
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 

 
 

 

 
 
 

 
 

 
 

 

 
 

 

 
 

 

 
 

 
 

 

 
 
 

 
 

 

 
 

 



New Horizons - Feedback and Complaints  

We want to hear from you 
 
 

We use feedback and complaints to make your 

experience at New Horizons better. 

 
 
 
 
 

When we plan new services, we think about the 

feedback that has been given to us. 

 
 
 

Who can make a complaint 
 

Any of our customers can make a complaint. 

You can use an advocate to help you. 

An advocate is someone who stands up for the rights 

of other people. 
 
 

- 
 

Protedingyoufl'omabwe 

If you have a serious complaint about abuse, please 

read the 'Safeguarding Customers Against Abuse' 

policy. 

There is also an Easy Read version of this document. 
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• Send an email to: 

• 

•  

•  
 

newhorizons.org.au 
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mywellbeing@newhorizons.net.au 

1300 726 372 



New Horizons - Feedback and Complaints  

 

Your feedback will be passed onto a 
 

Customer Service Operations Manager or Director of 

Care  (Aged Care only). 

 
 

Sometimes we put good feedback on our website or 
documents that we send to people. 

 
 
 

We will ask you if it is OK to use your feedback before 

we do this. 
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New Horizons - Feedback and Complaints  

There are 3 types of complaints: 
 
 
 

1. Minor 

This is a problem that can be fixed easily 

and quickly. 
 
 
 

2. Significant 

This is complaint that is more serious. 

Management might get involved to fix the 

problem. 

 
3. Serious 

These are complaints that are very serious. 

For example, it might be about a customer 

who has hurt themselves and how we 

handled it. 
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New Horizons - Feedback and Complaints  

 
After a complaint has been fixed 

 
 

We discuss complaints at meetings after they have 

been fixed. 

 
 
 

We do not give the name of the person who made 

the complaint. 

 
 
 
 

This is to see how we could have stopped a 

problem before it started. 

 
 
 
 

During these meetings we look for ways to 

improve the service we provide so that customers 

don't have the same complaint in future. 
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New Horizons - Feedback and Complaints  

Making a complaint to an outside organisation 
 
 
 
 

You can make a complaint about us to an outside 

organisation. 

 
 
 
 

If you make a complaint to a government organisation 

they will let us know. 

 
 

There is a list of these organisations on page 12. 
 
 

Information in other languages 
 
 

We also have Translating and Interpreting Services at 

our sites or over the phone for people who want to 

give feedback in person. 

 
 

We have local support services available to 

Aboriginal and Torres Strait Islander peoples if they 

want to use them. 
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New Horizons - Feedback and Complaints  

Outside organisations 
 

These are organisations that you can contact if you think we are 

not handling a complaint well. 

Aged Care Complaints Scheme 

              Phone: 1800 550 552  

The Aged Care Commissioner 

              Phone: 1800 500 294 

National Disability Abuse & Neglect Hotline 

              Phone: 1800 880 052 

National Disability Complaints Resolution and Referral Service 
(CRRS) 

Phone: 1800 880 052 
 

TTY: 1800 301130 
 
 

TIS: 13 14 50 
 
 

NDIS Quality and Safeguards Commission  
Phone: 1800 035 544 
 
Department of Social Services Feedback Coordination Team 

              Phone: 1800 634 035 

Department of Health 

              Phone: 1800 020 103 
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Contact us 

NSW Ombudsman 
 

Website: http://www.ombo.nsw.gov.au/complaints/making-a 

complaint 

NSW Ombudsman Aboriginal Inclusion and Community  

Engagement Unit (AICEU) 
 

Phone: (02) 9286 1000 or 1800 451 524 (outside Sydney metro) 

Email: AICEU@ombo.nsw.gov.au 

NSW Home Care Service Client Relations 
 

Phone: 1800 044 043 
 

NSW Department of Communities and Justice 
 Complaints Line 

Phone: 1800 000 164 
 

NSW Health Care Complaints Commission 
 

Phone: 1800 043 159 

 

1300 726 372 
 

mywellbeing@newhorizons.net.au 
 

 
15 Twin Road, North Ryde, NSW 2113 

 
 

newhorizons.org.au 
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