Monthly complaints report
Reporting period: 1 October 2018 to 31 October 2018
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Case study

The NHPOPC recently provided formal comments to AHPRA regarding the
quality of its communication with a complainant.

The NHPOPC received a complaintabout the handling of a statutory offence
matter. The complainant felt that there was poor communication on AHPRA's
part, as well as unreasonable delays in the processing of her complaint.

The NHPOPC's investigation found that AHPRA'’s communication with the
complainant was inadequate. AHPRA failed to update the complainant about
the status of her matter and did not provide her with any indication of when
she would receive progress updates (which would have negated the need for
her to continually contact AHPRA for information). AHPRA also failed to refer
her to its formal complaint-handling process when she expressed
dissatisfactionabout the lack of communication.

In response to the NHPOPC's comments, AHPRA advised that it has
implemented a new process for handling statutory offence complaints that will
significantly improve the manner in which AHPRA communicates with
complainants.

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.



