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1. Background 
This standard operating procedure outlines the process and procedures to be followed 
when a customer requests feedback on an unsuccessful application. The individual 
feedback on applications is primarily suitable for competitive grants with limited funding 
and future rounds.  

2. Definitions and abbreviations 
SGMS = Strategic Grants Management System 

CSM = Customer Service Manager 

CRM = Customer Relationship Manager 

SOP = Standard Operating Procedure 

3. Guiding principles 
The handling feedback and complaints SOP is based on the following principles: 

 Understand the policy context and requirements of our policy partners  

 Demonstrate the department’s commitment to our policy partners and customers 

 Every encounter will be handled as a learning opportunity 

 Handling feedback and complaints will adhere with departmental and APS policy for 
conduct and handling of information. 

 Staff will have an understanding of the Departments Feedback and Complaints 
Handling procedures, Customer Service Charter, basic understanding of using the 
Microsoft suite of applications (Outlook to book meetings, Word for papers and 
agenda creation, etc.).  

4. Relevant contacts 
The AusIndustry Feedback mailbox is designated for program specific feedback or 
complaints that cannot be handled by the contact centre and are therefore escalated to be 
handled by the program manager. Program Managers then update the Feedback and 
Complaints register.  
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