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Magistrates’ Court of Victoria 
 

Complaints Policy 
 

 
 

1. Introduction 
 

1.1 Background / context 
 
The organisational structure of the Magistrates’ Court of Victoria (‘the Court’) includes 

the Victims of Crime Assistance Tribunal (VOCAT). It does not include the Children’s 

Court of Victoria or the Infringements Court of Victoria. As the areas of administrative 

responsibility of the Chief Executive Officer of the Magistrates’ Court include VOCAT, 

any complaints arising in relation to this jurisdiction will be dealt with under the 

complaints policy of the Magistrates’ Court. 

 
Service delivery is an evolutionary process and the Magistrates’ Court of Victoria is 

committed to continual organisational review and improvement to ensure that 

processes and services reflect the expectations of the Victorian community and 

specifically court and tribunal users. 

 
1.2 Purpose 
 
The Magistrates’ Court values the feedback it receives through the complaints 

process as it provides the Court with information to improve the quality of its 

services. 

 
The aims of this policy are: 

 

 
• to ensure clients can easily access an effective process whereby complaints 

about court services, administrative staff or facilities are investigated and 

resolved in a fair, impartial and prompt manner; 

 
• to ensure that the Court consistently captures and records client feedback 

incorporating complaints, suggestions and opinions, as part of ongoing 

business review and improvement efforts; 

 
• to prevent escalation of complaints by handling them effectively at a local 

level. 
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1.3 Organisational values 
 
The Policy should be read in conjunction with the Magistrates’ Court Client Service 

Charter. The Client Service Charter articulates the Court’s values of trust, integrity, 

professionalism and fairness.  The way in which the Court aims to handle complaints 

reflects these values. 

 
1.4 Client service objectives 
 
The Court strives to be a client focused organisation. This means we: 

 

 
• aim to provide consistent and accurate services; 

 

 
• have staff who are appropriately trained to deal fairly and courteously with 

clients and who provide accurate and timely information and assistance; 

 
• investigate and respond to complaints consistently and transparently to 

maintain the Court’s reputation as an honest, impartial and fair forum for 

dispute resolution; 

 
• encourage and capture client feedback (complaints, suggestions and opinions) 

and view these constructively as an important aspect of service and process 

review and improvement efforts. 

 

2. Scope 
 
This policy is to be applied at all venues of the Magistrates’ Court and Victims of Crime 
Assistance Tribunal. 

 

 
The types of complaints encompassed by this policy include: 

 

• complaints about the conduct of administrative, support and registry staff; 
 

• complaints about processes, procedures and court facilities; and 
 

• complaints about service provision. 
 
 

3. Exclusions 
 

3.1 Complaints about judicial officers. 
 
Court staff cannot comment about a complaint in relation to the conduct or a decision 

of a judicial officer.  In the Magistrates’ Court this includes comment in relation to the 

conduct or a determination of a magistrate, tribunal member or judicial registrar. 

 
Court staff can provide advice and information about avenues of appeal or review 

available to people who are unhappy with a decision of a court or tribunal or about 

how to pursue a complaint about the conduct of a judicial officer. 
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Specific protocols have been issued by the Chief Magistrate in respect to complaints 

regarding the conduct of judicial officers in the Magistrates’ Court and these protocols 

should be referred to in these circumstances.  The Judicial Complaints Process is 

documented and available on the Court’s website.  

 
3.2 Complaints about legal practitioners 
 
Court staff cannot comment about a complaint regarding a legal practitioner. These 

complaints should be directed to: 

 
Legal Services Commissioner 

5/555 Bourke Street 

Melbourne VIC 3000 

  

Or 

 

GPO Box 492 

Melbourne VIC 3001 

 

Telephone: 1300 796 344 (local call Australia wide) or 03 9679 8001(Melbourne) 

 

Website: www.lsc.vic.gov.au 
 

3.3 Whistleblower matters 
 
Allegations of improper or corrupt conduct by a public body or public employee may 

entitle a complainant to the protection of the Protected Disclosure Act 2012 (Vic). 

 
According to the Protected Disclosure Act 2012 (Vic) any person can make a 

disclosure about improper conduct within public bodies such as government 

departments and statutory authorities.  If a person has an allegation of improper or 

corrupt conduct against court staff they should contact: 

 
The Independent Broad-based Anti-corruption Commission (IBAC) 

Level 1, North Tower 

459 Collins Street 

Melbourne  Vic  3000 

GPO Box 24234, Melbourne, VIC 3001 

Telephone: 1300 735 135 

Website: www.ibac.vic.gov.au  

 
 

http://www.lsc.vic.gov.au/
http://www.ibac.vic.gov.au/
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4. Handling complaints 
 

 
 

•  Information about the Court’s complaints procedures should be visible, easily 

understood and accessible to clients at every venue of the Court. 

 
•  Complaints procedures should be straightforward, information about making a 

complaint should be concise and framed in clear language.  Forms should be 

easy to access and complete. 

 
•  There is no fee or charge attached to making a complaint. 

 

 
•  Complaints should be handled locally where possible. 

 

 
•  Clear timelines have been established and should be observed in handling and 

responding to complaints. 

 
•  The Court will review complaint processes as a part of regular planning and 

business review and improvement activities. 

 
•  No person should be disadvantaged in being able to make a complaint by 

reason of disability, access or cultural considerations. 

 
•  Complaints will be dealt with impartially, fairly, promptly and confidentially; 

court staff will respect peoples confidentiality and privacy when dealing with a 

complaint. 

 
•  All complaints will be properly investigated by an appropriately authorised, 

qualified and impartial person. 

 

5. Complaints resolution process 
 
Where possible staff should attempt to resolve a verbal complaint on the spot, at the 

time the complaint arises.  It is hoped that less complex complaints can be resolved 

in this way. 

Where this is not possible, or where the matter is complex, a person wishing to make 

a complaint must put their complaint in writing. Complainants may address their 

complaint to either: 

 
� the appropriate senior manager at the location where the complaint has 

arisen; or 

 
� the Complaints Officer. 

 

 
Complainants requiring assistance in lodging a complaint should contact either their 

local court or the Complaints Officer for assistance with this process. 
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The Court has a Complaints Officer, attached to the Office of the Chief Executive, 

whose function is to investigate complaints and issues raised by clients for 

consideration and response by the CEO, Principal Registrar or Manager of Regional 

Courts. Where required, the Complaints Officer will refer the complaint to an 

appropriate person for investigation. Where this occurs, the Complaints Officer will 

provide the complainant with the name of the person who the complaint has been 

referred to. 

 
The location of the Complaints Officer in the Office of the CEO reflects the high 

level commitment to effective complaints management processes and enables 

ready transfer of problems and issues to senior management for attention. 

 
Where a complaint is directed in the first instance to the senior manager and remains 

unresolved, or the person making the complaint is unhappy with the response to their 

complaint, then the complaint should be elevated from the senior manager to the 

Complaints Officer. 

 
When a written complaint is resolved by the senior manager, then a copy of the 

complaint, and any response/s to the complaint should be forwarded to the Chief 

Executive Officer so that details of the complaint can be centrally recorded. 

 
A Complaint Form (annexed) is available at all court locations and on the 

Magistrates’ Court website. Complainants who require assistance in completing this 

form should contact their local court or the Complaints Officer for assistance. 

 
5.1 Complaints directed to the complaints officer 
 
Complaints directed to the Complaints Officer must be in writing, either using the 

Court’s Complaint Form or by letter /email addressed to: 
 

 
Complaints Officer 

Magistrates’ Court of Victoria 

GPO BOX 882 

Melbourne VIC 3001 

Telephone (03) 9032 0951 

Email: feedback@magistratescourt.vic.gov.au 
 

 
 
 
 
 
 
 
 
 
 
 
 

mailto:feedback@magistratescourt.vic.gov.au
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6. Privacy 
 
There is a need to ensure the privacy of complaints both in respect of the 

complainant and where the complaint relates to the conduct of a staff member then 

also toward the person who is the subject of any investigation. 

 
Complaint investigation will be open and balanced against the need to maintain 

confidentiality and privacy.  If any person believes personal information has been 

handled other than in accordance with Victorian privacy laws they should direct their 

complaint in writing to 

 
The Privacy Coordinator 

Magistrates’ Court of Victoria 

GPO BOX 882, 

Melbourne VIC 3001 

Telephone (03) 9032 0953 
 
 
The Magistrates’ Court of Victoria Privacy Statement is available on the Court’s 

website (www.magistratescourt.vic.gov.au). 

 

7. Responding to complaints 
 
Where a complaint is received in writing (complaint form, by letter or email) a 

written response to the complaint should be prepared by the person responsible for 

investigating the complaint (appropriate senior manager or Complaints Officer). 

 
The following practices will apply to all complaint correspondence. 

 

 
Complainants should be kept informed about the progress of any investigation into a 

complaint. 

 
Where a complaint cannot be resolved and responded to within 14 business days 

(from the date the complaint is received) then the complainant should be advised 

in writing that: 

 
• the complaint has been received; 

 

 
• an investigation is underway; 

 

 
• the expected timeframe for resolution; 
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• name and contact details of the person responsible for handling their complaint. 
 
 
 
An appropriate final response will be provided in a timely manner once the 
investigation is complete. A response may indicate what, if any, action will be taken 
to address the complaint or may provide an explanation of what has occurred and 
why. A response will provide the name and contact details of the person investigating 
the complaint for further enquiries or clarification. 

 
A final response may be provided in another format to address issues of accessibility. 

 

8. Data collection 
 

8.1 Central complaints database 
 
Information about complaints provides an opportunity for the Court to make a 

strategic response to issues at an organisational level. To assist this process a 

centrally based electronic complaints database to incorporate written complaints from 

all venues of the Court has been established. This database is maintained by the 

Office of the Chief Executive Officer. 

 
Maintaining a central record of complaints data will encourage a consistent approach 

to complaints management, ensure an appropriate organisational response to 

problems disclosed by complaints and ensure the Court’s complaints handling 

processes are transparent and able to be readily audited. 

 

9. Review of complaint handling processes 
 

This policy will be reviewed regularly to ensure that it is functioning as intended and 

delivering effective outcomes.  Review should focus on process workability and 

adherence to the process, and effectiveness of procedures in term of outcomes and 

improvements identified and implemented. 
 

Review mechanisms include: 
 

• Business planning –review to ensure compliance with legislation, Department 
of Justice guidelines and policies 

 

• Review against changes to Australian Standards and any other relevant 
references 

 

• Customer Satisfaction Survey  - including questions relating to the 
effectiveness of complaint handling/feedback processes 

 

• Staff survey – effectiveness and workability of complaints processes from the 
viewpoint of staff 

 

Reporting mechanisms are: 
 

• Chief Executive Officer Monthly Report. 
 

• Department of Treasury and Finance Budget Report - where a specific request 
for complaints data is made. 
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10. Responsibilities 
 

10.1  Staff: 
 
All staff should: 

 

• Where they are able to, resolve less complex complaints on the spot and be 
receptive to feedback provided by clients; 

 

• Adhere to this Complaints Policy; 
 

• Report any complaints that impact on safety, security or health of clients or court 
staff immediately to their manager; 

• Provide information and reasonable assistance to clients wishing to lodge a 
written complaint. 

 

 
 

10.2  Managers: 
 
Managers should ensure: 

 

• Staff members are appropriately trained and skilled to provide high quality court 
services and information and advice to clients; 

 

• Staff are aware of, understand and adhere to the Court’s Complaints Policy; 
 

• Clients have easy access to complaints information and that it is visibly displayed 
in court facilities; 

 

• Accurate, confidential records of complaints are maintained and reported as 
required by this policy. Written complaints resolved by senior managers are 
reported and recorded centrally at the time they are resolved; 

 

• Where a complaint discloses a procedural problem or process that requires 
review, the appropriate corrective action should be taken to rectify the problem; 

 

• Where a complaint relates to a member of staff, the person investigating the 
complaint must ensure that any investigation is impartial, balanced and that the 
confidentially of both complainant and staff member is safeguarded. 

 

10.3  Office of the Chief Executive: 
 
The Office of the Chief Executive is responsible for: 

 

• Reviewing this policy periodically and reporting against predetermined 
performance and monitoring measures to ensure this Policy is effective; 

 

• Maintaining a centralised complaints database and reporting as required about 
complaints; 

 

• Identifying and determining the need for an organisational response to problems 
disclosed as a result of complaints; 

 

• Monitoring and reporting complaints data to ensure timelines are being observed 
and to monitor the extent to which complaints handling procedures are being 
followed. 
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11. Summary of avenues for complaint 
 

 

Subject of Complaint 
 

Complaints resolution process 
 

Magistrate, judicial registrar or tribunal 
member 

 

Complaints must be made in writing and 
addressed to: 

 

The Chief Magistrate 
Magistrates’ Court of Victoria 
GPO BOX 882 
Melbourne VIC 3001 

 

Refer to Judicial Complaints Process on the 
Courts website at 
www.magistratescourt.vic.gov.au 
magistratessupport@magistratescourt.vic.gov.au 

 

Conduct of court staff 
Service provision 
Court processes or procedures 
Court facilities 

Verbal complaints resolved immediately and at a 
local level, where possible. 

 
If complaint remains unresolved then complaint 
is to be made in writing either to the appropriate 
senior manager or the Complaints Officer 
located within the office of the Chief Executive 
Officer. 

 
Complaints Officer 
Magistrates’ Court of Victoria 
GPO BOX 882, 
Melbourne VIC 3001 

 

 
 

Legal Practitioners 
Legal Services Commissioner 
5/555 Bourke Street 
Melbourne VIC 3000 
Tel: 1300796 344 (Regional) or 

(03) 9679 8001 (Melbourne) 
 

Allegation of corrupt or improper 
conduct (Whistleblower) 

Independent Broad-based Anti-corruption 
Commission (IBAC)  
Level 1, North Tower, 459 Collins St 
Melbourne VIC 3000 
www.ibac.vic.gov.au 

 
 Privacy  

Privacy Coordinator  
Magistrates’ Court of Victoria  
GPO BOX 882 
Melbourne VIC 3001 

http://www.magistratescourt.vic.gov.au/
http://www.ibac.vic.gov.au/
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12. References 
 
This policy has been developed with reference to: 

 
• Australian Standard Customer Satisfaction – Guidelines for Complaints 

Handling in Organisations (ISO 10002:2004, MOD); 
 

• Australasian Institute of Judicial Administration Public Feedback Mechanisms 
in Australian Courts (with reference to New Zealand and UK development) 
(June 2000); 

 
• Department of Justice Complaint Management: A Practical Guide; 

 
• Victorian Public Service Code of Conduct; 

 
• Magistrates’ Court of Victoria Judicial Complaints Policy. 



Magistrates’ Court of Victoria Complaint Form 
 

 
 

Use of this form is optional. If you choose to make a complaint in writing by letter or 
email please provide all the required information to enable the complaint to be 
properly investigated. If you require assistance to complete this form please contact 
either your local court or the Complaints Officer. 

 

Important Note: This form cannot be used to lodge a complaint about a 
decision of a magistrate, or the conduct of a magistrate. 

 
 

Name of person lodging complaint  

 

Address  

 

Daytime Telephone no. 

Mobile no. 

Email (optional) 

 

 

Where did the complaint arise (court 
location) 

 

 

Date of Complaint /Incident  

 

Court Case No (if applicable)  

Tell us what happened 
Please clearly detail the circumstances and events that have led to your complaint. Please 
include all relevant information in a legible manner and attach copies of any relevant 
documents that might help us to investigate your complaint.  If more space is required please 
continue on a separate sheet. 

The outcome or resolution I seek from this complaint is: 

Please sign and date this form. 
 
 

Signature………………………………………………….. Date …………………………………. 

 


