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Purpose
To make it safe and easy for participants, families and workers to complain, and to make sure every complaint is acknowledged, resolved fairly and used to improve our supports.
Policy
•  Anyone can complain, participants, families, advocates, workers, verbally or in writing, including anonymously
•  Every service agreement tells participants how to complain to us AND to the NDIS Commission (1800 035 544, www.ndiscommission.gov.au)
•  Complaining never affects a participant's supports, we say this in writing and we mean it
•  Every complaint is recorded in the complaints register, acknowledged within [2] business days, and we aim to resolve it within [21] days
•  The complainant is kept informed and involved in how it gets resolved, and told the outcome
•  If the complainant needs support to complain (language, communication, an advocate) we arrange it
•  Every complaint gets a 'what do we change?' review, recorded in the register
Procedure
•  1. Receive, thank them; record it the same day in the register
•  2. Acknowledge, within [2] business days, explain what happens next
•  3. Look into it, talk to everyone involved; keep an open mind
•  4. Resolve, agree the fix with the complainant where possible
•  5. Close, confirm the outcome in writing; record any improvement made
•  6. Escalate, if we can't resolve it, we help the complainant take it to the NDIS Commission
Responsibilities
•  [Owner/Director]: maintains the register, handles complaints, reports serious matters to the Commission
•  All workers: pass any complaint (however informal) to [Owner/Director] the same day
Review
This policy is reviewed at least every 12 months, after any relevant incident or complaint, and when NDIS rules change. Changes are recorded in the version table above.
Attachment, Complaints Register
	Date
	From (or 'anonymous')
	Summary
	Acknowledged (date)
	Outcome / resolution
	Improvement made
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This document is a template provided for general information only and is not legal advice. Adapt it to your business and services, and check current NDIS rules, Practice Standards and Pricing Arrangements before use.
