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Resource 1:
Planning your complaint

‘ Before you make a complaint, it can be helpful to think about

what you want to say and the information you might need.

‘ The following questions and prompts can be useful when

preparing your complaint. You can also download this
checklist to help you prepare.

What do you want to raise in your complaint?

Think about what you want to say when you make a complaint. Write down key details
like dates, times and other relevant information. If you have made a complaint in the past,
include some information about what happened and whether anything has changed.
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What do you want to change?

Having a clear idea of what you want to happen can help the people responding to your
complaint better understand how to help you. What you want to change may not always
be possible, but there may be other ways to resolve your concerns.
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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
https://www.carersnsw.org.au/uploads/main/Files/2.Services-and-Support/Advice-for-Carers/Rights-and-Complaints/4.-Checklist-Preparing-your-complaint.pdf

? Carers NSW
\’9 Australia

Does the person you care for consent to you making a
complaint on their behalf?

If you are making a complaint on behalf of the person you care for, it is
important fo speak to them before you raise your concerns, where
appropriate. If you are raising a complaint with a complaints body, you
will be asked if you have permission to raise concerns on behalf of the
person you care for. You may want to ask the person you care for whether
there is anything they want you to raise specifically.

Thinking about important information

When you make a complaint, you might be asked to give important information that
helps identify you or the person you care for. Some examples are:

‘ Customer Reference Number (or CRN)
® Aged Care ID
‘ NDIS Reference Number

Before you make your complaint, have this information ready so you can provide it any
time when requested.
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