Monthly complaints report
Reporting period: 1 June 2019 to 30 June 2019
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m Approaches (total complaints, enquiries and FOI matters) m Complaints ® Investigations commenced
Complaints by profession June 2019 Type of complaints June 2019
Medical 18 Handling of notification — complaint by notifier 18
Nursing 15 Registration — delay 16
Psychology 4 Registration — process or policy 8
Dental 3 Handling of notification — complaint by a 5
Unknown 3 practitioner
Medical Radiation Practice 5 SS&?CImg of natification — complaint by member of 2
Occupational Therapy 2 Breach of privacy/Handling of personal 1
Pharmacy 2 information
Podiatry 2 Ozl 1
Paramedicine 1 Registration — fees 1
Total 52 Total 52
S July 2018 - . S July 2018 -
Investigations June 2019 June 2019 Outcomes on investigations June 2019 June 2019
. L Further explanation provided to the 3 73
Open investigations 57 n/a complainant by the NHPOPC
Formal comments provided to 1 24
Investigations commenced 4 128 AHPRA/National Board
Assisted resolution 0 11
Investigations finalised 4 128
Warm transfers to AHPRA 20 211 Total 4 128

& National Health Practitioner
S o Ombudsman and
Privacy Commissioner

July 2018 - July 2017 -
Approach June 2019 June 2019 June 2018 June 2018
Enquiries 29 :r 420 :r 22 350
Complaints 52 ¢ 588 ¢ 31 444
FOI 0 29 _ _
matters
Data
breach 1 1 - -

notifications

Total 82 ¢
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Case study

Louise is a registered health practitioner who transitioned from
provisional registration to general registration outside of the annual
registration cycle. Louise raised concerns that AHPRA refused to refund
the ‘unused’ portion of the registration fees she had paid, even though
she did not hold both types of registration for a full annual cycle.

After investigating Louise’s complaint, we suggested that AHPRA better
articulate the principles underpinning why practitioners are required to
pay registration fees and consider whether the ability to issue partial
refunds of registration fees should be more broadly applied. We also
suggested that AHPRA make a refunds policy publicly available.

AHPRA agreed to review its current refunds policy and will publish the
revised policy on its website.

Please note: our data is subject to change due to ongoing investigations and quality assurance activities. If you have a question about our data, please contact us on 1300 795 265 or by email via complaints@nhpopc.gov.au.
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