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POLICY  

At McCall we welcome all feedback from everyone who uses our services, their families, 

friends, carers, guardians and advocates, our staff and community members.  

Feedback includes compliments, complaints, concerns, and suggestions. Feedback is telling 

us what people think of our organisation, our services and supports and the work of our 

staff. 

Feedback is important to us; it helps us to improve what we do. Our commitment is to 

ensure all feedback is acknowledged, respected and well managed. 

All staff are responsible for responding and reporting to complaints and concerns in 

accordance with this policy. 

RESPONSIBILITIES 

STAFF 

• When making or responding to a complaint staff must conduct themselves in accordance 

with our Code of Conduct. 

• Respecting a person’s right to make a complaint and ensuring no-one is adversely 

affected because they have made a complaint. 

• Declaring any conflict of interest in accordance with our Conflicts of Interest Policy 

• Complying with our Confidentiality Policy and respecting the privacy and confidentiality 

rights of a person making a complaint and anyone affected by the issues raised in a 

complaint.  

• Implementing changes resulting from feedback.  

MANAGERS  

• Implementing this policy within your area of responsibility. 

• Implementing changes within your area of responsibility. 

• Discuss with staff at team meetings  

EXECUTIVE  

• Support managers in the resolution of complaints and seek input from HR, Finance or 

Quality as necessary. 

• Use feedback to continually improve organisational systems, processes, and practice 
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PROVIDING FEEDBACK 

• There are several ways people can provide feedback to us: 

- in person – anyone wishing to provide feedback can talk to anyone in the 

organisation  

- by telephone – 02 9679 1031 

- in writing – Feedback, PO Box 406, Riverstone, NSW, 2765 

- by email – feedback@mccallgardens.org.au   

- on our website: www.mccallgardens.org.au  

- a Feedback Form available on the Intranet and by using a QR code 

- staff to record participant complaints and concerns in Nightingale  

• If someone wants to give feedback, encourage them to do so as soon as they can. 

• If a person voices any concerns, is dissatisfied, thinks things could be done better or is 

happy with their service, encourage them to provide feedback, inform them it’s their right 

and reassure them their feedback is welcomed and that they will not be treated any 

differently for saying what they think or feel.   

• If feedback is received that relates to or is assessed as an incident it will be reallocated 

and managed in accordance with our Incident Management Policy. 

RESPONDING TO A COMPLAINT 

• Remember the 4 A’s of successful complaint Handling: 

- Acknowledgement 

- Answer 

- Action 

- Apology  

• For more information refer to the: 

- NDS the 4 A’s of complaint video  

- NDS Complaint handling tips for staff guide 

• Ensure you record the complaint, outcome sought and what occurred on a Feedback 

Form or Participant Complaint Form in Nightingale  

• If a participant requests someone from their support network to help them provide 

feedback, assist them to contact that person if needed. 

mailto:feedback@mccallgardens.org.au
http://www.mccallgardens.org.au/
https://wkf.ms/3tu8wyC
https://vimeo.com/582741445/45b32da989
https://mccallgardens.sharepoint.com/:b:/r/sites/QMS/Templates%20and%20Forms/2.12%20Complaint-Handling-Tips-for-Staff.pdf?csf=1&web=1&e=26zahg
https://wkf.ms/3tu8wyC
https://wkf.ms/3tu8wyC
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• If a participant would like independent advice or assistance to provide feedback, inform 

them of their right to access an advocate. Information on how an advocate can help and 

how to access a disability advocacy service is available on the NDIS Commission website 

• If a person requests support to access an advocate, assist them to do so. 

- If unable to resolve the matter inform the person their complaint will be escalated to 

your manager.   

ESCULATION PROCESS 

• In the event a satisfactory resolution cannot be reached all complaints about: 

- services will be escalated to the COO 

- housing and facilities will be escalated to the CEO    

• If a person is not satisfied with our response to a complaint, they be advised of their right 

to make a complaint to the NDIS Quality and Safeguards Commission.  

• If needed, assistance in contacting the NDIS Commission will be provided.  

PROCEDURAL FAIRNESS 

• Anybody involved in a complaint will be given a fair opportunity to respond to issues 

raised and present their views 

• All complaints involving staff will include the HR Manager to ensure appropriate 

procedural fairness steps are applied in accordance with the NDIS (procedural fairness) 

Guidelines 2018. 

• For complaints involving staff to remind them of the organisations Employee Assistance 

Program.  

RECORD KEEPING 

• All feedback received to be documented and logged on the Feedback Register. 

• All documentation to be stored electronically. 

• All records to be kept for 7 years from the date the record was made. 

QUALITY ASSURANCE AND IMPROVEMENT  

• Feedback Register will be reviewed on a quarterly basis to identify and address systemic 

issues and actions identified through the feedback system. 

• Anyone who gave us feedback and provided their contact details will be informed of any 

system level improvements resulting from their feedback. 

• As a minimum requirement a review of the feedback system will be conducted annually.  

https://www.ndiscommission.gov.au/participants/how-advocate-can-help-you
https://www.ndis.gov.au/contact/feedback-and-complaints
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BREACH OF POLICY  

• Any complaint alleging that a person’s right to make a complaint was not respected, 

adversely affected, or subjected to victimisation, harassment, discrimination, or any other 

prejudice will be taken seriously and appropriately investigated. 

• Disciplinary action will be taken against any staff found to be in breach of this policy. 


