Local Living Support – Complaint & Incident Management
Complaints Process
Step 1 – Informal Complaint
• Discuss concern directly with Charmayne or support worker
• Aim to resolve within 5 working days
Step 2 – Formal Complaint
• Submit in writing or verbally
• Acknowledge receipt within 2 working days
• Investigate and respond within 10 working days
• Record details in the complaint log
Step 3 – External Review
• If unsatisfied, contact:
  - NDIS Commission: 1800 035 544
  - Aged Care Complaints Commissioner: 1800 951 822
Incident Reporting
• Record all incidents immediately on the Incident Form
• Notify the participant and family (if appropriate)
• Take actions to ensure safety
• Review and adapt supports where necessary
• Report to NDIS if required




