MZDIGALAMNY

AUSTRALIA

° 0 (J
A"~ o o® S ;
Rg}nvg " e carers link

Feedback, Compliments
and Complaints
Management Policy

| ode: 2.5
FFFFF lated: 9/6/2022
eeeeee d: 31/08/20 /09/
ed B M Davatgar
Designation: Director
pplies to: All Empl
Pages: 8




Contents

I U o o LY P PPPPPPPPPRE
P o o Tol=To [V o < TR T TP PP PP
Yo Yo Tor- LoV TP PPPPPRRN

National Disability Insurance Agency (NDIS PartiCipants) .....c.ccceecuveeeeiiiieeeeiiiee e ecivee e eevaee e

Department Of SOCIAl SEIVICES ....ccvuiieicieee et e e et e e e rrae e e s atae e e eennaeeeens

ADUSE .ttt e b et et e e e bt e e hte e s b et e a bt e et e e e bte e e beeeehbeeeareeeaneeesreeenn

HUM AN RIGNES ..ttt e e e e st e e e e s ta e e e s abaeeesateeeeeasaeeesnsaeeesnnssaeennn

[0 0T o] (oY 0 o1 o | PP

[ [T 1 o O OO TP PP PRSPPI
4. Sydney Region Aboriginal Corporation Legal SErviCe .......oucuiiiiciieie e
5. Self-Advocacy (Sydney) INCOrPOrated .......c.ciiiiiiiiieeciieecee ettt et e e tae e e e raeeeneas
6. Multicultural Disability Advocacy Association od NSW Inc Granville (Head Office)........cccccueue..e.
7. BlINA CIEIZENS .ttt sttt e st e st e e sab e e s bt e e sab e e s abeesbaeesabeeebeeenteesabaeears
8. Spinal Cord INjuries AUSTIalia LEd ........cueieieciiiie ettt et e e e e tre e e e e bee e e e ebee e e e eraeeeeennes
9. Intellectual Disability RIS SEIVICE .....ueeiiiiiiie ettt et e et e e e e raeeeeeanes
10. People with Disability Australia Inc Sydney (Head OffiCe).....ccccccerevieeriiieeiieecee e
11. Multicultural Disability Advocacy Association of NSW UItIMO ....ccevveeeiiiiiiiiiee e,
12, SYNAPSE (NSW) ettt e et e e e ettt e e e e bt e e e e s aateeeeanataeesassaeeeasbeeesasbaeeeanseeesennrenas
ST =T o o 11 VX 1Y Y= Yor PR
14, REVIEW OF POIICY .ttt ettt e ettt e e e et e e e et e e e e e abeeeeeabeeeeensbaeeeenteeesenrenas

Feedback and Complaints Management Policy — Version 2 - 2022



1. Purpose

Carers Link is committed to providing high quality services and meeting your needs. We value your
feedback Surveys — including complaints. Please let us know what we do well and where we can
improve our services.

Surveys to be completed two weeks after service entry & six month Periodically.

2. Procedure

Feedback, compliments and complaints can be lodged:

edirectly with a staff member, either verbally or by submitting this form;

e by email to: info@carerslink.com.au

eby phone on (07) 3901 1165

ein writing to: PO BOX 4178 Wynnum QLD

eor anonymously, using the Suggestion Box located at Carers Link Head Office.

All client complaint will be formally acknowledged within two working days. We aim to respond to
all complaints and grievances as quickly as possible, and within 28 days from acknowledgement.

All feedback and complaints will be used by Carers Link to continuously improve our service delivery.
3. Advocacy

If you feel a complaint has not been sufficiently or appropriately addressed, you can seek further
support from Carers Link Director, or alternatively through any of the following agencies:

National Disability Insurance Agency (NDIS Participants)
Email: feedback@ndis.gov.au

Phone: 1800 800 110

Department of Social Services
Department of Social Services Feedback
Phone: 1800 634 035

Email: complaints@dss.gov.au

Website: www.dss.gov.au

Abuse
National Disability Abuse and Neglect Hotline

Phone: 1800 880 052
TTY: 1800301 130
National Relay Service: 1800 555 677

Translating and Interpreting Service: 131 450
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The hotline is open 8am—8pm (AEST), every day, Australia-wide.

Email: enquiries@disabilityhotline.org

Website: www.disabilityhotline.org

Human Rights
Australian Human Rights Commission

Phone: (02) 9284 9600

TTY: 1800 620 241

Complaints infoline: 1300 656 419

General enquiries and publications: 1300 369 711
Fax: (02) 9284 9611

Email: complaintsinfo@humanrights.gov.au

Website: www.humanrights.gov.au

Employment
Complaints Resolution and Referral Service

Phone: 1800 880 052

TTY: 1800 301 130

National Relay Service: 1800 555 677
Translating and Interpreting Service: 131 450

Email: crrs@workfocus.com

Website: www.crrs.net.au

Health
The Mental Health Emergency Response Line 21

Metropolitan: 1300 555 788

Rurallink: 1800 552 002

4. Sydney Region Aboriginal Corporation Legal Service

Advocacy Services

Individual and systemic advocacy for people with disability from the Aboriginal and Torres Strait
Islander community living in the Blue Mountains and Sydney areas
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Provider Types

Aboriginal and Torres Strait Islander Services NDIS Appeals
Service Areas  Blue Mountains, Sydney Inner and Sydney Outer

Phone 024722 3524

Email idas@idas.org.au

Website www.idas.org.au/

Fax 024722 6126

Address 127 Lethbridge Street, Penrith NSW 2750 NSW

5. Self-Advocacy (Sydney) Incorporated

Advocacy Services

Individual and self-advocacy for people with intellectual disability living in the Sydney Metropolitan
area.

Provider Types

Intellectual disability NDIS Appeals

Service Areas Sydney Metropolitan

Phone 02 9322 3005

Email info@sasinc.com.au

Website WWW.Sasinc.com.au

Fax 02 9622 6030

Address Suite 200, Level 2, 30-32 Campbell Street Blacktown NSW 2148

6. Multicultural Disability Advocacy Association od NSW Inc Granville (Head Office)

Advocacy Services

Individual and systemic advocacy for all people from diverse cultural and linguistic backgrounds
living in NSW

Provider Types

People from Diverse Cultural and Ling. Backgrounds NDIS Appeals
Service Areas State-wide

Phone 1800 629 072

Email mdaa@mdaa.org.au

Website www.mdaa.org.au

Fax 02 9897 9402

Address 10-12 Hutchinson Street Granville NSW 2142

7. Blind Citizens

Advocacy Services

Blind Citizens NSW aims to improve the Quality of life for all people who are blind or vision
impaired in NSW and ACT through: Peer support, Advocacy on matters relating to blindness or
vision impairment, Promotion of recreation, educational and vocational opportunities and
breaking down barriers of social isolation.
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Provider Types

All people with Disability

Services Areas NSW and ACT

Phone 02 9744 1516

Email admin@bcnsw.org.au

Website bcnsw.org.au

Address 4 Mitchell St Enfield Sydney 2136 NSW

8. Spinal Cord Injuries Australia Ltd

Advocacy Services

Individual and systemic advocacy for all people with a disability living in NSW, from offices in Little
Bay, Mudgee, Wollongong, Tamworth and Goonellabah

Provider Types

All People with Disability NDIS Appeals

Service Areas State-wide

Phone 1800 819 775

Email office@scia.org.au

Website WWW.scia.org.au

Fax 02 9661 9598

Address 1 Jennifer Street Little Bay NSW 2036

9. Intellectual Disability Rights Service

Advocacy Services

Self and systemic advocacy for all people with disability, legal advocacy for people with intellectual
disability living in NSW from offices in Redfern, Newcastle and Wollongong

Provider Types

All People with Disability Intellectual disability NDIS Appeals

Service Areas State-Wide

Phone 1800 666 611

Email info@idrs.org.au

Website www.pwd.org.au

Fax 029318 1372

Address Tower 1, Lvl 10, 1 Lawson Square Redfern NSW 2016
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10. People with Disability Australia Inc Sydney (Head Office)

Advocacy Services

Individual and systemic advocacy for all people with disability living in NSW

Provider Types

All People with Disability NDIS Appeals

Service Areas State-wide

Phone 1800 422 015

Email pwd@pwd.org.au

Website www.pwd.org.au

Fax 029318 1372

Address Tower 1, Lvl 10, 1 Lawson Square Redfern NSW 2016

11. Multicultural Disability Advocacy Association of NSW Ultimo

Advocacy Services

Individual and systemic advocacy for all people with disability living in the Ashfield, Canada Bay,
Leichhardt, Marrickville and Sydney City areas

Provider Types

All People with Disability NDIS Appeals

Services Areas Ashfield, Canada Bay, Leichardt, Marrickville and Sydney City
Phone 1800 629 072

Email mdaa@mdaa.org.au

Website www.mdaa.org.au

Fax 02 9897 9402

Address Suite 8. Level 1, 300 Wattle St Ultimo NSW 2007

12. Synapse (NSW)

Advocacy Services

Individual and systemic advocacy for people with an acquired brain injury living in NSW

Provider Types

Acquired brain injury NDIS Appeals

Service Areas State-Wide

Phone 1800673 074

Email info@synapse.org.au

Website http://synapse.org.au/

Alt. Phone 07 3137 7440

Fax 02 9868 5619

Address Suite 102, Level 1, 3 Carlingford Road (Corner of Rawson st) Epping 2121
NSW
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13. Family Advocacy

Advocacy Services
Family and Systemic advocacy for people with development disability living in NSW
Provider Types

People with developmental disability NDIS Appeals

Service Areas State-wide

Phone 1800 620 588

Email communications@family-advocacy.com
Website www.family-advocacy.com/

Alt Phone 02 9869 0866

Fax 02 9869 0722

Address Suit 704, 90 George Steet Hornsby NSW 2077

14. Review of Policy

e This Policy will be reviewed every 3 years.
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