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Feedback, Complaints and Compliments Policy and Procedure

Our commitment

Educational Case Management Pty Ltd (ECM) is committed to making it easy for participants, families,

carers, nominees, advocates, staff, and community members to share feedback, raise concerns, make a

complaint, or provide a compliment.

We see feedback and complaints as an important part of safe, person-centred, high-quality service delivery.

We use them to:

« protect participant rights, dignity, safety, and wellbeing

« improve service quality and participant outcomes

o identify risks, trends, and opportunities for improvement

« strengthen accountability, governance, and continuous improvement

« support compliance with the NDIS Practice Standards and ISO 9001 quality management principles

« No person will be treated unfairly, disadvantaged, or experience retaliation for raising a concern,
making a complaint, or providing feedback.

Who this applies to

This policy applies to all ECM services and to anyone who wishes to provide feedback about ECM,
including:

o NDIS participants

« families, carers, guardians, nominees, and advocates

« employees and contractors

o referrers and third-party providers

o stakeholders and community members

Your rights

« Everyone who gives feedback or makes a complaint has the right to:

+ be treated with dignity, respect, fairness, and confidentiality

« belistened to and taken seriously

« be supported by an advocate, representative, interpreter, or support person
+ receive updates and outcomes in a timely way

« use accessible complaint pathways

« make an anonymous complaint if preferred

« contact an external body if they are not satisfied with ECM’s response



Our principles
Person-centred
We put the participant’s rights, experience, voice, choice, and safety at the centre of the process.

Accessible
People can raise concerns in ways that suit their communication needs, literacy level, culture, language, and
support requirements.

Fair and responsive
We respond promptly, assess risk, act proportionately, and apply procedural fairness.

Confidential
Information is shared only with people who need it to manage the matter appropriately.

Improvement-focused
We use feedback, complaints, compliments, incidents, audits, and reviews to improve systems, services, and
outcomes.

What feedback, complaints and compliments mean

Feedback
Feedback includes suggestions, comments, concerns, and ideas that help us improve the quality, safety, and
experience of our services.

Complaint
A complaint is an expression of dissatisfaction about any aspect of ECM’s services, decisions, conduct,
communication, systems, or service delivery.

Compliment
A compliment is positive feedback that recognises good practice, respectful service, responsiveness,
professionalism, or positive participant outcomes.

How to make a complaint or give feedback

A complaint, concern, compliment, or suggestion can be made:

e in person

« by phone

o by email

e In writing

« through a form or survey

o through an advocate, nominee, family member, or support person
« anonymously

Contact details

In person or by mail: Educational Case Management Pty Ltd
Unit 3, 56 Hudson Street, Hamilton NSW 2303

Additional offices: Unit 4, 46 Hudson Street, Hamilton NSW 2303
Units 2-3, 9 North Mall, Rutherford NSW

Phone: 02 4960 8060

Email: info@ecmonhudson.com

Website: www.ecmonhudson.com



Support available to participants

ECM will support participants and representatives to raise concerns safely and effectively. Support may
include:

« information in accessible formats

 assistance to complete a form or explain a concern

o support from an advocate or representative

o interpreter or translation support

o acommunication approach that meets the participant’s needs

TIS National can be contacted on 131 450 for interpreter services.

How we manage complaints

1. Receive and record

All complaints are taken seriously and recorded in the complaints register. We assess each matter for urgency,
risk, participant safety, and any immediate action required.

2. Acknowledge
We aim to acknowledge complaints as soon as practicable and generally within 14 days.

3. Assess and investigate

We review the issue, gather relevant information, speak with appropriate people, and consider what action
is needed. Serious matters involving safety, abuse, neglect, violence, misconduct, or reportable incidents are
prioritised immediately.

4. Resolve and respond

Where possible, we resolve issues quickly and respectfully. Actions may include:

o explanation or clarification

e service review

e corrective action

o staff coaching or education

« mediation or supported resolution

o referral or escalation where required

We will communicate the outcome and actions taken where appropriate and lawful.

5. Close and review
A complaint is closed when the matter has been assessed, any required investigation is complete, actions are
implemented, records are updated, and the outcome has been communicated.

Timeframes
Acknowledge complaint Within 14 days
Respond to urgent or safety concerns Within 24 hours where required
Resolve complaints Within 30 days where possible
Provide updates Regularly during the process

Complex matters or external investigations may require more time. If this happens, ECM will keep the
complainant informed.



Anonymous complaints

Anonymous complaints are accepted and reviewed where enough information is provided. While anonymity
may limit our ability to investigate fully or provide direct feedback, ECM will still assess and respond to the
concerns as far as possible.

Complaints records and privacy

ECM maintains a secure complaints register and related records, which may include:
« date received

o complainant details, where provided

« nature of the concern or complaint

o risk level and actions taken

 investigation findings

« outcomes and resolutions

o improvement actions and follow-up

Records are managed confidentially and stored securely in line with privacy and records management
requirements.

Continuous improvement and quality
Feedback, complaints, compliments, incidents, audits, and reviews are important inputs into ECM’s
continuous improvement system.

ECM uses this information to:

« identify trends and systemic issues

 assess risk and service gaps

« implement corrective and preventive actions
« review policies, procedures, and controls

« improve participant experience and outcomes
« monitor the effectiveness of actions taken

This supports ECM’s commitment to:

o the NDIS Practice Standards and Quality Indicators

o participant rights and safe service delivery

o evidence-based quality improvement

o ISO 9001 principles including customer focus, risk-based thinking, leadership, process control,
documented information, corrective action, and continual improvement

Roles and responsibilities

Leadership

Leadership is responsible for oversight of the complaints management system, reviewing serious or complex
matters, monitoring compliance obligations, and ensuring quality improvement actions are implemented.

Managers
Managers are responsible for receiving complaints, coordinating responses, maintaining records,
investigating where required, communicating outcomes, and escalating serious matters appropriately.

Employees and contractors

Employees and contractors must treat complaints respectfully, report concerns promptly, cooperate with
investigations, maintain confidentiality, and support participant safety and rights.



External complaint and advocacy options
If a person is not satisfied with ECM’s response, they may contact an external body.

NDIS Quality and Safeguards Commission
Phone: 1800 035 544
Website: http://www.ndiscommission.gov.au

Health Care Complaints Commission (NSW)
Phone: 1800 043 159
Website: http://www.hcce.nsw.gov.au

Australian Health Practitioner Regulation Agency (AHPRA)
Website: http://www.ahpra.gov.au

NSW Ombudsman

Phone: 1800 451 524

Website: http://www.ombo.nsw.gov.au

Office of the Australian Information Commissioner
Phone: 1300 363 992
Website: http://www.oaic.gov.au

Legal Aid NSW
Phone: 1300 888 529
Website: http://www.legalaid.nsw.gov.au

Family Advocacy

Phone: 1800 620 588

Website: http://www.familyadvocacy.com
NSW Police

Police Assistance Line: 131 444

Compliments
ECM welcomes compliments and positive feedback. Compliments help recognise good practice, acknowledge
staff effort, and highlight strengths in service delivery.

Compliments can be shared in the same ways as feedback or complaints, including in person, by phone, by
email, in writing, through surveys, or via the website.

Where appropriate, ECM may record compliments and use them to support:
« staff recognition

o reflective practice

o team learning

e service improvement

o quality and audit review

Review of this policy

This policy is reviewed regularly and sooner if required because of:
o legislative or regulatory change

« significant complaints or incidents

« audit findings

o risk reviews

« service changes

e continuous improvement outcomes



Website summary
If you have feedback, a concern, a complaint, or a compliment about ECM, we want to hear from you. We
will listen, respond respectfully, protect your privacy, and use what you tell us to improve our services and
participant outcomes.




