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FLOWCHART FOR HEALTH COUNCILLORS DEALING WITH

ISSUES RAISED BY COMMUNITY MEMBERS

Community member approaches Health
Councillor with an issue / complaint

A

The Health Councilor is to clarify with the community member how they want this
addressed- as either a complaint or an issue.

1. Ifitis to be treated as a general issue rather than a complaint it is then to be
tabled at the next Health Council meeting or

2. Ifitis to be treated as a complaint then the Health Service Manager will be
informed following the process as outlined by the Dealing with Complaints Flow
Chart on the next page

The community member is made aware that the role of the Health Council does not
include individual case management or handling complaints about an individual's
treatment or care.
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The community member wants The community member
the complaint to be treated as an wants the issue dealt with
issue to be tabled at the next as a complaint.
Health Council meeting
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Follow the process outlined by
The Health Councilor places the the Handling Complaints Flow
issue on the agenda for discussion Chart for Heaith Councillors.

at the next Health Council Meeting The Health Service Manager is

informed of the complaint.

A

The issue is discussed at the next Health
Council meeting. Any action required is

recorded and followed up as per meeting
procedures until the action item is closed.
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HANDLING COMPLAINTS FLOW CHART FOR HEALTH COUNCILLORS

A complaint has been received by the
Health Councillor from a community
member

l

The Health Councilor is to encourage the
community member to take the complaint to
the local Health Service Manager

' }

Community member is unable to do Community member agrees to
S0. do so.

The Health Councillor informs the No further action required by
community member of options Health Councillor.

available to them.

OPTION 1:

The Health Councillor informs the community member that they will pass this information on
to the local Health Service Manager.

They are also informed that the Health Service Manager may wish to contact the community
member for further discussion.
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No further action is required by the Health Councillor.

OPTION 2:

Inform the community member that they can contact the Western NSW LHD Complaints
Manager or the Western NSW LHD Chief Executive. The phone numbers are in the
brochure titted Concerns About Your Health Care located at their health facility.
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OPTION 3:

Inform the community member that a complaint can be made on-line by logging onto the
Western NSW LHD internet website www.wnswlhd.nsw.gov.au and clicking onto the box
titled “Concerns About Your Health Care” located on the right hand column. On this web
page there is information relating to how to make a complaint and a link to email the
Western NSW LHD.
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OPTION 4:

|| Inform the community member that they can contact the NSW Health Care Complaints
Commission (HCCC) toll free on 1800 043 1569. This organisation is separate from the
Western NSW LHD and their website is www.hccc.nsw.gov.au




Additional information for handling a complaint

* The complaint issue brought to the attention of the Health Councillor may be
raised at the local Health Council meeting as a general issue but not as a
specific case to discuss.

For example a community member approached a Health Councillor to
complain of the short notice he was provided on his wife being discharged
from the hospital and the difficulty he had in arranging transport. The
community member’s specific complaint would be referred to the Health
Service Manager. The Health Council could discuss the general issue of
transport difficulties for patients being discharged.

= As some time could lapse from when the complaint is first raised to when it is
resolved it could be difficult for the Health Service Manager to provide
feedback to the individual Health Councillor on the final outcome to the
complaint.

» |t will be up to the individual Health Councillor if they wish to follow-up with
either the Health Service Manager or the community member what has
eventuated from the decision pathway that was chosen by the community
member in lodging the complaint.

» Confidentiality and privacy for the complainant should be considered at all
times.







