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Purpose 
This policy guides staff of the process and practice of effective complaint management.  It takes 

into consideration the National Disability Insurance Scheme Act 2013 (the Act) and National 

Disability Insurance Scheme (Complaints Management and Resolution) Rules 2018 (the Rules). 

The intent is to deliver safe and quality support and services to all clients, inclusive of  people 

with a disability.  

 

What is a Complaint? 

Broadly speaking, a complaint is an expression of dissatisfaction with a support or service, 

including how a previous complaint was handled, for which a response or resolution is explicitly 

or implicitly expected.  

A person does not necessarily have to expressly state that they wish to make a complaint to have 

an issue or concern dealt with as a complaint. Regardless of whether it is a big or small issue, if it 

is treated seriously, it demonstrates to the person that their input is valued to improve the 

services being delivered. (1 National Disability Insurance Scheme Act 2013, s 4) 

It is a guiding principle of the National Disability Insurance Scheme Act 2013 (NDIS Act) that 

people with disability have the same right as other members of Australian society to pursue any 

grievance. (NDIS Quality and Safeguards Commission 7 ) 
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Complaints Management Workflow 

 

Complaints Management & Resolution 

Ballarat Salt Rooms is committed to a positive complaint’s culture, from the highest levels of 

management to frontline staff. They provide the foundation on which all other components of a 

quality service delivery and management can be built. 

Complaints are a way to identify problems with service delivery and how they can be fixed. 

Fostering an organisational culture that values and learns from complaints is an important way 

we can meet people’s needs and continuously improve our services.  

Empowering people to speak up goes to the very heart of people feeling valued and respected as 

equal citizens in their community.  

If a person affected by an issue raised in a complaint has an advocate or substitute or informal 

decision maker, these people may be included and recognised in the complaints management 

and resolution process, depending on their role in the life of the person making the complaint 

and the wishes of the complainant.  

The complaint process will include communication processes suited to the needs of the individual 

making the complaint in an appropriate way that meets their needs. 
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Complaint Process 

The complaint process will be transparent, accessible and includes:   

● a clear communicated process of how the complaint will be managed; 

● include a clear documented process to receive and resolve complaints;   

● enables  people who are using services know how to make a complaint to the service 

provider and to the NDIS Commission ;   

● include reasonable steps being taken for example through staff training and written 

information available for people about complaints, to ensure that no person is adversely 

affected because of making a complaint or assisting the NDIS Commission in relation to a 

complaint. 

Complaints will follow the following principles: 

● Be provided in writing for complaints of a more significant nature;  

● A complaint can be received in any format to accommodate the individual's capacity and 

capabilities. 

● Any person could make a complaint, including anonymously lodging a complaint about 

support or services provided.  

● Complaints will be dealt with directly and quickly at the point of service, unless the 

complaint requires further investigation.  

● The process will be easy and accessible with the intent of resolving complaints quickly and 

fairly. 

Roles: 
The centre manager is the designated complaints manager, who's responsible for: 

● Coordinating the handling of complaints and ensuring the complaint is properly 

managed.   

● Ensure appropriate support and assistance is provided to any person who wishes to make 

or has made a complaint.  

● Remind people that it’s okay to have support when making a complaint and offering 

support can increase their confidence and reduce anxiety. 

● Asking if the complainant needs support from staff, family of an advocacy service during 

the complaints handling process. 

● Keeping the Director informed of any complaints and escalating matters as required. 
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Complaints are: 

● acknowledged, assessed and resolved in a fair, efficient and timely manner most 

complaints will be dealt with within 24 hours of receipt, 

● appropriately actioned in relation to issues raised in complaints,  

● actioned for reasonable steps to ensure any person who makes a complaint, and 

● any affected person is advised how to make a complaint to a larger consumer body such 

as: the NDIS Commission or Consumer Affairs, and that the appropriate information or 

assistance is provided to contact the overseeing body to the complaint. 

Response to a Complaint 

Every effect will be made to have one of four outcomes to complaints: 

● Acknowledgment  

● Answers   

● Action   

● Apology  

Acknowledgement: sets the tone for the rest of the process. Making a complaint can be difficult 

for people. It is important that people feel that their concerns have been understood and that the 

impact on them is recognised.  

Genuinely listening to the person without interrupting  empathising  making sure the person feels 

comfortable talking to you, and being aware of whether you are feeling defensive and how this 

may be perceived  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 aren’t made that can’t be fulfilled.  

Answers: People want to know why something has or has not happened, or why a decision was 

made. People need to understand what has happened in order to better understand how they 

can move on to resolving their concern. It should include a clear explanation that is relevant to 

the concern raised but ONLY if you know the facts.  

Actions: People want you to fix or take steps to address their concerns. This may be in relation to 

their specific complaint, or more broadly around systems to ensure that similar issues won’t 

occur for other people. Sometimes you won’t be able to fix the issue raised, but you can initiate 
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actions to prevent it from happening again. Taking action to prevent recurrence may validate the 

concern for the person making the complaint.  

A good way to approach actions is to use an action plan, which includes:   

● what will be done   

● who will do it   

● when it will be done by   

● how the progress of the complaint and outcomes will be communicated to the person 

making the complaint and the participant, and  

● how the progress of the complaint actions and implementation will be oversighted.  

The action plan may be formulated with the person who raised the complaint and any participant 

affected by an issue raised in the complaint. It is really important to follow up with the person 

who made the complaint, and any affected participant, to make sure they are satisfied with the 

actions being undertaken, and that the actions relate appropriately to their concerns. This is also 

a good opportunity to seek their feedback on the complaints resolution process. 

Apology: An apology may be part of, or the sole outcome a person is seeking when they make a 

complaint. It is important to consider who should provide the apology and the form of the 

apology. A genuine apology can be a meaningful step, however a poorly provided apology can 

make the situation worse. An apology should often come from the person complained about, as 

well as a more senior member of the organisation, in order for the person complaining to be 

satisfied that their concerns were taken seriously.  

When providing an apology, it is helpful to consider:  timeliness, sincerity  being specific and to 

the point  accepting responsibility for what occurred and the impacts caused explaining the 

circumstances and causes (without making excuses), and  summarising key actions agreed to as a 

result of the complaint.  

A genuine and timely apology is a powerful healing force and a way to separate the past from the 

future, to put things to rest and get on with any agreed new arrangements. 

WhistleBlower 
If a staff member believes the employer or any employees is involved in any form of 

wrongdoing such as:  

● committing a criminal offence 

● failing to comply with a legal obligation 

● endangering the health and safety of an individual 
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● environmental damage or 

● concealing any information relating to the above,  

 

They should, in the first instance, report their concerns to management who will treat the 

matter with complete confidence. If the staff member is not satisfied with the explanation or 

reason given, they should raise the matter with the appropriate organisation or body; e.g. the 

police, Work Health and Safety, NDIS Quality and Safeguards Commission, the Environment 

Protection Agency etc 

 

The staff member will not suffer any detriment as a result of any genuine attempt to bring to 

light matters of concern. However, if this procedure has not been invoked in good faith (e.g. for 

malicious reasons or in pursuit of a personal grudge), then you may be subject to disciplinary 

action up to and including termination 

Reviews 
A review process is available to issues raised in complaints, and identify and address systemic 

issues and actions identified through the complaints process. The process of review is the 

responsibility of the company Director.  

 

The complaints process is reviewed annually by the Director and the Centre Manager to ensure 

it remains effective. The review will include: 

● the identification and resolution of systemic issues raised through the complaints 

management and resolution process.  

● the evaluation of statistical and other information about complaints for quality improvement 

purposes and can be provided to the NDIA Commissioner, on request. 

 

Record Keeping Requirements 
Ballarat Salt Rooms will keep and maintain appropriate records of complaints received through 
Ballarat Salt Rooms’s Complaints Registry.  
 
This will include, where appropriate: 

● information about the complaint 
● any action taken to remediate or resolve complaints, and 
● the outcome of any action taken 
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Records will be kept for 7 years from the date the record was made. This requirement ensures 
all persons are aware of their rights and can advocate for their needs and safety where 
appropriate. 
 
All staff receive as part of their induction training an outline of the complaints management and 
resolution policy and procedures. Casual staff will be asked to refer complaints to permanent staff 
members or the Director for complaints of significance. 
 
The requirement to document the system relates only to the system itself, as information 
provided in individual complaints must generally be kept confidential. 

 
Procedural Fairness 
The rules relating to the complaints management and resolution system are underpinned by 
the principles of procedural fairness when dealing with a complaint. The NDIS Commission 
guidelines on procedural fairness, are noted and have assisted in forming this policy.  NDIS 
(Procedural Fairness Guidelines) 2018. 
 
All Ballarat Salt Rooms staff are aware of their need to comply with the NDIS Code of Conduct. 

 
Referring Complaints  
Ballarat Salt Rooms complies with relevant mandatory reporting, work health and safety laws 
and will as required ensure that complaints are referred or notified to other regulatory bodies, 
if required by law such as: 

● Police 
● Work Health and Safety 
● NDIS Quality and Safeguards Commission 
● Consumer Affairs Victoria 

https://www.legislation.gov.au/Details/F2018N00155
https://www.legislation.gov.au/Details/F2018N00155
https://www.ndiscommission.gov.au/document/791

