
Start

A Complainant can 
send or tell their 
complaint to:
- any Kaimahi of Te 
Piki Oranga;
- to the Tumuaki 
directly;
- to the 
Chairperson of the 
Board (if their 
complaint is about 
the Tumuaki); or
- independently to 
a Health & 
Disability Advocate 
via 03 544 4116

If a complaint is 
received verbally 

Kaimahi must write 
down all they recall 

(as soon as possible) 
and ensure that they 
have contact details 

for follow up.

The investigator will 
contact the Complainant 

and confirm receipt of the 
complaint within 5 

working days of receipt

Conduct investigation

At any time during an investigation the Complainant has a right to seek independent advocacy about their complaint. For the Nelson, Tasman, Marlborough regions Complainants can 
call 0800 555 050 or 03 544 4116

Te Piki Oranga Ltd - Complaint Process (for whānau)

Complaints will be 
forwarded to the 

Complaints Manager 
(the Tumuaki) 
without delay

The investigator will 
consider the preliminary 
facts within 15 working 
days of receipt of the 

complaint

Once the complaint has 
been fully investigated, 

the investigator will 
contact the Complainant 

to inform them of the 
outcome

Te Piki Oranga will 
endeavour to respond 

within 20 working days of 
receipt of a complaint. 

Where this timeframe can 
not be met the 
investigator will 

communicate this to the 
Complainant.

The complaint and its 
outcome will be recorded 

and will inform 
organisational & 

operational 
improvement/s

Every complaint is 
recorded in a Register, the 

Complaints Manager / 
Tumuaki is responsible for 

ensuring that every 
investigation is carried out 
within the scope of Te Piki 
Oranga's Complaint Policy 

and within keeping with 
Ngā Uara (the values) of 

the organisation. The 
Complaint Register is used 

by the Quality 
Management Team to 

identify improvements for 
the organisation as well as 

operationally for all 
Kaimahi.

Complaints can be:
- told verbally to any 

Kaimahi;
- emailed to any 

Kaimahi, including 
the Tumuaki and 

Board Chair;
- sent via the 

Complaint Form on 
the Te Piki Oranga 

website.

The Complaints Manager / 
Tumuaki will decide who 

the most appropriate 
investigator is according 
to the circumstances of 

the complaint

The investigator will 
determine if there is a 
case to be answered. 
This includes who has 

been involved and what 
occurred. IF the 

investigator thinks they 
will need more time to 
interview witnesses etc 

they will inform the 
Complainant of the 

situation and provide a 
timeframe. If the 

timeframe exceeds a 
month the investigator 

will contact the 
Complainant at least 

once a month to update 
on progress.

LEGEND:
Kaimahi = Employee
Tumuaki = General Manager
Whānau = anyone who uses Te Piki Oranga services and / or any stakeholder who works with Kaimahi of Te Piki Oranga
Ngā Uara = our values


