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FACT SHEET: COMPLAINTS  
 

Note: the complaint form is on page 4 of this document. The following is information 

about the complaint process. 

 

What is a complaint? 

Complaint is any expression of dissatisfaction made to an organisation related to its 

product, or the complaints handling process itself, where a response or resolution is 

explicitly or implicitly expected. (Guidelines for complaints handling organisations 

Standards Australia, 2007.) 

 

Who can complain?  

Any person, group of people, body or organisation which is directly affected by a 

decision, action or inaction of the South Australian Heritage Council may make a 

complaint. If you are not able to make the complaint yourself, a representative (e.g. 

family member or solicitor) can do it on your behalf.  

 

What can I complain about?  

A complaint can be about a decision, action or inaction (failure to act) by the South 

Australian Heritage Council, its sub-committees, delegates and staff supporting the 

Council. These can be complaints about process or service. 

  

How can I make a complaint?  

If you wish to make a complaint, it is best to raise it as soon as possible after the incident 

occurs. If this is not possible, then it should be lodged within 12 months. Also, please 

collect and document all relevant information, names and dates. If possible, advise of 

what outcome, action or remedy you are seeking.  

Whenever possible, please use the attached form to make a complaint. The following 

information will assist in reviewing your complaint:  

• Title, first and last name of the person making a complaint  

• Full address  

• Phone number  

• Email address 

• Who have you had contact with?  

• When did you last have contact?  

• When did it happen?  

• What relevant documentation do you have?  

• Describe what happened  
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Who can assist me in making a complaint?  

You may contact the staff supporting the South Australian Heritage Council at any time 

before or during the processing of your complaint. Contact details can be found below.  

The following services are available if you require assistance:  

 

• The National Relay Service provides a phone service for people who are deaf or 

have a hearing or speech impairment: http://relayservice.gov.au/ 

 

• The Interpreting and Translating Centre provides interpreting and translating 

services for a fee: http://www.translate.sa.gov.au/  

 

Do I need to pay to make a complaint?  

There is no cost to make a complaint to the South Australian Heritage Council. The 

complainant is solely responsible for any other costs associated with the complaint e.g. 

engaging a solicitor.  

 

What happens next?  

Your complaint will be acknowledged as soon as possible within five working days from 

the date of its receipt. You will be informed about the steps in processing of your 

complaint.  

 

All complaints are addressed promptly in accordance with their urgency. The Council 

attempts to respond to complaints within 45 working days from the date of receipt of 

your complaint. If the Council requires more than 45 working days, you will be informed 

of the delay and reasons for the delay.  

 

Complaints are dealt with in an equitable, objective and unbiased manner. Personal 

information related to complaints is kept confidential. 

 

What if I am not happy with the response to my complaint?  

If you’re not happy with the response to your complaint, you can contact:  

 

Ombudsman SA  

Telephone: (08) 8226 8699 

Toll free: 1800 182 150 (outside metro SA only) 

Facsimile (08) 8226 8602 

Email: ombudsman@ombudsman.sa.gov.au  

Address: Level 5 East Wing 50 Grenfell Street Adelaide SA 5000 

Post: PO Box 3651 Rundle Mall SA 5000 

 

A complaint can be made to Ombudsman SA about any action or inaction by an agency 

within its jurisdiction. Ombudsman SA may conduct investigations to determine whether 

the Government agency’s process was reasonable and fair, and that the decision is not 

unreasonable or unlawful.  

Additional information is available from http://www.ombudsman.sa.gov.au/ 

http://relayservice.gov.au/
http://www.translate.sa.gov.au/
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Contact details  

South Australian Heritage Council  

Telephone: (08) 8226 2127 

Email: DEWHeritage@sa.gov.au    

Post: GPO Box 1047 Adelaide   SA   5001 
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Complaint form 
 

If possible, please complete this form should you wish to make a complaint against the 

South Australian Heritage Council.  

 

Last name (required):    

First name (required):  

Title (required):  

Address Line 1 (required):  

Address Line 2:  

Postcode (required):  

Suburb and state (required):  

Daytime contact phone number (required):  

Mobile phone:  

Email address (required):  

Who did you have contact with (required)?  

When did you last have contact (required):  

When did it happen (required):  

What relevant documentation do you have (required)?   

Describe what happened (required):   

 

 

 

 

 

What outcome, action or remedy are you seeking?   

 

 

 

 

Please attach any relevant documents. 

To send the completed form, or seek assistance, please contact the staff supporting the 

South Australian Heritage Council:  

Telephone: (08) 8226 2127 

Email: DEWHeritage@sa.gov.au    

Post: GPO Box 1047 Adelaide   SA   5001 

 

Name (print):      Signature:    Date:   


