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FEEDBACK AND COMPLAINTS FORM

Compliments, complaints and other feedback provide us with valuable information about your satisfaction with our services. Feedback is taken seriously by Hikma House and is seen as an opportunity for improvement. Please let us know what you think.

	This is a
	[bookmark: Check1]|_| Compliment

	[bookmark: Check2]|_| Complaint
	[bookmark: Check3]|_| Comment

	
	
	
	

	I am a
	[bookmark: Check4]|_| Participant

	[bookmark: Check5]|_| Family Member
	[bookmark: Check6]|_| Staff Member

	
	[bookmark: Check7]|_| Staff member on behalf of a participant  


	
	[bookmark: Check8]|_| Participant Representative


	
	[bookmark: Check9]|_| Other: _____________________________________________




Please tell us about your experience at Hikma House.












Please share your ideas or suggestions with us










	Would you like us to follow up with you on your feedback?
	[bookmark: Check10][bookmark: Check11]|_| Yes     |_| No




If yes, please provide your details below:

	Full name ________________________________________________________________


	Phone _____________________________

	Email ______________________________





Feedback, compliments and complaints can be lodged:

directly with a staff member, either verbally or by providing a completed Feedback and Complaints Form
by email to: info@hikmahouse.com.au
by phone on 03 9384 6314
in writing to: Suite 7, 200 Sydney Road, Brunswick, VIC 3056 or 
by placing a written complaint in a Suggestion Box in Hikma House’s Head Office - Suite 7, 200 Sydney Road, Brunswick, VIC 3056

Your complaint will be formally acknowledged within 2 working days. We aim to respond to all complaints and grievances as quickly as possible, and within 28 days from the date of acknowledgement. If a complaint cannot be responded to in full within 28 days of acknowledgement, you will be provided with an update, which will include when a full response can be expected.

All feedback and complaints will be used by Hikma House to continuously improve our service delivery.

[image: © Amergin Pty Ltd. Please note that this watermark has been included to help identify fraudulent activity with our documentation. Distribution of this content for sale or otherwise is illegal and will be prosecuted. ]Escalating Complaints to External Complaints Bodies

If you feel a complaint has not been sufficiently or appropriately addressed, you can seek further support from Hikma House’s Manager, or alternatively through any of the following agencies:

NDIS Quality and Safeguards Commission
· Phone: 1800 035 544
· Phone hours services are currently available Monday to Friday (excluding public holidays) between 9am – 5pm for all States and Territories (with the exception of the Northern Territory, available until 4:30pm). 
· Online: Complaint Contact Form

More information is available via the ‘How to make a complaint about a provider’ webpage via the NDIS Commission’s website. 

Australian Human Rights Commission
· Phone: 1300 656 419 (National Information Service). 
· Phone hours services are currently reduced due to COVID-19 and are therefore only available between 10am and 1:30pm AEST, Monday to Friday.
· Email: infoservice@humanrights.gov.au
· Online: AHRC Complaint Form or Online Complaint Lodgement

More information is available via the Australian Human Rights Commission website. 

Australian Competition Consumer Commission (ACCC)
· Phone: 1300 302 502

More information is available via the ACCC’s website. 

Victorian Disability Services Commission 
Email: complaints@odsc.vic.gov.au 
Phone: 1800 677 342 (TTY 1300 726 563)
Online: www.odsc.vic.gov.au
Skype: call or email to make an appointment first

Commission for Children and Young People Victoria
Email: childsafe@ccyp.vic.gov.au
Phone: 1300 78 29 78

Office of the Commissioner for Privacy and Data Protection 
Phone: 1300 666 444
Online: www.cpdp.vic.gov.au

Victorian Ombudsman 
Phone: (03) 9613 6222 or (rural callers) 1800 806 314
Online: www.ombudsman.vic.gov.au 

Independent Broad-based Anti-corruption Commission 
Phone: 1300 735 135
Online: www.ibac.vic.gov.au

The Victorian Equal Opportunity and Human Rights Commission (for complaints relating to human rights and discrimination):
Online: www.humanrifhtscommission.vic.gov.au;
Phone: 1300 292 153; 
Email: complaints@veohrc.vic.gov.au; and
Post: Level 3, 204 Lygon Street, Carlton, VIC, 3053.

Complaints About the NDIA

[image: © Amergin Pty Ltd. Please note that this watermark has been included to help identify fraudulent activity with our documentation. Distribution of this content for sale or otherwise is illegal and will be prosecuted. ]Complaints about the NDIA should be directed to the Agency itself or the Commonwealth Ombudsman. 

Complaints to the NDIA can be lodged by: 
· Phone: 1800 800 110
· Email: feedback@ndis.gov.au. 
· Online: Complaint Form
· Mail: GPO Box 700, Canberra, ACT, 2601

Complaints to the Commonwealth Ombudsman about the NDIA can be lodged:
· Phone: 1300 362 072
· Online: Complaint Form



Thank you for taking the time to provide feedback about our service.










Monitoring and Review

This Feedback and Complaints Form, along with Hikma House’s Feedback and Complaints Policy and Procedure will be formally reviewed at least annually by the Management. Reviews will include participant, staff and other stakeholder feedback. 
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empowering lives





