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Insight-driven organisations grow
- 30% YoY and are 8x faster than global GDP
- Are customer-obsessed and use it to create competitive advantages.

CUSTOMER INSIGHTS DRIVE BUSINESS GROWTH

Source: Forrester 2017 – Insights-driven businesses set the pace for global growth
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OUR CLIENTS – AGED SERVICES



COMPLAINTS PROCESS: FOR WHEN SOMETHING GOES WRONG

“This Royal Commission will primarily look at the quality of care provided in 
Residential and Home Aged Care…” Greg Hunt, Health Minister (17 Sep 2018).



AGED CARE QUALITY STANDARDS

Quality of Care Amendment Principles 2018:
- Standard 1: Consumer dignity and choice
- Standard 2: Ongoing assessment and planning with consumers
- Standard 3: Personal care and clinical care
- Standard 4: Services and supports for daily living
- Standard 5: Organisation’s service environment
- Standard 6: Feedback and complaints
- Standard 7: Human resources
- Standard 8: Organisational governance

Source: https://agedcare.health.gov.au/quality/aged-care-quality-standards



Inserting ‘consumer’ in place of ‘care recipient’
- Consumer definition: A person to whom an approved provider 

provides (or is to provide) care through an aged care service or 
their representative.

Moving from ‘compliance’ to ‘service’
- Compliance – meeting accreditation standards
- Service - partnership

Quality standards
- Standards for quality of care and quality of life.

FROM QUALITY OF CARE PRINCIPLES 2014 
TO QUALITY STANDARDS 2018



Quality Standard 6 - Feedback and complaints

Consumer outcome Organisation statement Requirements

I feel safe and am encouraged 
and supported to give 
feedback and make 
complaints. 
I am engaged in processes to 
address my feedback and 
complaints, and appropriate 
action is taken.

The organisation regularly seeks 
input and feedback from consumers, 
carers, the workforce and others and 
uses the input and feedback to 
inform continuous improvements for 
individual consumers and the whole 
organisation.

The organisation demonstrates the following:
(a) consumers, their family, friends, carers and others are encouraged and 
supported to provide feedback and make complaints;

(b) consumers are made aware of and have access to advocates, language services 
and other methods for raising and resolving complaints;

(c) appropriate action is taken in response to complaints and an open disclosure 
process is used when things go wrong;

(d) feedback and complaints are reviewed and used to improve the quality of care 
and services.

Source: Australian Government, Department of Health 
Aged Care Quality Standards 2018

https://agedcare.health.gov.au/quality/aged-care-quality-standards


THE RISE OF INVISIBLE SERVICES



AGED CARE SERVICES ARE BRANDS 



WHAT: COMPLAINT MANAGEMENT

“The good thing is, with customer feedback and innovation, THERE 
ISN'T A LAST NUGGET. 

Every new thing creates two new questions and two new 
opportunities”.

GOLDEN NUGGETS



FEEDBACK LOOP 



If service variation is minimised, 
then customer appreciation is maximised.

- Leading to higher appreciation, advocacy and greater value.

DEMING’S QUALITY MANAGEMENT – MINIMISING VARIATION 



WHAT: FEEDBACK AND COMPLAINT MANAGEMENT

Consumer-centred complaint processes
- Key mechanism for ensuring consumers are heard, and for 

identifying and remedying care problems

- Allow responses to every touchpoint
- F2F – discussions with staffing tiers
- Online - web, apps, emails, enews, social media
- Traditional – signage at dwell points



2010 – PATIENT CENTRED CARE (PUBLIC CONSULTATION PAPER)

Effective ways to improve patient experience
- Patient-centred consultation styles 
- Communication training for health professionals, and 
- Patient feedback (surveys, focus groups, complaints) with public 

reporting of performance data.

Source:https://www.safetyandquality.gov.au/wp-content/uploads/2012/01/PCCC-DiscussPaper.pdf

Complaint feedback improves services
- To enable organisations to  improve listening, responding 

and learning
- Single, comprehensive complaints system ensures 

resolving with personal and responsive approach, across 
health and social care. 



2017 – CARNELL PATERSON QUALITY REVIEW

Recommendation #10 – Enhance complaints handling 
(i) Increase Complaints Commissioner powers
(ii) Complaints Commissioner will modify Australian Open Disclosure 
Framework for residential aged care 
(iii) Residential services will adopt the modified open disclosure framework
(iv) Complaints Commissioner will develop an online register of all complaints 

received and their handling 
(v) Complaints Commissioner will track and publish outcomes of complaints 
referred to other bodies
(vi) Clarify processes for reporting concerns raised by visitors participating in 
the Community Visitors Scheme

Source: Carnell Paterson: Review of national aged care quality regulatory processes 2017

https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/10_2017/review_report_final_23_october_2017.pdf


WHAT: AGED CARE QUALITY AND SAFETY COMMISSION

https://www.agedcarequality.gov.au/making-complaint/complaints-process

How to make an effective complaint
• Okay to make a complaint
• Put in writing
• Focus on facts
• Include important information
• Be clear about outcome 
• Ask for help
• More tips and advice.

https://www.agedcarequality.gov.au/making-complaint/how-make-effective-complaint



QUALITY AND SAFETY COMMISSION RULES 2018: MAKING COMPLAINTS

Source: https://www.legislation.gov.au/Details/F2018L01837/Download

You can complain if you receive a 
service that’s not consistent with 
what has been communicated



Source: https://www.legislation.gov.au/Details/F2018L01837/Download

QUALITY AND SAFETY COMMISSION RULES 2018: DEALING WITH COMPLAINTS



QUALITY AND SAFETY COMMISSION RULES 2018: DEALING WITH COMPLAINTS

Source: https://www.legislation.gov.au/Details/F2018L01837/Download



FEEDBACK AND COMPLAINT MANAGEMENT 

Notify residents and make accessible via all touchpoints
- Intake assessments reduce complaints
- Visible signs on display with clear instructions on how to make a complaint 
- Improve culture and transparency of complaints and timeliness on reporting
- Overcome fear of reprisals
- Strengthening consumer assistance and advocacy.



STAYING CLOSE: REGULAR COMMUNICATIONS  

Starts with leadership team
- Improved services rely on proactive staff at all levels

- Clear vision, purpose and values? 
- Clear lines of authority with regular catchups?
- Supported with tools to download any time of day?
- Are regular staff seen and heard? 



STAYING CLOSE: CEO WEEKLY MEETINGS WITH RESIDENTS

Challenge: Residential care complaint
- Negative feedback from resident’s daughter – day-to-day 

concerns weren’t being heard.

Outcome: CEO meets with residents each week
- Various new services directly align with their interests.



STAYING CLOSE: FACEBOOK 

Preparing for new NDIS service
- Developed content on Facebook to communicate new service 
- Built up carer network. 

Direct and indirect feedback 
- Likes, dislikes and comments reveals support
- New special interest groups -> more trips
- Social as important as learning 
- New service valued as a place to make friends and have a life 

outside home.



STAYING CLOSE: TURNING ISSUES INTO OPPORTUNITIES  

Building Advocates in Homecare
- Going above and beyond

- By listening to an unhappy customer and working their 
complaint through 

- That Customer became an Advocate - now refers new clients.



STRAIGHT FROM THE ROYAL COMMISSION

- “I found it so difficult and frustrating and time consuming to get answers to my 
questions and to have my concerns taken seriously. I had no experience in working 
through bureaucratic processes. Also, it’s difficult to describe the stress I was under“. 
Mrs Barbara Spriggs, Wife of Bob Spriggs, Oakden 2016 

- “Carers aged 70-79: Over 1/3 care is between 40-60 hours a week and just under 1/3 
care for 60+ hours a week.” Ms Susan Elderton, National Policy Manager of Carers 
Australia

- “One of the principal fears that people have of going into residential care is that they 
get disconnected”. Mr Ian Yates (Chair COTA). 



STRAIGHT FROM THE ROYAL COMMISSION

- “The role of the commission is not to go looking for complaints but to assist 
individuals to resolve issues they may have with the care provider. So we don’t go 
looking for a tally count on complaints. What we look for is a good outcome, the best 
outcome for the care recipient and if we achieve the best outcome by assisting them 
to take the matter back to the care provider, that’s a tick.” Commissioner Janet 
Andersen - Aged Care Quality and Safety

- “One of the strong bits of feedback that I’ve had from my colleagues who do a lot 
of work in aged care facilities is an intake assessment is probably the most valuable 
part of their work. So when a resident does come into a residential aged care facility, 
they can sit down with the resident and the family, and the doctor, so everyone’s 
expectations can be clearly outlined from day zero. It cuts down significant numbers 
of complaints because people’s expectations are aligned and it does allow everyone  
to really understand what is a really difficult situation. “Dr Harry Nespolon. President,  
RACGP.



STRAIGHT FROM THE ROYAL COMMISSION

Mr Matthew Richter, Chief Executive Officer, The Aged Care Guild

- “For example, one provider has just rolled out an independent hotline for 
complaints ... It’s stronger than the previous system they had in place… completely 
independent from the organisation. Anybody can use it, including families, consumers, 
staff, contractors who come on-site, someone who walks by.”

- “Poor culture will override everything every time. And having mechanisms where 
anyone can feel safe to report any kind of information is a critical component of any 
quality and safety system but it’s just a first step. They then need to feel enabled and I 
don’t think this industry is anywhere near a state of being enabled at the moment.”



COMPLAINTS ARE GOLDEN NUGGETS

Feedback and Complaints 
- Are person centred and service orientated
- Services are invisible so minimise variation
- Service brands involve both Promises + Expectations
- Use Feedback loops to hear, identify and remedy care problems
- Use variety of tools – F2F, Online and Traditional
- Resolve complaints before they go to Complaints Commissioner
- Improves quality of care long term, creating more advocates.
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CONTACT

07 3175 9905
www.edmondsmarketing.com.au



COMPLAINTS STATISTICS – COMPLAINTS COMMISSION 

By initiator type  
- 60% from representative or family member
- 19% from care recipient 
- 12% from anonymous complainant
- 9% from other interested persons.

Source: Carnell Paterson: Review of national aged care quality regulatory processes 2017
Source: https://agedcare.royalcommission.gov.au/hearings/Pages/Transcripts.aspx 

2016/17: 4,617 complaints  (16% YoY)
2017/18: 5,779 complaints (25% YoY)



COMPLAINTS STATISTICS – COMPLAINTS COMMISSION 

Source: Carnell Paterson: Review of national aged care quality regulatory processes 2017
Source: https://agedcare.royalcommission.gov.au/hearings/Pages/Transcripts.aspx 

2016/17: 4,617 complaints  (16% YoY)
2017/18: 5,779 complaints (25% YoY)

Most common residential care complaints   
- Medication administration and management (559), 
- Falls prevention and post fall management (382) and 
- Personal and oral hygiene (365)



COMPLAINTS STATISTICS – COMPLAINTS COMMISSION 

Source: Carnell Paterson: Review of national aged care quality regulatory processes 2017
Source: https://agedcare.royalcommission.gov.au/hearings/Pages/Transcripts.aspx 

2016/17: 4,617 complaints  (16% YoY)
2017/18: 5,779 complaints (25% YoY)

By Care Type 2016/17 2017/18

Residential Care 78% 75%

Home Care Packages 15% 18%

Commonwealth Home 
Support Program

7% 7%

In Dec 2018, 69 per cent complaints finalised within 30 days. 



WHY: FEEDBACK AND COMPLAINT MANAGEMENT 

Raising concerns provide opportunities for providers 
Providers committed to consumer-centred care and improvement recognise that 
mistakes happen and complaints matter. 

1. Consumers now drive revenue - needs change very quickly  
2. Complaints are key to decision making and improved service quality 

• Drives awareness of issues, finds solutions and improves care
• ‘Canary in the coal mine’, indicating

• Consumers are at risk, and 
• If provider fails to fix an identified deficiency in care, then 

regulator intervention.



Aged Care Quality Agency FY 17-18 
15,000 customer experience interviews in 1,100 residential services

n“= >15,277
https://www.agedcarequality.gov.au/sites/default/files/media/AACQAConsumerExperienceReportTrends.pdf

10 questions

1. Do staff treat you with respect?

2. Do you feel safe here?

3. Do staff meet your healthcare needs?

4. How often do staff followup when you raise 
things with them?

5. Do staff explain things to you?

6. Would you say you like the food here?

7. If I’m feeling a bit sad or worried, there are 
staff here I can talk to

8. The staff know what they are doing?

9. This place is well run.

10. I am encouraged to do as much as 
possible for myself.



2017 – CARNELL PATERSON QUALITY REVIEW

Complaint handling responsibilities 
- Providers required 

- To make information available about complaints management opportunities and 
- To have complaints management processes in place to engage and address concerns raised. 

- Aged Care Complaints Commissioner is primary external mechanism for 
concern resolution.

- If resolution is not possible or appropriate through facilitation or more informal processes, 
Complaints Commissioner has the power to direct a service provider to demonstrate that it is 
meeting its responsibilities under the Act. 

- Commissioner must notify provider before issuing a direction.
- If a provider fails to take action in response to a direction, the Complaints Commissioner 

refers provider to the Department for potential compliance action. 
- Commissioner can refer complaints to Quality Agency and or the Department 
- Potentially naming unresponsive providers in certain circumstances.

Source: Carnell Paterson: Review of national aged care quality regulatory processes 2017

https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/10_2017/review_report_final_23_october_2017.pdf


DEMING’S QUALITY MANAGEMENT – MINIMISING VARIATION 



CONTINUOUS IMPROVEMENT: DEMING’S PDCA


