


The Office collects data throughout the process of resolving complaints, which provides 
thematic information about service delivery across the health, mental health and disability 
sectors. The data provided in the attachment to this submission is intended to inform the 
Inquiry with respect to 'the efficiency and adequacy of the service delivery model of 
ambulance services in metro and regional areas of WA'. 

The data attached to this submission is specific to in-jurisdiction complaints closed by the 
Office in the 2020-21 financial year that raised issues concerning ambulance services in 
Western Australia. In 2020-21, HaDSCO closed 28 complaints concerning ambulance 
services, which accounts for 1 % of the 1,943 total health complaints closed. 

The complaints managed relating to ambulance services suggest that there are some 
instances of dissatisfaction with the current service delivery model for ambulance services 
in Western Australia. The instances of dissatisfaction are primarily associated with a lack of 
more comprehensive treatment and assistance provided by ambulance officers during the 
assessment of the patient and their transport to hospital; with the perceived high cost of the 
fees for using an ambulance service; and with the classification of the ambulance service 
as 'non-urgent', which impacts on the fees charged. 

If you or your staff would like clarification or require any additional information, please do 
not hesitate to contact Ms Rachel Beard, Deputy Director 

Yours sincerely 

SARAH COWIE 

DIRECTOR 

HEAL TH AND DISABILITY SERVICES COMPLAINTS OFFICE 
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Ambulance Services Complaints - Overview 

The Health and Disability Services Complaints Office (HaDSCO) is an independent 
Statutory Authority providing an impartial resolution service for complaints relating to health, 
disability and mental health services in Western Australia and the Indian Ocean Territories, 
covering the public, private and not for profit sectors. 
 
HaDSCO uses the data captured during the process of resolving these complaints to 
identify themes and trends relating to the provision of these services. The data in this 
submission attachment relates to the complaints closed during the 2020-21 financial year 
that concerned ambulance services in Western Australia. 
 
The data in this submission attachment has been broken into the following sections: 

• Section 1 – Ambulance Services Complaint Volume (page 2); 

• Section 2 – Consumer Demographics (page 3); 

• Section 3 – Ambulance Services Complaint Issues (page 4);  

• Section 4 – Ambulance Services Complaint Objectives (page 5); 

• Section 5 – Ambulance Services Complaint Outcomes (page 7); and 

• Section 6 – Ambulance Services Complaint Conclusions (page 7). 
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Section 1 – Ambulance Services Complaint Volume 

From 1 July 2020 to 30 June 2021, HaDSCO closed 28 complaints relating to ambulance 
services, which accounts for 1% of the 1,943 total health complaints closed. Figure 1 below 
details the complaint resolution process applied to the ambulance services complaints. 
 
Figure 1: complaint resolution process 

 
 

Ten ambulance services complaints were closed during initial intake and did not progress to 
being formally assessed by HaDSCO’s case officers. During intake an individual making a 
complaint will be provided with information about HaDSCO’s complaints process and advice 
about raising a complaint with the service provider (to allow for resolution in the first 
instance). If the complaint is outside of HaDSCO’s jurisdiction information will be provided 
about an alternative complaint body that may be able to assist. Information may also be 
provided to individuals about advocacy services that may be of assistance. 
 
15 ambulance services complaints were closed during HaDSCO’s preliminary assessment 
process and did not progress to alternative dispute resolution. Preliminary assessment is 
the process to determine if a complaint is ‘accepted’, ‘rejected’ or ‘referred’, in accordance 
with the provisions of the Health and Disability Services (Complaints) Act 1995. 
 
Three ambulance services complaints were accepted into the alterative dispute resolution 
process of negotiated settlement following preliminary assessment. Negotiated settlement 
involves an exchange of information between the parties to a complaint which is facilitated 
by HaDSCO. It is the role of the HaDSCO case officer to assist in the exchange of 
information and promote resolution of the complaint by negotiating an outcome acceptable 
to both the individual and the service provider.  
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Section 2 – Consumer Demographics 

Consumer demographic data examines the age, gender, ethnicity, and geographic 
distribution of the person who used the ambulance service. 

Consumer gender was known for 27 of the 28 ambulance services complaints closed by 
HaDSCO in 2020-21. Seven (26%) of the complaints concerned a female consumer, while 
20 (74%) complaints concerned a male consumer. 

Consumer age was known for 21 of the 28 ambulance services complaints closed by 
HaDSCO in the 2020-21 financial year. The breakdown of age data is shown in Table 1 
below. 

Table 1: Consumer age  

Consumer age Volume % 

65+ 5 24% 

55 - 64 3 14% 

45 - 54 5 24% 

35 - 44 3 14% 

25 - 34 1 5% 

18 - 24 3 14% 

Younger than 18 1 5% 

Total 21 100% 

 
As indicated in Table 1, for complaints where the consumer’s age was known, the age 
brackets 65 and older and 45-54 received the highest proportion of complaints (24% for 
each age cohort). 
 
In Western Australia, results of the 2016 census estimated that approximately 3.9% of the 
population were Aboriginal and/or Torres Strait Islander. For the 2020-21 financial year, one 
(4%) complaint about ambulance services concerned a consumer who identified as 
Aboriginal or Torres Strait Islander.  
 
Consumer location was known for 25 of the 28 ambulance services complaints closed by 
HaDSCO in the 2020-21 financial year. Table 2 shows the breakdown of complaints by 
where the consumer lives, separated as metropolitan or regional based on postcode. 
Population data derived from the 2019 estimated residential population (ERP) data 
published by the Australian Bureau of Statistics is provided for comparative purposes.  
 
Table 2: Consumer geographic distribution 

Location 

HaDSCO 
Complaints 

Population 

Volume % % 

Metropolitan 21 84% 76% 

Regional 4 16% 24% 

Total 25 100% 100% 
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Section 3 – Ambulance Services Complaint Issues 

This section examines the issues associated with ambulance services complaints closed by 
HaDSCO. The data presented here is calculated using the proportion of complaints that 
contain at least one instance of the issue category noted. As each complaint can contain up 
to six issues, the sum of the issues will exceed the number of complaints (28). Figure 2 
details the ambulance services complaint issue categories for cases closed by HaDSCO in 
2020-21. 

Figure 2: Complaint issues 

 
 

In 2020-21, the majority of ambulance services complaints identified issues associated with 
costs; quality of clinical care, corporate services; and communication.  

Due to the relatively small number of complaints managed by HaDSCO with respect to 
ambulance services, the complaints were reviewed qualitatively to identify the primary 
concern of the individual making the complaint. The results of this analysis are shown in 
Figure 3 below. 

Figure 3: Complaint themes 

 
 
As seen in Figure 3 above, three central themes emerged from the review of the 
complaints: 
 

• Ten of the complaints concerned the service or treatment provided by ambulance 
officers. These complaints highlighted instances of ambulance officers not providing 
the level of assistance expected; treatment not being provided in a timely fashion; 
and a lack of monitoring during transportation to the hospital. 
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• Nine of the complaints concerned the fees associated with use of an ambulance 
service. Generally, these complaints highlighted instances of an ambulance being 
unnecessarily called; no consideration for the reduction in fees being charged to 
pensioners; and a lack of communication from the service provider regarding the 
fees for sending an ambulance. 

• Seven complaints concerned the classification of the ambulance service as ‘non-
urgent’, and the desire of the individual making the complaint to change the 
classification to ‘urgent’ to allow for the ambulance fees to be claimed under health 
insurance. 

 
Section 4 – Ambulance Services Complaint Objectives 

This section examines the objectives of the individuals making a complaint to HaDSCO 
about ambulance services. The data presented here is calculated using the proportion of 
complaints that contain at least one instance of the objective noted. As each complaint can 
contain up to six objectives, the sum of the objectives will exceed the number of complaints 
(28). Figure 4 details the complaint objectives for cases closed by HaDSCO in 2020-21. 

Figure 4: Complaint objectives  

 
Please note that a single complaint may have more than objective. 

 
As seen in Figure 4 above, the most common outcome sought by individuals making a 
complaint to HaDSCO about ambulance services was the reduction or waiving of the fees 
for use of the ambulance service. Other common outcomes sought by individuals making a 
complaint included: 
 

• A change in policy or procedure, which may relate to the information provided about 
the fees for using an ambulance service, or the treatment offered by ambulance 
officers. 

• An explanation from the service provider, which again may relate to issues 
concerning fees for use of the service or the treatment provided by the ambulance 
officers. 

• An apology from the service provider. 
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Table 3 below provides additional information on the desired outcomes for individuals who 
made a complaint to HaDSCO concerning ambulance services, detailing information on the 
frequency of objectives associated with the primary complaint themes found in Figure 3. 

Table 3: Complaint themes and objectives 

Complaint theme Complaint objective Frequency 

Treatment provided by 
ambulance officers inadequate / 
inappropriate 

Explanation 5 

Disciplinary action 4 

Change in policy/procedure 4 

Apology 4 

Training or education for provider 3 

Refund, reduce or waive fee 2 

Access to medical record 2 

Adequate service 1 

Other 1 

Alternative or corrective service 1 

Total 27 

Cost too high / dispute of fees 

Refund, reduce or waive fee 9 

Change in policy/procedure 3 

Explanation 2 

Apology 2 

Disciplinary action 1 

Training or education for provider 1 

Total 18 

Requesting classification of 
urgency to be changed (to 
reduce cost/fees and/or to be 
able to claim insurance) 

Refund, reduce or waive fee 5 

Change in policy/procedure 2 

Access to medical record 1 

Other 1 

Total 9 

Issue with refund / 
reimbursement from insurance 
provider 

Refund, reduce or waive fee 1 

Access or obtain service 1 

Total 2 

 

The specific trends observed in relation to the objective(s) of the individual making the 

complaint, in relation to their primary concern with the ambulance services provided, are as 

follows: 

• The complaints that concerned the treatment and care provided by ambulance 
officers primarily sought an explanation or an apology from the service provider; 
changes in policy or procedure; disciplinary action for the ambulance officers; and/or 
training and education for the service provider. 

• The complaints that concerned the fees for the ambulance services provided 
primarily sought a refund or reduction in the fee; a change in policy or procedure; 
and/or an explanation or an apology from the service provider.  
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• The complaints that concerned the classification of ambulance services as “urgent” 
primarily sought a refund or reduction in the fee and/or a change in policy or 
procedure.  

Section 5 – Ambulance Services Complaint Outcomes 

The three complaints that were resolved in HaDSCO’s alternate dispute resolution process 
resulted in either an explanation and/or an apology from the service provider to the 
individual who made the complaint. In two other instances assistance was provided to 
finalise outstanding accounts for the use of ambulance services. 

Section 6 – Ambulance Services Complaint Conclusions 

The complaints managed relating to ambulance services suggest that there are some 
instances of dissatisfaction with the current service delivery model for ambulance services 
in Western Australia. The instances of dissatisfaction are primarily associated with a lack of 
more comprehensive treatment and assistance provided by ambulance officers during the 
assessment of the patient and their transport to hospital; with the perceived high cost of the 
fees for using an ambulance service; and with the classification of the ambulance service as 
‘non-urgent’, which impacts on the fees charged. 
 




