Son’le'rfi)ille Feedback and Complaints Policy

1. Background

Somerville Community Services (Somerville) is a Northern Territory based not for profit organisation. We
provide high quality community-based supports for people with disability in the areas of:

e Supported Living

e Specialist Disability Accommodation
¢ Community Participation

e Support Coordination

Our services are provided across the Northern Territory in the regions of:

e Darwin

e Palmerston and Rural
o Katherine

e Alice Springs

2. Purpose

The purpose of this policy is to establish clear mechanisms for providing feedback and lodging
complaints about the services offered by Somerville. This policy aims to ensure that feedback and
complaints are managed effectively, contributing to continuous improvement in service delivery and
maintaining compliance with NDIS standards.

3. Scope

This policy applies to organisational governance i.e. Board and Committee members (including those
contracted for a specific role) and all employees, volunteers, students, people on work placements and
contractors/consultants regardless of tenure, role or nature of work performed.

The policy has been framed within procedural fairness and natural justice principles and individuals’
rights as they are specified in the Standards Australia Complaint Handling Standard AS 4269-1995, the
NT and Australian Standard AS8004-2003, Whistle-blower Protection Programs for Entities, the
Disability Services and Inclusion Act (Commonwealth) (2023), Disability Services Act NT (1993), United
Nations Conventions on the Rights of People with Disability 2006, NDIS Code of Conduct and the NDIS
Practice Standards.

Somerville acknowledges the importance of external advocacy agencies and complaint handling
bodies. Somerville encourages participants, their families and/or legal guardians to access them.

The organisation will:

e provide information on how to give feedback or make a complaint
e provide protection to whistle-blowers as described in the legislation relevant to the disclosure
¢ train all Somerville employees on procedures in relation to handling complaints

¢ acknowledge feedback and complaints promptly, addressed according to urgency, and
reasonable timeframes

e ensure engagement is maintained with the complainant throughout the process

¢ ensure feedback and complaint handling procedures and responses are established, monitored
and reported on to management and other stakeholders

¢ use feedback and complaints as a source of information for continuous improvement

4. Policy statement

This policy establishes mechanisms for anyone to lodge a complaint or grievance and provide
compliments. Complaints and compliments are a valuable source of feedback and an effective tool for
improving service delivery and development.
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Somerville actively seeks constructive feedback, both positive and negative, as a source of ideas for
improving services and activities. Somerville Board Members, Executive and Management are
committed to maintaining a workplace free of all forms of misconduct and are supportive of
whistleblowing.

5. Principles
The organisation will:

e promote and maintain a system to record and analyse information arising from feedback and
complaints and use it to improve services

o protect the right of participants, their family and/or their legal guardians to provide feedback and
to make complaints about service delivery (including whistleblowing)

o foster a service culture that encourages open and honest communication

e encourage and make it easy for people to provide feedback and complaints

¢ provide anonymity to whistleblowers or people providing feedback or making complaints

e commit to effective complaints handling and value all feedback received

e ensure complaints management procedures are framed around natural justice principles
and individuals’ rights

e have a zero-tolerance approach to violence, abuse, neglect, exploitation and discrimination of
all people

6. External complaint handling bodies

NDIS Commission

NDIS Quality and Safeguards Commission
PO Box 210

Penrith NSW 2750

Telephone 1800 035 544

The Health and Community Services Complaints Commission
Level 12, NT House

Cnr Mitchell & Bennett Streets

DARWIN NT 0800

Telephone: (08) 8999 1969

Office of the Independent Commissioner Against Corruption (ICAC) NT
GPO Box 3750

DARWIN NT 0800

Telephone: 1800 250 918

Services Australia

DSS Feedback, PO Box 7576
Canberra Business Centre, 2610
Telephone: 1800 634 035
complaints@dss.gov.au
Community Justice Centre
Telephone: 1800 000 473

Northern Territory Interpretation and Translator Service
Telephone: 1800 676 254

Document number: | Version: | Effective date: Next review date: Document owner: Document approver:
QP-POL-004 4 June 2026 June 2027 Manager Quality and Practice Deputy Chief Executive Officer

Page 2 of 4



mailto:complaints@dss.gov.au

Somﬁnlle Feedback and Complaints Policy

7. Responsibilities

o All staff: Must be trained on the procedures for handling feedback and complaints and
ensure adherence to this policy.

¢ Managers and supervisors: Responsible for supporting the complaints process, ensuring
timely resolution, and addressing any concerns raised.

o Designated Officer: The Executive may appoint a Designated Officer who will manage
and investigate reports, ensure confidentiality, and protect whistleblowers from
retaliation.

8. Compliance

This policy complies with relevant NDIS Practice Standards, the NDIS Code of Conduct, and other
applicable legislation. It will be reviewed regularly to ensure ongoing effectiveness and adherence to
regulatory requirements.

9. Definitions

Term Definition

Feedback Comments or suggestions provided regarding the quality of services.
Complaint A formal expression of dissatisfaction with services provided.
Whistleblower An individual who reports misconduct or unethical behaviour within the

organisation.

Confidentiality The protection of the identity and details of individuals who provide feedback or
make complaints.

10. Related documents

Document Document number Location
Whistleblower Policy QP-POL-005
Feedback and Complaints Procedure QP-PRO-002
Complaint Investigation Report Template QP-FOR-001
Feedback and Complaints Report QP-FOR-002

11. References

Reference Description Link

Disability Services Act (NT) | Provides legislative framework for the
1993 provision of services to people with
disabilities in the Northern Territory.

National Standards for Sets out the standards for the provision of
Disability Services 2013 services to people with disabilities in
Australia, focusing on rights, participation,
and service delivery.
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https://somervillecommunityservices.sharepoint.com/:f:/r/sites/SomervilleIntranet/Shared%20Documents/Controlled%20Document%20Folder/Policies%20and%20Procedures?csf=1&web=1&e=8M5wgF
https://somervillecommunityservices.sharepoint.com/:f:/r/sites/SomervilleIntranet/Shared%20Documents/Controlled%20Document%20Folder/Policies%20and%20Procedures?csf=1&web=1&e=8M5wgF
https://somervillecommunityservices.sharepoint.com/:f:/r/sites/SomervilleIntranet/Shared%20Documents/Controlled%20Document%20Folder/Administration?csf=1&web=1&e=mcPwLr
https://form.asana.com/?k=MkEnQ3eJWeNmdwTWCrG4CA&d=1117342072731386
https://www.bing.com/search?pglt=41&q=Disability%2BServices%2BAct%2B(NT)%2B1993&cvid=44e60b1d576b44e198baf07b1f9ecb20&gs_lcrp=EgZjaHJvbWUyBggAEEUYOTIGCAEQABhAMgYIAhAAGEAyBggDEAAYQDIGCAQQABhAMgYIBRAAGEAyBggGEAAYQDIGCAcQABhAMgYICBAAGEAyCAgJEOkHGPxV0gEIMTE4MGowajGoAgCwAgA&FORM=ANNAB1&PC=HCTS
https://www.dss.gov.au/our-responsibilities/disability-and-carers/standards-and-quality-assurance/national-standards-for-disability-services
https://www.dss.gov.au/our-responsibilities/disability-and-carers/standards-and-quality-assurance/national-standards-for-disability-services
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Reference Description Link

United Nations Conventions | An international treaty that outlines the

on the Rights of People with | rights of people with disabilities and
Disability 2006 promotes their full and equal participation in
society.

National Disability Insurance | The primary legislation governing the
Scheme Act 2013 (NDIS Act) National Disability Insurance Scheme in
Australia, ensuring support and services for
people with disabilities.

NDIS Practice Standards — | Outlines the standards and quality

NDIS Practice Standards indicators that NDIS providers must meet to
and Quality Indicators 2021 | ensure quality and safe supports for people
with disabilities.

Disability Services and Establishes the framework for the provision
Inclusion Act 2023 (Cth) of disability services in Australia, ensuring
rights and quality service delivery.

12. Revision history

This document is reviewed regularly to ensure it remains accurate and relevant. We welcome your input
and encourage you to share any suggestions or feedback, please email your comments to
quality@somerville.org.au. All feedback will be carefully considered during the next review process.

Version Date Approver Summary of changes

1 01/06/2021 Chief Executive Initial release
Officer

2 01/06/2023 Chief Operating General updates, review
Officer by Governance

Committee and Board.

3 27/09/2024 | Manager Quality and | Chief Operating Updated to reflect NDIS
Practice Officer compliance requirements
and procedural changes,
new template and change
of document number from
P3 to QP-POL-004.

4 02/06/2026 | Manager Quality and | Deputy Chief Updated to reflect
Practice Executive Officer legislation and procedural
changes.
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https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd
https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd
https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd
https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd
https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd
https://www.legislation.gov.au/C2013A00020/latest/text
https://www.ndiscommission.gov.au/sites/default/files/2022-02/ndis-practice-standards-and-quality-indicatorsfinal1.pdf
https://www.ndiscommission.gov.au/sites/default/files/2022-02/ndis-practice-standards-and-quality-indicatorsfinal1.pdf
https://www.ndiscommission.gov.au/sites/default/files/2022-02/ndis-practice-standards-and-quality-indicatorsfinal1.pdf
https://www.legislation.gov.au/C2023A00107/latest/text
https://www.legislation.gov.au/C2023A00107/latest/text
mailto:quality@somerville.org.au
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