
 

 

 

 

 

 

WMAC Housing 
takes action if 
contact can be 

resolved within 3 
working days 

Appeal is recorded 
in the Complaint 

Register. 
 

 

A senior manager 
not involved in the 
decision reviews 
and attempts to 

resolve within 10 
working days 

Complaint is recorded 
in the Complaint 

Register. 
 
 

An Assessment 
Officer responds and 
attempts to resolve 
within 10 working 

days 

Stage 1 Complaint 

Assets & Corporate 
Manager or their 

nominee investigates 
and attempts to 

resolve and issue a 
final response within 

20 working days 
 
 

Stage 2 Complaint 

Stage 1 Appeal 

If unresolved 

WMAC Housing 

If assessed as a 
‘request for 

service’ or ‘request 
for contact’ 

If assessed as a 
‘complaint’ 

If assessed as an 
‘appeal’ 

If WMAC 
Housing is not 

responsible 
 

Stage 2 Appeal - External 

 

Manager of Housing 
Appeals office reviews the 

original decision along 
with any new or additional 

information. 
 
 
 

 

Housing Appeals Office 

Stage 3 Complaint - external 

Complainant contacts WMAC Housing 

Complaint is reviewed by the 
Housing Registrar and referred 
to independent senior manager 

to assess. 

Housing 
Subcommittee 

considers 
recommendation 

from Housing 
Appeals office  

If unresolved,  
appeal automatically 
escalated to Housing 

Appeals office for 
independent 
assessment 

Housing Appeals 
office may send 
appeal back to 

WMAC with 
recommendation 
that decision be 

reassessed 

If appeal is 
denied, 

matter is 
finalised. 

 
 

‘Request for 
service’ is 
referred 

internally or 
externally as 
appropriate 

If unresolved 

External review by the 
Victorian Ombudsman 

or other agency 

However, if client 
not satisfied with 

decision, they 
have a right to 

contact external 
agency 

If unresolved 

If unresolved 

Stage 3 Appeal  

Appendix 1 – Complaints and Appeals Flowchart 


