A Guide to Making a Complaint
Office of the MARA
1. BEFORE MAKING YOUR COMPLAINT
The OMARA’s website contains plenty of information about resolving a dispute with your agent.
Make sure you read this information before you take the step of making a complaint.
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2. MAKING A COMPLAINT
If you decide to make a complaint about an agent, click Make a complaint about an agent on the
OMARA’s home page.

3. READ THE INSTRUCTIONS CAREFULLY
Make sure you read the instructions carefully. Remember, once you start filling out the form, you
cannot log out and log back in. If you do, you will need to start the form again from the beginning.
Once you have read all of the instructions, and are prepared to fill out the form, click Make your
complaint.
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4. FIND THE AGENT YOU ARE COMPLAINING ABOUT
You will be prompted to find the agent you are complaining about. You can search for the agent
using their name, agent registration number (known as MARN) or the name of their business. If the
agent is found through the search, click the radio button next to the agent’s name and then Next.
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If the agent is not found, you can choose to search again OR click the radio button next to Cannot
find agent and click Next. This will take you to a page where you can manually enter the agent’s
details (as you know them).

5. SELECT THE TYPE OF COMPLAINT YOU ARE MAKING
Once you have identified the agent you are complaining about, select the type of complaint that
you are making. Note there are two types of complaints: a complaint against an agent’s conduct
and a complaint about advertising.
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6. PERMISSION TO PUBLISH
You will still be able to submit your complaint even if you answer No to this question. However the
OMARA will require your permission if we are to inform your migration agent of your complaint.
This is important, as without this permission the OMARA may not be able to investigate your
complaint fully. If you wish to discuss this you may call us on 1300 226 272.

7. LODGING A COMPLAINT ON BEHALF OF ANOTHER PERSON
If you are lodging a complaint on behalf of another person, you MUST have that person’s
permission. If you do not have permission, you are not allowed to submit the complaint.
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8. PERSONAL DETAILS AND DETAILS OF THE COMPLAINT
You will be asked to fill out your personal and contact details (the OMARA may need to contact
you for further information) as well as the details of the complaint. You will also be asked to upload
any documents you may have to support your complaint

9. SUMMARY
All information you have entered will be available on the Summary page for you to check. Please
check the summary page carefully. You can change your information or correct mistakes by
clicking Edit in the right corner of each section of the form.
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10. DECLARATION
Once you are satisfied that all the information is correct, you will have to agree to the declaration
before you can submit your complaint. Please read the declaration carefully before ticking the “I
agree” box. Once you have agreed to the declaration, enter the CAPTCHA code and press
Submit.
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11. ACKNOWLEDGEMENT
When you have successfully lodged your complaint, you will be taken to an acknowledgement
page that contains your reference number. Make sure you keep your reference number and quote
it in any communication you have with the OMARA regarding your complaint.

12. NEED ASSISTANCE?
If you require assistance with this process, you can contact us using the Contact Us details on the
website.
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