policy and procedure. 
• ensuring that the external complaints process is accessible to all, including children, 

young people and adults at risk. 

The timely response and resolution of external complaints is the responsibility of the 
complaint recipient, as detailed in Policy point 5.1. 

Information on Mary Ward International's external complaint process, how to access it and 
who to contact, is to be made available on the Mary Ward International website. 

  

5. RAISING EXTERNAL COMPLAINTS  

External complaints are to be made to the Executive Officer. Where the external complaint 
is about the Executive Officer, the complaint should be made to the Board Chair. 

  
 

 

 

 
 
 

 

 

 

External complaints may be made: 

• in writing either delivered in person or by post. 
• verbally in person, or by telephone. Where a complaint is made verbally, notes will be 

taken and the complainant or their representative provided with a copy. 
• by email. 
• online via the Mary Ward International website. 

Anonymous complaints may also be made, but the organisation’s ability to investigate and 
resolve an anonymous complaint may be limited by its anonymous nature. 

Kirstin Del Beato 
Mary Ward International Executive Officer 
Level 4/117 Camberwell Road, Hawthorn East 3123  
Phone: +61 448 393 479 
Email: mwiaexecutiveofficer@loreto.org.au 
   
 
Mary Ward International Board Chair 
Level 4/117 Camberwell Road, Hawthorn East 3123  
Phone: +61 3 8832 0411 
Email: mwiachair@loreto.org.au 



 

Mary Ward International External Complaints Policy   Page 3 of 10 
November 2025 

If a complainant prefers or requires a support person or interpreter to assist them in making 
and/or resolving their complaint, the complaint recipient will communicate with the 
complainant through their support person or interpreter. 

Where the external complaint alleges a breach of the ACFID Code of Conduct, the 
complaint recipient is compelled to advise the complainant they can raise the alleged 
breach with the ACFID Code of Conduct Committee via the ACFID website: 
www.acfid.asn.au/code-of-conduct/complaints 

 

6. EXTERNAL COMPLAINT INVESTIGATION AND RESOLUTION 

Mary Ward International:  

• will take all reasonable steps to ensure that complainants are not adversely affected 
because they have made a complaint or a complaint has been made on their behalf. 

• holds paramount the principle of procedural fairness. 
• will undertake a full investigation into all external complaints. 

 

At all stages of the investigation and resolution process, Mary Ward International will treat 
complainants respectfully, courteously and sensitively, with due recognition of cultural or 
other barriers that may impact a complainant's access to natural justice. 

Mary Ward International will ensure that complainants: 

• are provided with the opportunity to be heard. 
• understand the organisation’s external complaints process. 
• are notified of their right to utilise a support person and/or interpreter. This is 

particularly relevant where the complainant is a child, young person or adult at risk, 
seeking an advocate to represent them. 

• are referred to appropriate assistance, where the complainant has suffered any trauma 
from the incident in question. 

Staff who are named in an external complaint are to: 

• be treated with respect and be protected from victimisation. 
• be provided with sufficient information to be able to adequately respond to the 

complaint. 
• be given a reasonable opportunity to respond to the complaint. 
• have the option to have a support person with them at meetings about the complaint. 
• be kept informed of the status of the complaint and any recommendations that may 

result from the complaint. 

The principles of natural justice and procedural fairness will be followed for all parties 
throughout the process of investigating and resolving external complaints. 

 

7. WITHDRAWING AN EXTERNAL COMPLAINT 

A complainant may withdraw a complaint at any time, except when: 
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• action needs to be taken in relation to a breach of specific legislative requirements, 
and/or 

• the complaint falls under the jurisdiction of the Safeguarding Policy such as the abuse 
or alleged abuse of a child, young person or adult at risk. 

 

8. COMPLAINANT AND MARY WARD INTERNATIONAL RESPONSIBILITIES 

A complainant has the responsibility to: 

• follow the external complaint and resolution process 
• engage in the complaint management process in good faith to achieve resolution 

of the complaint 
• remain open to suggested options for resolution 
• engage respectfully with those concerned as appropriate 
• recognise that the principles of natural justice and procedural fairness will be 

followed in investigating the complaint 

Mary Ward International has the responsibility to: 

• recognise the complainant's right to make a complaint 
• follow the complaint and resolution process, as appropriate to the complaint 
• engage in the complaint management process in good faith to achieve resolution 

of the complaint 
• actively attempt to resolve the complaint 
• remain open to suggested options for resolution 
• engage respectfully with those concerned as appropriate 
• apply the principles of natural justice and procedural fairness to the complaint 
• capture meaningful complaint data and use it to continuously improve its practices 

and services 
• maintain, retain and secure documentation relating to the complaint 

 

9. CONFIDENTIALITY 

External complaints are to be kept confidential and contained on a 'need to know' basis. 

Mary Ward International retains the right to break confidentiality in some circumstances, 
including where there is a need: 

• to interview staff in relation to the external complaint, and/or 
• to notify external bodies where the complaint raises a criminal matter or other incident 

notifiable to a regulator. 

 

10. RESPONSIBILITIES 

Role Responsibility 

Mary Ward 
International 
Board  

• Approves the External Complaints Policy. 

• Oversees implementation and ensures all reporting requirements 
are fulfilled.  
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Board Chair  • Ensures that appropriate resources are made available to allow
 the External Complaints Policy to be implemented effectively. 

Executive 
Officer 

 

• Provides leadership in implementing, communicating, 
reviewing, facilitating compliance and taking appropriate 
action for breaches of this policy. 

Board and 
committee 
members, 
employees, 
volunteers and 
contractors 

• Are familiar with the content of the External Complaints 
Policy. 

• Are aware of their rights and responsibilities under the 
External Complaints Policy. 

 

 
 

11. DEFINITIONS 

Term Definition 

Complainant  The person, organisation or its representative making a complaint. 

Complaint A formal expression of dissatisfaction or concern about Mary 
Ward International, our services, staff or the handling of a 
complaint, where a response is both expected and required. 

Feedback 

 

Opinions, comments and expressions of interest or concern, 
made directly or indirectly about Mary Ward International, our 
services or complaint handling system, where a response is not 
expected or required. 

Natural justice The process of ensuring fairness is provided to all parties. 
Principles of natural justice include the requirement to: 

• promptly investigate all complaints 
• put complaints to the person* they are made against 
• treat persons* who complaints have been made against as 

innocent, unless allegations are proven to be true 
• provide all involved parties the opportunity of responding, 

explaining their version of events and providing all necessary 
information to ensure their responses are complete 

• ensure any disciplinary action is commensurate with the 
seriousness of the complaint. 

*Where a person is specifically identified in the external complaint. 

Procedural 
fairness 

Following a process that is neutral, unbiased and respectful to 
the rights of person(s) involved in an investigation. Principles of 
procedural fairness include the: 

• right to be heard 
• right to be treated without prejudice 
• right to be informed of the complaint being made 



Mary Ward International External Complaints Policy Page 6 of 10 
November 2025 

• opportunity to respond
• right to enquire about the status of the complaint.

Respondent The person or organisation against whom the complaint has been 
lodged. In the event of an external complaint, the respondent is 
Mary Ward International.  

12. RELATED POLICIES AND LEGISLATION

Internal Policies
Loreto Code of Conduct 
Safeguarding Policy 
Discrimination, Harassment and Bullying Policy 
Privacy Policy 
Workplace Complaints Policy 
Whistleblower Policy 

External Codes 
ACFID Code of Conduct 

Legislation 
Australian Human Rights Commission Act 1986 
Commonwealth Ombudsman – Better Practice Complaint Handling Guide 
Freedom of Information Act 1982 
Privacy Act 1988 

8. POLICY GOVERNANCE

Approved by: Chair, Mary Ward International Board 
Endorsed by:  Chair, Mary Ward International Board 
Support: Mary Ward International Executive Officer 
Review: This policy will be reviewed every three years or earlier if required 

Responsible Person Date Created 
Scheduled Review 
date 

Mary Ward International Board  November 2025 

Contact Version Status 

Kirstin Del Beato 
Executive Officer 

2.0 

Authorisation name Authorisation signature 
Date of 
authorisation 

Soulla Nicodimou 
Acting Chair  

 November 2028 

 Approved 

January 2026
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External Complaints Procedures 
 

1.  RECEIPT OF EXTERNAL COMPLAINT 

The complaint recipient will: 

• record the complaint and its supporting information 
• assign a unique identifying number to the complaint within the external complaint 

file. 

The record of the complaint is required to document: 

• contact details of the person or the organisation making a complaint 
• the date the complaint was received 
• the method of delivery (letter, mail, email, telephone call, etc) 
• issues raised within the complaint 
• where stated, the outcome(s) requested by the complainant 
• any other relevant supporting information the complainant provides or requests. 

 

2.  ACKNOWLEDGING AN EXTERNAL COMPLAINT 

The complaint recipient is required to: 

• promptly acknowledge receipt of an external complaint and provide a timeframe for 
when next contact will be made 

• advise the complainant of their right to have a support person and/or interpreter 
present when communicating about the complaint 

• consider the most appropriate medium (letter, email, telephone call, etc) for 
communicating with the complainant. 

Where appropriate, the complaint recipient may offer an explanation or apology in relation 
to the matter underpinning the complaint. 

Where the complainant has suffered any trauma from the incident in question, ensure the 
complainant is referred to any appropriate assistance. 

 

3.  INITIAL ASSESSMENT OF EXTERNAL COMPLAINT 

After acknowledging receipt of the complaint, the complaint recipient needs to consider: 

• whether the issue(s) raised by the complainant are within Mary Ward International’s 
control or outside the scope of this policy. 
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• the outcome sought by the complainant 
• where there is more than one issue raised, determine whether each issue needs to be 

addressed separately. 

When determining how the complaint will be managed, the complaint recipient is required 
to consider: 

• how serious, complicated or urgent the complaint is 
• whether the complaint raises concerns about staff, project beneficiary or the health 

and safety of a child or other vulnerable person 
• how the complainant is affected by the issue 
• a risk assessment if resolution of the complaint is delayed 
• whether the resolution requires the involvement of external organisations, regulators 

or statutory bodies, such as ACFID Code of Conduct Committee. 

 

4.  ADDRESSING THE EXTERNAL COMPLAINT 

After assessing the complaint, the complaint recipient will consider how to manage it, and 
may choose to: 

• provide the complainant with information and/or an explanation that resolves the 
complaint 

• gather information about the nature of the complaint 
• investigate the claims made in the complaint 
• keep accurate and complete records for effective, accountable responses 

Using the appropriate medium as determined in Procedures point 2, the complaint recipient 
will: 

• keep the complainant informed on progress, process and timeframes specifically, if 
there are any delays in addressing the concerns. 

• communicate the outcome of the complaint to the complainant. 

Actions to be taken will be considered on a case-by-case basis for each external complaint, 
considering any statutory, regulatory requirements or mandatory reporting requirements. 

Action plans to address an external complaint must be put in place promptly after date of 
receipt of the complaint. 

Where the external complaint relates to child safety and/or the abuse or alleged abuse of a 
child, young person or adult at risk, the complaint recipient is compelled to act in 
accordance with the Safeguarding Policy. 

Where the external complaint relates to sexual exploitation, abuse or harassment of a child, 
young person or adult at risk, the complaint recipient is compelled to act in accordance 
with the Safeguarding Policy. 

Where the external complaint relates to Whistleblower disclosures, the complaint recipient 
is compelled to act in accordance with the Loreto Whistleblower Policy. 

Where the external complaint alleges a breach of the ACFID Code of Conduct, the 
complaint recipient is compelled to advise the complainant they can raise the alleged 
breach with the ACFID Code of Conduct Committee.  
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Where the external complaint relates to an overseas jurisdiction, advice should be sought 
prior to any investigation to ensure the safety of the complainant and anyone else 
associated with the complaint. 

Where the external complaint falls outside the scope of this policy, refer the complainant to 
the correct channel. 

 

5.  OUTCOME OF EXTERNAL COMPLAINT 

Following consideration of the external complaint and any investigation into the issues 
raised, the complaint recipient will contact the complainant and advise them of: 

• the outcome of their complaint 
• any action taken 
• the resolution proposed or established 
• the reasoning for the decision in support of the resolution and outcome. 

If the complainant is discontent with the outcome of the complaint process, the complaint 
recipient may advise the complainant of: 

• the appropriate external channel to lodge their complaint, and 
• where appropriate to the complaint, the external advocacy body such as the ACFID 

Code of Conduct Committee. 

 

6.  CLOSING THE EXTERNAL COMPLAINT 

In closing an external complaint, the complaint recipient is required to ensure that a 
confidential and secure record of the external complaint is prepared and retained. The 
record is to include: 

• details of the complaint as listed in Procedures point 1.4 
• how the complaint was managed 
• the outcome of the complaint 
• whether any aspect of the complaint was substantiated 
• recommendations made to address the issues identified in the complaint 
• any decisions made and executed in relation to the recommendations 
• any outstanding actions to be followed up, including analysis of underlying or 

systemic policy or operational failures that led to the complaint. 

The complaint recipient is required to: 

• implement approved recommendations, outcomes and required policy or process 
changes 

• monitor the impact of the changes 
• report to the Mary Ward International Board external complaints, and outcomes as 

part of management reporting. 

Outcomes of external complaints will be reviewed by a select panel of the Mary Ward 
International Board, who may or may not engage an independent person to assist with the 
review. 
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7.  CONFIDENTIALITY 

All external complaints, investigations and related documentation is to be kept strictly 
confidential subject to the need to properly investigate and resolve complaints. 

 

8.  MAINTAINING DOCUMENTATION 

Documentation relating to external complaints is to be retained by the complaint recipient, 
kept secure and treated with the strictest confidentiality. 

Documentation is to include all aspects of the complaint as detailed in Procedures point 6. 

Documentation may be de-identified at the request of the complainant or the survivor. 

Mary Ward International may also request and review reports from complaint recipients on 
the frequency, resolutions and locations of external complaints to assist with: 

• reviewing the effectiveness of the external complaints process 
• identifying issues or trends that may warrant further investigation. 

 

9.  TIME FRAMES 

External complaints are to be addressed in a timely manner and complainants kept 
informed of timeframe information, when known for their respective complaint. 

Any stage of procedures shall not be unreasonably delayed by any party, subject to 
acceptance that some matters may be of such complexity or importance that it may take a 
reasonable amount of time for the appropriate response to be made. 


