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Fact sheet 2:

What to expect when making a complaint

When you make a complaint,
you will usually be asked to

talk about what happened or
give a reason why you want
something to change. If you

are raising concerns about an
incident or event, you may be
asked to give key information
like: r

o dates and times

e who was involved
and;

« anything else that
is important to

know

happy with the outcome.

For complaints about
a decision or outcome
you might need to
give evidence such

medical reports from a
healthcare worker or
specialist

previous applications

notes from meetings and;
history of correspondence
i.e. emails, letters or phone
calls.

If you are taking your concerns to a complaints agency, they will ask you if you
have raised concerns or made a complaint before. You might be asked to give
information about this complaint, how it was handled and whether you were

Before you make a complaint, know what you want to achieve - perhaps an

apology, a meeting with a decision-maker, a change to the way a service is
delivered, a different person to work with, a refund or compensation. Complaints

that include suggestions about how things might be done better are more likely to

be listened to and acted upon.

Self-advocacy toolkit: A guide to making complaints for carers


https://www.carersnsw.org.au/uploads/main/Files/2.Services-and-Support/Advice-for-Carers/Rights-and-Complaints/Final-version-Self-Advocacy-Toolkit_Fillable-PDF.pdf

