About the HCSCC
The HCSCC is an independent statutory
body headed by the Commissioner for
Health and Community Services Complaints.
If you have a complaint about a service,
or have received a complaint about a
service you provide, you can contact the
HCSCC for advice and assistance.

Introduction to the Health
and Community Services
Complaints Commission.

The HCSCC can deal with
complaints about:

Complaints help improve quality

+ health services,
+ services for aged people and their carers,
+ 	 s ervices for people with a disability
and their carers.
The aim of the HCSCC is to:
+ Assist parties to resolve complaints about services;
+ Help to improve services;
+ Promote the rights of users of services.
The HCSCC is:
+ Impartial (does not take sides) + Independent
+ Confidential + Free

For more information about the HCSCC,
including how to make a complaint and how
to respond to a complaint, please contact the
HCSCC or visit our website.
GPO Box 4409
Darwin NT 0801
Level 5, NT House
22 Mitchell St, Darwin NT 0800
Phone: 08 8999 1969
Freecall: 1800 004 474
Fax: 08 8999 6067
Email: hcscc@nt.gov.au
TTY: 133 677 or 1800 555 677
Translating and
Interpreting Service (TIS): 131 450

www.hcscc.nt.gov.au

How the HCSCC
handles complaints
Informal Resolution
When a service user contacts the HCSCC
with a complaint, we will discuss the issues and
may assist the user to contact the provider to
try to resolve their concerns. Most of the
complaints that the HCSCC receives are
resolved informally in this way.
Formal Process
If the complaint is not resolved informally,
the HCSCC will detail the complaint in writing
and let the service provider know about it.
The service provider can then respond to the
complaint. Throughout this process,
the HCSCC will continue to help the parties
to try to resolve the matter.

If the complaint is not resolved,
the HCSCC will then decide whether to:
+ Conciliate
+ Investigate
+ Refer
+ Take No Further Action

The HCSCC will keep providers and users
informed of the progress of the complaint
throughout our complaint handling process

The HCSCC does not represent anyone or take sides in a complaint. We will try to help both
parties to resolve the complaint.
Investigation

Conciliation

The Commissioner may decide to investigate a
complaint, including where it is complex or raises
significant issues of public health or safety.

Conciliation is a voluntary, confidential process
that gives the parties to the complaint the
opportunity to openly and frankly discuss the
issues in dispute, with the aim of reaching
agreement about how they can be resolved.

Investigation is a formal process during which the
Commissioner may interview people involved and
seize documents.
One of the main aims of an investigation is to look
into systemic issues and make recommendations
for service improvement. At the conclusion of an
investigation, the Commissioner will make findings
and may make recommendations for action or change.
Referral
If the Commissioner thinks that issues in a
complaint would be better dealt with by another
body, she may decide to refer it to that body.
Other bodies include the Ombudsman, the
Anti-Discrimination Commission, the Information
Commissioner and Consumer Affairs.
If a complaint involves a health provider
who is registered with a professional regulation
board, the Commissioner may decide to refer
the complaint to that Board via the Australian
Health Practitioner Regulation Agency
(AHPRA).

Parties will usually meet face-to-face with a HCSCC
Conciliator, but the process is flexible and can be
designed to suit the circumstances of each matter.
No Further Action
The Commissioner may decide that the HCSCC is
not able to consider a complaint or that no further
action should be taken by the HCSCC.
The HCSCC will inform the parties of this decision
and explain the reasons for the decision.

