INFORMAL CONTACT

INFORMAL CONTACT
TO OPERATOR

FORMAL COMPLAINT
TO OPERATOR

COMPLAINTS POLICY

FORMAL COMPLAINTS FACILITY PROCEDURE

STATUTORY
SUPERVISOR
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Issue or concern

\ p.

May lead to any of:

RESIDENTS' COMMITTEE
REQUEST MEETING

| - Operator
- Statutory Supervisor

GENERAL CONSULTATION
DECISION - MAKING

AGM / SGM

CONTACTING STATUTORY

SUPERVISOR

>

Resident
dissatisfied

Resident may file
complaint formally
in first instance

>

If unresolved
20 working days
from filing

COMPLAINT POLICY

Recommends
way foward

RESIDENT MAY REFER

>

If unresolved
after 20 working
days or referral
to SS not
possible

- Allege breach of rights
- Informal discussion

Alerts resident to
procedures and options

To RV Registrar [

Retirement Commissioner /

any other person
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MEDIATION

2
a0's

Operatorv Resident:
Operator pays

Resident v Resident:
Equal share of costs
with operator

DISPUTE PANEL

>
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DISPUTE PANEL

® Resident may issue dispute notice after 20 working days and
within 6 months of filing formal complaint.

Our full Complaints Policy will be supplied on request

If unresolved
or if resident
does not agree
to mediation

R

Resident may issue
dispute notice
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