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Compliments, Suggestions & Complaints Handling 
Statement 

 
 
 
 

 
 

To enable us to meet our commitment we invite 
and welcome customers, their representatives, 
and relatives to provide feedback at any time, 
either positively as a compliment, as a suggestion 
or in the form of a complaint. 

How to provide feedback 

To ensure that any feedback is dealt with as 
quickly as possible, you can provide your 
comments in the following ways: 
 

 Speaking with our Care Partnering or Health 
Concierge Teams via 1300 160 170 

 
 

In writing to:  

Home Care Service Customer Feedback 

Australian Unity 

271 Spring Street 

Melbourne VIC 3000 

 Emailing: 
customercare@australianunity.com.au  

 
You are encouraged to make a whistleblower 
disclosure if you reasonably believe that we 
haven’t complied with aged care laws. Please see 
our Whistleblowing Policy on our website: 
https://www.australianunity.com.au/investor-
centre 

 

Anonymous Feedback and Complaints 

You are more than welcome to provide feedback or 
complaints anonymously however, our ability to 
investigate them may be limited. 

Assistance to provide feedback 

If you need support to provide feedback, the Older 
Persons Advocacy Network (OPAN) has free, 
independent and confidential advocates to support 
you. Visit the OPAN website or call 1800 700 600. 

 
If you need you need an interpreter, or require this 
document translated, just ask us and we can 
arrange for this to be provided. 

 
If you are hearing or speech impaired, you can 
contact us through the National Relay Service and 
provide our number: 1300 160 170. 

If you are not satisfied with outcome 

If you are not satisfied with the outcome of your 
complaint, then your complaint can be referred to:  
 

Group Executive – Home Care 
Customercare@australianunity.com.au 

If you are still not satisfied with the outcome, then 
please contact the Group Executive, Home Health & 
Care at Australian Unity’s Head Office in writing at: 
 

Group Executive 
Australian Unity Home Health & Care  
271 Spring St Melbourne, VIC 3000 

External supports 

If you feel your issue has not been satisfactorily 
addressed, feel free to contact the national 
Complaints Commissioner or an advocacy service.  
 

 

 

Aged Care Quality & Safety Commission 

Free call: 1800 951 822 

Online: Access the online complaint form at 
www.agedcarequality.gov.au/making-
complaintlodge-complaint/online-complaints-
form  

In writing to: Aged Care Quality and Safety 
Commission 

GPO Box 9819, in your capital city 

 
 

Our commitment to you 

We’re here to listen, 
understand and act on your 
feedback, using your 
experiences to improve our 
services and help you live well 
with confidence.  
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