COMPLAINTS ABOUT THE CEO OR BOARD MEMBERS
We value feedback and suggestions to help us improve our services. Occasionally however, there may be a time
or an event about which you are sufficiently unhappy that you wish to make a complaint.
To ensure the highest level of privacy for all concerned, all complaints are received and reviewed in confidence.
Our Quality and Compliance Manager has been nominated to receive most complaints and will deal with them
in accordance with our Complaints Management Policy and Procedure. Only the people who need to help find a
resolution will be involved.
You can provide feedback or make a complaint:
Over the phone by calling 02 4349 5500

In writing to Fairhaven’s Board Chair, PO Box 6176, West Gosford NSW 2250.

Or online via email to chair@fairhaven.org.au or an online form on our website.

In the event that a client, a member of a client’s family, a staff member or a member of the public, has a
legitimate complaint about the CEO of Fairhaven, you can follow the process outlined above, or, alternatively,
you can write directly to the Board Chair as follows:
Private and Confidential
Fairhaven Board Chair
PO Box 6176
West Gosford NSW 2250
A letter addressed in this way will not be opened by anyone other than the Quality Manager, who will then deal
with the complaint in accordance with established process.
Any other complaints, for example, about an individual Director, the Board Chair or the Board as a whole, should
be made using one of the three steps listed above.
Ombudsman NSW
A complaint that has not, in your view, been appropriately managed, may be escalated to Ombudsman NSW
which handles complaints about disability services. The Community Services Intake Team can be contacted
between 9am and 4pm on 02 9286 1000 or toll free on 1800 451 524 or you can visit their website for more
information.

