
 

 

iCare Connections Complaints and Feedback Procedure 

Feedback	
Received	

Staff	related	
complaint?	

	
Client	complaint?	 Suggestion?	

Refer	to	line	
manager	and/or	

CEO	

Acknowledge	
suggestion	within	3	

business	days	

Acknowledge	
compliment	within	
3	business	days	

Acknowledge	
complaint	within	3	

business	days	

Enter	complaint	on	
Register	

Alert	manager	for	
review	

Investigate	and	
complete	within	21	

business	days	

Enter	outcome	on	
Register	

Enter	learning’s	from	
complaint	

Enter	compliment	
on	Register	

Alert	manager	for	
review	and	action	
within	21	days	

If	applicable	enter	
learning’s	on	

register	

Enter	suggestion	on	
feedback	register	

Alert	Manager	for	
review	and	action	
within	21	days	

NO 

YES 

If	you	are	unable	to	find	an	appropriate	resolution	
with	iCare	Connections,	you	can	contact	the	NDIS	

Quality	&	Safeguards	Commission:		

TTY:	133	677		

Website:	https://www.ndiscommission.gov.au/	
about/complaints-feedback/complaints		

Compliment?		

YES 

Phone:	1800	035	544	

NO NO 


