Complaints handling:
good practice advice and
tips from the experts
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The tiered approach

Frontline complaint resolution
Investigation if required

Internal review

Access to external review
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Enabling

Making it easy
to complain

Responding

Taking action
to resolve the
complaint

Learning and
improving

Analysing
complaint data
to improve
services
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More information:

www.ombudsman.vic.gov.au/Publications

www.education.ombudsman.vic.gov.au
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