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P U R P O S E  
To outline the manner in which a complaint or appeal can be made and feedback can be provided while 
upholding Haven; Home, Safe (HHS)’s 1clients’ rights, safety and wellbeing. Ensure that services are delivered 
and reviewed within the context of continuous quality improvement. 

 
P O L I C Y  
Feedback and complaints provide valuable opinions about the level of client satisfaction with our services. 
Along with other forms of feedback, they provide an opportunity to improve the delivery of services. They 
must be handled effectively and promptly and recorded for coordination, analysis and reporting.  

HHS is committed to ensuring all clients have access to information and methods to:  

• Provide feedback about HHS programs, services and processes  
• Make a complaint and have it addressed as per policy  
• Lodge appeals and to resolve issues  
• Access appropriate contact information for advocates and external avenues to lodge complaints and 

appeals.  
 
P R O C E D U R E  
This policy includes all clients, tenants and stakeholders wishing to provide feedback on areas which can be 
improved, working well, make a complaint or appeal decisions.  

The service also requires staff at all levels to ensure feedback, complaints and appeals raised are managed in a 
transparent manner; one that is fully respectful and fair to the complainants/appellant and which respects 
their privacy and confidentiality. HHS aims to achieve a positive outcome, where possible, within the bounds 
of HHS’ policies and procedures.  

 

Complaints or appeals about applications for social housing under the Victorian Housing Register  

HHS participates in the VHR by:  

• providing applicants with information about applying for social housing under the VHR;  
• assisting applicants in making an application for social housing;  
• submitting applications to DHHS with a recommended outcome based on the VHR’s eligibility criteria. 
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Where an applicant wishes to:  

• make a complaint about the way in which HHS has provided service to them in making an application for 
social housing; or  

• appeal a decision made by HHS in relation to the person’s application for social housing to:  
o recommend or not recommend an application for approval;  
o approve or not approve an application;  
o remove an application from the register; and  
o determine if an offer of social housing is a reasonable offer, then such applicants should first ask that 

the complaint be reviewed or decision be reconsidered by HHS under the complaints and appeals 
procedure. 

 

Applicants for social housing who are unhappy with the resolution of a complaint under the complaints and 
appeals procedure may refer the complaint to the DHHS Housing Appeals Office. 

 


