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HCSCC FACT SHEET 3 March 2011
The office of the Health and Community Services Complaints Commissioner in South Australia, HCSCC, started in October 2005 on the initiative of the then Health Minister Lea Stevens.  South Australia was the last Australian state to create an independent office for health and community services complaints resolution. 
HCSCC’s top priority under the law is resolving complaints that cannot, or have not, been resolved with the health or community service provider.   HCSCC is currently managing 165 complaints that could not be resolved with the service provider. 
Last financial year eight people out of the 1090 whose complaints were handled by HCSCC asked the South Australian Ombudsman to review the HCSCC decision.  
In every case the Ombudsman found that HCSCC had performed its role under the law.  
In accepting a complaint, HCSCC must follow the law, including time limits and procedural fairness:
	assess whether it falls under the Act governing the HCSCC;

decide what action to take within 42 days of accepting a complaint;
be impartial;
seek and consider relevant information before deciding what action to take;
give all parties involved the right to be heard before HCSCC makes a decision;
give all parties the reasons for HCSCC decisions; 
	let all parties know about their right to seek a review of an HCSCC decision by the South Australian Ombudsman.
The HCSCC is working hard to:
	improve access to HCSCC’s services for people who find it hard to speak up, for example carers, people living with a disability and Aboriginal people; 

improve the way service providers handle complaints so people don’t have to complain to HCSCC in the first place;
	improve HCSCC’s administration processes while complying with the law.
As a general principle, good practice complaint resolution rarely needs to be conciliated or formally investigated.
There are a range of complaints resolution bodies in South Australia and around Australia. It is difficult to compare HCSCC with other legal complaints offices as they have different laws, different time limits, different thresholds and different remedies. 

