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Purpose
HealthShare Victoria’s Purchasing Policies framework supports a more strategic and efficient 
approach to procurement and has reformed the way in which procurement is conducted within the 
Victorian Public health sector.
The purpose of this document is to detail Moyne Health Service's policy for managing complaints 
related to the procurement of goods, services and building works and forms part of the Health 
Service’s response to HSV Purchasing Policy 1, Parts 3.4 and 3.6.

Scope
This policy covers all procurement activity, with the characteristics of each procurement event 
remaining relevant to how Moyne Health Service will respond to a complaint from a supplier or 
potential supplier. 
It is the responsibility of all staff involved in procurement activities, which are governed by Moyne 
Health Service's Procurement Policy, Code of Ethics and Code of Conduct, to ensure fairness in our 
dealings with suppliers and potential suppliers.
Staff who wish to raise a complaint regarding a particular procurement activity can do so through 
the health service’s internal grievance processes.

Definition of key words
Health Share Victoria (HSV)
Chief Procurement Officer (CPO)
Contract Management Strategy (CMS)
Contract Management Plan (CPM)
Small Medium Enterprisers (SMEs)

https://healthsharevic.org.au/assets/HSV-Purchasing-Policies-November-2022/HSV-Purchasing-Policies-Combined.pdf
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Policy statement
Moyne Health Services recognised the value in developing and maintaining a standardised 
approach to asset management. The adoption of a standardised and consistent risk-based 
approach helps enable: 
More effective longer-term forward planning
Enables Moyne Health Services to: 
More robustly plan equipment requirements 
Develop systems to plan and acquire assets according to strategic and operational priorities 
Optimise decision making on investments in medical equipment and all other assets 
Use methods to monitor, record, evaluate and report on asset management actions 
Improve the quality and safety of healthcare delivery to our community 
Recognise whole-of-lifecycle costs and operating costs associated with asset investments 
Develop asset management plans 
Enhance targeting of resources to highest risk equipment 
Improve transparency in the allocation and prioritisation of assets 

The Moyne Health Services end to end asset management cycle has four key stages, these being: 
- Planning 
- Acquisition 
- Operating and maintenance 
- Disposal 

Recording and maintaining asset information is an additional important element that occurs across 
all phases of the asset management lifecycle.

Procedure
Complaints are respected at Moyne Health Service as they help improve policies, systems, and 
service delivery.
If as a supplier or a potential supplier you believe that the health service has not treated suppliers or 
potential suppliers fairly in relation to a procurement activity undertaken by Moyne Health Service, it 
is recommended that in the first instance, you attempt to resolve the issue through direct dialogue 
with the Moyne Health Service staff member responsible for the activity.
If the issue cannot be resolved through dialogue, you are entitled to lodge a formal complaint. 
Formal complaints must be submitted in writing and addressed to the General Manager Support 
Services as the Chief Procurement Officer (CPO). Correspondence can be addressed to either: 
General Manager Support Services (CPO), Moyne Health Service, 30-36 Villiers Street, Port Fairy, 
VIC 3284; or
General Manager Support Services (CPO), Moyne Health Service via e-mail  - 
kelly.graham@moynehealth.vic.gov.au

The written complaint must set out:
the basis for the complaint (specifying the issues involved).
how the circumstances relating to the complaint (and the specific issues) affect you or your 
organisation.
any relevant background information; and

mailto:kelly.graham@moynehealth.vic.gov.au
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the expected corrective outcome.

All complaints will be treated as confidential and there will be no adverse repercussions for a 
complainant. 

The CPO will allocate the complaint to an authorised staff member to investigate. The authorised 
staff member may delegate the investigation to another person in the event of leave or their 
unavailability.  

The CPO will ensure that any complaints received relating to a particular staff member are not 
investigated or responded to by that named individual.
All complaints will be dealt with in a timely manner:
Formal complaints will be acknowledged within 3 working days.
In most cases, investigation(s) can be expected to be completed within 30 days; and
If the investigation is anticipated to take longer than 30  days, you will be notified of the likely 
response date.
The investigating officer may throughout the course of their investigation, be required to meet or 
contact you to either clarify any issues or seek further information.

Once the investigation is complete, any corrective action required will be brought to the attention of 
the Executive Management Team, where appropriate action(s) will be undertaken to prevent future 
occurrences which may result in similar complaints.

Upon completion of the investigation and in consultation with the CPO, you will be notified in writing 
of the outcome.

The Role of HSV
HealthShare Victoria has several legislative functions under the Health Services Act 1998 (Vic), 
including powers to fulfil the following functions:
To supply or facilitate supply of goods and services
To provide advice and training
To develop policies and practices to promote best value and probity
To monitor compliance by public hospitals and health services with HSV directions and purchasing 
policies and to report irregularities to the Minister
To foster improvements in use of systems and e-commerce
To maintain useful data and share that with health services
To ensure probity is maintained in the purchasing, tendering, and contracting of public hospitals

If the complaint cannot be resolved to the satisfaction of both parties, Moyne Health Service      will 
notify HealthShare Victoria (HSV) within five working days that the complaint could not be resolved 
and will advise you that:
the matter can be referred to the Board of HealthShare Victoria (HSV) for their review at the 
following address.
The Chair
HSV Board
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HealthShareVictoria
Level 34, 2 Lonsdale Street
Melbourne Victoria 3000
helpdesk@healthsharevic.org.au
you have 10 days from the date of receipt of notification of the findings by Moyne Health Service      
to lodge your complaint with HSV; and
you are required to provide the following documentation to HSV: 
evidence that Moyne Health Service      did not correctly apply HSV Health Purchasing Policies in 
relation to a procurement activity.
evidence that Moyne Health Service      's complaints management procedures were not applied 
correctly; and
a copy of all relevant correspondence between you and Moyne Health Service      in relation to the 
nature of the complaint.

Following HSV’s review of the complaint, HSV: 
will notify the Mandated Health Service Provider and Complainant of its findings and any further 
action it intends to take in relation to the matter. 
may require an audit of the Mandated Health Service Provider’s application of Health Purchasing 
Policies in relation to the procurement activity. 
may inform the Minister of Health of its review of the complaint and recommend appropriate further 
action; and
may note the outcome of a review in relation to any complaint in the annual report to Parliament.

Key aligned / linked documents
Feedback & Complaint Policy
Have your say Consumer Feedback form
Supplier Engagement Plan
Gifts Declaration Form
Asset Management Cycle
Business Continuity and Emergency Management Plan
Contract Management Strategy
Collective Purchasing Under HSV Contracts
Emergency Procurement Plan
Gifts, Benefits and Hospitality Policy
Instrument of Delegation
Market Approach Options
Procurement Complaint
Procurement Code of Conduct
Standardised Terminology Compliance
Supplier Engagement Plan
Market Approach Options

References & related standards
Purchasing policies and compliance » HealthShare Victoria
Strengthened Aged Care Quality Standards 

mailto:helpdesk@healthsharevic.org.au
https://app.prompt.org.au/download/57190?code=616356bb7ccad7f216de80c1efa9f3e7
Have%20your%20say%20Consumer%20Feedback%20form
Supplier%20Engagement%20Plan
https://app.prompt.org.au/download/59542?code=64f759597573e6bdb3b636e265fb9392
https://app.prompt.org.au/download/235036?code=d4703932-1646-47ef-b8bf-a966714dd623
https://app.prompt.org.au/download/59426?code=6ccc63a79ceb647717e2f6d0211b2c5d
https://app.prompt.org.au/download/234999?code=94ac819c-a68a-4e61-ba57-7de01d76e92f
https://app.prompt.org.au/download/234993?code=01c645a2-d8a9-4de2-9275-d77b4812cab6
https://app.prompt.org.au/download/235020?code=a2660436-93b7-4136-9863-8a2212d69670
https://app.prompt.org.au/download/56937?code=9c45d7d469f0c2115127f13d7d001b02
https://app.prompt.org.au/download/57416?code=385bf743f1131a648d0c5009c29a4bbe
https://app.prompt.org.au/download/235022?code=a890a2c9-3345-4ded-99bc-15c66ccfe996
https://app.prompt.org.au/download/235029?code=29f432f1-5aa1-4659-9521-b2df049ae859
https://app.prompt.org.au/download/235027?code=7ecea184-44c4-4369-b07e-03aac6f31b82
https://app.prompt.org.au/download/214380?code=adcb6432-7342-4f57-b3ba-846e0292b255
https://app.prompt.org.au/download/234986?code=71a649d6-fa0a-4036-8359-ae06280c4ca0
https://app.prompt.org.au/download/235022?code=a890a2c9-3345-4ded-99bc-15c66ccfe996
https://healthsharevic.org.au/purchasing-policies-and-compliance/
https://www.agedcarequality.gov.au/providers/quality-standards
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NSQHS Standards
NDIS Practice Standards
NDIS Code of Conduct
Child Safe Standards 
Code of Conduct

Legislation
Health Complaints Act 2016 (VIC)
Financial Management Act 1994 (legislation.vic.gov.au)
Statement of rights
Aged Care Act 2024
Quality of Care Principles
National Disability Insurance Scheme Act 2013
NDIS Rules

HSV Purchasing Policies and Compliance
Purchasing policies and compliance » HealthShare Victoria

Risk Rating
Medium 

Approval of Current Version
Name Position Signature Date

Author/Reviewer Greg Meldrum Senior Manager 27/03/2024

Consulted Jason Wass Regional Procurement Program Lead, 
South West Supply & Logistics 28/02/2024

Approved Kelly Graham GM Support Services 02/06/2024
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Changes made in 
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FAIR Yes

https://www.safetyandquality.gov.au/standards/nsqhs-standards
https://www.ndiscommission.gov.au/rules-and-standards/ndis-practice-standards
https://www.ndiscommission.gov.au/rules-and-standards/ndis-code-conduct
https://ccyp.vic.gov.au/child-safe-standards/the-11-child-safe-standards/
https://www.agedcarequality.gov.au/for-providers/code-conduct
https://www.legislation.vic.gov.au/in-force/acts/health-complaints-act-2016/008
https://www.legislation.vic.gov.au/in-force/acts/financial-management-act-1994/066
https://www.legislation.gov.au/C2024A00104/asmade/2024-12-02/text/original/epub/OEBPS/document_1/document_1.html#_Toc184211456
https://www.legislation.gov.au/C2024A00104/asmade/text
https://www.legislation.gov.au/F2014L00830/latest/versions
https://www.legislation.gov.au/C2013A00020/latest/text
https://www.legislation.gov.au/C2013A00020/latest/authorises
https://healthsharevic.org.au/purchasing-policies-and-compliance/

