
Making a Complaint 
INFORMATION SHEET 

CatholicCare NT (CCNT) is committed to providing high quality services to those in need, 
but from time to time we may get it wrong. You can let us know by making a complaint. 

CCNT takes all complaints very seriously, and welcomes them as an opportunity to 
improve the services we provide as we are an organisation that is committed to 
continuous improvement. 

This information sheet informs you of how you can make a complaint. 

What can I make a complaint about? 
You have a right to complain to CCNT regarding any incident or issue that occurs during the delivery of our 
services, or in connection with our services. 

Your rights 
We are committed to upholding your rights as a service user, including the right to: 

• Having all complaints that are raised addressed from a foundation of open disclosure that ensures
access and equity, fairness, accountability and transparency.

• Being listened to, acknowledged by CCNT regarding the concern raised, and attempt to resolve the
issue through open discussion and support.

• Have your privacy and confidentiality protected.
• Have the complaints management process explained to you if you need or want help understanding it.
• Remain anonymous if you choose.
• Withdraw a complaint at any time.



How to make a complaint 
Complaints can be received in, although are not limited to, the following ways: 

• Verbally, either in person or by phone.
• In writing, either by mail, email, online via the CCNT Website.
• Completing a CCNT Organisation Form: Complaint Form (ORG/QA/F026).

Our complaints procedure 
• The staff member will discuss with you (and your family/carer/advocate) as required, all the details

of the complaint, including the outcomes you would like to see.
• You will receive an acknowledgement of the complaint which will include the expected timeframe

for your complaint to be resolved.
• If appropriate, we will conduct an investigation into the circumstances surrounding your complaint.
• We will use your complaint to review our systems, policies and procedures to improve our services.

Our obligations 
Some complaints can be resolved quickly; however, others may require an investigation which can take 
time. CCNT will endeavour to resolve complaints as soon as we can, and keep you informed of the process. 
For all complaints made to us we will: 

• Treat all complainants with dignity and respect.
• Manage the complaint with procedural fairness.
• Attempt to resolve the issue to the best outcome for all parties.
• Keep you, and anyone who might be affected by an issue in the complaint, informed of

developments regarding your complaint.
• Give you, and anyone who might be affected by an issue in the complaint, the opportunity to be

involved in the complaint’s resolution in an appropriate way.
• Maintain records regarding your complaint, and keep the information securely stored.
• Report any breaches of legislation to the relevant authority. Where complaints refer to illegal or

criminal activities, the matter will be referred to the Police, and the Director and/or relevant
General Manager advised immediately.

External body information
If any person makes a complaint about CCNT to an external body, CCNT will fully cooperate in any 
investigation which may take place. This includes participating in early resolution, conciliation, and/or 
reporting to the body about resolution and corrective actions if required.  
Contact Information: 

For Accommodation Services:

• Registrar of Community Housing NT – (08) 8936 4000

• Northern Australian Aboriginal Justice Agency – 1800 898 251

• Darwin Community Legal Service – 1800 812 953

• Northern Territory Civil and Administrative Tribunal – 1800 604 622

• Health & Community Services Complaints Commission – 1800 004 474

• Office of the Children’s Commissioner NT – 1800 259 256 or 08 8999 6076

• Office of the Australian Information Commissioner – 1300 363 992

• Office of the Public Guardian – 1800 810 979 or pgt@nt.gov.au

• Disability Services Commissioner – 08 8999 1969

• NDIS Feedback and Complaints – 1800 800 110

mailto:pgt@nt.gov.au
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