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Purpose

The Access Canberra Accountability Commitment explains how Access Canberra willapproachits role as
botha service providerand a risk-based regulator, including what factors will be considered when
dealing with regulatory non-compliance.

Aim
The Accountability Commitment ensures that Access Canberrais approaching its role as a service

providerand risk-based regulatorina consistent and transparent way. There are four policies that make
up the Accountability Commitment series:

« CustomerService Charter;

+ Decision Making Guidelines;

+ Regulatory Complaintand Investigation Policy; and
« Compliance and Enforcement Policy.

This Accountability Commitment policy togetherwith frameworks (tailored fordifferent sectors the
organisationoversees),is Access Canberra’s adopted approach to compliance and enforcement. Access
Canberrawill focus its resources where the risks of harm, unsafe practices or misconduct are greatestin

the community.
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1. INTRODUCTION Purpose

This policyis intended to ensure that Access
Canberra handles complaints fairly, efficiently and

effectively, and aims to:

+ ensure aperson’sright to complainis
promoted and protected;

+ inform the community of the procedures
Access Canberrawill use to manage
complaints;

« ensure informationreceived is handled in an
appropriate manner, allowing follow-up
action to be undertaken, where necessary,
and to improve the focus of Access Canberra
resources, and

« increase the community’s satisfaction with
Access Canberra.

Scope

All Access Canberraemployees must use the
complaint management process inthis Policy to
manage regulatory complaints.

Any personwho has contact with Access Canberra,
oris impacted by an industry, activity, orbusiness
we regulate, has the right to make a
complaint/provide feedback.

Access Canberra expects employees atall levels to
be committed to fair, effective and efficient

complaint management.
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Definitions

The following definitions are used in this policy:

| Term Definition

Complaint Expression of dissatisfaction made to or about us, our services, employees or the management
of a complaintwhere a response or resolution is explicitly or implicitly expected or legally
required" A complaint covered by this Policy can be distinguished from:
> employee grievances;
> public interest disclosures;
> code of conduct complaints;
> reports of problems or wrongdoing merely intended to bring a problemto our notice with

no expectation of a response;
> servicerequests, or
> requests for information.

Regulatory | Acomplaintaboutthebehaviour of a business,industry or member of an industry regulated by

complaint Access Canberra.

Complaint | All policies, procedures, practices, staff, hardware and software used by usin the management

Management| of complaints.

Process

Customer/ | Acustomer for the purpose of thisdocumentis deemed to be either a member of the public or

client a business.

Dispute An unresolved complaint.

Employee Employees, contractors, consultants, volunteers, public officials and anyone who is engaged to
undertake business for or with Access Canberra.

Investigation| Aninvestigation isa process of seeking information relevantto an alleged, apparentor
potential breach of the law, involving possible judicial proceedings. The primary purpose of an
investigation isto gather admissible evidence for any subsequent action, whether under
criminal, civil penalty, disciplinary or administrative sanctions. Investigations can also resultin
prevention and/or disruption action.

Procedure Astatement or instruction that sets out how our policies will be implemented and by whom.

...a person who has contact with Access Canberra...has the
righttomake a complaint or provide feedback...

L Australian Standard, Customer satisfaction— Guidelines for complaints handling in organizations, (ISO 10002:2004, MOD)
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2. HOWTO LODGE
A COMPLAINT

3. GUIDING
PRINCIPLES
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How to lodge a
complaint

You can lodge a complaintby:
using ouronline correspondence form

callinguson13 2281

K AD

writing to us at:

Access Canberra Customer Services
GPOBox 158

CANBERRAACT 2601

Regulatory complaints

Giventhe complex nature of complaints relating to
regulatory functions and statutory requirements,
they may take some time to resolve; however, we
will keep youinformed aboutthe progress of your
complaint.

All regulatory complaints are assessed in
accordance with the principles outlined in the
Access Canberra Accountability Commitment.

Guiding principles

Complaint Management
Principles

The Access Canberra Accountability Commitment.
The Accountability Commitment sets outhow we
dealwith the public, how we will assess your
complaint based ontherisk involved orthe harm
caused by the alleged conductand our customer
service charter.

This policy outlines how we willmanage
the regulatory complaints we receive and
any investigations we undertake.

ACT Access;"-,
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Prioritisation Thresholds

We prioritise complaints based onthe level of harm
and impact of the alleged conduct. Complaints will
be prioritised proportionately to the risk that may
occur fromthe conduct. This may result in
complaints being resolved invarious ways and in
differenttimeframes.

deliberate
or systemic

widespread
or significant

conduct

:

accidental or
one-off

:

minimal or
none

Figure1 - Risk-harm Criteria

Prioritisationin case selection

While Access Canberra carefully considers all
matters that involve a potential breach of the law,
we do notundertake aformal investigation of every
matter that is broughtto our attention.

We willapply a risk-based complianceapproach to
ensure that our resources are targeted to where the
risks of harm, unsafe practices or misconduct are the
greatest, thereby strengthening ourcapacity to take
action where the community, and the environment
are mostatrisk.

To ensure we appropriately allocate ourresources,
we take into consideration a range of factors when
selecting matters forinvestigation and enforcement
action.

We are more likely to investigate matters that
involve the following factors:

« wherethere is evidence of significant
consumer harm ordetriment, particularly
where the conduct is ongoing orsystemic;

« thereisa blatantdisregard forthe law, or
pattern of deliberate non-compliance by a
business, that may have the potential for
substantialharm ordetriment in the future;

Access Canberra Policy
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« the conductisimpacting on vulnerable or
disadvantaged groups;

« the conductisindustry-wide, involves a new or
emergingissue or has a significantimpacton
marketintegrity

+ enforcementaction is likely to have a strategic
educative or deterrent effect;

+ educationorengagementis not considered to
be an appropriate and proportionate response
to address the alleged conduct.

We are less likely to pursue matters that have the
following factors:

+ isolated eventsinvolving limited harm and
detriment;

« matters of individual redress that are more
effectively dealt with by parties through a
dispute resolution service, such as the ACT Civil
and Administrative Tribunal;

« matters that are more effectively dealt with by
another agency.

« matters that can otherwise be more effectively
resolved through education or engagement

Access Canberra Regulatory
Complaint Assessment
Committee

The Regulatory Complaint Assessment
Committee (RCAC) determines appropriate case
prioritisationand treatment forregulatory
complaints. The decisions of the committee are
underpinned by our risk-based principles.

The Access Canberrarisk-based principles outlined
in the Accountability Commitment (Customer
Service Charter, Decision Making Guidelines,
Regulatory Complaintand Investigation Policy, and
Compliance and Enforcement Policy), are the
foundationforthe decisions made by the RCAC.

...we consider the individual
circumstances of each matter
on a case-by-case basis...

Access ..
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4. FACILITATE
COMPLAINTS
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Facilitate complaints

People focus
People making complaints will be:

+ listened to, treated with respectand actively
involved in the complaint process where
possible and appropriate; and

+ provided withreasons forourdecision/s and
any options forredress orreview at an
appropriate pointintime.

Anonymous complaints

We acceptanonymous complaints and will look into
the issues raised where there is sufficient
information provided to enable Access Canberra to
action any issues arising fromthe complaint.

In certain circumstances Access Canberra will not be
able to progress a compliance action in response to
an anonymous complaint. Forexample,
Environment Protection noise complaints can only
be actioned if an affected personis identified.

Feedback suppliedanonymously still provides us
with usefulinformation that can assistus to focus on
areas of compliance and enforcementinterest.

Accessibility

We will ensure that information abouthow and
where complaints may be madeis well publicised.

We will ensure our process to manage complaintsis
easilyunderstood and accessible to everyone,
particularly people who may require assistance.

If a person prefers orneeds anotherpersonor
organisationto assistorrepresentthemin the
making and/orresolution of the complaint, we will
facilitate this. Anyone may representa person
wishingto make a complaint with their consent (e.g.
advocate, family member, legal or community
representative, oranother organisation).

[ Accesé"-,
ACT Canberra.
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5. RESPONDTO
COMPLAINTS
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Respond to complaints

Early resolution

Where possible forconsumercomplaints, Access
Canberrawill attempt to resolve complaints directly
with the complainant. Where the complaintis
resolved atthe first point of contact these will be
recorded and stored inaccordance with the
Territory Records Act2002. This information will add
to the poolofdata and enable Access Canberrato
analyse and identify processissues, more
accurately track the management of complaints,
and use the information received to continue to
improve our service delivery, resource allocation
and compliance and enforcementapproaches.

Responsiveness

We will acknowledge receipt of complaints within
two business days.

We will, however, assess and prioritise complaints
in accordance with our prioritisation thresholds.

If a matter concemns an immediate risk or harm to
life, health orthe environment, Access Canberra will
prioritise and escalate its response accordingly.

We will inquire into and conduct every complaint or
investigation process as efficiently as our resources
permit, with the aim of avoiding unnecessary
uncertainty and delay. We aimto complete
complaint and investigations in a timely manner
and to make decisions as promptly as possible.
See Part 9 of this policy formore detailsin relation
to timeframes.

... We will assess and prioritise
complaints in accordance with

the urgency and/or
seriousness...
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We are committed to managing complainants’
expectations, and willinform the complainant as

soonas possible of the following:

« the complaints and investigation process;
+ the expected time frames forouractions;

« the progress of the complaintor
investigationand reasons forany delay;

+ theirlikely involvement in the process;and

« the possible orlikely outcome of their
complaint oran investigation.

We will advise people whenwe are unable to deal
with any partof their complaint and provide advice
aboutwhere such issues and/orcomplaints may

otherwise be directed (if knownand appropriate).

We will also advise people whenwe are unable to
meetour timeframes forresponding to their
complaint and the reasonforourdelay, as
appropriate.

We aim to be as openand transparent as we can in
accordance with legislative requirements. There are
limits to ourability to beopenand transparent. In
general, investigations are not conducted in an
overtmanner and it may, in some cases, be
necessary to investigate confidentially. We are often
not able to comment ona matter that we are
investigating.

We make investigated parties aware,as soonas we
are reasonably and legally able to do so, of the
nature of the complaints or concerns that we have
abouttheir conduct, what is likely to be required of
them during our investigation,and the timeframes
that are likely to apply. In making this decisionwe
are mindful of the requirements of procedural
fairness and natural justice.

We take reasonable steps to provide investigated
parties with a chance to respond to any alleged
breachduring our investigation, including through
the provision of a written response or participation
in a record of interview.

Access Canberra Policy
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We take steps to ensure that those who may be the
subjectof an investigationor complaintalso
understand the investigation process and whatis
likely to be required of them during our
investigation.

We exercise ourduties, delegations, functions, and
regulatory powers withintegrity and
professionalism.

We will address each complaintand investigationin
accordance with the ACT Public Service Code of
Conduct and with integrity and in an equitable,
objective and unbiased manner.

We recognise that our investigations can have
significant consequences forparties who are
investigated by us or who are otherwise affected.
We considerall informationthoroughly and with
open-mindedness as to the outcome.

Our decisions relating to investigations will be
made with reference to the considerations
expressed inourpublished enforcement criteria

(Access Canberra Accountability Commitment).

Conflicts of interests, whetheractual or perceived,
will be managed responsibly. Internal reviews of
how a complaint was managed will be conducted
by a personotherthan the original decision maker.

Confidentiality

We will protectthe identity of people making
complaints where this is practical, legally
permissible and appropriate.

Personalinformation that identifies the person
making a complaintwill only be disclosed orused
by Access Canberra to enable us to respond to or
resolve the complaint as permitted under the
relevant privacy laws.

...\Weaimtobeasopenand
transparentaswecanin
accordance with legislative
requirements...
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6. MANAGE THE
PARTIESTO A
COMPLAINT
AND/OR
INVESTIGATION
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Manage the partiesto
a complaint and/or
Investigation

Complaints or investigations
involving multiple agencies

Where a complaintor investigationinvolves
multiple organisations, we willwork with the other
organisation/s, where possible, to ensure that
communication with the person making a
complaint and/ortheir representative is clear and
coordinated.

Subject to privacy, legal requirements and
confidentiality considerations, communicationand
information sharing between the parties will also be
organised to facilitate a timely response to the

complaint.

Where a complaintor investigationinvolves multiple
areas within our organisation, responsibility for
communicating with the person making the
complaint and/ortheir representative will also be
coordinated.

Complaints or investigations
involving multiple parties

When similar complaints are made by related
parties we will try to arrange to communicate with a
single representative of the group.

Communication with complainants

We will take steps to communicate with a
complainant whenwe commence an investigation
and during the investigation, whenwe are
reasonably ableto do so. Ourcommunications with
complainants will typically be limited to information
aboutour progress and likely investigation timing.

There are likely to be stages during an investigation
whenwe will only be able to communicate quite
limited information or provide no update.

ACT Access;"-.
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Communication with parties
during an investigation

Our investigations need to balance the competing
interests of open governmentwith the need to
follow due process, the need to be able to conduct
the investigationin a manner that does not
compromise evidence and avenues of inquiry,
ensure fairlegal proceedings and the proper
administration of justice. We also need to minimise
any adverse inferences being drawn againsta party
being investigated and comply with privacy
obligations. We may notalways be able to
communicate with persons, orpublicly,on a matter
that we are investigating.

What and when we can communicate will vary
between investigations and may depend onthe

party we are communicating with.

In deciding what to communicate to a party we will
consider matters like:

« the Access Canberra Accountability
Commitment;

« whether the communication will assistor
hinder our investigation, including the integrity
of the informationthat may be gathered;

+ theinvestigation status;

« the need to give investigated parties
information to enable them to respond to the
investigation;

« the interests of complainants, witnesses, or
affected persons;and/or

« whether heightened confidentiality or
commercial sensitivity attaches to the
investigation.

Communication with the
investigated party

As soonaswe are reasonablyabletodosointhe
contextof an investigation, Access Canberra will
contact an investigated party to let them know that
we have commenced an investigation, the nature of
the complaint orconcerns that we are investigating
and an indicative timeframe for ourinvestigation.

Access Canberra Policy
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In some cases, wewillnotbe ableto communicate
this informationatanearly stage, such as where
contacting the investigated party would compromise
the investigation, forexampleby makingitharderto
gatherreliable evidence. If we havetakenan
alternative course of action, such as referring a
complaintto anotheragency, we will take reasonable
steps to adviseaninvestigated party of that decision.

Managing unreasonable
conduct by people making
complaints

We are committed to being accessible and
responsive to all people who approach us with
feedback orcomplaints. Atthe same time our
success dependson:

« ourability to do ourwork and performour

functions in the mosteffective and efficientway
possible;

« the health, safety and security of our
employees;and

« ourability to allocate our resources fairly across
all the complaints we receive.

When people behave unreasonably in theirdealings
with us, their conduct cansignificantly affect the
progress and efficiency of ourwork and expose our
staff to anunacceptable risk.

Abusive, angry, demanding orthreatening contact
withouremployees via phone, emailorin person will
be considered unreasonableconduct. Any
unreasonable conduct could significantly affectour
ability to provide a service to you.

Access Canberra will take decisive action to manage
any conductthat unreasonably affects it ability to
engage and willsupportits employeesto dothe same
in accordance withthis policy.

...Access Canberra will contact
an investigated party to let
them knowthat we have
commenced an investigation,
and provide the nature of the
complaint or concern we are
Investigating...
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7. COMPLAINT
MANAGEMENT
PROCESS
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Complaint
Management Process

Key stages in complaint and
investigation management
process

Acknowledge

We will acknowledge receipt of each complaint
promptly within two days.

Depending onthe complaint priority the following
details will be provided to the person making the
complaint:

« the name ofthe personresponsible for
managing the complaint;

« the estimated length of time it may take to
resolve yourcomplaint; and

« atimeframeforwhenyou can expectto receive
an update fromus.

We will use the mostappropriate method of
communicating with the complainant.

All complaints will be recorded along with
supporting information where provided. We will
assigna unique identifier to the complaint file, and
the record of the complaint will document:

+ the contact information of the person making
the complaint, where provided;

+ issuesraised by the person making the
complaint and the outcome/s they are
requesting;

« any otherrelevant information; and

« anyadditionalsupportthe person making the
complaint requires.

ACT Access .
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Assess

After acknowledging receipt of the complaint, we
will confirm whetherthe issue/s raised in the
complaint is within our control and area of
regulation. We will also considerthe outcome/s
sought by the person making the complaint and,
where there is more than oneissue raised,
determine whether each issue needs to be

separately addressed.

When determining how a complaintwill be
managed, we will consider:

+ how serious,complicated orurgent the
complaintis;

« whether the complaintraises concerns
aboutpeople’s healthand safety orimpact
onthe environment;

« therisksinvolved ifresolutionofthe
complaintis delayed;and

« whetheraresolutionrequires the
involvement of otherorganisations.

Notall complaints will require an investigation to
be conducted.

Investigate

After assessing the complaint, some matters will
continue to be managed by the Complaints
Management Team whereas other matters will
move to the investigation stage. This decision will
be guided by the impact of the alleged conduct.

We will considerhow to manage the complaint,
which may include:

« gathering information from the product,
person, business orarea the complaintis
about;

« giving the person making the complaint
information oran explanation; or

+ investigating the claims madein the
complaint.

Which actions we decide to take will be tailored to
each case and considerany statutory and/or
regulatory requirements.

Access Canberra Policy
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The investigation stage may involve gathering and
analysing further relevant information/ evidence so
that we can form a view on:

« whathappened;

« whether whathappened breaches the laws
we enforce; and

« ifitdoes,whatisthe most appropriate
enforcementresponse.

We are not restricted to looking atbreaches or
conduct that has already happened. In the most
serious cases, we can take urgent action to prevent
ongoing breaches, orconduct that we have good
reasonto suspectmay occur.

To determine whethera breach of the law may have
occurred, we commonly gather informationfroma
large variety of sources. Many different parties may
hold the information we require, forexample the
investigated party, the public, experts, orthird
parties. We also use publicly available information.

We can seek and receive information voluntarily
from persons orentities who are willing to assistus,
orwe can under some of the laws we enforce issue
compulsory notices requiring interviews or the
supply ofinformationto us. This is knownas
coercive powers.

At any stage during an investigation we may
(depending onthe investigation subject matter):

« gather more information as a result of new
facts orissuesthatarise, orto corroborate
other informationthat has been provided;

« revisitand change the scope and focus of the
investigation;

« doresearchoranalysis,including legal,
marketing, oreconomicresearch; and

« seekexternalexpertopinionorassistance
such as legalor technical advice.

...Not all complaints will
require aninvestigation to
be conducted...

Access;"-,
Canberra.

Government




...Todetermine whethera
breach ofthe law mayhave
occurred, we commonly
gatherinformation from a
large variety of sources....

Contact

Following consideration of the complaintand,
where required, any investigationinto the issues
raised, we will contact the person making the
complaint and advise themwherever possible:

the outcome of the complaintand any
action wetook;

the reason/s forourdecision;

the remedy orresolution/s that we have
proposed orputinplace;and

any options forreview that may be available,
such as an internal review, external review or
appealto anexternal agency.

If, during an investigation, we make any adverse
findings abouta particular person, we will consider
any applicable privacy obligations and any
applicable exemptions inormade pursuant to that
law, before sharing our findings with the person

making the complaint.

In this communication we are not usually able to
discuss specificevidence provided by these parties
astodosowould breach Privacy Law.

...we will consider any
applicable privacy
obligations and any
applicable exemptionsinor
made pursuanttothatact..

Access Canberra Policy
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Figure 2 - Access Canberra Overview of Investigation Process
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8. DECISION
MAKING
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Decision making

How we make decisions
during an investigation

There are usually multiple decision points during the
life of aninvestigation. Whetherto commence,stop, or
take enforcementresponse are all decisions. There are
also decisionsmadealong the way asto the scope,
focus and best means ofconducting aninvestigation.

Decision-making after an
investigation

Once the relevant investigationteam has completed
its inquiries and evidence gathering and assessed
the available evidence, the investigation team may
presentto the Access Canberra Regulatory Advisory
Committee? and then the relevant decision-maker:

+ the relevant facts and a summary of the
evidenceand legalissues arising;

« therisk orharm caused by the conductor likely
to be caused by the conduct; and

« anassessmentof whetherthereis likely to have
beenabreach of the law giving consideration to
the obtained evidence.

The Regulatory Advisory Committee (RAC) seeksto
supportquality regulatory outcomes byensuring that
regulatory decisions are justified, proportionate,
defensible andrelevant processesfollowed priorto a
regulatory decision beingmade.RAC will, as required,
provide inputatsignificantstagesof aninvestigation or
application process inline with relevant policiesand
procedures. This Committeewill also consider complex

applications fora licence orregistration.

2The Regulatory Advisory Committee considers the most
appropriate regulatory action at an important stage of, or the
conclusion of, aninvestigation. This may include taking no
further action. This Committee will also consider complex
applications for a licence or registration.

& Access .
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The decision makeris delegated to make the
appropriate decision. The making of a decision
substantiating ornot substantiating an allegationis
one aspectof the decision maker’s role. The other
aspect may include determining, after consultation
with relevant parties and in some cases the party
who has committed the breach,an appropriate
sanction where the allegationhas been
substantiated.

...The making of a decision
substantiating or not
substantiating an allegation
/s one aspect of the decision
maker’srole...

In determining an appropriate sanction additional
enquiries may occur before afinaldecisionis made.
In some circumstances these enquiries may include
approaching aninvestigated party to understand
their willingness to change their behaviourorto
compensate affected parties.

Details of the available enforcementresponses, and
the factors that we considerwhen choosing the
mostappropriate response, can be found inthe

Access Canberra Accountability Commitment.

Closing an investigation

We will keep comprehensive records about:
« how we managed the complaint and
investigation;

the outcome/s of the complaint/investigation
(including whether it or any aspectof it was
substantiated);

any outstanding actions that need to be
followed up.

...Details of the available
enforcement responses...
can be foundin the Access
Canberra Accounta bility
Commitment...

Access Canberra Policy Jﬁ
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9. TIMEFRAMES
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Timeframes

The timeframe in which actionis takenin response
to a complaint made to Access Canberra will
depend uponthe priority assigned to the
complaint. Those matters where there is significant
harm or risk to the community will be actioned
immediately. An example of conduct that would
require this response is a large-scale pollutionor
contamination that poses anactual and immediate
risk to the environment of the ACT. All other
complaints received will be assessed and prioritised
based ontherisk of harm caused or likely to be
caused by the alleged conduct.

The time taken to resolve complaints can vary,
howeverwhereverpossibleinrelationto:

Regulatory Complaints:

« wewill strive to resolve less complex
complaints that pose minimalrisk or harm
within 30 days from the date the complaint is
submitted; and

« wherethe matteris complexand is expected to
exceed this timeframe, we will keep you up to
date with the progress of the complaint
resolution.

Investigations

« The exacttime that an investigation takes varies
considerably case-by-case,and depends on
matters such as the complexity of the
investigation, the discovery of new lines of
enquiry, the number of investigated parties or
investigated breaches, and ourability to access
evidence and information. As a guide, the
greaterthe complexity or seriousness of an
investigation the likely increase in time it will
take to conduct.

« Inall cases,wewillaim to keep the person
making the affected party up to dateonour
progress, particularly if there are any delays.

ACT Access .

JI Government Canberrq .
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10.
ACCOUNTABILITY
AND LEARNING

Accountability and
learning

Access Canberrais committed to using complaints
datato improve our programs, service delivery and
regulatory roles. This datais used to inform our
regulatory approaches and proactive compliance
engagementactivities.

11. INFORMATION Information
MANAGEMENT

Management

Access Canberra will analyse data collected from
the online Access Canberra Complaint Form. The
analysis of data will also include complaints lodged
by customers who want to remain anonymous and
complaints that are identified as low orno risk.

Access Canberrawill provide reports and statistics
in accordance with legislative requirements; to
allow any trends orsystemic issues to be identified;
to contribute statistical information on matters of
national significance. Information regarding the
facts, investigations, photos, and outcomes will be
de-identified of any personalinformation.

Access Canberra will take reasonable steps to
ensure any personalinformationit holdsis
secure. Every reasonable effortis takento protect
personalinformation from misuse, interference
orloss from unauthorised access, use,
modification ordisclosure in accordance with the
Territory Privacy Principles (TTPs) setoutin the
Information PrivacyAct 2014 and inaccordance
with the Territory Records Act 2002.

Access Canberra uses demographicinformation
collected forthe purpose of preparing statistics to
enableit to better understand trends e.g.
identifying certain demographics that may be
vulnerable to certain scams allow us to better target
our educationand awareness programs.

Access Canberra Policy ‘.
June 2020 | Regulatory Complaint and Investigation Policy I ACT Access e
- Government Canberra.
-



https://www.accesscanberra.act.gov.au/s/feedback-and-complaints
https://www.legislation.act.gov.au/a/2014-24/
https://www.legislation.act.gov.au/a/2002-18/

How we deal with information

We are committed to handling information
responsibly and thisincludes:

« using informationonly as allowed by law;

+ takingstepsto ensure that forprivate,
confidential, or commercially sensitive
information we provide appropriate
protections againstdisclosure; and

+ using informationto conduct compliance
activities and investigations.

The majority of informationthat we receive during
our investigations (whether provided voluntarily or
compulsorily) is information that is not otherwise in
the publicdomain. We are conscious of the need to
ensure that parties can have confidence in our use
and retention of information, including our
commitment to respecting as faras possible any
privacy, confidentiality,or commercial sensitivity
attaching to the information.

Sharing information within
Access Canberra and using
information for another
investigation

We can and do share within Access Canberra any
information that we receive. Information disclosed
during oneinvestigation may disclose a new issue
of which we were previously unaware. Forexample,
information received ona building investigation
may disclose the existence of a consumer
protectionissue and can be shared betweenAccess
Canberrainvestigation staff. Alternatively, the
information may be relevant to another

investigationthat is already underway.

Protecting complainants -
confidential informants’ policy

In some circumstances a complainant may feel
particularly concerned at the possibility that their
identity might be disclosed orbecome obvious
through the course of the investigation.

Access Canberra Policy
June 2020 | Regulatory Complaint and Investigation Policy

If a party is concerned about the need to protect
their identity, they should advise Access Canberra
whenthey first contact us so that appropriate
supports canbe putin place. measures which can
be put in place to safeguard personal information
where someone is concerned aboutothers seeking
to access it. Sharing information with other

regulators

Where we gather informationthat appears to raise
concerns undera law that another agency enforces,
we may advise that agency, subject to legislative
information sharing requirements, of our concem.

Criminal offending

Where we obtaininformation that suggests serious
criminal offending thatfalls outside our
responsibilities, we will provide thatinformation to
ACT Policing, or another relevant agency.

Where we have obtained such informationin
confidence, orthrough use of ourcompulsory
powers, we will advise the relevantagency of this.

Issues of public safety

Where we obtaininformation that suggests a serious
threat to publichealth or publicsafety, we will
provide that informationto any personoragency,
such as Worksafe ACT thathas a relevant interest in
preventing, ora duty to prevent, that serious threat.

Where we have obtained such informationin
confidence, orthrough use of ourcompulsory
powers, we will advise the personoragency of this.

...Ifa partyis concerned
about the needto protect
their identity, they should
advise Access Canberra
when they first contact us...

Access;"-.
Canberra.
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12. MONITORING

OF THE Monitoring of the

COMPLAINT complaint
management process

MANAGEMENT

We will continually monitorour complaint and
investigation management process to:

PROCESS

ensure its effectiveness in responding to and
resolving complaints; and

identify and correct deficiencies inthe
operation of the process.

13. CONTINUOUS Continuous
IMPROVEMENT Improvement

We are committed to improving the effectiveness
and efficiency of ourcomplaint and investigation
managementprocess,and will:

supportthe making and appropriate resolution
of complaints;

implement best practicesin complaint
management;

ensure bestpractice in investigation
management;

regularly review the complaints management
process and complaintdata; and

implement appropriate changes arising out of
our analysis of complaints data and continual
monitoring of the process.

Access Canberra Policy i "
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14. MORE
INFORMATION

15. COMPLIANCE
AND
ENFORCEMENT
POLICY/
FRAMEWORKS

Access Canberra Policy

June 2020 | Regulatory Complaint and Investigation Policy

Compliance frameworks for
specific regulatory approaches
Access Canberra has documented a variety of
compliance and enforcementframeworks for
sector-specificregulatory activities and industries.
Referto our website www.act.gov.au/accessCBR for
these including forparking, workplace and
environment protection, food safety, construction,
occupationaland other regulatory schemes.

More information
To obtain more information, please:
using ouronline correspondence form

callinguson13 2281

Cha il

writing to us at:

Access Canberra Customer Services
GPOBox 158

CANBERRAACT 2601

Compliance and
enforcement policy and
frameworks

In delivering ourservices, Access Canberra considers:
Customer Service Charter;
+ DecisionMaking Guide;

Regulatory Compliant and Investigation Policy;
and

Regulatory Complianceand Enforcement Policy.

ACT Access;"-.

Government Canberrq .


http://www.act.gov.au/accessCBR
https://www.accesscanberra.act.gov.au/s/feedback-and-complaints
https://files.accesscanberra.act.gov.au/legacy/5281/200447%20-%20AC%20Customer%20Service%20Charter%20Policy%20-%20PDF%20(A26190839).pdf
https://files.accesscanberra.act.gov.au/legacy/5283/200447%20-%20AC%20Decision%20Making%20Policy%20-%20PDF%20(A26190675).pdf
https://files.accesscanberra.act.gov.au/legacy/5277/200447%20-%20AC%20Complaint%20Investigation%20Policy%20-%20PDF%20(A26190620).pdf
https://files.accesscanberra.act.gov.au/legacy/5285/200447%20-%20AC%20Regulatory%20Compliance%20Enforcement%20Policy%20-%20PDF%20(A26190738).pdf

This documentshould be read in conjunction with compliance and enforcement specific sectorframeworks,
such as:

E Y Building and construction services compliance framework

)
‘r Controlled sports compliance frameworks

Q Environment protection compliance framework
[ —d
ola Fair trading compliance framework

o)

‘_. COVID-19 Access Canberra Compliance Inspections

ﬁ Gambling and racing compliance framework

d Liquor licensing compliance framework

P Parking operations compliance framework

@ Vehicle Safety Standards: Compliance Framework

9
£ Working with vulnerable people compliance framework

...Accountability Commitment ensures that Access Canberra

Is approaching itsrole as a service provider and risk-based
regulatorin a consistentand transparent way...

June 2020 | Regulatory Complaint and Investigation Policy
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https://files.accesscanberra.act.gov.au/legacy/3062/Building%20and%20construction%20services%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/5292/AC_Controlled%20Sports%20-%20PDF.pdf
https://files.accesscanberra.act.gov.au/legacy/3064/Environment%20protection%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/3066/Fair%20trading%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/5287/Access-Canberra-Factsheet-Compliance%20visits.pdf
https://files.accesscanberra.act.gov.au/legacy/3070/Gambling%20and%20racing%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/3072/Liquor%20licensing%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/3074/Parking%20operations%20compliance%20framework.pdf
https://files.accesscanberra.act.gov.au/legacy/5295/AC_Vehicle%20Safety%20Standards%20-%20PDF.pdf
https://files.accesscanberra.act.gov.au/legacy/3076/Working%20with%20vulnerable%20people%20compliance%20framework.pdf
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