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1. Introduction

Minds Support Network Pty Ltd (referred to in this document as "Minds Support Network", "We", "Us" or "Our")
is committed to providing high-quality therapeutic services to every participant who engages with Us. We
value feedback in all its forms, whether it is a compliment, a suggestion, a concern or a formal complaint,
because it helps Us strengthen Our services and uphold the trust placed in Us by participants and their
families.

This Complaints Policy sets out how We receive, manage, investigate and resolve complaints raised by
participants, their families, support coordinators, contractors and any other person who interacts with Us. It
also outlines the rights of complainants and the avenues available to them if they are not satisfied with how
We have handled their concern.

This policy aligns with Our obligations as a registered NDIS provider under the National Disability Insurance
Scheme Act 2013 (Cth), the NDIS (Complaints Management and Resolution) Rules 2018, the NDIS Code of
Conduct, and the NDIS Practice Standards.

2. Our Commitment
Minds Support Network is committed to:

« Treating every complaint seriously, fairly and respectfully.

* Making it easy for participants and others to raise concerns through accessible channels.
* Responding promptly, transparently and without retribution.

* Investigating concerns thoroughly and impartially.

*  Protecting the privacy of complainants and those involved.

» Using complaints as a tool for continuous improvement of Our services.

» Ensuring complainants are informed of external escalation pathways where they remain unsatisfied
with Our handling of their concern.

3. Scope
This policy applies to:
» All participants receiving services from Minds Support Network, including NDIS-funded and privately-
funded participants.
+ Parents, legal guardians, family members and caregivers of participants.
»  Support coordinators, plan managers and members of a participant's broader support team.
» Contractors, therapists and team members engaged by Minds Support Network.
* Any external party who interacts with Us in connection with Our services.

Complaints may relate to any aspect of Our service, including but not limited to the quality, conduct or delivery
of therapy sessions; the behaviour or professionalism of a therapist or team member; scheduling, invoicing or
administrative matters; privacy, confidentiality or information handling; accessibility or inclusion;
communication or responsiveness; and any other concern arising from Our service or operations.

4. Complaints Handling Principles

4.1 Accessibility
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Complaints can be made easily and through a range of channels suited to the complainant's preferences and
needs. We do not require complaints to be made in a particular format or language, and We accommodate
accessibility needs wherever possible.

4.2 No Retribution

Participants and others who raise a complaint will not experience retribution or other adverse treatment
because they have made a complaint. Minds Support Network is committed to protecting complainants
throughout the complaints process.

4.3 Fairness and Impartiality

Every complaint is treated fairly. Investigations are conducted impartially, with all relevant parties given the
opportunity to be heard. Conclusions are based on the facts available and decisions are made objectively.

4.4 Confidentiality and Privacy

Complaints are handled with appropriate confidentiality. Information is shared only with those who need to
know in order to investigate and resolve the matter, or where required by law or regulatory obligation.

4.5 Timeliness

Complaints are acknowledged, investigated and resolved within reasonable timeframes. Where matters take
longer than expected, complainants are kept informed of progress.

4.6 Continuous Improvement

Complaints are recorded, assessed and reviewed to identify patterns and opportunities to improve Our
services. Lessons learned from complaints inform Our practices, policies and training.

5. How to Make a Complaint

Complaints can be made directly to Minds Support Network through any of the following channels: by email to
complaints@minds.care, by general feedback to feedback@minds.care, through Our website at
mindssupportnetwork.com, or by phone through Our published number. Complaints can be made in writing,
verbally, or through a support person or advocate on behalf of a participant.

When making a complaint, it is helpful (but not required) to provide:

¢ Your name and contact details (or, if making a complaint anonymously, an indication of how to reach
you if you would like a response).

The name of the participant the complaint relates to (if not yourself).

A description of the concern, including dates, times and people involved where known.

Any documents or evidence that support the complaint.

What outcome you are hoping for.

Anonymous complaints are accepted and will be investigated to the extent reasonably possible. However, the
absence of contact details may limit Our ability to gather further information or provide a direct response to the
complainant.

6. Support to Make a Complaint

We recognise that making a complaint can be difficult. Participants and families are welcome to have a
support person, family member, advocate or interpreter assist them in making a complaint; to request
alternative formats or communication methods to accommodate accessibility needs; and to engage an
independent advocacy service.

The Australian Government provides free, independent advocacy services for people with disability through
the National Disability Advocacy Program (NDAP). Information is available at the Disability Gateway
www.disabilitygateway.gov.au/legal/advocacy.

Where a participant is a minor, complaints may be made by a parent, legal guardian or authorised
representative. Where a participant is an adult with capacity, We will engage directly with them unless they
direct otherwise.

CP_v.1.4 0826 © Minds Support Network Pty Ltd 2026


mailto:complaints@minds.care
mailto:feedback@minds.care
http://www.mindssupportnetwork.com/
http://www.disabilitygateway.gov.au/legal/advocacy

7. Our Complaints Process

7.1 Acknowledgement

All complaints are acknowledged within two (2) business days of being received. The acknowledgement
confirms that the complaint has been received, who within Our Compliance team is handling the matter, the
next steps and expected timeframes for resolution, and any immediate action being taken in response to the
concern.

7.2 Initial Assessment

On receiving a complaint, Our Compliance team conducts an initial assessment to determine the nature and
seriousness of the concern; whether the complaint involves a safeguarding matter that requires immediate
escalation under Our Safeguarding Policy; whether the matter constitutes a reportable incident under NDIS
rules requiring notification to the NDIS Quality and Safeguards Commission; who within Minds Support
Network is best placed to investigate; and whether the matter can be resolved informally or requires a formal
investigation. Where a complaint involves an immediate risk to a participant's safety, We take action without
delay regardless of the formal complaints timeframe.

7.3 Investigation

Once assessed, the complaint is investigated by a member of Our Compliance team or, where appropriate, an
independent reviewer. The investigation may involve speaking with the complainant to understand the
concern in detail; reviewing relevant records, case notes, communications and documentation; speaking with
any therapists, contractors or team members involved; speaking with any third parties relevant to the concern,
where appropriate and with consent; and considering any supporting evidence provided. During investigation,
We maintain regular communication with the complainant and provide updates on progress.

7.4 Resolution

We aim to resolve all complaints within twenty-one (21) calendar days of receipt. Where a complaint is more
complex and requires additional time, the complainant is informed of the expected timeframe and kept
updated on progress.

Possible outcomes of a complaint include:
¢ An apology, explanation or clarification.
A change in service delivery, scheduling or therapist allocation.
Refund or fee adjustment where appropriate.
Training, coaching or performance management of a contractor or team member.
Changes to Our policies, procedures or practices.
Termination of a contractor engagement where serious misconduct is identified.
Reporting to a regulatory body, credentialing organisation or law enforcement where required.

The complainant then receives a written response setting out the outcome of the complaint, the reasoning
behind the decision, and any actions taken or proposed.

7.5 Documentation

All complaints are documented in Our complaints register, which is maintained by Our Compliance team.
Records include the nature of the complaint, the parties involved, the investigation undertaken, the outcome
and any actions taken. Complaints records are stored securely and retained in accordance with applicable
legal and regulatory requirements.

8. NDIS Complaints Obligations

As a registered NDIS provider, Minds Support Network is required to manage complaints in accordance with
the NDIS (Complaints Management and Resolution) Rules 2018. We meet these obligations by:

e Maintaining a documented complaints management system.
¢ Making the complaints process accessible to all participants and their representatives.

¢ Acknowledging and responding to complaints within reasonable timeframes.
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e Recording all complaints and their outcomes.

¢ Notifying the NDIS Quality and Safeguards Commission where required under applicable legislation
or the NDIS Rules.

e Supporting participants to access external complaints mechanisms where appropriate.

Complainants always retain the right to take their complaint directly to the NDIS Quality and Safeguards
Commission at any time, without first raising it with Us.

9. External Complaint Pathways

If a complainant is not satisfied with how Minds Support Network has handled their complaint, or prefers to
raise their concern with an external body, the following pathways are available.

9.1 NDIS Quality and Safeguards Commission

The NDIS Quality and Safeguards Commission is the independent body that oversees the quality and safety
of NDIS services. Anyone can make a complaint to the NDIS Commission about a registered NDIS provider.
Phone: 1800 035 544. Website: ndiscommission.gov.au. An online complaint form is available on the NDIS
Commission website. Interpreter services are available through TIS National on 131 450.

9.2 Credentialing Bodies

Where a complaint relates to the professional conduct of a credentialed therapist, complaints may also be
made directly to the therapist's credentialing body, including the Australian Counselling Association (ACA) at
theaca.net.au; the Psychotherapy and Counselling Federation of Australia (PACFA) at pacfa.org.au; the
Australian, New Zealand and Asian Creative Arts Therapies Association (ANZACATA) at anzacata.org; and
the Australian Health Practitioner Regulation Agency (AHPRA) at ahpra.gov.au.

9.3 Office of the Australian Information Commissioner

Complaints about privacy or the handling of personal information may be referred to the Office of the
Australian Information Commissioner. Phone: 1300 363 992. Website: oaic.gov.au.

9.4 Other Avenues

Depending on the nature of the complaint, additional external avenues may include state and territory health
complaints commissioners; state and territory ombudsmen offices; the Australian Competition and Consumer
Commission (ACCC) for matters relating to consumer protection; and police, where the complaint involves
alleged criminal conduct.

10. Confidentiality and Privacy

Minds Support Network treats all complaints with appropriate confidentiality. Information about a complaint is
shared only with those who need to know in order to investigate and resolve the matter, or where required by
law or regulatory obligation. Personal information collected during the complaints process is handled in
accordance with the Privacy Act 1988 (Cth), the Australian Privacy Principles, applicable NDIS privacy
requirements and Our Privacy Policy.

Complainants have the right to request that their identity not be shared with the person or party the complaint
is about, where reasonable and where doing so does not prevent investigation; to access information held
about them in connection with their complaint; and to request correction of any inaccurate information held
about them.

11. Protection from Retribution

Minds Support Network takes a strict position against any form of retribution against a person who makes a
complaint or raises a concern. A complaint, in and of itself, will not result in any reduction, withdrawal or
alteration of their service. No participant will be treated less favourably by Our therapists, contractors or team
members because of a complaint. No contractor will face adverse consequences for raising a concern in good
faith about service delivery, safeguarding or compliance. Any conduct that amounts to retribution against a
complainant is treated as a serious breach of Our policies and may result in termination of contractor
engagement and reporting to the relevant regulatory or credentialing body.
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12. Complaints by Contractors and Team Members

Contractors, therapists and team members engaged by Minds Support Network may also raise complaints or
concerns through this process. We encourage Our team to speak up about matters relating to service quality,
safeguarding, conduct, professional standards or operational practice. Concerns raised by contractors are
handled with the same principles of confidentiality, fairness and no retribution that apply to participant
complaints. Whistleblower protections apply where relevant under Australian law.

13. Records, Analysis and Review

Our Compliance team maintains a complaints register that records the nature, handling and outcome of every
complaint received. The register is reviewed regularly to identify patterns, trends or recurring issues; inform
improvements to service delivery, training and policy; support compliance with NDIS Practice Standards and
audit requirements; and demonstrate accountability and continuous quality improvement. Aggregate
complaints data may be reported to Our leadership, the NDIS Quality and Safeguards Commission as
required, and to participants and the public in summary form where appropriate.

14. Feedback and Suggestions

Not every concern needs to be a formal complaint. We welcome feedback in all forms, including positive
comments, suggestions for improvement, ideas for new services, or observations about Our practices.
Feedback helps Us improve and is welcomed at any time. To share general feedback or a suggestion, email
feedback@minds.care. To make a formal complaint, email complaints@minds.care.

15. Policy Review

This policy is reviewed annually by Our Compliance team and updated as required to reflect changes in
applicable legislation, regulations or NDIS Practice Standards; feedback from participants, families, therapists
and contractors; lessons learned from complaints handled during the review period; and sector best practice
and emerging expectations. The current version of this policy is available at all times on Our website
mindssupportnetwork.com, and on request from Our Compliance team.
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