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Introduction 

This Feedback Policy (the Policy) outlines the Department of Veterans’ Affairs (the Department, DVA) 

approach to managing feedback. The Department welcomes complaints, compliments and suggestions 

about the services, actions, policies and procedures we provide and how we deliver them. This helps us 

improve the way we do things. We listen to everyone including veterans and their families, providers, 

representatives and people interested in veteran matters. 

The Policy underpins our commitment to acknowledge, investigate and respond to complaints and 

feedback, and to be open to opportunities to improve our systems and service. The Policy provides 

context for staff, and transparency for individuals about how the Department will respond to feedback in 

line with the Commonwealth Ombudsman guidelines for best practice in complaint management in the 

most efficient and appropriate way. 

The Policy has been developed to align with the approach described in the Department’s Service Charter, 

which describes what veterans, families and their representatives can expect from the Department, 

namely that the Department will: 

•  provide  fair and unbiased assistance and decision  making  

•  operate with courtesy, consideration  and respect  

•  provide  a clear explanation of the reasons for the decisions we have made   

•  respect your privacy,  and keep your information confidential, unless disclosure is authorised 

or required  by  you  or by law  

•  access and correct records held about you, subject to  Commonwealth legislation   

•  provide information to assist  you to  nominate someone to act on  your behalf   

•  provide information  to  support access to an advocate  to represent you  when liaising  with 

DVA  

•  provide information  about how to  lodge a complaint.  

Who is this for?   

The Policy is for DVA staff and our stakeholders, including veterans and their families, representatives, 

service providers and people interested in veteran matters. While the Department’s Feedback 

Management Team manages most feedback and the system used to record feedback, many other staff 

are involved in resolving and responding to feedback. All staff should familiarise themselves with this 

document to ensure they respond to, and document, feedback in line with this Policy. 
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   A complaint is dissatisfaction with DVA or providers/contractors:  

 Services   Accessibility of services 

  Quality of services 

 Treatment by staff 

  Actions or decisions  Incorrect or unfair 

Reasons not properly explained  

 Not responding to requests or applications 

  Inaction or delay  Delay providing services 

 Inaction or delays not explained  

 Policy or processes 

 

  Disagreement with policy or process 

 Not properly explained 

   

 

  

  

 

   

   

  

 

  

    

 

    

  

Complaint categories 

What is not a complaint? 

1. An initial request for a service or action. Subsequent requests may be an implicit complaint about 

service, inaction or delay. 

2. Statements about an overall opinion, unless a response or resolution is expected, or should 

reasonably be provided. 

3. Requests for information or explanations. Repeated requests for explanations may be implied 

complaints about the quality of services, decisions or reasons previously provided. 

4. Requests for updates. Some requests for updates may be implied complaints about delay or 

inaction. 

5. Formal review requests under legislated review mechanisms, including a disagreement with a 

decision that has a formal avenue of appeal. However, if a disagreement includes a complaint 

about the service provided by DVA during its decision-making, a complaint should be recorded. 

6. An allegation of fraud. 
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When obtaining consent, the four key elements to consider are: 

1. The individual is adequately informed before giving consent 

2. The individual gives consent voluntarily 

3. The consent is current and specific, and 

4. The individual has the capacity to understand and communicate their consent. 

Policy owner  

The owner of this Policy is the First Assistant Secretary, Ministerial, Engagement and Communications 

Division. 

Review date  

This Policy will be reviewed again before December 2024. 
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