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VAGO Complaints Management 

Policy 

About this document 

Purpose The purpose of this policy is to provide guidance for the management of complaints and 

allegations about: 

• the conduct of audits  

• VAGO activities other than audits  

• fraud, corruption or misconduct by VAGO employees, contractors and consultants 

• VAGO made to integrity bodies (Independent Broad-based Anti-corruption Commission (IBAC), Victorian 

Ombudsman (VO), or the Victorian Inspectorate (VI)  

Please note, use of the term complaint in this document encompasses allegations. 

 

Application 

Overview This policy applies to complaints and allegations about VAGO and VAGO employees, contractors, 

consultants, of both external and internal origins. The policy applies to Audit Service Providers only 

in the delivery of audit services on behalf of VAGO. This includes breaches and non-compliance 

with our system of quality management. This policy is developed and maintained in line with the 

Standards Australia AS 10002:2022 Guidelines for complaint management in organisations. 

 

Misconduct 

complaints 

In relation to complaints about misconduct by VAGO employees, contractors and consultants this 

policy should be read in conjunction with the Victorian Public Service (VPS) Management of 

Misconduct Policy and VAGO's Management of Misconduct Procedure.  

 

Employee 

related 

complaints 

Reviews of employee related issues sit outside the scope of this policy, such as: 

• dissatisfaction with the outcome of a recruitment or selection process 

• a dispute regarding unsatisfactory work performance process, or 

• a dispute arising from a change process. 

For further information on these matters please refer to the VPS Review of Action Policy and 

VAGO's Dispute Resolution and Review of Actions Procedure and liaise with Human Resources. 

 

Fraud and 

corruption 

Allegations of fraud and corruption may be investigated or referred to another investigative body 

in line with VAGO's responsibilities in relation to Standing Directions from the Minister for Finance 

Direction 3.5 'Fraud, Corruption and Other Losses'. Please refer to VAGO's Fraud and Corruption 

Control Policy and Fraud and Corruption Reporting Procedure. Under the Audit Act 1994 and the 

Independent Broad-based Anti-corruption Commission (IBAC) Act 2011, mandatory reporting to 

IBAC of suspected corrupt conduct is also required. 

 

https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fstore.standards.org.au%2Fproduct%2Fas-10002-2022%3Futm_source%3Dstandards.org.au%26utm_medium%3Dreferral%26utm_campaign%3Dstandards-catalogue%23important-product-information&data=05%7C02%7Cmichael.sutherland%40audit.vic.gov.au%7Cd7a8eed9335647d8154008dc5908bfcd%7C2c7f1f78afc643debfddcf12c4016c70%7C0%7C0%7C638483141307309145%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=CrJ0m0hG9aDc5BKXXgTLQVdQBtqykSIcysKkRvB5JJU%3D&reserved=0
https://vpsc.vic.gov.au/wp-content/uploads/2019/09/Management-of-Misconduct-Toward-Common-Practice-August-2019-1.docx
https://vpsc.vic.gov.au/wp-content/uploads/2019/09/Management-of-Misconduct-Toward-Common-Practice-August-2019-1.docx
https://auditvic.sharepoint.com/:li:/s/VAGO/E2pcoElsmyNOiE1kDguzEwwBFCOfRJKbRhZxoKY9tOkNqw?e=MOsFVk
https://vpsc.vic.gov.au/ethics-behaviours-culture/grievances-and-complaints/vpscs-review-workplace-issues/
https://auditvic.sharepoint.com/:li:/s/VAGO/E1HoVlui4T5HhOHmeVcS0p0Bw7JHfe0KgJAnUfAnd1kPvw?e=nHsUpE
https://www.dtf.vic.gov.au/financial-management-government/standing-directions-2018-under-financial-management-act-1994
https://auditvic.sharepoint.com/:li:/s/VAGO/Ey3eExTlWFpKs5FyRJkkYboBLbE5dcyoITi2_GYpnYwsEA?e=Sskeox
https://auditvic.sharepoint.com/:li:/s/VAGO/Ey3eExTlWFpKs5FyRJkkYboBLbE5dcyoITi2_GYpnYwsEA?e=Sskeox
https://auditvic.sharepoint.com/:li:/s/VAGO/E35KWIORRiFMh0uGKA04HpIB5rvkpDBaLSULvmRyZeR4qQ?e=e6gsxt
https://www.legislation.vic.gov.au/in-force/acts/audit-act-1994/067
https://www.legislation.vic.gov.au/in-force/acts/independent-broad-based-anti-corruption-commission-act-2011/042
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Public Interest 

Disclosures 

VAGO recognises and commits to its responsibilities under the Public Interest Disclosure Act 2012 

(the PID Act) to protect both those who make a public interest disclosure and those who 

cooperate with an investigation of a public interest disclosure from direct or indirect detrimental 

action.  

This policy also recognises that through any complaints mechanism, matters may come to VAGO’s 

attention regarding public interest disclosures or attempts to make a public interest disclosure to 

VAGO.  

Such disclosures cannot be made to VAGO, and VAGO does not have any powers or 

responsibilities to assess or investigate disclosures. Such disclosures will be referred to the 

adjudicating integrity body - IBAC or VI. 

 

Principles 

Our values and 

how they apply 

VAGO's values are: 

• respect 

• innovation 

• collaboration 

• accountability 

These values underpin VAGO's commitment to achieving best practice complaints handling by: 

• acknowledging and dealing with complaints in a timely way 

• providing transparent information about how complaints are handled 

• protecting the privacy of personal information in line with our Privacy Policy 

• treating everyone involved in a way that is objective, respectful and fair 

• considering and respecting human rights 

• maintaining accountability for decisions. 

 

Commitment 

and 

responsibility 

As part of our commitment to these principles, VAGO employees, contractors and consultants are 

required to understand both their responsibilities and their rights to complain to external integrity 

bodies - IBAC, VO or VI. Support and assistance is be provided through this policy and its related 

procedures.  

 

Confidentiality VAGO has systems for confidential reporting of complaints, with all parties encouraged to report 

and suffer no repercussions or reprisals. 

Under law, VAGO has obligations to provide certain information or enable access to documents to 

IBAC and VI under sections 66 and 67 of the Audit Act 1994.  

Be aware - this may override the confidentiality of a complaint made to VAGO in very limited 

circumstances. For example, reasonable suspicion of corrupt conduct requires mandatory 

notification to IBAC. 

Further guidance on information privacy requirements are outlined in VAGO's Privacy Policy and 

published on the VAGO website. 

 

https://www.legislation.vic.gov.au/in-force/acts/public-interest-disclosures-act-2012/027
https://auditvic.sharepoint.com/:li:/s/VAGO/E7x5lBKpxvhBiXM2-PxvPXgBqfmzUmGEJjniKvKoKi7ufw?e=EZYCZa
https://www.legislation.vic.gov.au/in-force/acts/audit-act-1994/067
https://auditvic.sharepoint.com/:li:/s/VAGO/E7x5lBKpxvhBiXM2-PxvPXgBqfmzUmGEJjniKvKoKi7ufw?e=ia8VdP
https://www.audit.vic.gov.au/information-privacy
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Requirements 

Complaint 

handling 

functions 

Complaints and allegations regarding internal misconduct are to be referred to Human Resources.  

All other complaints, regardless of source or nature, should be referred to the Office of the 

Auditor-General (OAG) Strategy, Governance & Risk (SGR) team to facilitate record management 

and redress of issues raised as required.  

 

Assessment of 

complaints 

Assessment of complaints is managed by impartial and independent internal subject matter 

experts (SMEs) who will engage informal or formal complaint management processes. The SME for 

each complaint type is noted in the VAGO Complaints Management Procedure.  

Where a perceived or potential conflict of interest exists, an alternate SME must be assigned to the 

complaint by OAG SGR, in consultation with the Auditor-General.  

In the event where the Auditor-General is the subject of the complaint or has a conflict of interest 

due to a complaint the Chair of VAGO's Audit and Risk Committee will make an impartial and 

independent assessment of how the complaint is to be managed. 

 

Remediation The SME will recommend remedies to the Auditor-General who will decide the appropriate 

remedy based on the findings of the SME and context of the situation.  

The Deputy Auditor-General or Assistant Auditors-General may also perform this function 

dependent on the nature and severity of the complaint(s) and / or allegation(s). Considerations 

toward the severity of the complaint(s) and / or allegations(s) are outlined per our Complaints 

Procedure. 

 

Fraud, 

corruption and 

misconduct 

Should allegations, suspicion or confirmation of fraud, corruption or serious misconduct arise 

during the course of this process, these matters will be addressed in accordance with VAGO's 

responsibilities as articulated in: 

• Standing Directions from the Minister for Finance Direction 3.5 'Fraud, Corruption and Other 

Losses' 

• the VPS Management of Misconduct Policy 

• VAGO's specific internal policies and procedures.  

Under the Audit Act 1994 and the Independent Broad-based Anti-corruption Commission (IBAC) 

Act 2011, mandatory reporting to IBAC of suspected corrupt conduct is also required. 

 

Expected 

complaints 

process 

behaviour 

At all times throughout the complaints process it is expected that all parties involved in the 

complaint will act with respect and integrity. Any behaviour deemed to be offensive, abusive, 

threatening or consuming disproportionate resources will not be tolerated.  

Handling of any issues of this nature will be done with respect to the Charter of Human Rights and 

Responsibilities Act 2006 and VAGO's legal responsibilities.  

Actions to mitigate risk to VAGO employees will be proportionate to the problem and 

communicated clearly to parties involved. 

 

Post-outcome 

considerations 

If the complainant is dissatisfied with the outcome, they can request an internal review.  

If the complainant remains dissatisfied, they can raise their concerns with an external body. For 

example, complaints regarding: 

https://auditvic.sharepoint.com/:li:/s/VAGO/Ey-Fu2e2ss1NpR9Avvk6qgEBJevx3l_-LWNbWgHCKMC-yg?e=RfxQVU
https://www.audit.vic.gov.au/sites/default/files/Complaints%20about%20VAGO/PROCEDURE%20Complaints%20Management.pdf?
https://www.audit.vic.gov.au/sites/default/files/Complaints%20about%20VAGO/PROCEDURE%20Complaints%20Management.pdf?
https://www.dtf.vic.gov.au/financial-management-government/standing-directions-2018-under-financial-management-act-1994
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwjk7-ON_LGFAxXvT2wGHdmfDT0QFnoECA8QAQ&url=https%3A%2F%2Fvpsc.vic.gov.au%2Fwp-content%2Fuploads%2F2019%2F09%2FManagement-of-Misconduct-Toward-Common-Practice-August-2019-1.docx&usg=AOvVaw2omoi8Vb5q4WmKWaUJ73uB&opi=89978449
https://www.legislation.vic.gov.au/in-force/acts/audit-act-1994/067
https://www.legislation.vic.gov.au/in-force/acts/independent-broad-based-anti-corruption-commission-act-2011/042
https://www.legislation.vic.gov.au/in-force/acts/independent-broad-based-anti-corruption-commission-act-2011/042
https://www.legislation.vic.gov.au/in-force/acts/charter-human-rights-and-responsibilities-act-2006/015
https://www.legislation.vic.gov.au/in-force/acts/charter-human-rights-and-responsibilities-act-2006/015


 

4 |  VAGO Complaints Management Policy 

OFFICIAL 

OFFICIAL 

• the conduct of a financial audit could be raised with CPA Australia  

• administrative actions could be raised with the Victorian Ombudsman. 

VAGO report on complaints on a quarterly basis to the VAGO Operational Management Group. 

An annual summary of complaints is to be provided to the Audit and Risk Committee. 

 

Responsibilities 

 Auditor-General • Promoting a culture that acknowledges complaints and their effective 

resolution 

• Overall responsibility for deciding on the appropriate remedy based 

on the recommendation of the SME involved, unless they are involved 

in the complaint 

• Notifying VI and IBAC of matters under sections 66 and 67 of the 

Audit Act 1994  

• External reporting as per the Standing Directions - Direction 3.5.3 

Deputy Auditor 

General,  

Assistant Auditors-

General 

• Responsibility for implementing changes arising from complaint 

resolution. 

• Auxiliary responsibility for deciding on the appropriate remedy based 

on the recommendation of the SME involved 

Director, Strategy, 

Governance and 

Risk (D,SGR)  

• VAGO’s designated Complaint Managment Manager 

• Receiving and triaging VAGO employees, contractors and consultants' 

complaints. 

• Supporting SMEs throughout complaints process 

SME Investigator 

(or VAGO 

employees, 

contractors and 

consultants acting 

at SME request to 

investigate) 

• Assessing, investigating, responding to complaints and reviewing 

complaints on request  

• Explanation of the process, protocols and format of the investigation 

to the parties 

• Recommending remedies to the relevant Assistant Auditor-General or 

the Auditor-General 

• Preparing written report containing findings and recommendations 

OAG SGR Team • Coordinating the review and investigation of complaints, including 

records management activities 

• Acknowledging the receipt of a complaint 

• Supporting SMEs throughout complaints process 

Our people • Treating all people with respect, including those who make complaints 

• Be aware of the organisations complaint handling policies and 

procedures  

• Assisting people who wish to make complaints to access the 

organisation’s complaints process  

• Receiving and actioning complaints in line with this policy  

• Assisting with complaints as requested by the SME 

• Reviewing outcomes of complaints if necessary 
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• Providing feedback to management on issues arising from complaints  

• Implementing changes arising from individual complaints and from 

the analysis and evaluation of complaint data as directed by OMG 
 

Supporting documents and information 

Glossary 

 

An allegation is a claim or assertion about an organisation or its employees, contractors and 

consultants. Such claims or assertions can be made without substantive evidence. 

A complaint is an expression of dissatisfaction with the quality of an action taken, decision made, 

or service provided by an organisation or its contractor, or a delay or failure in providing a service, 

taking an action, or making a decision by an organisation or its contractor. 

A complainant is an individual or organisation making the complaint 

Corrupt conduct is conduct which: 

• adversely affects the honest performance of a public officer or public body  

• constitutes or involves dishonest use of the functions of a public office  

• constitutes or involves knowingly or recklessly breaching public trust  

• involves the misuse of information obtained while in public office  

• is intended to adversely affect the effective performance of the functions or powers of a public 

officer or public body and results in the person or their associate obtaining a specified benefit  

• could constitute a conspiracy to engage in any of the above conduct   

Corrupt conduct is generally deliberate or intentional and not the result of a mistake or 

negligence. For more detail, refer to section 4 of the Independent Broad-based Anti-corruption 

Commission Act 2011 

Fraud is dishonest activity causing actual or potential financial loss including theft of monies or 

other property by employees or persons external to the entity and where deception is used at the 

time, immediately before or immediately following the activity. This includes:  

• the deliberate falsification, concealment, destruction or use of falsified documentation used or 

intended for use for a normal business purpose; or  

• the improper use of information or position for personal financial benefit. 

Misconduct is defined under clause 25.3 of the VPS Enterprise Agreement as: 

• a contravention of a provision of the Public Administration Act 2004 (Vic), the regulations to 

that Act, a binding code of conduct or a provision of any statute or regulation that applies to 

the employee in the employee's employment 

• improper conduct in an official capacity 

• a contravention, without reasonable excuse, of a lawful direction given to the employee by a 

person authorised to give that direction 

• an employee making improper use of his or her position for personal gain 

• an employee making improper use of information acquired by him or her by virtue of their 

position to gain personally, or for anyone else, financial or other benefits or to cause 

detriment to the VPS or the public sector. 

A Public Interest Disclosure is a disclosure made to a receiving body named in the Public Interest 

Disclosure Act 2012, that contains information that shows or tends to show:  

• a person, public officer, or public body has engaged, is engaging or proposes to engage in 

improper conduct; or  

https://www.legislation.vic.gov.au/in-force/acts/independent-broad-based-anti-corruption-commission-act-2011/042
https://www.legislation.vic.gov.au/in-force/acts/independent-broad-based-anti-corruption-commission-act-2011/042
https://www.dtf.vic.gov.au/funds-programs-and-policies/victorian-public-service-enterprise-agreement-2020
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwis6taR-7GFAxVXT2wGHQDhBjwQFnoECAYQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fpublic-administration-act-2004&usg=AOvVaw27SmW8lf34iSc48g0MNNuW&opi=89978449
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• a public officer or public body that has taken, is taking or proposes to take detrimental action 

against a person in contravention of the Public Interest Disclosure Act 2012. 

Serious misconduct is described in The Fair Work Regulations 2009 (Cth), which provides general 

guidance on the type of behaviour which would be classified as such. Under this policy, serious 

misconduct may include: 

• wilful or deliberate behaviour by an employee that is inconsistent with continuing the contract 

of employment 

• conduct that causes serious and imminent risk to the health and safety of a person, or the 

reputation, viability or profitability of VAGO 

• theft 

• fraud - in accordance with the requirements of the Fraud and Corruption Control Policy and 

Fraud and Corruption Reporting Procedure  

• assault 

• intoxication—through alcohol or drugs, other than prescribed drugs—at work or 

• refusal by the employee to carry out a lawful and reasonable instruction that is consistent with 

the employee’s contract of employment, including instructions contained in VAGO's policies. 

Subject Matter Experts (SMEs) in this policy are impartial VAGO employees, contractors and 

consultants with sufficient seniority and specialised knowledge with which to conduct and 

coordinate the investigation and resolution of complaints and allegations.  

The Subject Matter Expert for complaints about: 

• conduct of an audit is the Director of Audit Quality 

• matters other than audits are the relevant Sector Director or Business Unit Head 

• fraudulent, corrupt or improper conduct is the Deputy Auditor-General 

VAGO employees, contractors and consultants include:  

• the Auditor-General, Deputy Auditor-General, or person appointed to act in those offices  

• a VAGO employee  

• a person or firm the Auditor-General engages to assist, delegates or authorises to perform 

functions under the Audit Act 1994 

 

References & 

Links 

Policies: 

• Notifying IBAC of corrupt conduct 

• VPSC Management of Misconduct Policy  

• Management of Misconduct Procedure(cases involving allegations about VAGO staff)  

• Fraud and Corruption Control Policy (public) 

• Appropriate Behaviour Policy 

• Social Media Policy 

• Inquiries to VAGO: Requests for Audit Attention 

Procedures: 

• Sharing information with other bodies 

• Providing support for those involved in a public disclosure 

• Management of Misconduct 

• Dispute Resolution and Review of Actions Procedure 

• Fraud and Corruption Reporting Procedure  

• Correspondence process (manual) 

Legislation and standards: 

http://www8.austlii.edu.au/cgi-bin/viewdb/au/legis/cth/consol_reg/fwr2009223/
https://auditvic.sharepoint.com/:li:/s/VAGO/Ey3eExTlWFpKs5FyRJkkYboBLbE5dcyoITi2_GYpnYwsEA?e=lONdAc
https://auditvic.sharepoint.com/:li:/s/VAGO/E35KWIORRiFMh0uGKA04HpIB5rvkpDBaLSULvmRyZeR4qQ?e=e6gsxt
https://auditvic.sharepoint.com/:li:/s/VAGO/E2KYO85_tXZLmMj23bLQibEBMGXT02DrUsV7330ETJsRoQ?e=4wvKg6
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&ved=2ahUKEwjtwJ_86bGFAxUmcGwGHcLGDDwQFnoECBoQAQ&url=https%3A%2F%2Fvpsc.vic.gov.au%2Fwp-content%2Fuploads%2F2019%2F09%2FManagement-of-Misconduct-Toward-Common-Practice-August-2019-1.docx&usg=AOvVaw2omoi8Vb5q4WmKWaUJ73uB&opi=89978449
https://auditvic.sharepoint.com/:li:/s/VAGO/E2pcoElsmyNOiE1kDguzEwwBFCOfRJKbRhZxoKY9tOkNqw?e=5NdhPg
https://auditvic.sharepoint.com/:li:/s/VAGO/Ey3eExTlWFpKs5FyRJkkYboBLbE5dcyoITi2_GYpnYwsEA?e=bTFowq
https://auditvic.sharepoint.com/:li:/s/VAGO/EwBEEaJl6w5Fvtr7-jepVZcBBo9aIJ2jgYW-yj70mmSNuA?e=CkmHtL
https://auditvic.sharepoint.com/:li:/s/VAGO/E_0BP5zgnIFFnfxo-0CbQXABb2hrwH3f2BqB-2SDB_QCwA?e=ikUxv3
https://auditvic.sharepoint.com/:li:/s/VAGO/ExAaER_gksRHoTgIF6Y6UJIB6SIFMDsTr7nIcxadQFjBTQ?e=DFau1y
https://auditvic.sharepoint.com/:li:/s/VAGO/EzD53VwFQmNElnPeqUpan8sBTi1JD1-2DDUlR5_rNxzUyQ?e=oAm04t
https://auditvic.sharepoint.com/:li:/s/VAGO/E6o5-j7w7jxElDORnU2sQJYByTsXtTRzWogb736MCgP3sw?e=odmAZd
https://auditvic.sharepoint.com/:li:/s/VAGO/E2pcoElsmyNOiE1kDguzEwwBFCOfRJKbRhZxoKY9tOkNqw?e=nMftgO
https://auditvic.sharepoint.com/:li:/s/VAGO/E1HoVlui4T5HhOHmeVcS0p0Bw7JHfe0KgJAnUfAnd1kPvw?e=gbZqNZ
https://auditvic.sharepoint.com/:li:/s/VAGO/E35KWIORRiFMh0uGKA04HpIB5rvkpDBaLSULvmRyZeR4qQ?e=e6gsxt
https://auditvic.sharepoint.com/:li:/s/VAGO/E_GF6cqp70hBm8qQtPezRG4BmOSiHJ9X9zcykQP8FnweFA?e=QOXo0L
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• Audit Act 1994 

• Financial Management Act 1994  

• Public Administration Act 2004  

• Victorian Inspectorate Act 2011 

• Independent Broad-based Anti-corruption Commission Act 2011 

• Public Interest Disclosures Act 2012 

• Victorian Ombudsman Act 1973 

• Privacy and Data Protection Act 2014 (Vic) 

• APES 320 Quality Management for Firms that provide Non-Assurance Services issued by the Australian 

Professional and Ethical Standards Board 

• ASQM 1 Quality Management for Firms that Perform Audits or Reviews of Financial Reports and Other 

Financial Information, or Other Assurance Engagements issued by the Auditing and Assurance 

Standards Board 

• AS 10002:2022 Guidelines for complaint management in organizations (ISO 10002:2018, NEQ) 

• Code of Conduct for Victorian Public Sector employees of Special Bodies  

• Victorian Ombudsman Good Practice Guide to handling complaints  

Victorian Ombudsman Managing Complaints Involving Human Rights. 

 

 

 

https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwjHwtuU-LGFAxXLXmwGHUhqADwQFnoECAYQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Faudit-act-1994&usg=AOvVaw38-JdqTu_QtflG8hWCFYSN&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwjv-P2g-LGFAxXMS2wGHWS8DjwQFnoECBIQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Ffinancial-management-act-1994&usg=AOvVaw0ySU14aMNLwFYNDzCOtcfk&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwihlai3-LGFAxWwd2wGHYXmCDoQFnoECAcQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fpublic-administration-act-2004&usg=AOvVaw27SmW8lf34iSc48g0MNNuW&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&ved=2ahUKEwjNp7PE-LGFAxUTZ2wGHd8MDD0QFnoECAYQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fvictorian-inspectorate-act-2011&usg=AOvVaw2LeviR63YUVyR5nwPWQBC5&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwiY8IHa-LGFAxWqUGcHHbb2AjsQFnoECAYQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Findependent-broad-based-anti-corruption-commission-act-2011&usg=AOvVaw1xXdeVAOT6RNIP3US-3ZXB&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwieyMjq-LGFAxWCbmwGHRTJCjkQFnoECBwQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fpublic-interest-disclosures-act-2012&usg=AOvVaw2PSJKftoEWeGTvWWDfzs7m&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwj7ldb2-LGFAxVJe2wGHevCBT0QFnoECBkQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fombudsman-act-1973%2F116&usg=AOvVaw2X5HU6B0hniu1ltXoy9oOL&opi=89978449
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&cad=rja&uact=8&ved=2ahUKEwi3pLmD-bGFAxVrcWwGHYM9BzoQFnoECCQQAQ&url=https%3A%2F%2Fwww.legislation.vic.gov.au%2Fin-force%2Facts%2Fprivacy-and-data-protection-act-2014&usg=AOvVaw1adCak_HPGCDfYL9wYJ2Wd&opi=89978449
https://apesb.org.au/wp-content/uploads/2022/02/APES_320_reissued_Feb_2022.pdfKXeORg2m7dp_APSyaB&opi=89978449
https://apesb.org.au/wp-content/uploads/2022/02/APES_320_reissued_Feb_2022.pdfKXeORg2m7dp_APSyaB&opi=89978449
https://www.auasb.gov.au/media/40ijwc0u/asqm1_03-21_1620870747504.pdf
https://www.auasb.gov.au/media/40ijwc0u/asqm1_03-21_1620870747504.pdf
https://www.auasb.gov.au/media/40ijwc0u/asqm1_03-21_1620870747504.pdf
https://store.standards.org.au/product/as-10002-2022?utm_source=standards.org.au&utm_medium=referral&utm_campaign=standards-catalogue
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&ved=2ahUKEwiU6dHp-bGFAxU_fGwGHVvEAzsQFnoECB8QAQ&url=https%3A%2F%2Fvpsc.vic.gov.au%2Fethics-behaviours-culture%2Fcodes-of-conduct%2Fcode-of-conduct-for-victorian-public-sector-employees-of-special-bodies%2F&usg=AOvVaw2ImK1eB-Rje7EW7b_bErhn&opi=89978449
https://www.ombudsman.vic.gov.au/learn-from-us/practice-guides/a-good-practice-guide-to-handling-complaints/
https://www.ombudsman.vic.gov.au/learn-from-us/practice-guides/how-to-manage-complaints-involving-human-rights/
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Policy review and version history 

Policy review 

statement 

This policy will be reviewed within two years of the last approval date, or earlier when there is a 

significant change in the intent of the policy 

 

Version history Version Date  Changes made Prepared or amended by 

1.0 24 

March 

2021 

Initial Release.  

1.2 8 May 

2024 

Policy compliance review and refresh - minor 

amendments. Including: 

• Update to template, reformatting 

information in line with information 

presentation requirements 

• Plain English application (where 

possible) 

• Correction of broken hyperlinks 

• Update to outdated document 

references 

• Removal of overlap with information 

contained in the procedure 

• Reference to Standards Australia 

Complaints guidance added (and 

reviewed) 

• The amendments also include recent 

changes to VAGO structure 

D, SGR 

1.2 1  

August 

2024 

Inclusion of annual summary of complaints 

to the Audit and Risk Committee   

D, SGR 

Policy 

Owner 

Director, Strategy Governance and Risk, Office of the Auditor General (D,SGR, OAG) 

Approved 

by: 

Auditor-

General 

Date Approved: 1 August 2024 

 

 

 

 Potential version update triggers identified 

Significant changes to applicable legislation or internal processes 

Complaints management event 

Complaints management responsibility changes 
 

 


