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Stand up for your rights:
How to make a complaint
A guide to advocating for yourself
[bookmark: _Toc215660781]About this guide
This guide is here to help you understand your rights, recognise barriers to access and feel confident taking action if you experience discrimination.
Whether you're unsure about why something isn’t accessible, or you’re ready to make a formal complaint, this guide walks you through each step. It includes practical tips, and information about who to contact for support.
We’ve created this guide with people who are blind or have low vision in mind, but much of the advice applies to anyone facing access issues because of a disability.
We understand that it can be hard to feel confident enough to advocate for yourself or a loved one. To explore the basics of speaking up for yourself in more depth, you can read our full guide here.
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If you're finding it hard to access a place or service, it’s important to first work out what’s causing the issue. Sometimes it might seem like discrimination, but there could be a practical barrier, like a feature you haven’t noticed yet. For example, there might be Tactile Ground Surface Indicators (TGSIs) to guide you into a building, but they might not be obvious at first.
If you’re not sure what the problem is, we can help.  Call us on 1300 84 74 66, we’re here to support you.
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Before you take further steps, it’s useful to understand your rights under the Disability Discrimination Act 1992 (DDA). This national law protects people with disability, including people who are blind or have low vision, from being treated unfairly.
Under the DDA, you cannot be denied access to public spaces, transport, services, education, or housing because of your vision. The Act applies across Australia and works alongside state and territory laws to protect your right to equal access.
Click here to read our comprehensive guide on the DDA.
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It’s often best to start by raising your concern with the organisation itself, whether that’s a business, school, government agency or service provider.
Try to find the right person to speak to; this could be a manager or someone in a customer service or complaints team.
Complaints can be made informally with a conversation or phone call, or formally through a written email or web form. Many organisations now have a 'Complaints' or 'Feedback' link on their website’s homepage, which usually leads to an online form or email address.
If you submit your complaint online, save a copy and note the date and time you sent it.
Here’s what to include when writing your complaint:
· Subject line: Clearly state it’s about access for people with disabilities,
· Brief explanation of your vision condition and how it affects your ability to access the product, service or space,
· Your relationship to the organisation,
· Details of what happened, and how the barrier impacted you,
· Why equal access matters, including how it affects your independence and how fixing the issue benefits the business or community,
· What you would like them to do to improve the accessibility, and
· When you’d like a response, to help you plan your next steps.
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If the organisation doesn't respond or their reply isn’t helpful, you can take the next step and escalate the complaint. Who you contact depends on the situation:
Example 1: Discrimination at school
You raise a concern with the school principal, but nothing improves. You could then make a complaint to your State Department of Education, which oversees public schools.
Example 2: Dog guide access denied in a taxi
You contact the taxi company and speak to the manager, but they don’t resolve the issue. You can then complain to the local transport authority in your state.
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If your issue involves a government department or you’re not sure who else to contact, you can speak with an Ombudsman or an Anti-Discrimination Commission.
Ombudsman
The Ombudsman is an independent body that looks into complaints about government departments and public services. While they can’t overturn decisions, they can look into issues and make formal recommendations.
Commonwealth Ombudsman
Handles complaints about Australian Government departments and some private organisations, such as Australia Post or Centrelink. They are also the Ombudsman for the ACT.
State and Territory Ombudsman
Handles complaints about local and state government services.
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If you believe you’ve been discriminated against, you don’t have to go through that organisation’s internal complaints process first. You can choose to take your complaint straight to the Australian Human Rights Commission (AHRC) or your State or Territory Anti-Discrimination Commission.
It’s your right to go directly to these bodies if you want to escalate the matter.
These services are free, and you don’t need a lawyer to lodge a complaint. You can write your complaint in English or another language, and if needed, a translator or interpreter can be arranged.
Both Federal and State laws aim to protect your right to equal access. In some cases, one Commission might be better suited to handle your specific complaint.
If you’re unsure about how to start or where your complaint should go, the AHRC can talk you through it.
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Complaints can be submitted in writing, by email, post, or an online form. If English isn’t your first language, you can ask for a translator or interpreter.
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· Your name, contact details and preferred way to be contacted,
· Who you’re complaining about and their contact details,
· What happened, when it happened and who was involved,
· Why you believe you were treated unfairly because of your disability, and
· Any documents or evidence that support your complaint.
If your complaint is accepted, you’ll usually be invited to a conciliation conference, a chance for you and the organisation to talk things through with an impartial third party and reach a fair resolution.
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While Vision Australia may not be able to provide individual advocacy in every situation, we can often offer general advice or help point you in the right direction.
If you’d like more information on self-advocacy strategies or to obtain this guide in another format, call Vision Australia’s advocacy team on 1300 847 466 or email advocacy@visionaustralia.org
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Vision Australia National Call Centre
Telephone: 1300 847 466 
Email: info@visionaustralia.org
Website: www.visionaustralia.org  
Australian Human Rights Commission (AHRC)
National Information Service: 1300 656 419
Email: infoservice@humanrights.gov.au
Website: ASHRC website 
Queensland Human Rights Commission (QHRC)
State-wide telephone information and enquiry line: 1300 130 670
QHRC website 
Victorian Equal Opportunity and Human Rights Commission (VEOHRC)
Enquiry Line: 1300 292 153
Human Rights Commission website 
Equal Opportunity Commission (WA)
Phone: 08 9216 3900
Email: eoc@eoc.wa.gov.au
Equal Opportunity Commission WA website 
Anti-Discrimination Board NSW 
Ph: 02 9268 5544 between 9am – 1pm and 2pm – 4pm
Email: adbcontact@justice.nsw.gov.au 
Email: complaintsadb@justice.nsw.gov.au
Anti-Discrimination Board NSW website 
ACT Human Rights Commission 
Ph: 02 6205 2222
Email: human.rights@act.gov.au
ACT Human Rights Commission website 
Northern Territory Anti-Discrimination Commission (NTADC)
Ph: 1800 813 846 
Email: antidiscrimination@nt.gov.au
NTADC website 
Equal Opportunity Commission (SA)
Ph: 08 8207 1977 between 10am – 3pm 
Email: eoc@agd.sa.gov.au
Equal Opportunity Commission SA website 
Equal Opportunity Tasmania 
Ph: 03 6165 7515
Email: office@equalopportunity.tas.gov.au 
Equal Opportunity Tasmania website
This guide was last updated in August 2025 by the Vision Australia Advocacy team.
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