
Making complaints    
about health or 
community        
services as a carer 

Do you have a complaint about a 
health or community service       
delivered to you or the person you 
care for? 
 

the Health & Community Services 
Complaints Commissioner (hcscc) 
may be able to help 

    

3. QUALITY - Their right to receive safe, 
reliable, coordinated services that are 
appropriate to their needs, provided with 
care, skill and competence. Any 
incidents involving them are managed 
openly to ensure improvements. 

 

4. RESPECT - Their right to be treated 
with courtesy, dignity and respect and to 
receive services that respect their 
culture, beliefs, values and personal 
characteristics. 

 

5. INFORMATION - Their right to timely 
communication in a way that they can 
understand and a right to an interpreter 
if they need one. 

 

6. PARTICIPATION - Their right to 
participate in decisions made about the 
services they receive and support to 
help them take part.  They have a right 
to ask others for advice or           
information about services they need.  
They have a right to give, withhold or 
withdraw their consent at any time. 

 

7. PRIVACY - Their right to privacy and 
confidentiality.  Their personal 
information must be kept confidential 
and secure.  Their personal information 
must not be shared with anyone without 
their consent.   

 

8. COMMENT - Their right to comment or 
complain.  Their complaint must be dealt 
with properly and promptly, without fear 
of retribution.  They have a right to 
choose someone to help them make a 
complaint. 

contact hcscc 
 

Need help to make a complaint ?  
To find out more... 

 

    call the hcscc Enquiry Service  
    Monday - Friday 9am - 5pm 
    p 8226 8666 

 

        Country SA from a landline 
      p 1800 232 007 
 

      If we can’t answer your call  
      immediately, please leave a     
      message on the answering  
      machine and we will get back to  
      you. 

 
 

    write to: 
    hcscc 
    PO Box 199 

      Rundle Mall  SA 5000 
 
 

    visit the hcscc website 
    www.hcscc.sa.gov.au  
 
 

    send an email to hcscc 
    info@hcscc.sa.gov.au 
 
 

    send a fax to hcscc 
    f 8226 8620 
 
 

 

Carer support services including information, 
advice, counselling and peer support are 
available from Carers SA p 1800 815 549  
or www.carers-sa.asn.au  
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making a complaint 
 

carers can make a complaint on behalf of the 
person they provide care for and also on their  
own behalf under the Carers Charter 
 

complaints should be raised with the service 
provider first - hcscc can help with  
information about how to do this 
 

generally hcscc can help with a complaint 
about something that happened up to 2 years 
ago 
 

complaints may include concerns that a 
provider has acted unreasonably by failing to 
comply with the HCSCC Charter of 
Health and Community Services 
Rights (the HCSCC Charter)   
 

the HCSCC Charter applies to the person  
you care for and it includes: 
 

5 Guiding Principles: 
 

 Diversity  
 Decision making capacity  
 Partnership  
 Provider contribution  
 Authority  
 

8 Charter Rights: 
 

1. ACCESS - Their right to access health 
and community services that meet their 
needs. 

 

2. SAFETY - Their right to be safe from 
abuse, or the risk of abuse and to receive 
services free from discrimination and 
harassment. 

health & community services complaints commissioner south australia 

about the hcscc 
 

 we promote and protect the rights 
of people using health and community 
services in South Australia 

 

 we deal with complaints about health 
and community services in South 
Australia including government,          
non-government and private services 

 

 we help people to resolve complaints 
when a direct approach to the service 
provider is unreasonable or has not 
succeeded 

 

 we are independent and impartial    
-  we are not on anyone’s side 

 

 our services are free and strictly 
confidential and are available to all 
users and providers of health and 
community services including carers 

 

 we monitor and report on complaint 
trends and systemic issues to improve 
services 

please ask us if you’re  
not sure whether a 
service is covered  

by the hcscc 
 

we cannot  
deal with  

complaints  
about housing, 
 food quality or 

 court decisions 
    

the Carers Recognition Act 
 

many people don’t identify themselves as a 
carer, believing they are just helping a family 
member or friend 
 
hcscc can help people to recognise their carer 
status and to understand how the law supports 
carers  
 

the Carers Recognition Act 2005  
recognises and supports carers and their role 
in the community 
 
a key part of the Act requires service providers 
to comply with the South Australian 
Carers Charter 
 
 The Carers Charter requires that: 
 
 carers should be recognised and valued 
 
 the role of carers must be recognised by 

including carers in the assessment, 
planning, delivery and review of services that 
impact on them and their role as a carer 

 
 when decisions are made that impact on 

carers, the views and needs of carers must 
be taken into account along with the views, 
needs and best interests of the people 
receiving care  

 
 carers need access to a wide range of 

responsive, affordable services to ensure 
informed decision making and support for 
them in their caring situation  

 


