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How to make a
complaint

When you decide to make a complaint, it might be difficult to
know where to start. Use this template and example complaint
letter to guide you.
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In this template What information to include in your

-> What information to include in complaint:
your complaint
-5 Complaint letter template 1. Describe what happened, and whgt you would like to

happen as a result of your complaint

- Complaint letter example 9

\_ _J 3

Include key dates, such as when the problem occurred

Identify what you've done to fix the problem, and what
you will do if the service provider doesn’t respond to
your complaint

4. Ask the service provider for a response within a
reasonable timeframe

5. Attach a copy of any supporting documentation or
information such as an invoice, email or receipt

6. Please refer to our example letter to see a completed
example complaint letter
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Complaint letter template

To whom it may concern

| am writing to make a formal complaint against name of individual or service provider who provided the
service. My complaint is that explain why you are making the complaint. For example: “they failed to provide
me with a safe/satisfactory service.”

Description of the incident:

Explain what happened and what went wrong. Outline the events in the order they happened. Include dates,
description of the incidents, information about relevant phone calls, meetings, letters etc. Keep it as clear as
you can. Dot points are okay.

Evidence:

You can provide evidence to add to your complaint. Explain what evidence you are providing to support
your complaint, such as copies of documents, names & contact details of witnesses, any relevant medical
reports. Send copies & keep the originals.

Impact of the incident:

Describe the impact this incident/issue has had on you, your family or others who have been affected by
the problem. Explain how this affected you/others emotionally, physically or financially. For example: “As a
result of this event, | have experienced emotional distress.”

Why this is unacceptable:

Explain why you believe this experience/issue was unacceptable. For example: “This is a breach of the NDIS
Code of Conduct.”

Steps to resolve issue:

Explain what steps you have taken to resolve this issue.
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Complaint letter template cont.

Outcome you want:

Tell them what outcome you want. Indicate what action you think should be taken to resolve the complaint.
Some options you can ask for:

- answers or explanations about the complaint issue

- acknowledgement of your experience

- actions that should be taken because of the complaint

- an apology from the provider

If I do not hear from you by date | will lodge a formal complaint with the NDIS Quality & Safeguards
Commission.

My name is Your name.
You can email me at your email.
My contact number is your phone number.

My preferred contact method is: phone / text / email
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Example complaint letter

Bree Murphy
30 Kilby Lane,
Collingwood, VIC, 3066

30 June 2025
Ms. Mary Markle
Owner of Support Coordination Company
15 Railway Road,
Carlton, VIC 3053

Dear Ms Markle [Owner of Support Coordination Company],

| am reaching out to make a complaint to your company. | was charged for specialist support coordination
when | did not receive this service.

Description of the incident:

On 1 February 2025, | was reviewing my invoices in my plan management app. | saw | had received 3
invoices from your company for support coordination services on 01/01/2025, 02/01/2025 & 03/01/2025. |
have been charged $1333.78 for 7 hours of specialist support coordination. The invoices have already been
paid by my Plan Manager.

| believe these invoices are incorrect. Although | am a current participant who uses your service, | did not
receive any services from my support coordinator Amy on those days. This is because Amy was on annual
leave. When I've tried to fix this issue by contacting your administration team, | have not heard back.

Evidence:

| have attached copies of the invoices:
+ 01/01/2025 - invoice 1

- 02/01/2025 - invoice 12

- 03/01/2025 - invoice 13

| have also attached a copy of an email Amy sent to me in December 2024. She said she would be on
annual leave from 15/12/24 — 30/01/25 & our next appointment would be scheduled in February. This is
evidence that | did not receive support coordination during this time.

| have also attached a copy of the emails | sent to your administration team to try fix this issue.
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Example complaint letter

Impact of the incident:

This situation has been very stressful and I've experienced increased emotional distress. | have very
limited support coordination funding & | am concerned my funding will run out early due to this. | have
been feeling more anxious because | haven't heard back from your administration team. This has also
impacted on my carer, who has been having to support me through this stressful period.

Why this is unacceptable:
Taking money from my NDIS funding without delivering services is fraud. This is illegal.

Steps to resolve the issue:
| have tried to resolve this issue by:

» | called my plan manager on 01/02/25 to let them know the invoices were incorrect. They said they
couldn’t do anything and that | would need to speak with yourself to get the money back.

« | called your administration team on 14/02/25, 20/02/25 & 25/02/25. When | called the phone went to
voicemail. | left a voicemail. But no one has called me back.

+ lalso emailed your administration team on 14/02/25, 20/02/25 & 25/02/25. No one has emailed me
back.

Outcome | want:

[ would like to see the following actions:

* | would like to understand how these incorrect charges occurred
* | would like my NDIS funding refunded

* | would appreciate an apology from you

+ I'd like to know what steps your company is taking to ensure this doesn’t happen to any other NDIS
participants

If | do not hear from you by 04/04/25, | will be making a formal complaint to the NDIS Quality &
Safeguards Commission.

My name is Bree Murphy

You can email me at bree@emails.com.au
My contact number is 0401123 456

My preferred contact method is email or text
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