
 

COMPLAINT HANDLING 
OBJECTIVE 
Outdoors Queensland has a responsibility to be open, honest, rigorous and transparent in 
handling complaints about itself and to deal with those making and receiving complaints in 
accordance with current best practices for handling complaints. Outdoors Queensland’s 
Policy is based on the Australian Standard (AS 4269—1997) Complaints Handling. 

APPLICATION 
This policy and associated procedures apply to complaints received concerning external 
organisations.  Disputes and grievances concerning Outdoors Queensland staff and Board 
will be subject to a separate policy (see Grievances & Disputes Policy). 
  

PRINCIPLES 
Outdoors Queensland will manage complaints received in writing from inception to 
satisfaction or final determination using procedures based on satisfying the following 
principles: 
 
• Efficiency – Commitment to efficient resolution of complaints by people in the 

organisation at all levels through a written policy on complaint handling; 
• Fairness – Recognition of the need to be fair to both the complainant and the 

organisation or person against whom the complaint is made; 
• Resources – Adequate resourcing for complaint handling with sufficient levels of 

delegated authority; 
• Visibility – Publication of the complaint handling process to consumers and staff, 

including information to consumers about the right to complain; 
• Access – An accessible process, with information readily available on the details of 

making and resolving complaints, in easy to understand plain language; 
• Assistance – Provision of assistance for complainants in the formulation and lodgment 

of complaints; 
• Responsiveness – Dealing with complaints quickly with courteous treatment of the 

complainants; 
• Charges – Complaints to be handled at no charge to the complainant, subject to 

statutory requirements; 
• Remedies – A complaint handling process which has the capacity to determine and 

implement remedies; 
• Data Collection – Appropriate systematic recording of complaints and their outcomes; 
• Systematic and Recurring Problems – Classification and analysis of complaints for the 

identification and rectification of systemic and recurring problems; 
• Accountability – Appropriate reporting on the operation of the complaint handling 

process against documented performance standards; 
• Reviews – Regular review of complaint handling process to ensure that it is efficiently 

delivering effective outcomes. 
 

 



 

OUTDOORS QUEENSLAND POLICY IMPLEMENTATION 
 
Outdoors Queensland will: 
 
• Increase the level of consumer satisfaction with the delivery of products and services 

and enhance the consumer / provider relationship; 
• Recognise, promote and protect consumers’ rights, including the right to comment 

and complain; 
• Provide an efficient, fair and accessible mechanism for resolving consumer complaints; 
• Provide information to consumers on the complaint handling process for services and 

products of organisations; 
• Monitor complaints in an endeavour to improve the quality of products and services. 

 
Outdoors Queensland’s policy acknowledges that: 
 
• A consumer has a right to complain and to have the complaint handled; 
• Complaints provide feedback about a product or service or experience; and 
• Appropriate responses to complaints maintain confidence in the industry’s products 

or services. 
 
Outdoors Queensland’s commitment to complaint handling is evidenced by: 
 
• Placement of the Complaint Handling Policy on the Outdoors Queensland website; 
• Placement of information to assist complainants on the Outdoors Queensland 

website; 
• Staff induction training on complaint handling procedures; 
• Annual review of complaints to identify systemic and recurring problems. 

 
The Executive Officer is responsible for handling complaints in accordance with the 
Complaint Handling Policy endorsed by the Outdoors Queensland Board.  
 
The Complaint Handling Policy and information to assist complainants will be available on 
the Outdoors Queensland website. The Executive Officer is responsible for ensuring that all 
staff receive induction training on the complaint handling procedures and by ensuring 
compliance with the procedures. 
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