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You are free to copy, communicate and adapt this snapshot, as long as you attribute the work to the Health Quality and Complaints Commission. 

To view a copy of this licence, visit http://creativecommons.org/licenses/by/3.0/au/deed.en

Attribution: Content from this snapshot should be attributed as: Health Quality and Complaints Commission, Annual Health Check 2012, May 2012.

Images: Where images are included in this snapshot, you may only use the image (in its entirety and unaltered) as an integrated part of this entire 
snapshot or as an unaltered integrated part of an extract taken from this snapshot.

We are committed to providing accessible services to Queenslanders from all culturally and linguistically diverse backgrounds. 

If you need help to understand this snapshot, please telephone (07) 3120 5999 or free call 1800 077 308 (outside Brisbane) and we will arrange an interpreter to share 
the snapshot with you. 

About this snapshot

Our Annual Health Check 2012 is designed to be an easy to read 
snapshot of our work in resolving healthcare complaints and 
monitoring the quality of health services in Queensland.

For detailed information about our work and performance, please 
see our annual report, www.hqcc.qld.gov.au 

The Health Quality and Complaints Commission (HQCC) is an independent statutory body 
dedicated to improving the safety and quality of healthcare in Queensland. We regulate health 
services under the Health Quality and Complaints Commission Act 2006 (the Act).

We work with healthcare providers, consumers and other organisations to prevent patient 
harm and improve service quality.

To achieve our aim of better healthcare for Queenslanders, we:

•	 manage complaints about health services

•	 investigate serious and systemic issues and recommend quality improvement

•	 monitor, review and report on healthcare quality

•	 identify healthcare risks and recommend action

•	 share information about healthcare safety and quality, and

•	 promote healthcare rights.

We report to Parliament and the Queensland community through the Minister for Health and 
the Health and Community Services Committee of State Parliament.

About us
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Statewide 
snapshot Complaints received

Complaints closed

Enquiries received

Enquiries closed

35792012

2011

2010 2519

2693

32132012

2011

2010 2269

2832

17832012

2011

2010 2318

2359

17732012

2011

2010 2303

2419

In 2012, 5363 Queenslanders contacted us with concerns 
about the safety and quality of their healthcare.

A complaint is any expression of dissatisfaction or 
concern about a health service made by an eligible 
complainant about an identifiable healthcare provider.

An enquiry is a matter that is not eligible as a complaint, 
for example, a request for information about how we 
work or a complaint that falls outside our jurisdiction.

There was a 33% increase in the number of complaints 
and a 24% decrease in the number of enquiries from the 
previous year.

The decrease in enquiries and increase in complaints 
may be attributed in part to improved complaint triage 
processes.

The increase in complaints may also be due to:

•	 Queensland’s growing population and the 
corresponding increase in the number of health 
services delivered

•	 increasing community awareness of our service

•	 greater healthcare consumer expectations of service 
safety and quality.



4

Who 
complained?
We receive healthcare 
complaints from across the 
Queensland community.

•	 More women complained than men.

•	 83% of complainants were 35 years or older.

•	 There was a small increase in the number 
of complaints from people who identified as 
Indigenous.

•	 Most people who complained were born in 
Australia, followed by Europe (219 or 6%), New 
Zealand and Pacific Islands (85 or 2%) and Asia 
(51 or 1.5%).

•	 We used translation and interpreter services on 
24 occasions for 12 clients during 2012.

•	 Languages included Arabic, Chinese, Indonesian, 
Korean, Macedonian, Mandarin, Slovak, Spanish 
and Thai.

Complainant country of origin

Gender of 
complainants

Complaints and enquiries made by  
Indigenous people

0-24 years 
3%73

25-34 years 
16%330

35-54 years 
47%958

55+ years 
33%683

Age of complainants

2711

32 

85 

51
20

19

7

219

105 Aboriginal

2011: 90 

19 Aboriginal and 
Torres Strait Islander

2011: 26

11 Torres Strait Islander

2011: 6

In some cases, the age or gender of complainants was unknown 
because we received the complaint in writing and the client’s gender 
was unclear or because this data was not recorded in our case 
management system at the time of preparing this snapshot.

59% 40%
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01 Public hospitals

02 Correctional facilities

01 Doctors

02 Dentists

03 Dental prosthetists

04 Nurses

05 Psychologist

06 

Pharmacists

Chiropractor

Physiotherapists

Optometrists

Podiatrists

06 

08 

08

10 

1020

232

2%35
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Who did 
people 
complain 
about?
Most of the complaints we managed were about public 
hospitals and doctors, in line with previous years.

At the time of this snapshot, 140 (9%) of complaints did 
not have a provider type recorded. In most cases, this is 
because we were waiting for further information from the 
complainant about the practitioner and their profession. 

Fifty-six providers (3.5%) were recorded as having ‘no 
registration’.  This is because no registration details were 
recorded or the practitioner was unregistered. 

An unregistered healthcare practitioner is a practitioner 
who is not required to be registered under legislation 
or who provides health services that are unrelated 
to their registration. Examples include naturopaths, 
acupuncturists and therapeutic massage providers.

We also received complaints about a variety of other 
health organisations including pharmaceutical services, 
community health services and ambulance services.

Complaints about other healthcare organisations totalled 
105 or 5% of complaints.

65%

15%

1.5%22

0.9%

9

0.6%10

0.6%

8 0.5%

7 0.4%

6 0.3%

1083 55%

185 9.5%

03 Private hospitals

168 8.5%

04 Medical centres

144 7%

05 Mental health services

83 4%

06 Dental service

Public health services

Specialised health service

Laboratory service

Aged care facility

07 

08 

09 

10 

66 3%

50 2.5%

39 2%

23 1%

21 1%

Complaints about  
healthcare practitioners

Complaints about  
healthcare organisations
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What did 
people 
complain 
about?

Top 3 treatment issues01 Treatment

02 Communication 

03 Professional conduct

04 Medication

05 Access

06 Fees and costs

Environment/
management of facilities

Medical records

Discharge and transfer 
arrangements

Consent

07 

08 

09

10 

2516

933

9%489

336

45%

17%

7.5%415

6%

256 4.5%

139 2.5%

124 2%

108 2%

106 2%

31%

17% 14%
Unexpected 

treatment 
outcome/

complications

Diagnosis

Inadequate treatment 

779

432 364

Top 3 communication issues

56%

29% 13%
Inadequate 
information 

provided

Incorrect/
misleading 
information 
provided

Attitude/manner 

523

275 120

Top 3 professional conduct issues

21%

19% 16%
Impairment Registration/

licensing

Competence
102

95 79

People complained the most about treatment (45%), 
followed by communication (17%) and professional 
conduct (9%).

Compared to the previous 12 months, there was a 
16% drop in complaints about treatment [2011: 61%], 
however treatment still remained the top issue.

Professional conduct complaints rose by 5% [2011: 
4%], while medication [2011: 5.5%] and access [2011 
5.5%] and fees and costs [2011: 2.5%] all recorded 
small rises.

People also complained about grievance processes, 
reports/certifications and enquiry services. These 
complaints totalled 127 and represented 2% of 
complaint issues.
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In focus: 
Practitioners and 
organisations

01 Inadequate treatment

02 Diagnosis

230

190

26%

22%

03 
Unexpected treatment 
outcome/complications

18%160

01 Inadequate treatment

02 Inadequate prosthetic 
equipment

68

53

31%

25%

03 
Unexpected treatment 
outcome/complications

46 21%

01 

Diagnosis

02 
201

137

27%

18%

03 

Inadequate treatment

14%122

01 Inadequate care*

01 

29

29

26%

26%

03 
18%20

Medical 
practitioners Dentists

Public hospitals Private hospitals

We analysed our complaints further to pinpoint what 
issues people complained about in the context of where 
they were treated and by whom.

People who complained about medical practitioners, 
complained mostly about inadequate treatment, followed 
by diagnosis.

*Inadequate treatment is where the complainant 
considers the treatment was insufficient or incomplete, 
or fell below the standard expected of a competent 
practitioner.

Dentists also received complaints about inadequate 
treatment, followed closely by complaints about 
inadequate prosthetic equipment.

Both professions also received complaints about 
unexpected treatment outcomes or complications.

When people complained about treatment they received 
in hospitals, the most frequently cited complaint issue 
differed slightly according to whether the hospital was 
public or private.

Public hospitals received the most complaints about 
inadequate treatment , followed by unexpected treatment 
outcomes and diagnosis.

Private hospitals received complaints about inadequate 
care and inadequate treatment, followed by unexpected 
treatment outcome or complications.

*Inadequate care is where the care is of a lesser standard 
than usually expected, for example, if a nurse fails to take 
observations.

Unexpected treatment 
outcome/complications Inadequate treatment*

Unexpected treatment 
outcome/complications
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region:Regional 
snapshots

Outback

Cairns

Townsville

Mackay

Rockhampton

Darling Downs

Wide Bay

See inset

Toowoomba

Sunshine 
Coast

Ipswich

Greater Brisbane

Gold
Coast

* In our Annual Health Check 2010, regions were based on different geographic areas. 
For comparison, we have reproduced 2010 data against the ASGS regions.

**The geographic region of the healthcare provider is unknown because their suburb 
and postcode are not recorded in our complaint management system. This may be 
because we were awaiting confirmation of the provider’s location at the time the data 
was extracted for this snapshot, or because the provider communicated by email and 
did not provide their suburb and postcode.

Region where 

healthcare services 

were provided

No. of complaints
2012 2011 2010*

Cairns 151 114 110

Darling Downs 46 40 26

Gold Coast 419 338 351

Greater Brisbane 1558 1156 1096

Ipswich 227 113 116

Mackay 86 64 62

Outback Queensland 45 35 28

Rockhampton 84 99 99

Sunshine Coast 228 176 175

Toowoomba 126 84 80

Townsville 173 91 97

Unknown region** 198 225 113

Wide Bay 238 158 166

TOTAL 3579 2693 2519

For each region in Queensland, we have compiled:

•	 the number of complaints 

•	 the percentage of complaints about providers in 
the region against the overall total complaints 
received in 2012

•	 the top three complaint issues

•	 complaints about healthcare practitioners and 

•	 complaints about healthcare organisations.

Regions are based on Australian Statistical 
Geography Standard (ASGS) Volume 1 - Queensland 
Maps July 2011 as published by the Australian 
Bureau of Statistics.



9

Cairns

151 complaints (4.2%) 
2011: 114 complaints, 4%

We received 151 complaints (4.2%) from people who received a health service in the 
Cairns region. 

The region encompasses Cairns, Gordonvale, Innisfail, Mareeba, Port Douglas, Tully and 
Yarrabah. 

Listed below are the top issues, registered practitioners and healthcare organisations 
we received complaints about in 2012.

Darling  
Downs

We received 46 complaints (1.3%) from people who received a health service in the 
Darling Downs region.
 
The region encompasses Dalby, Goondiwindi, Inglewood, Roma, Mitchell, Oakey,  
St George and Stanthorpe.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

Top complaint issues

53
19 11

comunication 
and information 

acccess

treatment

region:

Top healthcare organisations Top healthcare practitioners

region:

46 complaints (1.3%)

Top complaint issues

2011: 40 complaints, 1.5%

63
9 5

mental health 
services

medical  
centres

public hospitals
49

5
dentists

medical practitioners

19
7 2

comunication medication

treatment

Top healthcare organisations

7

medical centres

public hospitals

7

Top healthcare practitioners

17

6
dentists 

medical practitioners
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region:region:

419 complaints (11.5%)

region: Gold  
Coast

We received 419 complaints (11.5%) from people who received a health service in the 
Gold Coast region. 

Under our legislation, we cannot release information that may identify an individual 
practitioner or organisation. As there is only one public hospital in the Gold Coast region, 
complaints about public and private hospitals have been combined.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

region:region: Greater  
Brisbane

Health services in the Greater Brisbane region received almost half of all complaints made 
in 2012.  

This reflects the higher density of services in the region and the large number of people 
from across the state who receive health services in the metropolitan area.

The Greater Brisbane region extends from Beaudesert in the south to the Caboolture 
hinterland in the north. Listed below are the top issues, registered practitioners and 
healthcare organisations we received complaints about in 2012. 

1558 complaints (43.5%)
2011: 338 complaints, 12.5% 2011: 1156 complaints, 43%

157
64 28

comunication fees and costs

treatment

Top complaint issues

570
233 96

comunication  
and information

medication

treatment

Top complaint issues

126
14 11

medical  
centres 

dental  
services

public and  
private hospitals

503
82 56

private  
hospitals

medical  
centres

public hospitals
148

57 3
dentists dental 

prosthetists

medical 
practitioners

Top healthcare practitionersTop healthcare organisations

416
88 14

dentists dental 
prosthetists

medical 
practitioners

Top healthcare practitionersTop healthcare organisations
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region: region:

227 complaints (6.3%) 86 complaints (2.5%)

Ipswich

We received 227 complaints (4%) from people who received a health service in the 
Ipswich region. 

The region encompasses Ipswich, Boonah, Esk, the Lockyer Valley and Lowood. 
We recorded a significant increase in the number of complaints from detainees in 
correctional facilities in 2012. A large proportion of correctional facilities are located in 
the Ipswich region. 

Listed below are the top issues, registered practitioners and healthcare organisations 
we received complaints about in 2012.

Mackay

We received 86 complaints (2.5%) from people who received a health service in the 
Mackay region. 

The region encompasses Clermont, Mackay, Middlemount, Moranbah, Proserpine and 
Sarina.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

2011: 113 complaints, 4% 2011: 64 complaints, 2.5%

60
22 18

comunication  
and information

medication

treatment

24
11 6

comunication  
and information

access

treatment

Top complaint issues Top complaint issues

90

49 11
public 

hospitals
medical 
centres

correctional 
facilities

Top healthcare organisations

41
5 4

medical 
centres

mental health 
services

public hospitals

Top healthcare organisations

40

7 4
dentists dental 

prosthetists

medical 
practitioners

Top healthcare practitioners

25

3
dentists

medical 
practitioners

Top healthcare practitioners
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region:
region:

region:
region:

45 complaints (1.25%) 84 complaints (2.3%)

Outback

We received 45 complaints (1.25%) from people who received a health service in Outback 
Queensland.

The Outback region extends from Cape York in the north, west to the Northern Territory/
Queensland border and south to the Queensland/New South Wales border. The region 
encompasses Cunnamulla, Longreach, Mt Isa, Quilpie and  Thursday Island.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

Rockhampton

We received 84 complaints (2.3%) from people who received a health service in the 
Rockhampton region.

The region encompasses Emerald, Gladstone and Rockhampton. 

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

2011: 35 complaints, 1.5% 2011: 99 complaints, 3.5%

22
10 4

comunication  
and information

discharge and transfer 
arrangements

treatment

Top complaint issues Top complaint issues

35
8 5

comunication  
and information

medication

treatment

23
2 2

community 
health service

medical 
centres

public hospitals

Top healthcare organisations

33
6

private hospitals

public hospitals

8

2 1
dentists nurse

medical 
practitioners

Top healthcare practitioners Top healthcare practitioners

22

5 2
dentists optometrists

medical 
practitioners

Top healthcare organisations
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region:

228 complaints (6.3%) 126 complaints (3.5%)

Sunshine  
Coast

region: Toowoomba

We received 228 complaints (6.3%) from people who received a health service in the 
Sunshine Coast region. 

The region extends from the Glasshouse Mountains in the south to Coolum Beach in the 
north and west to Kenilworth.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

We received 126 complaints (3.5%) from people who received a health service in the 
Toowoomba region.  

The region encompasses Gatton, Helidon, Toowoomba and Wyreema. 

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

2011: 176 complaints, 6.5% 2011: 84 complaints, 3%

Top complaint issues

104
26 10

comunication  
and information

access

treatment

Top complaint issues

43
16 8

comunication  
and information

access

treatment

77
10 7

medical  
centres

private 
hospitals

public hospitals
55

11 11
private 

hospitals
mental health 
services

public hospitals
66

23 7
dentists dental 

prosthetists

medical 
practitioners

Top healthcare practitioners

32

3
dental 
practitioners

medical 
practitoners

Top healthcare organisationsTop healthcare organisations Top healthcare practitioners

Rockhampton
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region:region: region:region:

173 complaints (5%) 238 complaints (6.5%)

Townsville Wide Bay

We received 173 complaints (5%) from people who received a health service in the 
Townsville region.

The region encompasses Townsville, Ayr, Charters Towers and Ingham.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012.

We received 238 complaints (6.5%) from people who received a health service in the 
Wide Bay region.  

The region encompasses Bundaberg, Eidsvold, Gympie, Hervey Bay, Kingaroy and 
Nanango.

Listed below are the top issues, registered practitioners and healthcare organisations we 
received complaints about in 2012. 

2011: 91 complaints, 3.5% 2011: 158 complaints, 6%

Top complaint issues

63
22 11

comunication  
and information

medication

treatment

Top complaint issues

81
27 26

comunication  
and information

access

treatment

Top healthcare organisations

68
29 13

correctional 
facilities

medical 
centres

public hospitals
79

13 6
medical  
centres

public health 
services

public hospitals

Top healthcare practitioners

32

5
dentists

medical 
practitioners

69

16 3
dentists dental 

prosthetists

medical 
practitioners

Top healthcare organisations Top healthcare practitioners
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Our
complaints 
process

This information is a simplified breakdown of our healthcare complaint 
process and is intended to provide a general overview of how we manage 
complaints. It is not intended to be a comprehensive reference to all  of 
the actions we undertake in managing healthcare complaints

^ Only complaint assessments closed in 2012 appear here. The balance of 
assessments were still in progress at the time of preparing this snapshot.

* We cannot find fault, apportion blame or discipline healthcare 
practitioners. Complaints about registered practitioners are referred to 
the relevant board through the Australian Health Practitioner Regulation 
Agency or the Office of Health Practitioner Registration Boards 
(Queensland). 

 In 2012, 
we received 

5362 contacts 

1783
enquiries

3579
complaints

Direct resolution

 2012: 695
Assessment^

 2012: 756 

A complaint is any expression 
of dissatisfaction or concern 
about a health service made by 
an eligible complainant about 
any identifiable healthcare 
provider.  1640 complainants 
chose not to confirm their 
complaints in writing.

An enquiry is a matter that is 
not eligible as a complaint, 
for example, a request for 
information about how we work 
or  a complaint that falls outside 
our jurisdiction. 

Early resolution 

2012: 397 
We tried to resolve 397 

complaints in early resolution. 
342 were resolved to the 

satisfaction of our agency,  
55 were unresolved and referred 

for assessment.

In 695 cases, we encouraged 
complainants to resolve their 

concerns directly with the 
healthcare provider.

Written complaints about 
more serious healthcare 

issues and complaints not 
resolved through early 

resolution were formally 
assessed to help us decide 

whether to take further 
action.

Referred for 
investigation

2012:  49

Referred for 
conciliation 

2012: 94

Referred to 
registration boards*

2012: 82

Referred to 
external agencies

2012: 25

Our triage staff determine the best course of action for complaints.

After assessment, complaints can be: 
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Desired 
outcomes
At the beginning of the complaints process, we ask 
people what they would like to happen as a result of their 
complaint.

Complainants may seek more than one outcome, for 
example, an explanation and an apology. We record the 
outcomes sought by complainants, and explain what may 
be possible through our process.

The most requested outcome (from all our closed 
complaints) was an explanation. In just under half (44%) 
of closed complaints, this was achieved.

The ‘other’ category includes personal requests such as 
a change in treatment, amendment of medical records 
or outcomes specific to the complainant’s personal 
circumstances. Complainants received their requested 
outcome in more than 600 cases.

Acknowledgements and apologies were also frequently 
requested, and were the third and fourth most received 
outcome.

Although compensation was the sixth most requested 
outcome, it was achieved in only 1.5% of complaints 
where a final outcome was recorded.

01 Explanation

02 Other

1197 22%

1080 20%

05 Acknowledgement

572 10.5%

04 Apology

641 12%

03 Compensation

692 13%

07 Policy/process change

438 8%

06 Disciplinary action

454 8%

08 Refund

332 6%

What people requested What people received

01 Explanation

02 Other

1029

647

03 Acknowledgement

250

04 Apology
206

05 

Compensation

75

06 

Policy/process change

55

07 Disciplinary action

51

08 

Refund

31

44%

27%

10.5%

9%

3%

2.5%

2%

1.5%

Final outcomes are based on complaints closed as at 31 December 2012. 
If a complaint was not confirmed in writing, a final outcome could not be 
recorded. 

Less than 1% (18) final outcomes was ‘open’ at the time 
this snapshot was extracted.
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Root cause 
analysis 
reports

Achieving 
resolution

Recommendation 
outcome

No. of 
recommendations 
made/endorsed

Fully implemented 102

Partially implemented 9

Not implemented 1

Not yet due 28

Total 140

Length of 
investigations

No. %

Less than 6 months 30 43%

6 - 12 months 9 13%

12 - 18 months 8 12%

18 - 24 months 9 13%

24 - 30 months 9 13%

30 - 36 months 2 3%

36 - 42 months 2 3%

Total 69 100%

Type Accepted Closed Open
31 Dec 2012

Health quality complaint 14 31 15

Health service complaint 33 38 16

Total 47 69 31

Type Accepted Closed Open
31 Dec 2012

Conciliation 94 90 90
Investigations
We investigated widespread, systemic problems 
that impacted on numerous health services. We also 
investigated health services that had, or could, put patient 
safety at risk.

We accepted 47 complaints for investigation in 2012, and 
closed 59 cases. 

We introduced new selection criteria in January 2012 
to focus investigative resources on the most serious 
complaints and enable more timely finalisation of 
investigations.

Conciliations
We conciliated complex complaints, particularly those  
that involved a claim of negligent treatment, or required 
detailed explanations or confidential dispute resolution.  

The number of conciliations accepted and closed was 
similar to previous years.

An explanation about what happened was the most 
common outcome of succesful conciliations. There may 
be more than one outcome in a conciliation. For example, 
a client may receive an apology and an explanation.

Investigations Conciliations

Outcome

Successful

Apology given 16

Explanation provided 33

Financial settlement 22

Policy/procedure to be 
changed

6

Reimbursement of 
costs

1

Total 78

Unsuccessful

Complainant withdrew 13

Provider withdrew 5

Failure to progress 13

No agreement reached 3

Total 34

Type Closed conciliations

Successful 59

Unsuccessful 31
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Quality 
monitoring

Our healthcare standards aim to set achievable and 
consistent benchmarks in key clinical and governance 
areas. 

The standards and associated reporting requirements 
were introduced on 1 July 2007 (version 1.0) and updated 
on 1 July 2010 (version 2.0). 

All Queensland public and licensed private acute and day 
hospitals reported against these standards in September 
2012, for the period 1 July 2011 to 30 June 2012.

There has been an overall increase in the reported level 
of hospital self-assessed compliance with our standards 
since 2007 (see Graph 1).

There was improved performance against some standards 
in the past 12 months, despite the expanded criteria and 
significant changes to the health system. For each of our 
nine standards, at least eight out of 10 hospitals reported 
their process is fully compliant with all of the criteria for 
that individual standard (see Graph 2).

On 31 December 2012, we retired six of our standards due 
to significant overlap with the Australian Commission for 
Safety and Quality in Health Care’s National safety and 
quality health service standards (national standards). 

From January 2013, hospitals have been required to 
comply with the national standards. 

Graph 1: Hospital self-assessed compliance averaged 
across all standards (July 2007 to June 2012)

Jul-Sep 2007 Jul 2011-Jun 2012

Graph 2: Hospital self-assessed compliance - 
individual standards (July 2007 to June 2012)

Healthcare standards
Providers’ duty to improve 
health services standard

Appropriate use of 
surgical antibiotic 
prophylaxis standard

Hand hygiene standard

Ensuring correct patient, 
site, side and procedure 
standard

Reducing the risk of 
venous thromboembolism 
standard 

Management of acute 
myocardial infarction on 
and following discharge or 
transfer standard

Review of hospital-related 
deaths standard 

Complaints management 
standard

Credentialing and scope of 
clinical practice standard

PDI

CRE

COM

ROD

AMI

VTE

CCC

HHG

SSA

Version 2.0 standards
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Quality 
monitoring
We receive summaries of all root cause analysis (RCA) 
reports.

RCAs are conducted by hospitals and other health 
services following reportable, adverse and unexpected 
healthcare incidents to identify the causes and 
opportunities for improvement.

We monitor RCAs to identify patterns, trends and 
improvement opportunities.

From 1 July 2012, we expanded our monitoring of 
reportable events.

We now monitor all reportable events that occur, not only 
those reportable events for which healthcare providers 
conduct an RCA.  

Hospitals provide us with their RCA reports, or a 
summary of a reportable event when an alternative form 
of review to an RCA is conducted.

We will report data on all reportable events in our annual 
report 2012-13.

RCAs by primary practice area

Primary practice area 2012

Dental 0

Emergency 15

Medical 56

Mental health 48

Nursing home 1

Neonates 11

Obstetric (perinatal) 7

Paediatric 9

Surgical 43

TOTAL 190

RCAs by primary practice area  
(public health services)

Primary practice area 2012

Dental 0

Emergency 15

Medical 48

Mental health 40

Nursing home 1

Neonates 7

Obstetric (perinatal) 4

Paediatric 6

Surgical 28

TOTAL 149

RCAs by primary practice area 
(private health services)

Primary practice area 2012

Dental 0

Emergency 0

Medical 8

Mental health 8

Nursing home 0

Neonates 2

Obstetric (perinatal) 3

Paediatric 5

Surgical 15

TOTAL 41

Root cause analysis reports

All hospitals

Private hospitals Public hospitals
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How we 
measure up

Reviews of our decisions

If a client disagrees with a decision we have made 
about a complaint, there is an opportunity to request a 
review.

A review may be requested on the basis of new and 
relevant information being provided and/or concerns 
about the validity, fairness or impartiality of the 
original decision.

We received 114 review requests in 2012 (an increase 
from 75 requests in 2011). Seventy-nine requests did 
not contain valid grounds for review.

Thirty-five reviews requests made out grounds for 
review, with 19 upholding the original decision and  
16 returned for re-assessment.

Reasons a complaint may be returned for  
re-assessment include:

•	 New information not available at the time of the 
original decision has become available

•	 All the information in the complaint was not 
considered in the original decision

•	 All the complaint issues raised were not fully 
considered. 

Right to information 

We respect the right of people to access or amend 
personal information, as well as to access information 
about our activities that will given them a better 
understanding of the decisions we make. In 2012, 
most of these requests came from complainants and 
healthcare providers, who sought documents about 
their cases.

Complaint decision reviews 2012 2011

Review requests received 114 75

Review requests denied - no valid grounds for review 79 -

Original decision upheld on review 19 2

Complaint returned for re-assessment on review 16 8

Right to information and privacy
We provide access to information under the Right to Information Act 2009 and the Information Privacy Act 2009. 

Applications received 2012 2011

Right to information 16 22

Information privacy 68 69

Reviews
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Survey question 2012 2011

The complaint service was easy to access 81% 61%*

HQCC staff members were:

polite 83% 86%

professional 82% 84%

prompt in responding to my communications 75% 72%

listened to what I had to say 77% 75%

The complaint was managed in a timely manner 77% 44%*

The complaint process was clearly explained to me 86% 78%

The role of the HQCC was clearly explained to me 82% 78%

My view was heard in a fair and unbiased way 75% 71%

I was kept informed about the progress of the complaint 82% 67%

The information received from HQCC staff was clear and easy to understand:

telephone calls 79% 75%

letters/emails 84% 80%

I felt the complaint was taken seriously 77% 75%

I was given clear reasons for the decision made about the complaint 80% 71%

My expectations of the complaint process were met 68% 57%

I believe the HQCC is independent 71% 50%*

Overall, I was satisfied with the way my complaint was handled 73% 65%

I was satisfied with the outcome of the complaint 62% 56%

I believe this complaint has led to healthcare improvement 46% _**

Some 8.6% or 276 healthcare complainants and providers 
took the opportunity to give us feedback on our early 
resolution, assessment and conciliation services. 

There was an increase in the number of people providing 
feedback to us this year, up from 218 in 2011. We thank 
all the clients who took the time to tell us how we 
performed.

A number of changes were made to the way we work in 
2012. We simplified our triage process and encouraged 
more complainants to resolve their complaints (with our 
help) through direct and early resolution.

We asked clients to select their level of agreement with a 
series of questions using a five-point scale from ‘strongly 
agree’ to ‘strongly disagree’. We combined the highest 
two approval categories (‘strongly agree’ and ‘agree’) to 
establish a percentage agreement of satisfaction with 
aspects of our service.

Satisfaction improved across most measures.

*Question was introduced in May 2011. **Question was introduced in June 2012.

Client experience survey



Level 17  53 Albert Street  Brisbane Qld 4000

Mail GPO Box 3089  Brisbane Qld 4001

Phone (07) 3120 5999 or freecall 1800 077 308

Fax (07) 3120 5998

Email info@hqcc.qld.gov.au

www.hqcc.qld.gov.au

Read more of our 2012 publications:

5 July 2012

Checking the pulse: Perceptions and experiences of 
healthcare in Queensland, Volume 1

24 April 2012

 Doctor Right: A special report on credentialing and 
defining the clinical practice of doctors employed by 
Queensland Health, Volume 1

28 June 2012

Doctor Right: A special report on credentialing and 
defining the scope of clinical practice for doctors 
working in licensed private acute and day hospitals , 
Volume 2

21 December 2012

 Doctor Right: A special report on credentialing and 
defining the scope of clinical practice for doctors 
working in Queensland hospitals, Volume 3

28 September 2012

Teething problems: A spotlight report on complaints 
about dental care in  Queensland

10 December 2012

 Standards of care: a report on Queensland acute and 
day hospital self-assessed compliance with healthcare 
standards 

28 June 2012

Investigating for improvement: A special report on 
investigations finalised 1 July to 31 December 2011 , 
Volume 1


