
 
 

 

   
 

How to use the online complaints portal 

Guidelines  

What is the online complaints portal? 

The online complaints portal is an alternative way to submit an enquiry or complaint to 

Potentia Energy. 

We still accept emails from each project inbox and the 1800 number (see below). The new 

portal allows you to have better visibility of your complaint and the progress Potentia 

Energy is making towards resolving your query. 

How to use the online portal 

When you click on the ‘Submit a complaint’ on the Potentia Energy website, it will redirect 

you to an online portal where you can enter your details and a description of your issue. 

On the portal landing page you will have the opportunity to ‘File a complaint’ or ‘Access a 

complaint’. 

 



 
 

 

   
 

 

If this is a new complaint, please use the ‘File a complaint’ button, if you have already 

lodged your complaint and want to check on the status, you can click the ‘Access a 

complaint’ button.  

Note – you will need to recall your Complaint number GR-XXXXX (which was also sent to 

your email address) and set up a password to be able to log in again to see the progress of 

your original query. 

 

Once you have submitted your complaint, you will see the above screen and an email will 

be automatically sent to the email you provided. You will have the option to view your 

complaint on the portal and will need to set up a password to access and review the 

progress. Your complaint on the portal is private to you only and the team at Potentia 

Energy.  

 

 



 
 

 

   
 

You can access your complaint at a later stage by following the link sent to your email 

address, or by clicking the ‘Submit a complaint’ button from the website.  

Enter the complaint number – GR-XXXXX (GR-5 numerical digits) and the password you 

created. 

Note: If you did not create a password in the first instance, select ‘forgot password?’ link 

which will request for you to enter your email address and a reset link will be sent to your 

email to set up a new password. 

 

Once you have reset your password, you can click ‘Access a complaint’ where you enter 

your Complaint number (noted in your email confirmation) and your password and you will 

be redirected to a summary of correspondence between you and Potentia Energy in 

relation to your query. 

 

You can add comments or questions to the outstanding complaint by clicking the ‘Add 

comments or questions’ button (blue). You can also file a new complaint by clicking the ‘File 

a complaint’ button (green) in the top right corner of the screen. 

If you are having trouble lodging your enquiry or complaint through the online portal, you 

can also contact us via the following methods:  

▪ Phone:    1800 841 640 

▪ Email:    communications@potentiaenergy.com.au 
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