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COMPLAINTS PROCESS CHECKLIST



This checklist contains recommended elements of an effective complaint and feedback policy and procedure that meets the NDIS Commission requirements. Use the checklists to identify where your policy and procedure could be improved or as a guide to the development of a policy and procedure document. 

Complaints and other feedback made by all parties are welcomed, acknowledged, respected and well-managed. Your complaints management system should have a policy and procedure which addresses the following:

[bookmark: Check1]|_| Each Participant has knowledge of and can utilise the complaints management and resolution system if needed.

[bookmark: Check2]|_| Enabling any person to make a complaint to your organisation (incl. an anonymous complaint) about the supports or services provided.

[bookmark: Check3]|_| Guidance on how a complaint about the registered NDIS provider or a staff member can be made to the provider and/or made directly to the NDIS Commission.

[bookmark: Check4]|_| Providing an easy and accessible process for making and resolving complaints.

[bookmark: Check5]|_| Ensuring appropriate support and assistance is provided to any person who wishes to make or has made a complaint.

Your complaints management and resolution system are maintained and are relevant and proportionate to the size, scale, scope and complexity of supports delivered by your organisation. The system complies with the requirements under the NDIS (Complaints Management and Resolution) Rules 2018. Your fully documented, accessible complaints management system should:

[bookmark: Check6]|_| Follow the principles of procedural fairness and natural justice.

[bookmark: Check7]|_| Acknowledge the receipt of all complaints.

[bookmark: Check8]|_| Ensure complaints are assessed and resolved in a fair, efficient and timely manner. Take appropriate action in relation to issues raised in complaints.

[bookmark: Check9]|_| Ensure reasonable steps are taken to ensure that any person who makes a complaint to the provider, and each person with a disability affected by an issue raised in such a complaint, is advised how that complaint or issue may be raised with the NDIS Commission.

[bookmark: Check10]|_| Provide appropriate support and assistance to any person who wishes to make a complaint to the NDIS Commission.

[bookmark: Check11]|_| Take reasonable steps to ensure that a person who makes a complaint, or a Participant affected by an issue raised in a complaint, is not adversely affected because of making the complaint

[bookmark: Check12]|_| Keep information provided in a complaint confidential and only disclosed if required by law or in the appropriate circumstances

[bookmark: Check13]|_| Require a complaint to be referred or notified to any other bodies in accordance with any requirements under relevant laws

[bookmark: Check14]|_| Provide that appropriate records of complaints received by the provider are kept for 7 years from the day that the complaint is made, and include the following where appropriate:

[bookmark: Check15]	|_| Information about the complaint
[bookmark: Check16]	|_| Any action taken to resolve complaint
[bookmark: Check17]	|_| The outcome of any action taken

Your system outlines procedures to ensure that persons making a complaint:

[bookmark: Check18]|_| Are provided with information on how to give feedback or make a complaint, both to the provider and through external avenues

[bookmark: Check19]|_| Can do so in a supportive environment and understand their right to access an independent advocate

[bookmark: Check20]|_| Are appropriately involved in the resolution of the complaint

[bookmark: Check21]|_| Are kept informed of the progress of the complaint, including any action taken, the reasons for any decisions made and options for review of decisions in relation to the complaint

Continuous improvement in your complaints and feedback management is demonstrated through regular review. The complaints management system must:

[bookmark: Check22]|_| Provide for the collection of statistical and other information relating to complaints to enable:

[bookmark: Check23]	|_| Review of issues raised in complaints; and
	
[bookmark: Check24]	|_| Identify and address systemic issues raised through the complaints management and resolution process Report information relating to complaints to the NDIS Commission, if requested
	
[bookmark: Check25]	|_| Have periodic review to ensure its effectiveness, including review of Policy and Procedure as well as seeking and incorporation of staff and Participant feedback on the complaints management system

All staff at your organisation are trained in, understand and comply with the required procedures in relation to complaints handling. This includes:

[bookmark: Check26]|_| The roles and responsibilities of any staff in relation to the receipt, management and resolution of complaints made to your organisation

[bookmark: Check27]|_| How to support Participants in making a complaint, internally and externally

[bookmark: Check28]|_| The use of, and ongoing compliance with, the complaints management system

Additional Information – Complaints made to the NDIS Commission

· A person may make a complaint to the NDIS Commission in relation to an issue arising out of, or in connection with, the provision of support or services provided by an NDIS provider
· A complaint may be made orally, in writing or by any other means which is appropriate in the circumstances; and may be made anonymously
· The NDIS Commissioner must acknowledge receipt of all complaints (unless made anonymously or where no contact details are provided)
· The NDIS Commissioner must take reasonable steps to ensure that appropriate support and assistance are provided to any person who wishes to make a complaint (incl. information about accessing an independent advocate)
· The complainant may ask the NDIS Commissioner to keep the identity of the complainant, the identity of a person identified in the complaint and any other details included in the complaint confidential
· The NDIS Commissioner must, in relation to each issue raised in the complaint, decide to:

1. Take no further action, or defer acting, OR
2. Give assistance and advice to the complainant, a person with a disability affected by the issue and the NDIS provider to which the issue relates, OR
3. Undertake a resolution process

· Before deciding, the NDIS Commissioner may do one or more of the following:

1. Review documents provided to the NDIS Commissioner
2. Visit the location at which the support or services are provided
3. Discuss the issues raised in the complaint with the complainant, a person affected by an issue raised in the complaint, the NDIS provider or any other person
4. Work with the complainant, a person affected by the complaint, the NDIS provider or any staff to provide advice and assistance; and where possible and appropriate, assist the persons involved in the complaint in coming to a mutually agreed resolution
5. Request information relating to the issues raised in the complaint from any person
6. Take any other action that the NDIS Commissioner considers is appropriate in the circumstances.

· In dealing with the complaint, the NDIS Commissioner must seek to resolve the complaint quickly and with as little formality, as a proper consideration of the issues raised in the complaint allows.
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