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HOW TO GIVE FEEDBACK, MAKE A COMPLAINT OR APPEAL A DECISION ........cccocuueennn. 20
CLIENT CHARTER
STATEMENT OF PURPOSE

The policies outlined in this document form a CLIENT CHARTER for Launchpad Youth Community.

The information and expectations outlined in the document clarify what clients can expect from
Launchpad Youth Community and our staff. The Client Charter also explains what clients can do to
help Launchpad provide optimal levels of service based on their individual needs.

The policies in this document describe how clients can ask for our decisions to be reviewed and/or
how to make a complaint or give feedback about services received. In addition, information is given
to ensure all clients have access to advocacy and support, as required.

For a summary of the Launchpad Client Charter - refer Appendix 1

PROCEDURES

All procedures in each of the policies guide practice of the Board and staff of Launchpad Youth
Community. The aim is to provide person centered case management, reducing incidence of
homelessness and supporting each client to fully participate and engage in the community

IMPLEMENTATION

Refer to each policy for implementation strategies of the Client Charter
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POLICY: RIGHTS AND RESPONSIBILITIES

POLICY STATEMENT

Launchpad Youth Community acknowledges and promotes the rights of the young people it provides
services for at every opportunity. As service users’ clients also have responsibilities to the
organisation.

PURPOSE

The purpose of this policy is to ensure that all clients are aware of their Rights and Responsibilities as
a service user. The policy also outlines expectations for communication and behaviour which will
facilitate service delivery.

PROCEDURES

Client Rights:

We will collaborate with you to make sure you receive the best possible assistance to avoid
becoming homeless or, if you are homeless, to assist with accessing safe, affordable and secure
housing

We are committed to collaborating with you in a respectful way that protects your dignity, is fair and
does not discriminate

You will be treated in a professional, courteous and caring manner, and receive the same quality and
level of service based on your needs

Your personal privacy will be respected, and confidentiality protected, except where we have a legal
obligation, and we will explain to you what this means when you use our service

You have the right to use our service if it matches your needs and what we are funded for

We will work in partnership with you to identify your needs and develop a plan with you and other
agencies to meet your needs

You have the right to put forward a complaint without fear of retribution and we will respond in a
confidential, respectful and timely manner

You can expect us to meet health and safety requirements so that you feel safe
If you have a child under the age of 16 years, you have the right to have their needs considered and

linked to suitable responses.
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Client Responsibilities:

Be respectful of others, including staff, volunteers and other clients
Be respectful to Launchpad Youth Community property

Be an active participant, including taking part in your case planning and management sessions
and fulfilling your commitments under your case plan

Actively positively contribute to resolving your own homelessness or risk of homelessness
Participate in the service not under the influence of any alcohol and drugs
Maintain confidentiality regarding information about other clients

Provide accurate information about yourself to receive the best service

Launchpad Responsibilities

It is a requirement for all staff to respect clients and their rights for confidentiality

It is the responsibility of the Launchpad employee conducting the initial assessment to
inform the client of Launchpad’s Client Charter and to secure initial agreement and
understanding of the core service values and corresponding behaviours to support service
delivery

It is incumbent upon the Launchpad employee conducting the Intake Assessment to ensure
clients are informed of their rights and responsibilities and are aware of the opportunities

they have to give feedback or make a complaint and how to do this.

It is a requirement for all staff to respect clients and their confidentiality as outlined below

Launchpad Rights

1. Launchpad staff have a right to be treated with respect
2. All staff have the right to a safe work environment, aggression and threats of violence to
staff will not be tolerated and may lead to our inability to provide a service
3. All staff have a right to refuse or reschedule a service if, on assessment, there is a perceived
risk in continuing a service at that time.
IMPLEMENTATION

Charter of Client Rights and these policies are to be made available on Website

All staff and Board members to be orientated to the Client Charter

All Clients to receive a summary of the Client Charter and information regarding procedures
and advocacy
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POLICY: CLIENTS RIGHT TO ACCESS INFORMATION AND
CONFIDENTIALITY

POLICY STATEMENT

All discussions between clients and their workers are confidential to Launchpad. All people working
with Launchpad are bound by confidentiality as per the Privacy Act and Code of Conduct.
Consent for sharing personal information will be sought and respected in all situations unless:
1. itis unreasonable or impracticable to gain consent or consent has been refused and
2. without information being shared, it is anticipated a child, vulnerable person or member of
their family will be at risk of serious harm, abuse or neglect, or pose a risk to their own or
public safety.

PURPOSE
This policy is written to meet legislative requirements of:
e the Privacy and Personal Information Protection Act 1998
e Children and Young Persons (Care and Protection) Act 1998
e Community Services (Complaints, Review and Monitoring) Act 1993

PROCEDURES

e  Staff will share information with other Launchpad Youth Community workers, Board of
Management Members and staff supervisors, as is appropriate to facilitate a service. Clients
of Launchpad Youth Community have a right to read any personal information in records of
clients that they are providing a service to. This information is not to be disclosed to anyone
within the service not involved in the client’s care.

e Requests from clients to access information should be referred to the CEO who will ensure
that assistance is provided to the client to access their information within two weeks. A staff
member will be made available to explain any terminology to the client.

e lLaunchpad Youth Community will not give out client information to anyone outside
Launchpad unless the client has given their consent. HOWEVER, there are legal requirements
according to the Child Protection Act. This may occur:

o If child/children are considered ‘at risk of harm’, Launchpad Youth Community as a
mandatory reporter is obligated to inform DCJ — Community Services.

o If Community Services is investigating child abuse or neglect, Launchpad Youth
Community staff are obliged to give them information on request.

o If Launchpad Youth Community files are subpoenaed by court order.

IMPLEMENTATION
e All Board members and staff are to be orientated to the requirements of the Privacy and
Personal Information Protection Act 1998 and sign a Code of Conduct to ensure they
understand their personal obligations under the Act.
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e All clients are to receive information regarding their rights for privacy under the Privacy and
Personal Information Protection Act 1998.

POLICY: CLIENT FEEDBACK AND COMPLAINTS MANAGEMENT

POLICY STATEMENT

Launchpad Youth Community is committed to receiving feedback from all clients and stakeholders
on the quality of service provided and service improvements. Launchpad will actively seek feedback
from clients throughout and at the end of service delivery and respond appropriately and with
transparency.

Launchpad welcomes complaints regarding all areas of the service including operations,
management, or employee conduct. Any person or organisation involved with Launchpad have the
right to give feedback or make a complaint without fear of retribution. All feedback is respected,
taken seriously and acted upon.

Launchpad is committed to using the information gained in the complaints process to improve
the organisation. Launchpad understands information may be sensitive and will respect the
person’s right to confidentiality and handle complaints in a fair and timely manner.

An atmosphere is fostered in which complaints and independent monitoring are viewed positively.
Resolution of complaints at a local level through dispute resolution is encouraged. If this cannot be
achieved, then clients will be referred to 3" party facilitation.

PURPOSE

The Purpose of Launchpad Youth Community Feedback and Complaints Management Policy (the

“Policy”) is to:

e set out the principles and objectives in complaints handling which reflect our commitment to
managing complaints promptly, fairly, and effectively

e ensure that complaints and feedback received are being managed in line with these complaints
handling principles and objectives, and

e guide the standard of behaviour for Launchpad employees who are managing complaints.

The Policy aims to establish a standardised, uniform approach to complaints and feedback
handling in order to:

e manage complaints in a fair and just manner

e support the principles of Launchpad’s person-centred approach
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o help employees clearly understand their roles and responsibilities in managing and responding
to complaints and feedback about services - whether they are delivered by Launchpad directly
or by service providers brokered by Launchpad

e support employees to identify and act appropriately where assistance may be needed to submit
a complaint and/or feedback.

e support employees to understand when cultural, language, socio-economic, and other factors
need to be considered, such as Aboriginal people that may prefer to talk to an Aboriginal person
in relation to the complaint, customers from a linguistically diverse background, senior
customers, or people with a disability

e ensure Launchpad complies with all relevant complaints handling legislative and administrative
requirements

e capture and utilise complaints and feedback data to inform quality improvement and strategic
decision making

PROCEDURES

Functions and Delegations

POSITION DELEGATION/TASK

Respond to complaints and grievances relating to the CEO.

Respond to complaints and grievances relating to the Chairperson or
other Board member.

Respond to higher level or escalated complaints as required.

Act as facilitators in resolving grievances where required.

Respond to higher level or escalated complaints as required.

Act as facilitator to resolve complaints and grievances.

Attempt to resolve grievances informally in the first instance.
Maintain a record of grievances and related actions and decisions.

Keep all records of complaints secure.

Receive complaints and other feedback and respond appropriately.
All staff Make complaints and grievances when required.

Attempt to resolve grievances informally in the first instance.
Contribute to resolving grievances once a supervisor or other third
party becomes involved.
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Communicating the feedback and complaint management policy

Information is available to clients, staff, and other stakeholders about how to provide feedback,
make a complaint or an appeal upon intake to the service. This information is available to all clients
and included in resources and publications as appropriate. This policy will be made available on the
Launchpad website.
Information to be imparted includes:
e How to make a complaint or provide feedback to Launchpad. The complaints process,
confidentiality, timelines, and management of feedback.
e How people can access an advocate to support them during a complaint resolution.
e The process for pursuing the complaint through an external body, such as the Health Care
Complaints Commission, NSW Ombudsman or NSW Anti-Discrimination Board in the event
that a satisfactory resolution of the complaint cannot be reached.

Receiving Feedback or a Complaint
When feedback is received staff, volunteers and/or Board members will:
e respond with respect, in a positive, non-defensive manner
e courteously thank the person for providing feedback
e acknowledge impact of the issue on the person providing feedback
e recognise reasonable expectations of clients, staff member or other person providing the
feedback
e clarify whether the feedback is an observation, suggestion for improvement,
compliment, or complaint.
All feedback will be reviewed during the planning process to determine whether they have an
impact upon the service delivery. All feedback and complaints can be used to make improvements in
how the service conducts its business.

Clarifying the Nature of Feedback

If there is uncertainty about the feedback being an observation or a complaint, questions may be
asked of the person giving feedback, such as “is this an issue we should consider as a complaint?”
or “would you like me to arrange for you to speak to the CEO about this?”. Always ask what the
complainant would like to see as an outcome of their feedback.

Complaint Management

Anyone who wants to make a complaint, whether it is minor or serious should, if possible,
first speak to a staff member, Manager or the CEQ. Complaints can be accepted verbally or in
writing by any staff, volunteer, or Board member of Launchpad.
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If the matter is serious or complex, the CEO will help the complainant complete a written statement
of the feedback, so that both parties understand the nature of the complaint and expectations
regarding the outcome. The CEO will then immediately notify the Chair of the Board, who will
convene an executive meeting to consider the matter as soon as possible.

If the complaint involves the CEO, or the person is not satisfied with the CEO response, the
complainant must be informed of their right to speak to the Board and give them the relevant
contact details. The complaint can be taken to any Board member, who must notify the Executive as
soon as possible.

Any complaint that appears to indicate physical or sexual abuse, or other criminal activity, will
involve reporting to external parties such as the NSW Police.

Initial Response to a Complaint
In responding to complaints, staff and Board members must:
e Acknowledge the complaint — the concerns and experiences of the person making a
complaint, particularly if the issue has caused distress or considerable inconvenience.
e Attempt to resolve the complaint directly with the complainant - clarify the specific
issue that the individual is complaining about and their desired outcomes. It may be
necessary to contact the complainant to ask for more information.

e Detail how the complaint will be investigated - provide clear timeframes and the contact
details for an appropriate person who can be contacted by the complainant, if
necessary.

e Consider the sensitive and/or confidential nature of a complaint and the privacy of the
individual making the complaint. Staff should carefully consider what information is
recorded and to whom within the organisation the information is communicated. When
completing a Complaints Record Form, only record factual information that can be
supported by evidence or note that the information is not yet substantiated.

Launchpad aims to investigate and resolve all complaints within a month of receiving the complaint.
If this timeframe cannot be met, the complainant will be informed of the reasons why and of the
alternative timeframe for resolution.

Registering and Reporting
All complaints must be documented and registered for quality improvement purposes.
Confidentiality of individuals is of the utmost importance and is to be maintained at all times.

The complaints process will be regularly reviewed as part of the annual planning process so that

Launchpad can make changes to its operations as required to adequately meet the needs of clients
and staff.
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Acting on the Complaint

The CEO should attempt to deal with simple matters directly and quickly.

Depending on the nature of the complaint, one or more of the following actions may be
appropriate:

e Record the information (if communicated verbally) and pass the information on to the CEO
Raise the information at a regular staff and/or Board meeting

Pass complaint on to the chairperson of the Board to be dealt with by the executive
Record the information in the relevant staff, client or project file

Make operational changes based on the content of the complaint and review

e Include any complaints received in reports to the Board

Keeping the Complainant Informed

Written communication will be sent to the complainant (or the complainant’s nominee) within 5-7
working days of the complaint being received. The response details what is being done to
investigate and resolve the complaint.

The complainant or person appealing a decision will be informed of the progress of their complaint
at all stages of the process, including how to appeal a decision if they are not satisfied with the
outcome.

Complaint Resolution and Follow Up

Following resolution of a complaint, Launchpad will contact the complainant for their opinion
on the actions taken by Launchpad. If the matter is not resolved to their satisfaction, they can take
the matter to the NSW Community Services Commission or the NSW Ombudsman. The complaint’s
register is regularly reviewed to inform service planning and continuous quality improvement.

Support for People Making a Complaint

Clients, carers and staff have the right to use an advocate of their choice to negotiate on their behalf
with the staff and/or management of Launchpad. For clients, this may be a family member or friend,
or a support person from another community organisation.

The CEO is responsible for ensuring complainants are aware of Launchpad appeals process and
ensuring that complainants are given information regarding their capacity to work with the NSW
Ombudsman to work towards resolution if they are not satisfied with the outcome. Further external
or independent review can be achieved by the client if they wish to refer their matter to: NSW
Ombudsman Level 24, 580 George Street, Sydney NSW phone: 02 9286 1000; email:
nswombo@ombo.nsw.gov.au website: www.ombo.nsw.gov.au

Withdrawing a Complaint
The complainant may withdraw the grievance complaint at any time through written notification.

IMPLEMENTATION
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Written information about how to make a complaint will be available and presented in an accessible
way. Clients are to be informed of how to access advocacy organisations or individual advocates to
help them with their complaint and support them through the process.

Board Members and all staff will be orientated and given training to support implementation of this
policy. The Board will be regularly informed of the number of complaints, the issues complained
about, the time taken to resolve and the outcomes of complaints. Service improvements required
will be integrated into the Quality Work Plan.

POLICY: APPEALS AND REVIEW OF DECISIONS

POLICY STATEMENT

Launchpad provides person centered services. To ensure this, Launchpad respects the rights of
clients who may request a review or appeal of decisions made regarding their treatment and
services.

PURPOSE
The purpose of this policy is to ensure clients participate in decision making and reviews and appeals
are managed in a consistent manner.

PROCEDURES

Clients can request a review of a decision at any time throughout their treatment. Any client can
raise their concern with their case manager, lodge an appeal, and/or contact the CEO who will
initiate a meeting to discuss the issues. — Refer Appendix 2 Complaint and Appeals Form

Clients can nominate an advocate to assist them with their appeal. Clients may ask for a decision to
be reviewed or lodge an appeal if they believe that, in their case:
e Individual circumstances warrant a review
e The decision is contrary to policy, or involved poor interpretation of policy: or
e The procedure used to reach the decision was incorrect: or
e The information used to reach the decision was incorrect.
The review will
e Reassess the application considering latest information and documentation presented
e Consider whether Launchpad policies have been applied correctly and fairly
e Consider if the desired outcome will have an adverse impact on the client or another person
and
e Provide an outcome to the appeal or review.
This outcome may either:
o Uphold or cancel the original decision
o Amend the decision to include options that are sensitive the individual need of the
client
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1. Internal review: Conducted as per relevant policies of Launchpad. All appeals and review of
decisions must go through an internal review before an external review can proceed.

2. External Review: Depending on the issue, appeals and or reviews will be referred to the
Community Services Commissioner (NSW Ombudsman’s Office) or to the Housing Appeals
Committee of DCJ - Housing NSW. Clients also have access to their local parliamentary
representatives.

3. Mediation Services: Dispute resolution claims can be lodged through the Community Justice
Centre.

IMPLEMENTATION

Written information about how to make an appeal will be available and presented in an accessible
way. Clients are to be informed of how to access advocacy organisations or individual advocates to
help them with appeals and support them through the process.

Board Members and all staff will be orientated and given training to support implementation of this
policy. The Board will be regularly informed of the number of appeals, the issues of concern and the
time taken to resolve and the outcomes of appeals. Service improvements required will be
integrated into the Quality Work Plan.

POLICY LINKS FOR ALL POLICIES

This Policy is underpinned by Launchpad’s commitment to quality improvement and, as such should
be read in connection to Launchpad’s:

e Quality Improvement Framework

e Employee and Board Code of Conduct

e Conflicts of Interest Policy

e Human Resource Management Policy

External links
e Industrial Awards
These policies are also guided by the procedures and requirements set out in:

e NSW Ombudsman, Effective complaint handling guidelines, Third edition, February 2017
https://www.ombo.nsw.gov.au/ data/assets/pdf file/0020/131096/Effective-complaint-
handling-guidelines-Third-edition.pdf

e Going Home Staying Home (2012) SHS Quality Assurance System

e National Quality Framework to support quality services for people experiencing
homelessness (2012)

POLICY ALIGNMENT TO LEGISLATION
e Children and Young Persons (Care and Protection) Act 1998
e Community Services (Complaints, Review and Monitoring) Act 1993
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e Disability Inclusion Act 2014
e Ombudsman Act 1974
e Privacy and Personal Information Protection Act 1998

RESOURCES

e Department of Premier and Cabinet, 1996, Dealing with Employee Work-Related Concerns
and Grievances — Policy and Guidelines, Department of Premier and Cabinet, Sydney.

e The Office of the Director of Equal Opportunity in Public Employment and the Public
Employment Office, 1996, Harassment Free Workplace: Policy and Guidelines, The Office of
the Director of Equal Opportunity in Public Employment and the Public Employment Office,
Sydney.

e Health Care Complaints Commission: http://www.hccc.nsw.gov.au/
http://www.hccc.nsw.gov.au/

e NSW Ombudsman: http://www.ombo.nsw.gov.au/ http://www.ombo.nsw.gov.au/

e NSW Ombudsman Effective Complaint Handling Guide:
https://www.ombo.nsw.gov.au/ data/assets/pdf file/0020/131096/Effective-complaint-
handling-guidelines-Third-edition.pdf

e Conflict Resolution Network: www.crnhg.org http://www.crnhg.org

e NSW Anti-Discrimination Board: http://www.antidiscrimination.lawlink.nsw.gov.au/
Workcover Authority of NSW: www.workcover.nsw.gov.au
http://www.workcover.nsw.gov.au

o NSW Industrial Relations website: www.industrialrelations.nsw.gov.au
http://www.industrialrelations.nsw.gov.au

e NADA Feedback and Complaints Policy; Grievance and Dispute Management Policy.
http://www.nada.org.au/index.php?option=com content&task=view&id=236&Itemid= 44

REVIEW
VERSION/DATE Version 2/ December 2026
APPROVED BY Board
REVIEW DATE December 2028
PERSON RESPONSIBLE FOR REVIEW CEO
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LAUNCHPAD YOUTH COMMUNITY

APPENDIX 1 MISSION

Launchpad consistently strives to reduce and prevent youth homelessness by enhancing young people’s capacity to fully engage in the community

LAUNCHPAD VALUES: Empowerment & Opportunity Integrity & Respect Stability & Safety Equity & Inclusivity

CLIENT RIGHTS
We will collaborate with you to make sure you receive the best possible assistance to avoid becoming homeless or, if you are homeless, to assist with accessing safe,
affordable and secure housing
We are committed to collaborating with you in a respectful way that protects your dignity, is fair and does not discriminate
You will be treated in a professional, courteous and caring manner, and receive the same quality and level of service based on your needs
Your personal privacy will be respected, and confidentiality protected, except where we have a legal obligation, and we will explain to you what this means when you
use our service
You have the right to use our service if it matches your needs and what we are funded to provide
We will work in partnership with you to identify your needs and develop a plan with you and other agencies to meet your needs
You have the right to put forward a complaint without fear of retribution and we will respond in a confidential, respectful and timely manner
You can expect us to meet health and safety requirements so that you feel safe
If you have a child under the age of 16 years, you have the right to have their needs considered and linked to suitable responses.

CLIENT RESPONSIBILITIES

e Be respectful of others, including staff, volunteers and other clients

e Be respectful to Launchpad Youth Community property

e Be an active participant, including taking part in your case planning and management sessions and fulfilling your commitments under your case plan
o Actively positively contribute to resolving your own homelessness or risk of homelessness

e Participate in the service not under the influence of any alcohol and drugs

e Maintain confidentiality regarding information about other clients Provide accurate information about yourself to receive the best service

SECTION 3. Client Charter, Rights and Responsibilities, Confidentiality, Feedback and Appeals Policy
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LAUNCHPAD YOUTH COMMUNITY
MISSION
Launchpad consistently strives to reduce and prevent youth homelessness by enhancing young people’s capacity to fully engage in the community

APPENDIX 1

LAUNCHPAD VALUES: Empowerment & Opportunity Integrity & Respect Stability & Safety Equity & Inclusivity

LAUNCHPAD RESPONSIBILITIES
To respect clients and their rights for confidentiality
To inform clients of Launchpad’s Client Charter and to secure initial agreement and understanding of the core service values and corresponding behaviours
To inform client of their rights and responsibilities and ensure they are aware of the opportunities they have to give feedback or make a complaint and how to do this.

LAUNCHPAD RIGHTS
e Staff are to be treated with respect
e Staff have the right to a safe work environment — no threats of aggression or violence with be tolerated
e Staff have the right to refuse of reschedule a service if there is a perceived risk of the delivery of a service at that time

SECTION 3. Client Charter, Rights and Responsibilities, Confidentiality, Feedback and Appeals Policy

Page 17



CLIENT CHARTER - RIGHTS AND RESPONSIBILITIES, CONFIDENTIALITY, CLIENT FEEDBACK AND APPEALS
POLICY

]
u
W YOUTH COMMUNITY

ratinciipan

APPENDIX 2 - Complaint and Appeals Form and Process

COMPLAINT & APPEALS FORM

I, of

amregistering aformal  cOMPLANT || appeaL| | on

Distefs of inciderns | | | | | |

Please describe the nature of your Complaint/Appeal in detail and attach cther supporting documents you may have regarding
the Complaint/Appeal (young peaple may seek assistance from a staff member/persen of your cheice ta complete this saction)

Suggested action or solution

Hawe you received and read the Infarmation Sheet - Compiaints and Appeals’ 7 mD nnl:]

SECTION 3. Client Charter, Rights and Responsibilities, Confidentiality, Feedback and Appeals Policy
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. ponse to
Further Responses Completed

Situstion Outcome

Complainant notified of cutcome ves[ | wo[ ] How?

Date | | Complainant satisfied with ves [ | wo [ |
Completed Complaints and Appesls Form received by Program Manager | |
Signature | | st | |

Complaint registersd on the complaints reglster by Program Manager ves| | mwo[ |

SECTION 3. Client Charter, Rights and Responsibilities, Confidentiality, Feedback and Appeals Policy
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HOW TO GIVE FEEDBACK, MAKE A COMPLAINT OR APPEAL A DECISION

There are many benefits for giving feedback and telling someone about any concerns. This will
e increase your chance of getting a better outcome
e let us know there are problems, and give us an opportunity to work with you to resolve
concerns
e provide you with an explanation for why something may have happened and
e give you a greater control of your life.

Launchpad has systems in place to help you to give feedback, make a complaint or appeal any
decisions made regarding your service .

You are welcome to give both positive and negative feedback at any time. Please raise any issues
you have with your Case Manager, their Manager or our CEO. A Complaint and Appeals form is
also available on our website www.launchpadyouth.org.au

SUPPORT TO MAKE A COMPLAINT

You are welcome to have a support person with you when making a complaint. Launchpad will
connect you to advocacy services and/or interpreter services, if required. The NSW Ombudsman
also has advocacy and support services to assist you in making a complaint

IF YOU ARE NOT HAPPY WITH THE OUTCOME

Launchpad staff are responsible for ensuring you are aware of Launchpad appeals process and
ensuring that you are given information regarding the opportunity to work with the NSW
Ombudsman to facilitate a resolution if you are not satisfied with the outcome. Further external
or independent review can be achieved if you wish to refer your matter to: NSW Ombudsman
Level 24, 580 George Street, Sydney NSW Phone: 02 9286 1000;

Email: nswombo@ombo.nsw.gov.au Website: www.ombo.nsw.gov.au.

SECTION 3. Client Charter, Rights and Responsibilities, Confidentiality, Feedback and Appeals Policy
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