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Ms Lauren Mesiti

Committee Clerk

Standing Committee on Public Administration Committee
Legislative Council
Parliament House

PERTH, WA, 6000

Dear Ms Mesiti

Inquiry into the Patient Assisted Travel Scheme (PATS)

Thank you for your correspondence relating to the Standing Committee on Public
Administration's inquiry into the Patient Assisted Travel Scheme (PATS).

Between I January 20.1 and 31 December 2013, the Health and Disability Services
Complaints Office (HaDSCO) received 29 complaints about PATS. Forty issues were
identified within these complaints.

Table I illustrates the types of issues identified in complaints about PATS. Fifty percent
of issues related to 'Access'. HaDSCO identifies that a complaint relates to 'Access'
issues when a person alleges that they experienced difficulties gaining entry to, or
obtaining a service. Each of the issues identified in Table I are defined in Appendix A.
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Table 1:1ssues identified in complaints about PATS (20.1 - 20.3)

%of o

HaDSCO

Access

';:^I^^'I^ajiication & Information

Environment/ Management of Facilities

Treatment

.

.~
mm .
^

Fees & Costs

Other

The four sub-issues that were most frequently identified in complaints are shown in
Table 2. 'Service Availability' was identified as an issue in 28 per cent of complaints
received about PATS. HaDSCO identifies that a complaint relates to 'Service

o

20

8

PO Box B6, , Perth, Western Australia 6838
Complaints and enquiries:(08) 6551 7600 Administration:(08) 6551 7620 Facsimile:(08) 6551 7630

Email: mail@hadsco. wagov. au Website: WWW. hadsco. wagov. au ABN:, 3 993250709

3

3

.

2

50%

4

20%

S

8%

8%

5%

to%



Availability'issues when a person alleges that there were non-existent or insufficient
services or resources. Each of the sub-issues identified in Table 2 are defined in

Appendix A.

Table 2: Top four sub-issues identified in complaints about PATS (20.1 - 2013)
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Please note that the above information is based on complaints made directly to
HaDSCO. Although on an annual basis, HaDSCO collects complaints data from
prescribed health providers, information relating to the PATS program is not included.
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Appendix A:Issue category definitions

$1. ..

Consumer alleged that there were difficulties gaining
entry to, or obtaining services from, a provider.

~ " ""' ,*,',,,*,,"'.,**'."'

..... ..,*. .. -- --..---.---.- .-.,-..--,. .--.-..,-. -.....

I. - ^ppf@@fiate manner. '-'In^. hides;":';Situations:;':-Where;;-:;^,.'
.',-.'. pr^via^:j:- failed:, to provide. .'.^hill:. adequate:,.:.:^^in(^!!lit^:;Pil'

.-...,... ..... ........ .....-...--.

....,,. .. . .. ...,.,,....,,...........-.-

-.......... .. ... .. .~ . ......~......~.....,..... .,....

EnvironmenV Consumer alleged that the provider failed to provide
Management of facilities which are well managed, adequately staffed,
Facilities adequately resourced and/or hygienic.
.,..... .,.~.,..,.,. .... .. .-..-.~.

\***-,, ----'- ---"11-;';;;:*';;- $*,;Consumer ~;^11. e;g^:^,.;that' the provider failed to. . provide
'1 ' """" .;:,:;;;;-;;.;;**^Ualij!,:timelytit;:^ith'I^ntthatwaseffectiveIy-COQrdj!I^*tod.

-;.,, "' -:,.-.,,.*;**;:it*;;I^'61. qde$: 6^^I^^ithS'~ where. treatment resulted in~;*',--. 1. ,:,\'-.;.;*^;*;*::;Incl, !!^. PSI. ^(nip^'ihtS:~ where. treatment resulted in
:';:';*,-,. , .--,,.*.... ..,..,.\,.:\. -... .**,.*-:';- '~ "'~"~"""'

Consumer alleged that there were problems with the
fees charged by the provider.

Access

..,.,.,"-

,.;**,:..::.:. .*,.:..,,;,. **::.;:

't@:4^:mudi^^. tidbit-'
*,**,-,- . ;..; .*. ,*,- '
Information* 14-^
.-..,,,,. ~

it^*^tiring'tiff';*I^,^!.:**;;:,::;-:^i^,,*

~ .....

I
I, ~

' . ,*,,,*,.'.^
,,.*,

t:;;;:;:,;
I .:*:":.;:.-

Fees & Costs

jig^;^*'*-;,,@!fog**;***~~,*,;;.;":**
Consumer alleged that services or resources were non-
existent or insufficient.

"~"" """' "" ~' ' ""'*.,,..-.*.,...,...,,..,,,..,.*." "' """' ""'

R^f!!sail:, to . Admit;;;,:or. .Consumer. alleged';jh^fib^^joind;^*;j^fq'Sed to accept aji
tit;;j^'j;;: "-- ';' ;.';; ,'.:,::;'.-..;:::person as, ;;^;;j;lient or refq:sit^^:;to':provide as;^Nil^e;';Where
it**;;;;;:^:.' . ; .- I, .- *,;;;;'aservice;;is:available. .;;:-;;';:;" I .' -.'.:..';:':::::,' I
...*-., , ..,...,*,.... .*..... ',.---..' -.. .. ."

Consumer alleged that subsidies for treatment orAccess to subsidies

services were unavailable or inadequate.

~.' '...~' .,....'.. "."..... .,*..~, .." ~

Service Availability



Complaints closed by HaDSCO between I January 20, , and 31 December 20.3
aboutthe Patient Assisted Travel Scheme (PATS)

HaDSCO received 29 complaints aboutthe Patient Assisted Travel Scheme (PATS) between
2011 and 2013. Forty issues were identified in these complaints.

Table I shows the types of issues identified in complaints about PATS. Fifty percent of
issues related to 'Access'. We identify that a complaint relates to 'Access'issues when a
person alleges that they experienced difficulties gaining entry to, or obtaining a service. Each
of the issues identified in Table I are defined in Appendix A.
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The four sub-issues that were most frequently identified in complaints are shown in Table 2.
'Service Availability' was identified as an issue in 28 per cent of complaints received about
PATS. We identify that a complaint relates to 'Service Availability'issues when a person
alleges that there were non-existent or insufficient services or resources. Each of the sub-
issues identified in Table 2 are defined in Appendix A.
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... Appendix A:Issue catsgqry definitions
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