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Complaints and Feedback Policy 

United Nations Convention on the Rights of Persons with Disabilities, 

Article 5 – Equality and non-discrimination, Article 9 – Accessibility, Article 15 – Freedom of torture or 

cruel, inhuman or degrading treatment or punishment, Article 16 – Freedom from exploitation, 

violence and abuse, Article 21 – Freedom of expression and opinion, and access to information. 

1. Who does this policy apply to? 

1.1. All Aruma staff, including Board members, contractors and volunteers, participants 

and their personal networks, organisations, members of the public and external 

Aruma stakeholders.  

2. What will this policy achieve? 

2.1. Your Way: we will support participants, families, and stakeholders to speak up in their 

own way – through accessible options, advocacy, or anonymously. 

2.2. The Safe Way: complaints and feedback are handled with confidentiality, respect, 

and protection from any unfair treatment. 

2.3. The Right Way: all concerns are managed fairly, promptly, and without bias, with a 

focus on resolution and continuous improvement. 

2.4. Together: we value our participants’ voice and work with participants to resolve 

issues, learn from feedback, and improve what we do. 

3. What is our policy? 

3.1. A complaint is when someone is unhappy with our services, products or staff and 

wants a response or solution. Feedback can be opinions, compliments, comments or 

concerns about anything we do.  

3.2. We support participants and others like families, friends, staff, and advocates to give 

feedback or make complaints. People can also do this anonymously if they prefer.  

3.3. We value everyone who gives feedback or makes a complaint. We involve them in 

finding a solution and will always treat them with respect and dignity. 
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3.4. We will:  

• empower participants and stakeholders to speak up, and recognise that 

advocates can support people with disabilities to give feedback and make 

complaints; 

• ensure people are not treated badly or unfairly because they complained or 

gave feedback; 

• ensure our complaints and feedback system is accessible, and offer support to 

participants and stakeholders to help them provide feedback or make a 

complaint; 

• handle all complaints in a collaborative, consistent and timely manner; 

• treat complaints and feedback with confidentiality and in a fair, objective 

manner without bias; 

• always try to resolve issues; and  

• regularly review and analyse complaint and feedback information using the 

information to improve our services and supports.  
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Relevant Resources 

1. Legislation, external requirements and oversight bodies 

Ageing and Disability Commissioner Bill 2019 

(NSW) 

Charter of Human Rights and Responsibilities 

Act 2006 (VIC) 

Child Protection Act 1999 (QLD) 

Child Protection Regulation 2023 (QLD)  

Child Wellbeing and Safety Act 2005 (VIC) 

Child Wellbeing and Safety (Information 

Sharing) Regulations 2018 (VIC) 

Children’s Guardian Act 2019 (NSW) 

Children and Young Persons (Care and 

Protection) Act 1998 (NSW) 

Children and Young People Act 2008 (ACT) 

Children, Youth and Families Act 2005 (VIC) 

Disability Discrimination Act 1992 (CTH) 

Disability Act 2006 (VIC) 

Disability Inclusion Act 2014 (NSW) 

Disability Services Act 1986 (CTH) 

Disability Services Act 1991 (ACT) 

Disability Services Act 2006 (QLD) 

Equal Opportunity Act 2010 (VIC)Human Rights Act 

2004 (ACT) 

Human Rights Act 2019 (QLD) 

Human Services Outcome Framework (NSW) 

Human Services Quality Framework (QLD) 

Human Services Standards (VIC) 

National Standards for Disability Services 2013 (CTH) 

National Disability Insurance Scheme Act 2013 

National Disability Insurance Scheme (Complaints 

Management and Resolution) Rules 2018 

National Disability Insurance Scheme (Procedural 

Fairness) Guidelines 2018 

National Principles for Child Safe Organisations 

NDIS Practice Standards and Quality Indicators 2021 

United Nations Convention on the Rights of the Child 

United Nations Convention on the Rights of Persons 

with Disabilities 

Universal Declaration of Human Rights 

2. QMS policies, procedures and/or forms 
(These documents can be accessed by Aruma staff via the Policy Hub within Aruma’s intranet). 

Child Safety and Wellbeing Procedure 

Children and Young People Reporting and 

Responding to Harm Procedure – NSW 

Children and Young People Reporting and 

Responding to Harm Procedure – QLD 

Children 

Complaints and Feedback – Easy Read 

Complaints and Feedback – External 

Complaints Agencies (Adults) 

Complaints and Feedback – External 

Complaints Agencies (Children & Young 

People) 

Complaints and Feedback Procedure 

Complaints and Feedback - Ready Reckoner 

Complaint Form 

Conflict of Interest Policy 

Conflict of Interest Procedure 

Code of Conduct 

Documents and Records Management 

Duty of Care and Dignity of Risk Policy 

Duty of Care and Dignity of Risk Procedure 

Disciplinary Policy 

Disciplinary Procedure 

 

Employee Grievance Policy 

Employee Grievance Procedure 

Incident Management and Reporting Policy 

Incident Management and Reporting Procedure 

Investigations Policy 

Investigations Procedure 

Mental Health Procedure 

People who can Stand Up For Your Rights – External 

Advocacy Agencies (Adults) 

People who can Stand Up For Your Rights – External 

Advocacy Agencies (Children & Young People) 

Privacy Policy 

Privacy Management Procedure 

Risk Management Policy 

Risk Management Procedure 

Some Ways You Can Speak Up – Easy Read 

Whistleblowing Policy 

Whistleblowing Procedure 

Zero Tolerance to MEAN Policy 

Zero Tolerance to MEAN Procedure 
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