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Raising a complaint
about an NDIS service
provider or worker

As an NDIS participant, you have the right to complain when
you have a negative experience with your service provider
or support worker.

What kinds of issues might

In this guide you raise?

- What kinds of issues might you raise? > Something has gone wrong.

> Types of complaints. - Something is not working well.

- The difference between NDIS-registered ~ Something hasn’t been done the right way.

and non-registered providers and why the
complaints process differs.

Something makes you unhappy.

-~ Making a complaint to registered

9
- You have been poorly treated.
providers. ?

You have concerns about unfair pricing
<www.ndiscommission.gov.au/rules-and-standards/
ndis-code-conduct/fair-pricing>.

- Making a complaint to

nregistered providers. . -
unreg! provi - If you suspect fraud — dishonestly obtaining a

benefit or causing a loss by deception or other
means — see fraud against the NDIS
<https://www.ndiscommission.gov.au/rules-and-
standards/ndis-code-conduct/fraud>.

Types of complaints

Informal feedback
If your service or support doesn’t meet your
expectations, you can raise issues and ask for changes.

One way to do this is to talk to your support worker
or service provider.
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Your service provider might register your complaint
on their database, but they don't have to. You can let
your provider know if you don’t want them to record
it or if you would like it to be anonymous.

This type of complaint works best when the issue
isn't too severe, when you trust your service
provider, or when you raise the problem early to stop
it from worsening.

Formal complaints

You have the right to make a formal complaint about
your service provider.

Registered NDIS providers and
unregistered providers, and
why the complaints process
is different

Registered providers and unregistered providers
offer different services, have different training
requirements, and have different complaint
processes. However, it's important to note that both

services must comply with the NDIS Code of Conduct.

Making a complaint to
registered providers

All registered NDIS providers are required to have
clear and robust complaints processes. You can ask
for a copy of their complaints process. The provider
must make the process available and accessible to
the pubilic.

They must:
- Keep records of all the complaints they receive.

- Maintain a system to manage and resolve
complaints.

- Ensure people can easily make a complaint and
handle all complaints fairly and quickly.

- Provide an easy and accessible process for
making and resolving complaints.

- Ensure appropriate support and assistance are
provided to anyone who wishes to make or has
made a complaint.

- Enable anyone to make a complaint (including an
anonymous complaint).
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What will they do with your
complaint?

- Complaints must be acknowledged, assessed and
resolved fairly, efficiently and on time.

- Take appropriate action when an issue is raised.

- Take reasonable steps to ensure that any person
who makes a complaint and each person with
disability affected by an issue raised in such a
complaint is informed of how that complaint or
issue may be raised with the Commissioner.

- They must make this information available to the
Commissioner.

- They must provide appropriate support and
assistance in contacting the Commissioner
concerning a complaint. This service is offered to
anyone who makes a complaint, including each
person with a disability affected by an issue
raised in a complaint.

The complaints management and resolution
system of aregistered NDIS provider must
take reasonable steps to make sure that:

- A person who makes a complaint, or a person
with disability affected by an issue raised in a
complaint, is not adversely affected because of
the making of the complaint.

- The information provided in a complaint is
confidential and only disclosed if required by law
or if the disclosure is otherwise appropriate.

- The system must also provide for the periodic
review of the system to ensure its effectiveness.

Making a complaint to an
unregistered provider

Unregistered providers do not have specific
requirements for a complaints process.

If you feel comfortable raising the issue with your
unregistered provider, use the tools in this project.

If you don't feel comfortable raising the issue with
them directly, you can contact the NDIS Commission.
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