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Health and Community Services
Complaints Commissioner

HCSEonnect

A word from the Commissioner

Welcome to another edition of HCSC Connect. | hope you
are all safe and well in these strange times.

This is the second edition of our newsletter with our new
logo and brand. We believe it better reflects the centrality
of communication in complaints resolution. We’ve received
some excellent feedback about it and we hope you love the
change as much as we do.

We are busily sending out our new collateral and if you'd
like some sent to you, please email us at
info@hcscc.sa.gov.au.

Our Annual Report is due to be tabled in Parliament next
month. Some of the data we’ve sourced for the report
shows some encouraging trends in line with our new work
practices. I'll have more to say about that in the annual
report and our next edition of our newsletter.

Obtaining information from service providers in a timely way
helps us manage complaints effectively.

The HCSCC requests information for the purposes of
assessing and determining the best way to manage the Snapshot

complaint.
2019/20 Contacts

To assist service providers understand our power to request (including enquires, complaints and own
this information, we’ve created this helpful fact sheet. motions)

Apr 2020: 175

May 2020: 208
Jun 2020: 215

If there are any questions about this part of our work, staff
of the HCSCC are always happy to help. Stay safe and well
and enjoy the read.

Assoc. Prof. Grant Davies
HCSC Commissioner



mailto:info@hcscc.sa.gov.au
https://www.hcscc.sa.gov.au/wp-content/uploads/2020/07/20_07_02-Fact-Sheet-Information-Requests.pdf
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Own motion investigation

On 30 July 2020, the HCSCC released a public summary about an investigation into the provision of
health services to people with a disability by SA Health in acute care settings.

The own motion was instigated by the former Commissioner after the Office of the HCSCC received
numerous complaints (between 2015 and 2017) about the above.

Seven complainants and eight complaints were chosen to form part of the investigation. The
consumers varied in age and gender and all had a variety of different disabilities.

| want to thank the complainants for sharing their experiences, the independent expert who assisted
in the investigation, my hardworking staff and SA Health for being a willing participant in this process.

The summary details the final findings, conclusions and recommendations, while protecting sensitive
and private information of the complainants.

You can read it here.

Case Study

The HCSCC received a complaint from a prisoner about a

WE ARE

delay in being transferred to hospital for treatment. FREE
Our office raised this with the appropriate service which led INDEPENDENT
to a change in policies to create a ‘safety net’ work IMPARTIAL

procedure to ensure the same problem could not happen o

again. CONFIDENTIAL

The prisoner was provided information about the new work
procedure and a written apology from the service provider
for the delay in accessing health services.

“...which led to a Make a complaint

Change In p‘OIICIES If you would like to make a

fo create a ‘safety complaint, click

net’ work Or, you can get advice by calling
the HCSCC Assessment Service

procedure to on 8226 8666 or 1800 232 007.

ensure the same
problem could not
happen again.”



https://www.hcscc.sa.gov.au/wp-content/uploads/2020/07/20_07_30-Public-Summary-Final.pdf
https://www.hcscc.sa.gov.au/making-a-complaint/raise-a-complaint-with-hcscc/

Case Study

Conciliation between parties is a powerful tool in the
complaints resolution process.

A consumer was unhappy after attending an
emergency department seeking mental health support.
They felt that at the time they were not listened to and
were left traumatised after being held involuntarily.

The consumer did not believe conciliation would help
as they had lost trust in the service provider.

Nevertheless, the conciliation process was successful
with the service provider listening and helping to
resolve the concerns the consumer had.

The consumer was pleased with the process and
expressed that it had helped them move on.

Social media update

Following the launch of our new logo and brand, the
HCSCC also uploaded a video on our social media
platforms that promoted our office.

Our video was viewed nearly 20,000 times with an
even split of men and women watching.

Most men who watched were aged between 35 and 44,
while it was women aged between 55 to 64 who
watched the video the most.

If you have not seen the video, please visit our
Facebook page or click here.

New brochures

The Office of the HCSCC has new brochures
available for download on our website.

They have been re-made to align with the new
brand.

Click here to download the brochures.

All collateral provided by the HCSCC is free and
can be printed without permission.

Contact Us

Call
(08) 8226 8666 OR
1800 232 007 (Country SA Landline)

Teletypewriter (TTY)
133 677 OR
1800 555 677 (Country SA Landline)

Email
info@hcscc.sa.gov.au

Write
PO Box 199, Rundle Mall SA 5000

WWEHIE
hcscc.sa.gov.au

Facebook
@sahcscc

Twitter
@sahcscc

LinkedIn
linkedin.com/company/sahcscc

Visit
L4 East Wing, 50 Grenfell Street
Adelaide SA 5000

Opening Hours
Monday-Friday: 9am to 5pm
Saturday/Sunday: Closed



https://www.hcscc.sa.gov.au/hcscc-brochures/
https://www.facebook.com/watch/?v=341491216841890&extid=Fu34fGJKcEASfAPB

