Our
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Management
Principles
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Royal Far West is committed to managing
all complaints fairly, openly and in line with
the law and relevant policies.

These laws are in place to protect and guide
consumers and businesses during the
complaints process, and cover a range of
matters.

There are laws that relate to your privacy
and how we handle personal information
and how and when we can contact you.

There are also laws about discrimination,
how to deal with a complaint about a health
practitioner or our service, special laws for
NDIS participants and providers, including
quality and safety standards.

Other laws govern our dealings with
departments, including in relation to child
protection matters, the police and the
Courts.

As a consumer, you have certain rights
when you engage with us to receive
services.

Our aim is always to help you resolve your
complaint. We will strive to help you resolve
your complaint as quickly as possible.
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You have the right to:
Access an advocate/support person to help
you make a complaint

Anonymously lodge a complaint

Be provided with appropriate and easily
understood information about the progress
of your complaint

Be treated with dignity and respect

Withdraw your complaint at any stage
Your privacy and the details of your
complaint are kept strictly confidential.
Raise the complaint through other
channels such as the NSW Ombudsman,
NDIS Quality and Safeguards Commission
or National Disability Insurance Agency.

We ask you to:

Raise your concerns at the earliest possible
stage and provide staff with the information
needed to assist in a helpful outcome.

Respect the role of the staff and their right
to respond to a complaint.

Treat staff with courtesy and consideration.

Not make false or malicious complaints.
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How to have your say
at Royal Far West



o1 What are
compliments,
2 complaints and
feedback?

Royal Far West encourages and values opinions and
comments from parents/carers and children.

Compliments
are positive comments that you may choose to make
about our staff and service.

Complaints

require a response from Royal Far West and are
one of the best ways for us to identify and resolve
problems with our service.

Feedback

is where you provide a suggestion that helps us
improve our service. This helps us identify what is
working well and what we can do to improve.

Important
things to remember:

We take what you have to say seriously

We are here to listen, and every complaint and
concern is addressed and seen as a positive way in
which we can improve our services.

Don’t hesitate to speak up

Making sure you and your family are safe, happy, and
well is very important to us. If this is not the case for
you, please speak up. Importantly, don't wait too long
to let us know if something is not right.

Care will not be compromised

Please be assured that providing feedback will never
in any way affect your child's care.

Please let us know when a staff member does
a great job, or when your overall experience
has been good. We are very keen to hear and
recognise excellent work from our teams.

Share something positive with us
oS
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Sharing

concerns
how to make a
complaint

A formal complaint should be in
writing but can be anonymous.

You can talk to a staff member you
feel comfortable with to support you

in making a complaint.

If required, our staff will help you put

your complaint in writing.

If you prefer or feel uncomfortable
raising it with us directly, you may
choose to have an advocate act on

your behalf.

What

should I putina
complaint?
The more specific the information

you are able to provide, the more
thoroughly we can investigate the

complaint and take the appropriate
action. If you are not sure, speak to your
primary worker or another Royal Far

West staff member.

Online at

www.royalfarwest.org.au/feedback

Email us
feedback@royalfarwest.org.au

Or mail to:
Complaints Officer
PO Box 52

Manly NSW 1655

You can also provide feedback online,
such as completing annual surveys and

evaluations.
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What do I do

if | am not happy with
how the complaint was
managed?

If you are not happy with the way your
complaint has been dealt with, you
can contact:

Legal and Policy Manager

Royal Far West
PO Box 52 Manly NSW 1655

Call us
(02) 8966 8500

OR

NSW Ombudsman

1800 451 524

Health Care Complaints
Commission

1800 043 159

Email: hccc@hccc.nsw.gov.au
NDIS Quality & Safeguards
Commission

1800 035 544

NSW Fair Trading

133220

What we promise to do:

+  We will respond to a urgent concern
or complaint within 24 hours and
keep you informed of action taken.

«  We will acknowledge a written
complaint within 3 business days
and respond to your complaint
within 28 business days.



