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Hello my name is Laurie Harkin. 

I am the Disability Services Commissioner. This edition of 
DSC Speaking Up is about what happens to complaints. 
Sometimes people are not happy with their disability service.  
It is OK to make a complaint. A complaint is when you speak 
up about something you are not happy about. 

You can talk to us about your complaint. 

Sometimes we write a list of actions to make 
things better.

We listen to complaints about disability services.  
This is what we do:

1. We talk with the person making the complaint.
2. We try to understand why the person is not happy.
3. We talk to the disability service about the complaint.

We write the actions with the person with a disability and their 
disability service. Sometimes other people help too, like families or 
friends.
The list might say:
•	 What the disability service needs to do to make things better.
•	 When they will do things.
Usually everybody agrees on the actions.
We finish working on the complaint.  
This is called closing the complaint.

Usually disability services do the things on the list. They tell the 
person with a disability what they have done. They ask the person 
if the complaint is fixed.

Sometimes disability services do not do what is on 
their list. This means that the complaint is not fixed. 

The person with a disability could ask the service what is 
happening about the complaint. 

Sometimes people call us again. They tell us the 
complaint is not fixed. We can help them again.
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Bob’s story

Sometimes complaints are not fixed.  
Bob knew that he could talk to us again  
when his complaint was not fixed.  
We helped him with his complaint.

Bob’s 
Room A worker in his home would come into his bedroom 

without knocking on the door.

We had a meeting with Bob, Bob’s mum and the 
disability service to talk about the problem. 

Everybody agreed on three actions: 

1. Put a sign on Bob’s door saying, “please knock first.” 
2. Write in Bob’s support plan that he wants people to knock 

on his door before they come into his bedroom.
3. Tell the staff at Bob’s home to knock first.

We closed the complaint. But two months later Bob was  
still not happy. 3 ACTIONS

Put a Sign Up

Fix Support Plan

Tell Staff
One of the actions had not been done. There was no 
sign on Bob’s door. 

Bob’s 
Room

please 
knock 
first

Bob was not happy with his disability service.  
He called the Disability Services Commissioner to 
make a complaint. 

Bob asked the worker to knock first. The worker would not listen 
and would always come in without knocking. This upset Bob.  

Bob called us again. 

We talked with Bob about his complaint again.

We spoke to the disability service to tell them that Bob was not 
happy that his complaint was not fixed. We told them the reason 
is because there was no sign on his door.

Everyone agreed that the action had to be done. 

One month later we called the disability service to make sure the 
action was done. The disability service did put a sign on Bob’s 
door. All of the staff knocked on Bob’s door. 

This made Bob happy. 
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