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Legacy Feedback and Complaints Information Guide 
Legacy welcomes feedback, both positive and negative so that we can continually improve what we do. 
We take feedback and complaints seriously and we committed to addressing them in a timely, fair and transparent way. 
We understand that information shared may be sensitive in nature. We respect your right to privacy and confidentiality. 
How we handle your feedback and complaints
We listen to your concerns or complaints and inform you of our complaints process. 
We clarify and acknowledge your feedback or complaint in a non-judgmental manner.  A complaint may be lodged verbally or in writing. Once your complaint has been lodged, we will let you know the steps we are taking to address the issue.  We make every effort to ensure that you do not experience any negative consequences due to making a complaint or providing feedback. 
We investigate by looking into your complaint to determine what occurred, why it happened and what action is required. 
We resolve the complaint by providing you with updates and resolution options and try to settle your complaint within four weeks. 
If you are not satisfied with the outcome of your complaint you are invited to let us know. We will request the complaint review be put in writing and we will escalate it accordingly in accordance with our policy and procedures.   
If you are not happy with the final outcome of a complaint, you may be able to lodge a complaint with the relevant Ombudsman.  The Ombudsman’s office will determine if it has the power to investigate your complaint.  We can support you to find the details of a suitable Ombudsman. 
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