Template letter 15
Letter to complain about a legally valid request from a nurse practitioner being refused
Start local - then escalate.
Begin by submitting your complaint directly to the clinic. Give them a chance to respond and, ideally, apologise and fix the issue. But if they ignore you or fob you off, don’t waste time - take it straight to your state or territory health complaints body. You’ll find the contact list below.
Step 1 – Complain to the clinic using this template
To Whom It May Concern,
Re: Formal complaint – refusal to accept valid nurse practitioner request
I am writing to lodge a formal complaint against [insert clinic name] for refusing to accept a perfectly valid [insert pathology or radiology] request signed by my nurse practitioner.
The circumstances are as follows:
1. On [enter date], following a consultation with me, my nurse practitioner, [enter name and provider number], wrote a valid [pathology/radiology] request for Medicare-funded tests.
2. I contacted [clinic name] prior to my appointment to check the Medicare item number for this test, which my nurse practitioner suggested I do.
3. I also checked the regulated list of [pathology/radiology] tests that nurse practitioners are legally authorised to request under Medicare, and confirmed that item number [enter item] is included.
4. When I arrived for my appointment, the receptionist informed me that the clinic does not accept nurse practitioner request forms and said I would need to obtain a new request from a GP or specialist.
5. I showed the receptionist the official list (available from Services Australia) confirming that my test was validly requested by my nurse practitioner. Despite this, I was turned away.
6. As a result, I experienced unnecessary costs, delays in my healthcare and considerable frustration.
This practice is not only discriminatory towards nurse practitioners but may also breach Medicare regulations and patient rights. Nurse practitioners are qualified, registered healthcare professionals with legal authority to request specific Medicare-funded investigations. Refusing a valid request undermines their professional standing and directly harms patients.
I respectfully request that:
· The clinic provide a written explanation for this refusal.
· Staff be educated on the legal rights of patients and nurse practitioners in relation to Medicare-funded diagnostic services.
· Policies be updated to reflect current legislation.
Please confirm receipt of this complaint and advise what actions you intend to take in response. I am also considering lodging this matter with [enter your state or territory health complaints body from the list below].
Thank you for your attention to this matter.
Yours sincerely,
[Your Full Name]

Step 2 – Escalate your complaint to the relevant health complaints agency
Here’s the list to chose from. Attach the original letter you sent to the clinic when you lodge this escalation.
ACT - https://www.hrc.act.gov.au/health 
NSW - https://www.hccc.nsw.gov.au/ 
NT - https://hcscc.nt.gov.au/ 
QLD - https://www.oho.qld.gov.au/ 
SA - https://www.hcscc.sa.gov.au/ 
TAS - https://www.healthcomplaints.tas.gov.au/ 
VIC - https://hcc.vic.gov.au/ 
WA - https://www.hadsco.wa.gov.au/home/ 

Dear [Name of Agency or “Complaints Officer”],
Re: Refusal by [Clinic Name] to accept valid nurse practitioner request
I am writing to formally escalate a complaint regarding [Clinic Name], who refused to accept a valid [pathology/radiology] request issued by my nurse practitioner, despite the request being entirely lawful and eligible for Medicare funding.
I initially lodged a written complaint directly with the clinic (see attached), giving them the opportunity to acknowledge the error and resolve the matter. Unfortunately, I have [select either; "not received a response" or "received an unsatisfactory response."]
This experience caused unnecessary delay, stress and out-of-pocket costs and also undermines the role of nurse practitioners who are authorised by law to order many diagnostic tests under the Medicare system.
I respectfully request that your office investigate this matter. In particular, I believe clinics should not be permitted to override Medicare law or refuse lawful requests on administrative or commercial grounds.
Please find attached my original complaint, which sets out the full details of the incident. I am happy to provide further documentation if required.
Yours sincerely,
[Your Full Name]

