
 

 

 

 

 

 

Preparing a complaint 

 
Student Advocacy 

Safe & Fair Communities - Division of Safety, Security and Wellbeing 

 

Complaint or feedback? 

The first step is to consider if you would like to raise your concerns as a complaint or provide feedback to 
Charles Sturt about your experience. 

The complaint process may be suitable if you have a situation that needs a specific resolution. Except for 
serious complaints, we encourage you to attempt to resolve your concerns at the point of origin in the first 
instance. See the Complaints Management Policy and Procedure for further information. 

Feedback may be suitable if you don't have a specific outcome in mind but want Charles Sturt to be aware 
of your experience and review how particular matters are handled in the future. 

 
Preparing your complaint 

There are no strict rules for writing a complaint, however, the information below will help you to structure 
your complaint: 

• Briefly describe your complaint. 

▪ Keep it respectful, relevant, and concise. Keeping in mind the Student Charter. 

▪ Stick to the facts and avoid emotional language 

▪ Use dot points 

 

• Provide a timeline of what has occurred, including details about who, what, when, where and how 

▪ Describe any actions you’ve taken to resolve your complaint so far. 

 

• Provide and/or identify any relevant evidence or supporting material. 
▪ This can be included in your timeline of events or as attachments with your 

complaint 
 

• Describe the impacts or consequences this matter had on you. 

▪ Include details about support services you have sought in relation to this 

▪ If you haven’t engaged with support services yet, refer to the Support Services Directory to 

identify teams or services that may assist. 

▪ The Student Counselling Team and 24/7 Student Wellbeing Support Line are also available. 

 

• Describe the outcome/s are you seeking. 
▪ Ensure the outcome you are seeking is proportionate and reasonable to the situation 

that occurred. 
▪ Demonstrate a willingness to be flexible in the resolution process, to improve the 

chances of a positive outcome. 
 

• Once you have written your complaint letter, consider putting it aside, clearing your head then re-
reading the letter to make sure that emotion is not clouding the facts of the case. 

 
You are welcome to email your draft complaint to the Student Advocates for feedback, we can be contacted 
using our online form. 

 
 

 

https://www.csu.edu.au/current-students/support-services/specialist-services/advocacy-and-support 
 

 
You  

https://policy.csu.edu.au/document/view-current.php?id=18
https://policy.csu.edu.au/document/view-current.php?id=20
https://policy.csu.edu.au/document/view-current.php?id=268
https://www.csu.edu.au/current-students/support-services/support-services-directory
https://www.csu.edu.au/current-students/safety-wellbeing/your-wellbeing/student-counselling/support-line
https://www.csu.edu.au/current-students/safety-wellbeing/your-wellbeing/student-counselling/support-line
https://student.csu.edu.au/forms/contact-a-student-advocate
https://www.csu.edu.au/current-students/support-services/specialist-services/advocacy-and-support

