
What to Expect

Your Com
plaint

Is Received
W

h
at u

su
ally h

ap
p
en

s
You receive
confirm

ation that
your com

plaint has
been received
This m

ay be by em
ail,

letter, or phone

G
o
o
d
 to

 kn
o
w

This does not m
ean a

decision has been
m

ade
It is sim

ply
confirm

ation your
com

plaint is in the
system

1

Your Com
plaint Is

Review
ed

W
h

at m
ay h

ap
p
en

S
om

eone looks at w
hat

your com
plaint is about

You m
ay be contacted

for:

The service or
practitioner m

ay be
asked to respond

G
o
o
d
 to

 kn
o
w

B
eing asked questions

does not m
ean your

com
plaint is doubted

2

clarification
m

ore inform
ation

W
aiting for a
Response

W
h

at th
is can

 feel like
W

aiting can be
frustrating or
stressful
Tim

efram
es can vary

G
o
o
d
 to

 kn
o
w

W
aiting is com

m
on

D
elays are about

process, not w
hether

your com
plaint

m
atters 3

A
n O

utcom
e or Update

P
o
ssib

le o
u

tco
m

es
A
n explanation

A
n apology

C
hanges to practice or process

The issue being form
ally recorded

S
om

etim
es, no further action

Im
p
o
rtan

t rem
in

d
er

The outcom
e does not invalidate your

experience
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A
FTER YO

U SUBM
IT

A
 CO

M
PLA

IN
T

M
a
k
in

g
 a

 co
m

p
la

in
t ca

n
 b

rin
g

u
p

 e
m

o
tio

n
s.

It’s okay to:

Looking A
fter Yourself

During the Process

Support O
ptions

Yo
u

 d
o
n

’t h
ave to

 m
an

ag
e th

is alo
n

e.
S

u
p
p
o
rt m

ay in
clu

d
e:

A
dvocacy services (to help you understand

options or com
m

unicate)
A
 trusted person (friend, fam

ily m
em

ber, carer)
Peer support
Talking to your G

P or m
ental health w

orker if
things feel overw

helm
ing

You can ask questions
at any stage
You can change your
m

ind
You can decide how
involved you w

ant to
beA
sking for support is

part of self-advocacy

Helpful
Rem

inders

ask for support
decide not to continue

take breaks
stop the process


