
LaughLand Weighted Blankets Complaint Management 

and Resolution System 

Explanation 

Anne Fraser (sole trader) from LaughLand Weighted Blankets 

values input and feedback about her products and service so 

that she can identify and improve things that did not meet 

expectations or could have been done better. People with 

disability have a right to complain and express dissatisfaction, 

regardless of whether it is a big or small issue. Concerns and 

complaints can be about a wide range of issues, including 

how a previous complaint was handled. Anne takes them all 

seriously, especially considering that some concerns are only 

obvious to the person with disability. 

Making  a Complaint 

A complaint can be made by a person with disability, by 

somebody else on their behalf, or anonymously. Anne will 

ensure that the person involved with the complaint and any 

person with disability affected by the issue will be included in 

resolving the complaint and be kept informed of the progress 

of the complaint. This includes what action will be taken, the 

reasons for this decision and options to have the decision 

reviewed. No person who complains will be adversely 

affected or treated differently because of it. 

Please contact LaughLand Weighted Blankets by email, 

phone or text message.  



laughland@westnet.com.au 

07 4698 2362 

0400 441 044 

Responding  to Complaints 

Anne will acknowledge and respond to all communication 

regarding complaints within 48 hours, and may request more 

information.  Anne will work with the person making the 

complaint to decide what to do to resolve the complaint. The 

person can have support from staff, family or an advocate 

during this process. All complaints will be managed according 

to principles of procedural fairness. 

If a complaint cannot be resolved to the satisfaction of the 

person making the complaint, the person can make a 

complaint to the NDIS Commission. Anne will advise how to 

do this and if necessary, will provide support and assistance 

to contact the Commission. 

Record Keeping 

Anne keeps a record of complaints which is available for the 

NDIS Commission to access at any time.  Persons with 

disability, their  families, carers and advocates will be 

provided with all documentation regarding their complaint 

on request. All information regarding complaints will be 

stored securely for a minimum of 7 years and treated as 

private and confidential. It will be transmitted only when 

mailto:laughland@westnet.com.au


necessary and in a manner that maintains privacy and 

confidentiality. 

More information 

Anne will review this policy every year, or more frequently in 

response to the following: evidence of recurring problems, 

risks or systemic issues; opportunities to develop better 

products or improve communication; changes to legislation 

or relevant standards, codes or guidelines; or feedback from 

persons with disability or their representatives about the 

complaints process. 

Complaints to the NDIS Commission 

Anyone can make a complaint about NDIS funded services 

directly to the NDIS Commission. Anyone can be a 

participant, family, friends, cares, advocates, workers or the 

community. Call 1800 035 544 or the complete the complaint 

contact form at www.ndiscommission.gov.au. Anne can 

assist you to contact the Commission if necessary. 

LaughLand’s complaint management and resolution system is 

based on the following documents and operates in 

accordance with them. These documents were published by 

the NDIS Quality & Safeguards Commission and they provide 

more detailed information about complaints management. 

 

http://www.ndiscommission.gov.au/


NDIS Quality and Safeguards Commission: Effective 

Complaint Handling Guidelines for NDIS Providers 

NDIS Quality and Safeguards Commission: Complaints 

Management and Resolution Guidance (Version 2.1 – 

September 2019) 

How to Make a Complaint – Easy Version 

 

 


