
                   
 

  

Procedure    V1 Page 1 of 4 

Last reviewed April 2026 Due for review  April 2028 Risk Rating Moderate 

This procedure is designed to be viewed online. Once downloaded and printed, copies of this document are deemed uncontrolled 
 

Title Dispute Resolution 

Governance Home Risk and Compliance Committee Approved By CEO 

Applicable Area Organisation wide Review Responsibility 
Quality & Continuous Improvement 
Lead 

 

PURPOSE 

This policy establishes a clear, fair, and accessible process for resolving disputes within Cooinda. It aims to 
promote respectful communication, timely resolution, and the wellbeing of all individuals, ILU residents, 
Community Care participants, the Cooinda workforce, and stakeholders. 

SCOPE 

This policy applies to the Cooinda workforce and Cooinda residents, community care participants and ILU 
residents.  

It covers disputes relating to: 

 Issues between Cooinda residents, community care participants and/or ILU residents. 
 Concerns between residents, community care participants and/or ILU residents and Cooinda 

staff/management. 
 Issues relating to services, facilities, or living conditions 
 Compliance with organisational rules, agreements, or policies 

This policy does not apply to work related grievances (please refer to the Grievance Policy and Procedure). 

DEFINITIONS 

Open Disclosure: Open discussions with individuals, their family, carers and others of issues or incidents 
that have caused harm or had the potential to cause harm to the individual. 
Workforce: For the purpose of this document, the term workforce refers to all staff, students, volunteers, 
and contractors engaged by Cooinda. 

POLICY 

Cooinda is committed to resolving disputes as early as possible through open and respectful 
communication, using informal approaches where appropriate. We have a feedback management system 
in place to ensure all complaints and feedback are acknowledged promptly and handled in a timely and 
consistent way. 

Cooinda follows an open disclosure approach when things go wrong, ensuring clear, honest 
communication with those involved. If an issue cannot be resolved informally or if it is not appropriate to do 
so, a formal dispute resolution process will be followed. 

All disputes will be managed in accordance with the following principles: 

 Fairness and impartiality 
 Confidentiality - All disputes will be handled confidentially, with information shared only as 

necessary to resolve the issue or as required by law. 
 Respect and dignity for all parties 
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 Timely resolution 
 Accessibility and transparency 
 Right to support or representation 

PROCEDURE 

Informal Resolution 

 Individuals are encouraged to raise concerns directly with the other party where they feel safe and 
comfortable to do so. 

 Concerns may be raised with Cooinda management and management may facilitate an informal 
discussion to resolve the issue. 

Formal Complaint 

If the issue is not resolved informally: 

 A formal complaint can be submitted in writing (or verbally if assistance is required) to Cooinda.  
 

 Feedback Forms are available at Front Reception and in Nissen Lane within the Cooinda 
facility. Feedback Forms are also included in Cooinda Newsletters.  
 

 A complaint can also be made to the Quality Team on 57613303 or 57613322 or the 
following relevant manager: 

 
o Building Services Manager 57613328 - ILU residents 

 
o Executive Manager of Clinical Care 57613305 – facility residents 

 
o Community Services Manager 57613311 – Community Care Participants 
 

 Feedback or complaints can be emailed to admin@cooinda.org.au 
 

 The complaint should include: 
o Details of the issue 
o Parties involved 
o Steps already taken 
o Desired outcome 

 

 Alternatively, the concern can be raised directly with: 

The Aged Care Quality and Safety Commission on 1800 951 822 or email 
info@agedcarequality.gov.au 

Website https://www.agedcarequality.gov.au/contact-us/complaints-feedback/how-raise-concern 

Investigation 

Cooinda Management will investigate the complaint, which may include: 

 Interviews with involved parties 
 Review of relevant documents 
 Consultation with external advisors if needed 
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 All parties will be given an opportunity to respond 

Outcome and Resolution 

A written outcome will be provided to all relevant parties, including: 

 A summary of the findings 
 The decision 
 Actions to be taken 

Possible outcomes include: 

 Mediation – If the dispute remains unresolved, an independent mediator may be engaged. 
Participation in mediation is encouraged but voluntary. 

 Changes to practices or services 
 Behavioural agreements 
 No further action (with explanation) 

 
Actions and recommendations are formally documented.  A copy of which is given to the complainant.  

External Resolution 

If any party does not accept the recommendation, the dispute may be referred to the Dispute Settlement 
Center of Victoria (DSCV) or the Victorian Civil Administrative Tribunal (VCAT) to assist in resolution. 

Support and Representations 

Individuals may have a support person, advocate or family member assist them at any stage of the dispute 
resolution process. Assistance is provided for individuals with language, literacy, or accessibility needs. 

An advocate is an independent person who can listen to your concerns and provide information. The Older 
Persons Advocacy Network (OPAN) – 1800 700 600 offers a free, confidential service. 

Legislation/Regulations  
(incl. VIC/NSW/Cwth and 
Australian Standards) 

Aged Care Act 2024 

Retirement Villages Amendment Act 2025 

Relevant Forms or 
Templates 

Feedback Form 

Accreditation Standard(s) 
(Include all relevant 
standards/criterion that inform, 
or are addressed by the 
procedure) 

Strengthened Aged Care Quality Standards 

References  
Aged Care Quality and Safety Commission – How to raise a concern 
https://www.agedcarequality.gov.au/contact-us/complaints-feedback/how-raise-concern 
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