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This factsheet is to help guide you through your contact with the Postal Industry 
Ombudsman (PIO). The PIO is here to help you if you have been treated unfairly or 
unreasonably by one of the registered postal operators. We will aim to ensure speedy 
dispute resolution and an outcome for all involved. If you believe you have been treated 
unfairly or unreasonably by a postal operator, call us or use our online complaint form1 
to lodge a complaint.  
 
We are an independent body and we do not represent you or the postal operator you 
are complaining about. 
 

What can you complain about: 
- Lost parcels 
- Disputed deliveries of parcels 
- Lost / damaged international or domestic parcels 
- Mail delivery issues  
- Failed mail redirections 
- Failed mail hold  

 
The above are examples of complaints the PIO can help you with. If you have a 
complaint relating to an issue and it is not mentioned above, contact us on                 
1300 362 072 or use the online complaint form and we can assess, what, if anything, we 
can do to assist.  
 

Before you make a complaint:  
- Contact the postal operator and lodge a complaint. This will give the operator an 

opportunity to resolve your complaint directly with yourself.  
- Keep a copy of your complaint reference number and allow 10 business days for 

the postal operator to resolve your complaint. If you don’t receive a response 
within 10 business days, follow up on your complaint.  

- If you still have not received a response or are dissatisfied with the response, 
contact our Office to find out whether we can assist you.  

- We can only consider complaints about registered members2 of the PIO Scheme.  

 

 
1 https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=oco-complaint-form 
2 http://www.ombudsman.gov.au/How-we-can-help/postal-industry-ombudsman/tools-and-resources 

 

 

Contact us 

ombudsman.gov.au 
1300 362 072 

GPO Box 442 
Canberra  ACT  2601 

The Ombudsman has offices in: 
» Adelaide 
» Brisbane 

» Canberra 
» Melbourne 
» Perth 
» Sydney 

 

 

The Commonwealth 
Ombudsman is an 
independent 
complaint-handling 
body. 

 

 

 

 

The Commonwealth 
Ombudsman services 
are free.  
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The PIO cannot assist you if:  
- Your complaint about a postal operator does not concern a postal or similar service (such as the acceptance of a 

mail item, package or parcel for the purpose of delivery). 
- The complaint is about a postal operator which is not a registered member of the PIO Scheme.  
- You have not complained within 12 months of the incident that led to the dispute. 
- The matter is currently subject of a court or tribunal hearing. 

 
If we are unable to assist you, we will explain why and we will try to provide you with contact details of agencies we 
believe may be able to help.  

 

How we operate: 
When you approach our Office, we will assess and make a decision on how to best manage your complaint. In some 
cases, if you have not lodged a formal complaint with the postal provider, we can accept your complaint and refer it to 
the postal provider who will respond to you directly.  
 
We may decide to pursue your complaint via our complaint transfer process. This is where we transfer complaints to the 
postal operator who will review its handling of your complaint and if appropriate, provide a suitable remedy. The 
provider may need to contact you as part of this process but in all cases will provide us with a report on what action it 
took to address your concerns. (Please note this process is only available for Australia Post and StarTrack complaints at 
this stage).  
 
If we believe your complaint warrants a formal investigation under the Ombudsman Act 1976, we will issue a notice to 
the provider. Each investigation is different, some complaints can be dealt with quickly, but others may take longer 
depending on the issues raised. However, in all cases the process will include consideration of any laws that may apply 
and the gathering and analysis of evidence from the provider. We will keep you informed throughout the process.  
 

Some complaints cannot be resolved: 
We do not investigate every complaint that we receive, and we cannot always achieve the outcome you are seeking. We 
may not be able to assist if:  
 

- The postal operator has already provided a suitable remedy. 
- The postal operator’s actions are consistent with what we would expect.  
- There is no legal basis on which to seek redress.  

 

Remember 
If you have a dispute, it is important to remain calm and cooperative and have all the relevant details (such as, what 
happened, when it happened and who was involved) available when dealing with your complaint. The more information 
you provide the easier it will be to identify what went wrong and what can be done to fix it.  
 
Be clear, stick to the facts and provide any evidence you may have (such as, receipts, customer copy records, 
consignment details etc) in support of your complaint.  
 
 
More information is available at ombudsman.gov.au 
 
Please note: This document is intended as a guide only. For this reason, the information should not be relied on as legal advice or 
regarded as a substitute for legal advice in individual cases. To the maximum extent permitted by the law, the Commonwealth 
Ombudsman is not liable to you for any loss or damage suffered as a result of reliance on this document. For the most up-to-date 
versions of cited Acts, please refer to the Federal Register of Legislation. 


