e
Mental Health
<o and Wellbeing

- Commission




Executive Summary

How Many Complaints Were How Many Compliments
Made? Were Made?
e=@==Complaints to MHWC ==@==Complaints to service =@==Directly to services
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Who is making the complaints?

Who is making complaints to the MHWC about services? Who is making complaints directly to services?
2022-23 (n=1442) 2023-24 (n=1521) 2022-23 (n=1671) 2023-24 (n = 1857)
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m Consumers = Family members / carers = Other complainants Unknown
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What were the complaints about? (Issues raised in

complaints)

Issues in complaints made to MHWC

Complaints made to MHWC 2022-23
(n=1442)

Treatment NG 55%
Medication I 28%
Communication 27%
Conduct and Behaviour [N 19%
Access 11%
Unknown / other [ 10%
Diagnosis M 10%
Facilities 1 7%
Records M 3%

Complaint Management M 3%

Issues in complaints made to services

Complaints made to service 2022-23
(n=1671)

Treatment NN 33%
Conduct and Behaviour NN 24%
Communication 24%
Facilities NI 21%
Access 12%
Medication N 8%
Diagnosis Il 3%
Records M 2%
Complaint Management M 2%

Unknown / other = 0%

Complaints made to MHWC 2023-24
(n=1521)
Treatment NG 53%
Communication 31%
Medication N 25%
Conduct and Behaviour I 19%
Access 11%
Diagnosis M 11%
Unknown / other 1M 7%
Facilities 1M 7%
Records M 4%

Complaint Management B 4%

Complaints made to service 2022-24
(n=1857)

Treatment NN 26%
Communication 22%
Facilities I 20%
Conduct and Behaviour NN 20%
Access 11%
Medication mm— 7%
Records W 3%
Diagnosis HE 3%
Complaint Management B 1%
Unknown / other = 0%

Issue 0
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What type of services were complaints being made about?

Complaints to the MHWC
2022-23 (n=1442) I oo: T &%

2023-24 (n = 1521) o I

Complaints made directly to services

200223 (n= 1672 s [

202324 (n= 1857 .

HAdult ®mCYMHS ®Aged Multi Age B Unknown

What were the outcomes of complaints? outcomes are framed in

terms of ‘4 As’ of complaint resolution: Acknowledgement, Action, Answer and Apology.

Complaints made to MHWC about services with outcomes by

services
150%

96% 97%
100%

42% 39% 45% 50%
50% 17% 19%

- N aed
0%

Acknowledgement Action Answer Apology Unknown

W 2022-23 (n=699)  m2023-24 (n=782)

Complaints made directly to services with outcomes by services

60% aag 9%
40% ?
40%
21% 23% 22% 23%
- - . . . .
2% 1%
0% | —_
Acknowledgement Action Answer Apology Unknown

W 2022-23 (n=919) W 2023-24 (n=1452)
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