
Consumers can go on the Department of State's website www.dos.ny.gov and obtain 

information on how to file a complaint.  A copy of our complaint form can be obtained from the 

DOS website.  Complaints can be filed in several different languages. A list of the languages 

can be found on our website. 

 

Complaints are received from three different sources: 

Email  - complaints@dos.ny.gov 

Airmail - Department of State 

  Division of Licensing Services Complaint Review Office 

  P.O. Box 22001 

  Albany, NY 12201-2001    

Referrals from government/agencies 

 

All complaints received are processed and entered into a database system. A file number is 

generated and is referenced throughout the life of the file.  The complainant and the respondent 

information is captured along with the nature of the complaint.  An acknowledgment letter is sent 

to the complainant acknowledging receipt of the complaint by the department. The file is ready 

for complaint review processing.   

 

Complaint review unit manager reviews the files to examine the particulars of the complaints.  

Here any merit to a complaint is determined.  Cases without merit are closed.  Files that warrant 

further review are assigned to a complaint review investigator.  During the complaint review unit 

(CRU) review the complainant is contacted and asked to elaborate on the complaint and to 

provide supporting documentation.  The respondent is notified of the complaint and asked to 

provide a written response and to submit supporting documentation.  Both responses from the 

complainant and the respondent are reviewed.  Cases that warrant a full investigation are 

forwarded for the enforcement investigation process.  A letter is sent to the complainant 

advising that the complaint is being forwarded for further investigation. 

 

The case is assigned to an enforcement investigator who will conduct a full investigation making 

any necessary contacts and communications. At the conclusion of the investigation a 

recommendation is made.  The file is closed or referred to council with recommendation that a 

hearing be held. The complainant is notified that the case has been referred to counsel for 

review.  In cases where the complaint will be closed with no further action the complainant and 

the respondent are notified of the decision. 

 

Field inspections are conducted by enforcement investigators to enforce regulations and ensure 

statutory compliance. 

http://www.dos.ny.gov/
mailto:complaints@dos.ny.gov

