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Complaints and Feedback Policy
Purpose
We welcome feedback and complaints from clients, families, carers, and community members. This helps us improve our services and ensure everyone feels safe, respected, and heard.

Our Commitment
· Everyone has the right to give feedback or make a complaint.
· Complaints will be taken seriously, managed fairly, and resolved as quickly as possible.
· Raising a complaint will not affect the services or supports you receive.
· Your privacy will be respected at all times.
· Feedback and complaints are used to improve our services.

How to Provide Feedback or Make a Complaint
You can share feedback or make a complaint in a way that works best for you:
· In person – speak directly with your allied health professional or manager
· By phone – 0437 482 166
· By email – hello@squigglespace.com.au
· In writing – Squiggle Space, P.O. Box 293, 1/66 Church St, Whittlesea, Vic, 3757
· Through an advocate or support person – someone you trust can act on your behalf
We encourage people to raise concerns as soon as possible.

What Happens Next
1. Acknowledgement – We will let you know we have received your feedback or complaint within 2 business days.
2. Review – We will listen to your concerns, gather information, and discuss possible solutions with you.
3. Outcome – We aim to resolve matters within 21 business days. If more time is needed, we will keep you updated.
4. Further Steps – If you are not satisfied with the outcome, you can ask for a review or take the complaint to an external body.

Support with Making a Complaint
· You may use an interpreter, advocate, or support person at any time.
· Free advocacy services are available through the National Disability Advocacy Program (NDAP) for people with disability.

External Contacts
If you are not happy with the outcome, you can contact:
· NDIS Quality and Safeguards Commission (for NDIS participants)
Phone: 1800 035 544 | www.ndiscommission.gov.au
· Health Complaints Commissioner (for general health service complaints in your state/territory)
· Other relevant bodies depending on the service provided

Review of Policy
This policy will be reviewed every 2 years, or sooner if legislation or service standards change.

Policy owner: Squiggle Space
Approved by: Nicole Davy – Principal Psychologist
Date approved: 19/01/2025
Next review date: 19/01/2027
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