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Overview

The Feedback function allows you to submit feedback, either compliment, suggestion or complaint, through
an online channel to DVA at any time.

To submit feedback via MyAccount you must be logged into MyAccount.

When submitting feedback, fields marked with a red asterisk (*) are mandatory.

The Lodge feedback screen.

Home ‘ My details | Transport ‘ Forms and publications ‘ Feedback 6 Help &

LOdge feedback Bl untable version

The Department of Veterans' Affairs (DVA) is commiited fo customer service so we value feedback from you. We would like to hear if you are happy with the service you have received.
If you are not satisfied with the service provided by us, it is important you tell us, so that we can do something about it. Further information about feedback_including a Fact Sheet the
Teedback policy and other important details.

This form can be used to: This form should not be used to:
Types Of +/ Submit a compliment about a senice provided or funded by the 3 Submit a complaint about Veterans and Veterans Families Counselling Service (VVCS), Veterans' Review
Depariment. Board (VRB), Defence Senice Homes (DSH). DVA feedback provides more on haw ta lodge
feedback «/ Submit a suggestion you have abat a senvice provided or fundsd feadbackifor thero areas,
that can be by the Department. ¢ Submit a general enquiry. You can do this by emailing GeneralEnquiries@dva gov au.
+/ Submit a complaint about a senvice provided or funded by the
submitted Department 3¢ Request a review of a Departmental decision. Details on the review process may have been provided with the

original decision. Please cantact your delegate

€ Submit feedback about an allegation of fraud. You can do this by emailing FraudAllegation@dva gov.au.

Whatis your feedback?* € Compliment € Suggestion © Complaint

e
Eniesfhefeedbacic Please type your feednack here —! How to enter feedback

« Enter as much detail as possible.
« If applicable enter times and dates of
events

Feedback
form.

« Please do not submit abusive or insulting
remarks.

Upload supporting document/s Browse. Ma‘x upload size - 5 Mb each. Valid file types: .doc, .xls, . pdf. jpeq, jpg and .gif
anly

(3 documents only) )

DvA-Feedbacki-documentpdi  go oo
DvA-Feedback2-dacumentndl  Qomoue

Your preferred contact method:* Select %

Submitting feedback

To submit feedback:

1. In the What is your feedback section, select the radio button for the type of feedback you would
like to submit e.g. Compliment, Suggestion or Complaint.

2. In the Enter the feedback field, enter as much detail as possible about the feedback.

If you chose the feedback type ‘Complaint’, a new field displays.

0 From the What outcome are you looking for drop down list, select the outcome your would like e.g.
advice, apology, contact for discussion or no further action.

3. Upload any relevant documents if required by clicking on the Browse button.

4. From the Your preferred contact method drop down list, select your ideal contact method e.g.
phone, email, post or I do not wish to be contacted.

0 When a method of contact is selected e.g. phone, your phone number stored in MyAccount will display.

If you wish to change you contact details, please go to the Contact details page and update your details.
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5. Click on the Next button.

The Confirm feedback screen displays.

Feedback EjJ

oo

Confirm feedback & covsemaon

What is your feedback? ‘Complaint

Enter the feedback | didnt like the lady | spoke to on the phone about my payments. She was rude.
Upload supporting document: DVA Feedback-dcoument.docx

(If applicable)

Your preferred contact method: Phone

Number 07 1234 5678

Edit feedback

6. Review your feedback.

0 Click on the Edit feedback button to be taken to the Lodge feedback screen to update the details of the

feedback.

7. Click on the Next button to submit the feedback.

The Feedback screen displays.

Feedback €

o

Feedback E Erintable version

O Your feedback has been fully submitted

but DVA will keep you updated of any progress.

You can track the progress of your feedback by visiting this feedback page.

Service Standard Timeframe: DVA will aim to resolve your complaint within 28 days from the date it is received, as per DVA's feedback policy. Complex matters may take longer,

Your feedback has been successfully submitted. Please note the service standard timeframe is within 28

days.
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Viewing the progress of your feedback

As your feedback is processed, you can monitor how DVA is responding to your feedback.

The Feedback screen.

Feedhack &}

0

Feed back E Printable version
You can track the progress of your feedback by visiting this feedback page.
prog ¥ y visiting pag
( Feedback under consideration
Click the ® to show the feedback case details.
Feedback
— ¥ Feedback reference number.  FMS-23232323
currently
in progress b Feedbackreference number.  FMS-121212121212
» Feedback reference number.  FMS-535353535353
# Feedback reference number:  FMS-898989898989
~\ ¥ Feedback reference number.  FMS-787878787878

<prev  next=

Feedback history for MyAccount

v

Feedback reference number

v

Feedback reference number.

¥

Feedback reference number.

v

Feedback reference number.

FMS-123456487

FMS.78787878

FMS-11223355

FMS-88779966

\

1. Feedback can be expanded to display further details by clicking on the - icon.

The feedback is expanded to display further details.

toms | mamt | vamepr | rocms seapencamen |

R TR oo |

Feedback

[CRE—

You can track the progress of your feedback by wsiling this feedback page

¥ Feedback reference number,
Foodback submiflod

12082012
14052017
28052012

Croate now foedback |

¥ Feedback reference number  FMS-23232323
B o § e i 1 spoke -
[Document's amaches DVAfeedtack gcoumentdoc
12052012 Fescack submitied 1o ihe Depanment
14052012 Your feedback has been forwarded 1o the area responsitie
28052012 Foedback resobud Ploase refore to ernail comrespondence

FMSA23456487

. Djust you for pr

Foedback submiSod ta the Dopartmon
Yoisr feadhack Rat besn fonwarded 1o the a0ea respantibie

Feedback resolved Flease refers 1o emall comespondence

cpeev  peas

lr

2. Review the current status of your feedback.

3. To submit further feedback, click on the Create new feedback button.

DVA MyAccount Submit Feedback | Version: 0.1 | Published: 03 October 2012

Finalised
feedback

Page 3



Other functions

E Printable version

Help 6

To print a copy of the information displayed on this page, click on the Printable
version link.

To get additional help with the Publications screen, click on the Help button at to
the top right of the page.

When you are finished using MyAccount, to log out and finish using the service in a
secure way, click on the Logout button.
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