
 

 

Consumer Complaints Management Model 2006   

Managing consumer complaints is the responsibility of everyone in the organisation.  The consumer 
complaint management process for Queensland Health is represented in the model below. 

 

1. Frontline Consumer Complaints Management 
1.1 Staff encourage and value consumer feedback 
1.2 Staff have clear delegations to resolve complaints at point 

of service wherever appropriate 
1.3 Staff document all complaints 
1.4 All staff report resolved and unresolved complaints via line 

manager to the District Complaints Coordinator  

 

2. District Consumer Complaints Management 
2.1 District Complaints Coordinator facilitates the management of all 

complaints received, either directly or referred from other staff. 

2.2 District Complaints Coordinator reviews resolved complaints, 
ensuring comprehensive assessment and/or review of any 
unresolved complaints.  

2.3 District Management reviews local data contained in standard 
reports from the state-wide information system to identify issues, 
trends and recommendations 

2.4 District Complaints Coordinators are supported by Area Health 
Service Complaints Managers where required to facilitate timely 
resolution 

2.5 District Complaints Coordinator, in consultation with District 
Management and Area Health Service Complaints Manager, 
identifies relevant matters for referral to the Health Quality and 
Complaints Commission.  

2.6 Data is collected and recorded on state-wide information system for 
consumer complaints. 

3. Area Consumer Complaints Management 
3.1 Area Health Service provides support to District Complaints Co-

ordinator to facilitate investigation and timely resolution and/or 
referral to external agency. 

3.2 Area Health Service Complaints Manager provides training and 
development for District Complaints Coordinators 

3.3 Area Health Service Management reviews Area data and identifies 
trends for use in improvement activities at a District, Area or state-
wide level, reporting to Patient Safety and Quality Board. 

3.4 Area Health Service monitors District compliance with Policy and 
Guidelines. 

5. External Consumer Complaints Management 
(Health Quality and Complaints Commission) 

5.1  Complaints are referred externally for review or 
investigation where appropriate.   

5.2 Complainant informed of alternative avenues for 
resolution if complaint is not resolved to the satisfaction 
of the consumer   

5.3 Data reviewed with benchmarking 

5.4 Reports are provided back to Area Health Services and 
District Health Services 
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4. Patient Safety and 
Quality Board 

4.1   Areas Health Services 
report on trends and 
issues arising from 
consumer complaints 

4.2 The Board advises the 
Director General 

6. Health Community 
Council 

6.1   Health Community 
Council supports 
community participation 
in decision making 
around health services. 

6.2 Health Community 
Council reviews reports 
and advises District 
Manager on complaints 
management issues and 
recommendations.


