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Feedback, Complaints and Disputes 

National Ethnic Disability Alliance (NEDA) believes that having an easy to use complaints resolution procedure is important in running a good service.  We believe it is OK to complain or give feedback and that responding to feedback and complaints is one way for NEDA to become a better service.

A   Policy
People from non-English speaking backgrounds (NESB) with disability, their families and carers, NEDA members or anyone who conducts business with NEDA have the right to express grievances where they believe actions taken by staff, supervisors or the organisation as a whole, are unfair.  There will be no negative consequences for those who complain or provide feedback to NEDA.  People have the right to have an advocate when making a complaint or providing feedback if needed or desired. 

B   Practice
What can you complain/ provide feedback about?
You can complain or provide feedback about anything you think NEDA or a staff member of NEDA has done which makes you unhappy, you feel is unfair and/ or you feel is not what NEDA said they would do.  You can also provide positive feedback about actions you feel happy about. 

Who can complain/ provide feedback?

Anyone in contact with NEDA or an advocate of somebody who is in contact with NEDA can complain or provide feedback.

Making your feedback/ complaint:

1.  How to provide feedback/ complain?

Tell somebody at NEDA that you want to make a complaint or provide feedback. 

· You can speak to somebody at the office. 

· You can phone 1300 486 038 
· You can write a letter to PO Box 160, COBURG Victoria 3058 
· You can send an email to office@neda.org.au.

2.  Who to complain/ provide feedback to?
This is the list of people you can contact, if possible start at the beginning of the list.  If you don’t want to tell that person, go to the next person on the list. You can have someone help you (an advocate) anytime you wish.
· If you feel comfortable, speak to the person directly involved with your problem.

· If you don’t feel comfortable doing that, you can speak to the Executive Officer.
· If you don’t feel comfortable speaking to the Executive Officer you can contact the President of the NEDA Council.  Ring NEDA and they will take your details so the President can contact you.

3.  How will NEDA respond?

· If your complaint/ feedback is in writing or by email: 

· NEDA will respond within 12 working days. NEDA will also take note of your feedback/ complaint by recording it in NEDA’s complaints register.

· If your feedback/ complaint is in person or by phone: 

· We will make a record of your feedback/ complaint and discuss your feedback/ complaint with you in order to resolve it.

4.  What next?

As long as the feedback/ complaint is dealt with between you and the person concerned, and you feel happy with how it has been dealt with, no-one else from NEDA needs to get involved. 

If you are not happy with the outcome you can take your complaint to the NEDA President. The President will try to resolve the complaint within 12 working days. 

If the complaint has not been resolved NEDA will provide you with information on other options. These options could include the Human Rights and Equal Opportunity Commission, a Community Justice Centre, or the National Complaints Resolution and Referral Service, etc.  
What else should you know?

· You can stop this process any time you like.

· You can ask for assistance at any stage of the complaint and NEDA will support you in finding an independent advocate.

· Your feedback/ complaint will be handled confidentially.

· The complaints record book is kept in a locked filing cabinet.

· All efforts will be undertaken to resolve the feedback/ complaint within one month of it being received.

· If you have any suggestions for improving NEDA’s complaints/ feedback policy we would like you to tell us so we can take them into account.
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