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FEEDBACK AND COMPLAINTS MANAGEMENT POLICY AND PROCEDURE
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The National Disability Insurance Scheme (Complaints Management and Resolution) Rules 2018 set out the complaint-handing obligations of registered NDIS providers. The Rules require registered NDIS providers to have complaints management arrangements in place and to support people with disability in understanding how to make a complaint to the provider and the NDIS Commission.

This policy provides guidance on the key principles and concepts of AmeCare’s complaints management and resolution system to anyone who wishes to provide feedback, raise an issue or concern, or make a complaint or compliment to or about us regarding our services. 

The purpose of this policy is to set out how a person can provide feedback and make complaints about any aspect of AmeCare's operations, staff and services and the process that AmeCare will take to acknowledge, assess and resolve the complaint in a fair, efficient and timely manner.

Everyone at AmeCare is encouraged to provide feedback or make a complaint through multiple mechanisms.
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This policy applies to:
· All AmeCare staff, including permanent or casual employees, contractors, consultants, and people otherwise engaged by AmeCare (e.g., volunteers).
· All participants receiving NDIS services and support, including their families and support network.
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	Term
	Definition

	Complaint
	An expression of dissatisfaction made to or about an organisation related to its products, services, staff or the handling of a complaint, where a response or resolution is explicitly or implicitly expected or legally required.

	Anonymous Complaint
	A complaint submitted without identifying the complainant, either verbally or in writing.

	Feedback
	Information provided in response to service delivery, such as reactions to a service provided or a person’s performance of a task, is used as a basis for improvement. This includes compliments, complaints, concerns, comments or suggestions.

Any concerns, compliments, complaints, comments or suggestions about the service delivery methods, quality of services, or the performance of a task are used as an improvement baseline for the organisation.

	Feedback and Complaints Register
	The official record where all complaints, feedback, investigations, and outcomes are logged and tracked.

	Compliment
	An expression of praise, encouragement or gratitude about an individual worker, a team or a service.

	Incident
	An event or circumstance that occurred during service delivery resulted in harm or has the potential to harm a participant. 

	Participant
	A person who receives supports or services funded by the National Disability Insurance Scheme (NDIS).

	Participant Portal
	An online platform provided by AmeCare for participants to access information, provide feedback, and make complaints.

	Complainant
	The person making a complaint. Anyone can make a complaint to AmeCare about the supports and services provided by AmeCare. This includes people with disability, their families, friends, carers, advocates or guardians, workers or volunteers of AmeCare or any other person who wishes to make a complaint.

	Complaints Officer
	The designated staff member responsible for overseeing the complaints management process, ensuring procedural fairness, and maintaining records.

	Advocate
	An advocate is a person who, with explicit authority, formally represents another’s interests. However, an informal advocate can be a friend, family member or other person chosen by the participant to support them. Advocates can assist participants in having a say about issues, speaking on their behalf, representing participants’ wishes, or working with them to understand processes.

	Member of the community
	Any person who is not a person receiving services from AmeCare and who is representing themselves, a community organisation or a company.

	Procedural Fairness
	Acting fairly in administrative decision-making. The rules relating to AmeCare's complaints management and resolution system include an obligation to give people procedural fairness when dealing with a complaint.

	External Complaint Pathway
	An independent body or agency (such as the NDIS Commission, Consumer Affairs Victoria, or the Victorian Disability Worker Commission) to which complaints can be escalated if not resolved internally.

	NDIS Commission
	The National Disability Insurance Scheme Quality and Safeguards Commission, the independent agency responsible for regulating NDIS providers and handling complaints about NDIS services.

	Service Agreement
	A formal agreement between AmeCare and a participant (or their representative) outlining the supports and services to be provided.

	Continuous Improvement Register
	A record maintained by AmeCare to document identified areas for improvement, actions taken, and outcomes, as part of ongoing quality assurance.

	Manager/Team Leader
	Staff members with responsibility for supervising teams or service areas, who may be assigned to manage or investigate complaints as needed.

	Incident
	An event or circumstance during service delivery that resulted in or had the potential to result in harm to a participant

	Director
	The most senior executive at AmeCare, responsible for overall governance and, where required, for handling escalated or management-related complaints.
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Complaints and other feedback made by our clients/participants, staff or anyone are welcomed, acknowledged, respected and well-managed.

In line with the focus on participant rights and person-centred services, AmeCare informs and encourages participants to provide feedback or make a complaint. 

All feedback, both positive and negative, is used by AmeCare to evaluate services and to make changes to ensure everyone is safe and satisfied.

AmeCare is committed to implementing a feedback and complaints management process to ensure that all participants have knowledge of and access to our complaints management and resolution system. 

AmeCare ensures:
· A complaints management and resolution system is maintained. The system follows principles of procedural fairness and natural justice and complies with the requirements under the NDIS (Complaints Management and Resolution) Rules 2018. 
· Each participant is provided with information on how to give feedback or make a complaint, including avenues external to AmeCare and their right to access advocates. There is a supportive environment for any person who gives feedback and/or makes complaints. 
· Demonstrated continuous improvement in complaints and feedback management by regular review of complaint and feedback policies and procedures, seeking clients’ feedback on the provision of our services, their views on the accessibility of the complaints management and resolution system, and incorporation of feedback throughout the service delivery.
· All workers are aware of, trained in, and must comply with the required procedures in relation to complaint handling.
· While handling a complaint, AmeCare will regularly contact the complainant and their representatives.

This policy provides direction to all AmeCare staff regarding the importance of responding effectively to complaints and defines what constitutes a complaint and the process for managing a complaint. 

Staff are informed of this policy at the time of induction and then annually.

Complaints will be managed as per the National Disability Insurance Scheme (Complaints Management and Resolution) Rules 2018 and the Effective Complaint Handling Guidelines for NDIS Providers.

1. GUIDING PRINCIPLES

At AmeCare, we aim to have an effective complaints management and resolution system. Our approach covers the following values and principles: 
· Rights: Clients/participants have a fundamental right to speak up about the supports they receive.
· Respect: Clients/participants are treated with respect and dignity throughout the process. This includes respecting their privacy and maintaining the confidentiality of their information. 
· Fairness: Clients/participants are treated fairly, and their concerns are dealt with in an unbiased and objective manner. 
· Accessibility: Information should be provided in ways that enable people who use the service to know how to make a complaint.
· Clearness, simpleness, and consistency: The process for receiving and responding to complaints is easy to understand, accessible and consistently applied. 
· Person-centred: Management of a complaint is respectful of and responsive to a person with disability’s preferences, needs and values. 
· Responsiveness: There is a clear process for ensuring that complaints are handled in a timely way and that people are kept informed of the progress of their complaints. 
· Natural Justice: People involved in a complaint need to be given a fair opportunity to respond to issues raised and present their views. 
· Accountability: AmeCare is responsible for appropriately managing complaints. Everyone involved in the management of a complaint understands their role and responsibilities and will be accountable for decisions or actions taken regarding a complaint. The process for resolving complaints is clearly outlined so people know what to expect.
· Outcome-focused: Management of a complaint should reveal the factors that contributed to the complaint being made and seek to prevent matters giving rise to complaints from reoccurring, where appropriate. 
· Proportionate: The nature of any actions following a complaint will be proportional to the issues raised and any risk of harm to people with disability.
· Excellence: The complaints management and resolution system is part of a quality culture that sees the complaint as an opportunity for improvement. The complaints process facilitates the ongoing identification of issues and implementation of changes to improve the quality and safety of supports and services. 

2. PROCEDURAL FAIRNESS

The rules relating to the complaints management and resolution system include an obligation to give people procedural fairness when dealing with a complaint. The NDIS Commission has developed guidelines on procedural fairness in the NDIS (Procedural Fairness) Guidelines 2018.

In handling, the Complaints Officer is required to ensure the following: 
· the person making the complaint is given notice of prejudicial matters that may be considered against them.
· the person making the complaint is given a reasonable opportunity to be heard on those matters before adverse action is taken and to put forward information and submissions in support of an outcome that is favourable to their interests.
· the decision to act is soundly based on the facts and issues that were raised during the investigation and assessment process, documented in the complaint outcome, and
· the decision-maker should remain unbiased throughout the complaint management process. 

The process of handling a complaint will vary depending upon: 
· the nature of the matter being dealt with;
· the options for resolving it;
· the timeframe for resolution;
· whether facts associated with the issue are in dispute;
· the gravity of possible findings that may be reached; and
· the sanctions that could be imposed based on those findings.

The Complaints Officer or any person who handles the complaint has an obligation to act with procedural fairness and ensure the process is balanced against the need to ensure that neither the complainant nor the participant is affected by an issue raised in a complaint or disadvantaged as a result of the complaint being made and resolved. The steps adopted to ensure procedural fairness in any situation must be tailored to ensure that disadvantage is not suffered by the complainant or the participant.

If a representative makes a complaint on behalf of a participant, consideration is to be given to providing separate procedural fairness to the participant. 

Procedural fairness aims to ensure that a fair process is followed in decision-making that could adversely or detrimentally affect the rights or interests of a person. The underlying assumption is that a fair process will lead to better decision-making – and, in this context, better and fairer complaint handling. However, procedural fairness requirements stop short of assessing whether a particular decision or outcome is fair; they address the process to be followed in reaching a decision but not the substantive merits of that decision.
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The following procedures are implemented to ensure that AmeCare meets its policy objective of ensuring the effectiveness and maintenance of the complaints management and resolution system following the principles of procedural fairness and natural justice and in compliance with the requirements under the National Disability Insurance Scheme (Complaints Management and Resolution) Rules 2018.

AmeCare is committed to handling all complaints and feedback until it is resolved completely.

All staff must:
· ensure that any person can easily make a complaint orally or in writing (including an anonymous complaint);
· provide information about how to make a complaint to the provider and to the Commissioner;
· ensure that all complaints are dealt with fairly and quickly;
· ensure appropriate support and assistance are provided to any person who wishes to make or has made a complaint;
· ensure that a person who makes a complaint, or a person with disability affected by an issue raised in a complaint, is not adversely affected as a result of the making of the complaint;
· ensure the information provided in a complaint is kept confidential and only disclosed if required by law or if the disclosure is otherwise appropriate in the circumstances;
· keep records about complaints that they receive;
· demonstrate continuous improvement in complaints and feedback management through regular reviews.

AmeCare staff must provide information about how to communicate feedback or make a complaint to the participants and their family/support network through the Service Agreement and Participant portal.

Complaints can be made by a participant and/or their family/support network.

AmeCare also accepts anonymous feedback/complaints. The way on how to raise an anonymous complaint, including direct contact and escalation to the NDIS Commission, has been provided in the Complaints and Feedback section and as part of the participant's portal.

AmeCare aims to ensure all complaints are acknowledged, assessed and resolved in a fair, efficient and timely manner.

The complaint will be acknowledged in person, orally or in writing within one (2) business day after receiving the complaint.

1. COMPLAINTS OFFICER

The Complaints Officer, is responsible for ensuring: 
· all participants and staff (through induction and ongoing training) are made aware of the following: 
· the complaint procedure;
· their rights and responsibilities in relation to making complaints; and
· the range of options they have to pursue complaints and complaints outside the service;
· information about the complaint’s procedures is prominently displayed at the workplace or shared with all staff;
· all participants are given encouragement and support to make complaints, provide feedback and access advocates and support people as requested;
· discussions are held with the complainant to determine the nature of the action to be taken and the outcome desired by the complainant;
· complaints are handled in accordance with procedural fairness principles;
· the Police will be notified if an illegal act has occurred where the complaint requires Police intervention; the complainant and the person against whom the complaint has been made receive adequate support in talking with the Police if their intervention is necessary. This would also constitute an incident, and the incident management procedure must be followed;
· complaint records are maintained confidentially, actioned in a timely manner and analysed for service improvements; and
· the complaints system is regularly reviewed for its effectiveness in complaint handling.

Whenever the Complaints Officer cannot manage and resolve a complaint, a Senior Manager or Team Leader be nominated instead.

2. INFORMING PARTICIPANTS ABOUT COMPLAINTS 

All staff are responsible for informing participants about ways to make a complaint at any time. Specifically, information about complaints is provided through the following documentation: 
· Service Agreement
· Participant’s Portal
· Service cessation letter where appropriate

In addition to providing soft copy (and hard copy by request) information about our Complaint Management Policy and Procedure, the process is to be explained at: 
· Participant onboarding
· Service or Support Reviews
· Cessation
· When a complaint is raised
· During a transition to a new provider 
· At any time requested by any person 

A variety of formats, including an easy-to-read version related to this Complaints Management Policy and Procedure, will be provided to stakeholders, including staff and participants. 

Staff will provide all participants, their families/representatives and carers with information when they first access the service. Then, throughout service delivery, they will remind them of the policy and their right to complain without fear of affecting their service.

The roles and responsibilities of staff when a complaint is received as well as their awareness of this policy and procedure will be assessed in the performance reviews. If required, additional in-house training, on-the-job training and formal training will be provided. The Complaints Officer will monitor that appropriate training is provided to all staff who deliver NDIS supports and services.

3. MAKING A COMPLAINT

AmeCare invites individuals to submit complaints/feedback suggestions at any time regarding any aspect of AmeCare’s operations and services. 

Information about this policy and procedure will be shared with any participant or stakeholder wishing to lodge feedback or a complaint.

Complaints and feedback can be made:

a. COMPLAINT REPORT FORM: By completing the Complaint Report Form (found on AmeCare’s website) and submitting it to AmeCare. Additionally, AmeCare has a Complaint Form is stored in our shared drive which can be given to participants on request if they wish to file a complaint in written format. 

b. DIRECT CONTACT: By contacting a member of staff verbally or in writing. The staff member must offer to document the complaint on behalf of a participant (if required) and refer the matter to the Complaints Officer. The Complaints Officer will record the complainant information onto Brevity for it to be followed up within 2 business days by the relevant Manager, Team Leader or delegate.

While receiving the complaint, the staff member must:
· Listen openly and nicely to the complaint and the raised issue.
· Ask about the outcome desired by the complainant.
· Inform the complainant about the complaint process, timing and realistic expectations.
· Show empathy toward the complainant or affected person and ensure that all commitments are made.
· Gather as much information and evidence as possible and lodge information into Brevity 
· Raise the matter to the Complaints Officer.

c. COMPLAINTS OFFICER: By contacting the Complaints Officer via phone, verbally or in writing or by email:
· Full Name: Yanie Drysdale
· Contact number: 0403 963 004
· Email address: yanie@amecare.com.au
· Postal Address: 405 Upper Heidelberg Rd, Ivanhoe, VIC 3079

d. PARTICIPANT SURVEY: By responding to the Participant Satisfaction Survey. AmeCare’s service delivery and satisfaction surveys will assess the following:
· participant and other stakeholders’ awareness of their rights and the extent to which they feel able and supported to exercise them;
· participant and other stakeholder satisfaction with AmeCare’s services and complaints processes; and
· the extent to which clients feel safe and protected in their dealings with AmeCare.

e. ANONYMOUSLY: By posting the Complaint Report Form to 405 Upper Heidelberg Rd, Ivanhoe, VIC 3079 or via one of the above methods anonymously, and it will be investigated as per the below complaint handling process.

f. FUNDING AGENCY: Indirectly to or from the NDIS Quality and Safeguard Commission.

If a complaint is received directly from the NDIS Quality and Safeguards Commission or any other funding agency, the matter will be referred to the Manager immediately.

4. PROVIDING SUPPORT WITH COMPLAINTS

People will be supported in making a complaint regardless of whether the complaint is made directly to AmeCare or externally to an external complaints body such as the NDIS Quality and Safeguards Commission. 

Support may include: 
· Assistance to put their concerns in writing and convey their concerns.
· Assistance to access an interpreter, communication support or information provided specifically to the individual's communication needs.
· Assistance to access an advocate as required by referral to appropriate services.
· The provision of information about how to make a complaint and the complaint handling process.
· Access to a private space or the use of technology (phone or computer) to make inquiries or contact external bodies or providers in private.
· Assistance to contact the relevant external complaint body, e.g., the NDIS Quality and Safeguards Commission.

At all times, the level of support or involvement from AmeCare is to be directed by the person making the complaint and/or the participant of the service.

If consent has been provided, a third party would be able to lodge complaints and feedback on behalf of another person.


5. COMPLAINT HANDLING TRAINING

It is critical that all staff understand the complaints handling process, how to respectfully acknowledge the participant’s concerns or complaints, and, if necessary, refer the matter to an appropriate person to manage (the Complaints Officer or their delegate). 

In the staff’s induction, all staff will be trained in this policy and procedure to provide the stakeholders with information related to feedback, complaints and compliments.

Throughout the complaints process, the person making the complaint and any affected person must be included and communicated with at all steps. If a meeting is required, it will be held in a safe environment that has been determined by the complainant and at a time relevant to the participant.

Complaints may be raised at any level of an organisation, and complaints should be dealt with directly and quickly at the point the complaint is received. 

Throughout the complaint handling process, the Complaints Officer and all staff members are to acknowledge the person’s concerns respectfully, maintain confidentiality and ensure the person is not adversely affected in any way. 

The Compliance Officer or any person designated to handle the complaint must remain impartial and free of actual or apprehended bias throughout the process. The test for apprehended bias is whether a fair-minded observer might reasonably suspect that the decision-maker is not impartial or there is a conflict of interest.

Apprehended bias can be inferred from a person’s conduct, comments, associations, or other relevant circumstances, such as:
· having a conflict of interest or personal stake in the matter to be resolved or a relationship with one of the parties that casts doubt on the appearance of fairness;
· displaying hostility or favouritism to one of the parties involved in a matter;
· making comments that suggest the complaint handler has prejudged a disputed issue and will not approach the evidence with an open mind;
· being involved at an earlier stage of the process, for example, in making the allegation to be investigated or providing a statement supporting one of the parties. 

The actual or apprehended bias of a decision-maker can undermine both the integrity and legal validity of the decision-making process and outcome. The responsibility rests on the complaint handler to ensure there is no actual or apprehended bias and, if necessary, to withdraw from the process and assign the complaint-handling responsibility to another person. 

Any conflict-of-interest concerns are to be identified and managed before the process of handling the complaint commences. It is open to the parties involved, once informed of a potential issue, to waive any objection and to allow the complaint handler to continue.

A complaint handler should not withdraw merely because one of the parties raises a biased objection. The test of the ‘fair-minded observer’ should be followed. Commonly, the complaint handler will know or work with one or other parties, have some familiarity with the issues to be decided, or have expressed a preliminary view on or more of those issues. 

If a bias issue arises during an inquiry after evidence and submissions have already been collected, these can generally be made available to the new inquirer/complaint handler, subject to ensuring procedural fairness. Both parties are to be consulted about this before doing so. 

6. COMPLAINT HANDLING PROCESS

Complaints should generally be raised directly with AmeCare in the first instance before approaching the NDIS Commission or any other organisation or funding agency for help. 

The complaints management and resolution process can be simplified into the following steps: 

a) RECEIPT AND ACKNOWLEDGEMENT

When a complaint is received, details of the complaint are to be provided to the Complaints Officer, who is responsible for oversight of the complaint-handling process. 

Regardless of how the complaint is made, all complaints must be acknowledged upon receipt or within one (2) business day to reassure the participant that their complaint is being attended to. It is important that people feel that their concerns have been understood and that their impact on them is recognised. 

The Complaints Officer must acknowledge all complaints and consult with the participant regarding the desired outcome. The complainant should be informed of and supported regarding their right to advocacy, interpreter, stages of decision-making, and mechanisms to protect privacy, progress, and outcome.

Acknowledgment can include the following: 
· genuinely listening to the person without interrupting
· empathising 
· making sure the person feels comfortable talking about the situation or issue
· acknowledging how the situation has affected the person
· rectifying by asking the person what a good outcome would look like for them, and 
· notifying the person regularly and promptly of the steps that will be taken in response to their complaint, ensuring commitments are not made that cannot be fulfilled. 

When receiving a complaint, the Complaints Officer or the Complaint Handler will:
· contact the person to acknowledge the complaint has been received and listen to their concerns;
· clarify any unclear information;
· explain the complaint handling process, including investigation, time frames, etc.;
· provide details of a contact person and indicate how long it is likely to take to get back to the person;
· ask the participant how they would like to see their complaint resolved and what outcome they are seeking;
· identify the support needs of the person throughout the complaints handling process and who they would like to be involved in the process;
· advise the person that their complaint will be treated in confidence, and there will not be any consequences as a result of them raising concerns;
· provide the details of the relevant external complaints commission, such as the NDIS Quality and Safeguards Commission, in the event the person would like to raise their complaint externally. 

b) RECORD KEEPING

The Complaints Officer is responsible for registering all complaints in the Feedback and Complaints Register. The Complaints Officer will manage all information and records until closure and ensure all close-out notifications and paperwork are complete. 

All records connected to the complaint, correspondence, emails, investigations, images, other documentation and reporting documents will be collected by the Complaints Officer and held with the registered file in its original and simplest form. Complaint records shall be kept for seven years from the day the record is made.

All results must be recorded in the Feedback and Complaints Register to allow for input into AmeCare continuous improvement processes. 

c) ASSESSMENT AND INVESTIGATION

The Complaints Officer is responsible for undertaking an investigation of the complaint received to determine who, where and how the complaint is most appropriately handled with consideration for the circumstances and outcome sought by the complainant. 

The nature of complaints differs widely. The subject of a complaint might be apparent from the information a complainant provides, but sometimes, an investigation might be needed to clarify disputed factual or legal matters. Some complaints can be resolved by using an explanation or apology; others seek reconsideration of a decision or escalation to a manager or senior staff member. 

The assessment and investigation of complaints should be done on time, specifically within three (5) business days of receiving and acknowledging the complaint. Should the process take longer, this is to be communicated to the person making the complaint with information on the expected timeframe. 

The purpose of an investigation is to resolve the complaint by reaching a fair and independent view of the issues raised by a complainant and to provide an appropriate remedy.

Complainants must be informed at all stages of the status of their complaints. It is the Complaints Officer or their delegate's responsibility to keep the complainant informed in relation to the complaint.

Investigation of complaints will not be conducted by a person about whom a complaint has been made. If required, the Complaints Officer or the management team, where required, will determine the appropriate person to undertake the investigation.

d) RESOLUTION

It is anticipated that most complaints and feedback raised will be resolved informally between the individual and staff member involved. Even though the matter is satisfactorily resolved, it is AmeCare’s process that this must be logged into the Feedback and Complaints Register as well as lodged onto AmeCare’s client management system, Brevity, noting all details and the resolution outcome achieved. 

Effective resolution involves: 
· Impartiality: Each complaint will be approached with an open mind, and the facts and contentions in support of a complaint should be weighed objectively.
· Confidentiality: A complaint should be investigated in private, and care should be taken when disclosing any identifying details of a complaint to others.
· Transparency: A complainant will be told about the steps in the complaint process and be allowed to be involved throughout the management and resolution process.
· Communication: A complainant will be kept informed of the progress of the complaint, including any action taken, the reasons for decisions made and options for review of decisions made in relation to the complaint.
· Timeliness: The time to investigate will be communicated to the complainant. However, this should take no longer than three (5) business days.
· Procedure Fairness: As part of the handling of a complaint under the Complaint Rules, procedural fairness must be afforded to a person if their rights or interests may be adversely or detrimentally affected in a direct and specific way.

Upon investigating a complaint, the Complaints Officer or Complaints Handler will ensure that: 
· a written record is kept of evidence that is provided orally;
· a complainant is not obliged to substantiate each fact or element in their complaint. Although it is reasonable for the Complaints Officer or Complaints Handler to ask them to assist the investigation by providing documents (if available) or explaining things they know;
· information obtained from any source is considered; and
· desired outcomes by the complainant are sought, and provide timeframes and expectations to the complainant where possible.

e) CLOSING COMPLAINTS AND NOTIFICATION

Once the investigation of a complaint is completed, the complainant should be advised of the particulars of the investigation both verbally and in writing, including any findings or decisions reached. The explanation will be presented in a style the complainant can understand and should deal with each concern or grievance raised in the complaint. If action is to be taken to redress a fault or a wrong experienced by the complainant, this should be outlined. 

Options for actions responding to a complaint include but are not limited to:
· explaining processes;
· rectifying an issue;
· providing an apology;
· ongoing monitoring of issues; and/or
· training staff.

Also, the below actions can be done:
· Before providing written advice, the outcome could be discussed verbally (if possible), and further contact will be allowed after the receipt of the advice for conflict resolution.
· At the completion stage of the complaint investigation, the further action available to the complainant should be recorded. Another possible action could be to escalate the situation with an external agency or further revision within the organisation.
· Providing additional information that is not included in the first complaint, as well as reviewing the soundness of the first investigation through further review.
· Opportunities will be identified from the complaint outcomes and distributed to the appropriate parties for the purpose of ongoing improvement.
· Feedback from the complainant about the process will be sought.

Options available to the complainant to seek an internal review of any finding or pursue the complaint through an external complaint mechanism such as the NDIS Commission are outlined in the Participant Handbook, and support is offered to access the external complaints body if required.

f) CONFIDENTIALITY

The information related to the complaints and feedback will be dealt with confidentially in a way those are discussed directly with the involved people.  

Complaints will not be discussed with anyone who does not have genuine responsibility for resolving the issue. 

A person making a complaint may request that their identity remain confidential, or private personal information about a third party may be revealed during an investigation.

The details of the complaint should be kept confidential by staff directly concerned with its resolution. The participant’s consent is to be obtained before the information is given to other parties who are not directly involved in the complaint. 

Information about complaints may only be disclosed without consent if required by law or if the disclosure is otherwise appropriate in the circumstances. Disclosure without the person's consent to any third party must be discussed and approval sought from the Complaints Officer, who will consider the circumstances using a risk assessment approach and compliance requirements by law. 

Procedural fairness principles recognise that protection of identity and confidentiality can be important elements of effective complaint handling and dispute resolution. Depending on the circumstances, the obligation to provide procedural fairness may override – in whole or in part - the obligation to maintain confidentiality.

g) UNRESOLVED COMPLAINTS 

Should the complaint not be resolved to the complainant’s satisfaction, the complaint will be escalated to a person nominated by the Complaints Officer for further investigation and resolution.

When complaints cannot be resolved internally, the complainant may be referred to the external agency listed below.

h) EXTERNAL COMPLAINT PATHWAYS

NDIS commission 

Participants are encouraged to raise their concerns or complaints with AmeCare first, as this is often the best way to have the issue resolved quickly. 

As a second instance, a complaint can be made to the NDIS Commission by:
· Phoning: 1800 035 544 (free call from landlines) or TTY 133 677 (interpreters can be arranged).
· Using the National Relay Service and asking for 1800 035 544.
· Emailing: complaints@ndiscommission.gov.au
· Completing the Complaint Contact Form: Complaints | NDIS Quality and Safeguards Commission

Consumer Affairs Victoria (CAV)

Participants, families, or advocates may also raise complaints about Supported Independent Living (SIL) services with Consumer Affairs Victoria. 

CAV provides information, advice, and dispute resolution services for consumers of disability services in Victoria.
· Website: https://www.consumer.vic.gov.au/
· Phone: 1300 55 81 81

Community Visitors

Community Visitors are independent volunteers who visit disability accommodation services, including SIL settings, to monitor the wellbeing and rights of residents. 

Community Visitors can support participants in raising concerns or complaints and provide advocacy and referral to appropriate complaint pathways.
· Website: https://www.publicadvocate.vic.gov.au/our-services/community-visitors

Victorian Disability Worker Commission (VDWC)

The VDWC is an independent body that receives complaints about registered and unregistered disability workers in Victoria. Anyone can make a complaint to the VDWC about the conduct, competence, or suitability of a disability worker.
· Website: https://www.vdwc.vic.gov.au/
· Phone: 1800 497 132
· Email: complaints@vdwc.vic.gov.au


i) CONTINUOUS IMPROVEMENT 

At the conclusion of investigations into complaints, if the areas for improvement in service operations are identified, these are recorded on the Continuous Improvement Register in accordance with the AmeCare’s Continuous Improvement Policy and Procedure.

As a part of the continuous improvement process, the feedback, complaints and dispute resolution will be discussed in team meetings regularly.

The agenda for team meetings will include a standing item on Continuous Improvement, including staff and participants’ feedback and complaints.

7. HANDLING COMPLAINTS ABOUT THE COMPLAINTS OFFICER OR MANAGEMENT

To ensure impartiality and procedural fairness, complaints made about the Complaints Officer, Senior Manager, Team Leader, or any member of management will be managed by an independent and appropriately qualified person not subject to the complaint.
· If a complaint is made about the Complaints Officer, the responsibility for managing and investigating the complaint will be assigned to the Director. If the Director is unavailable or is the subject of the complaint, the matter will be referred to an external independent party (see examples below).
· If a complaint is made about a Senior Manager or Team Leader, the complaint will be escalated to the Director. If the Director is the subject of the complaint, the matter will be referred to an external independent party.
· The person assigned to handle such complaints must have no actual or perceived conflict of interest and must not have been involved in the matter under investigation.
· All parties involved will be informed of the reassignment and the rationale for the decision to ensure transparency.
· The process for handling these complaints will follow the same principles of procedural fairness, confidentiality, and impartiality as outlined in the main policy.

Procedure:
· Upon receipt of a complaint about the Complaints Officer or management, the complaint will be acknowledged within two business days and reassigned to the appropriate person as outlined above.
· The reassigned complaint handler (either the Director or external independent party) will communicate directly with the complainant regarding the process, expected timeframes, and available support.
· If necessary, external mediation or investigation may be sought to ensure independence and fairness.
· Records of such complaints and their resolution will be maintained in accordance with the existing record-keeping requirements.

Confidentiality and Data Protection
· All information relating to complaints about the Complaints Officer or management, will be handled with strict confidentiality. Only individuals directly involved in the investigation and resolution process will have access to complaint details.
· Personal data and sensitive information will be protected in accordance with the Privacy Act 1988 (Cth) and relevant organizational policies. Information will only be disclosed to third parties if required by law or with the explicit consent of the complainant, unless procedural fairness requires otherwise.
· All records related to complaints will be securely stored and retained for the period specified in the policy (seven years from the day the record is made), after which they will be securely destroyed.
· The complainant may request that their identity remain confidential. Such requests will be respected wherever possible, provided this does not conflict with legal or procedural fairness obligations.
· Any data breaches or unauthorized disclosures will be managed in accordance with the organization’s data breach response procedures and reported to the appropriate authorities as required.

Examples of External Independent Parties
When a complaint involves the Director or when further independence is required, the following external independent parties may be engaged to manage or investigate the complaint:
· External Consultant: A professional with expertise in complaints management, disability services, or organizational governance who is not affiliated with AmeCare.
· Legal Advisor or Law Firm: An independent legal practitioner or firm specializing in employment law, disability rights, or organizational compliance.
· Accredited Mediator: A registered mediator with experience in dispute resolution and impartial investigations.
· NDIS Quality and Safeguards Commission: The official regulatory body for NDIS providers, which can investigate complaints independently.
· Industry Ombudsman: An ombudsman service relevant to disability or community services, such as the Disability Services Commissioner (Victoria).
· External HR or Compliance Specialist: A consultant or firm specializing in human resources, compliance, or workplace investigations.

Note: The choice of external party should be based on the nature of the complaint, required expertise, and the need for impartiality and confidentiality
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