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COMPLAINTS AND DISPUTES

Introduction
The National Conservative Party is committed to the essential elements of an effective complaints
handling process and shall, as a minimum, satisfy the following criteria:

¢ Commitment to efficient and fair resolution of complaints by people in the organisation at all levels;
e Fairness of the complaint handling process;

¢ Adequate resources for complaints handling;

e Complaints handling process should be visible to members and staff;

e Complaints handling process should be accessible and readily available to members and staff;

e Assistance shall be available to formalise and lodge a complaint;

e Responsiveness — a complaint shall be dealt with quickly and professionally at no charge to the
complainant;

e The process should be able to identify and rectify systemic and recurring issues;

¢ Have accountability and appropriately documented performance standards;

e Reviews conducted on a regular basis to ensure efficient delivering and effective outcomes.

The terms “complaints” and “disputes” should be considered as interchangeable. Not all complaints
are disputes. Many are simply the result of poor communication and can be easily resolved. However,
members will not differentiate when it comes to serious complaints they are prepared to lodge
formally. These are the issues that as a Party, we need to monitor and handle. It is difficult to define
what is a complaint, however, it can be any expression of dissatisfaction, whether oral or written,
and whether justified or not, about a service of activity relating to the Party services offered,
provided or withheld.

Complaints & Disputes

The Executive Council may (and shall if so, requested by any branch of the Association) submit any
dispute or difference arising in connection with the Association or any of its branches to the officers
of the provincial area of the State Executive Council, with a view to their bringing about a settlement
of such dispute or difference.

If the officers of the provincial area shall fail to bring about a settlement acceptable to all parties to
the dispute or difference, the Executive Council may (and shall if so, requested by any branch of the
Association) submit such dispute or difference to the Executive Committee of the State Executive
Council, which may give a decision upon, or take such steps as it thinks fit to bring about a settlement
decision given in writing under the hand of the Chairman for the time being of the Executive
Committee of the State Executive Council shall be final and conclusive.

Contact Details

National Conservative Party

Central Office Complaints

PO Box 2191, Fountain Gate, VIC 3805
Phone: 03 8760 0038

E-mail: admin@nationalconservative.com.au



