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We take your feedback seriously

Anyone who requests, receives, or provides
a service to or from Community Housing Ltd
(CHL), or is affected in a significant way

by CHL's activities can use this process.

For example, a customer, tenant, contractor
or neighbour of a CHL property.

What can you provide
feedback about?
Behaviour of an individual
Advice provided
Services provided
Use of information
Compliment staff
Improvement suggestions for our services

Any other aspect of CHL's operations
you would like to inform CHL about.

Advising us of a concern

Many issues can be sorted out quickly
and easily by speaking to the employee
who is dealing with the matter. We would
encourage you to use this approach first.

Making a formal complaint

Formal complaints can be made in person,
by phone, letter, email or by filling in the CHL
Feedback Form (available at all CHL offices
and on our website).

CHL can arrange an interpreter if you require
one, or you may request someone else

to lodge a complaint on your behalf (for

this option you should give them written
permission to do it).

For NDIS recipients living in CHL
accommodation you can use CHL's Feedback
process, or you can contact the NDIS
complaints line on 1800 800 110 or complete
an online form (https://www.ndis.gov.au/
contact/feedback-and-complaints).

You can also call the Quality and Safeguards
Commission on 1800 035 544.

How will we deal with
a formal complaint?

In handling your complaint, we will:

Actively encourage your comments
and suggestions

Make it easy for you to register
and record your complaint

Aim to resolve the matter quickly
and easily while still investigating fully

Keep you informed throughout the process

Try to reach a resolution that you
are satisfied with

What happens next?

We will write to you within two working days
to acknowledge that your complaint has
been received, advise you of the contact
person and provide further information
about our complaints process.

If you are still not happy?

If you feel your complaint has not been dealt
with satisfactorily, or you are unhappy with
the reply, you may appeal the decision.

We will let you know the next stage in the
process and provide details of external
agencies you can also contact to help you.




