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Albury CLSD Minutes 
26 May 2021, 1:30-3:30, via video conference 

 

Present:  Winnecke Baker (Legal Aid NSW), Simon Crase (CLSD Coordinator, UMFC/HRCLS), Scott Boyle (Anglicare Financial Counselling), Beth Law 
(Family Law Pathways Network, Michelle Head (Albury Library Museum), Abbey Cerrone (Health Care Complaints Commission), Jen Wright, 
Navinish Nand (Legal Aid NSW), Taylor Smith-Stephens (Solicitor HRCLS), Michelle Head (Albury Library), Martin Butcher (Regional Disability 
Advocacy Service)  Ian McGuiness (Legal Aid NSW), Bridget Barker (Legal Aid NSW), Peta Pitman (Family Relationships Service at UMFC), 
Linda Meyns (Legal Aid NSW – WDO Team), Sarah Rodgers (Hume Riverina Community Legal Service) 

 

Apologies: Kim Andersen (Centacare SW NSW), Diana Elliott (Albury Wodonga Volunteer Resource Bureau) 

 

Agenda Item Discussion Action/Responsibility/
Time 

1. Welcome & 
acknowledgement  

Simon acknowledged the respective Aboriginal lands that partners called from and welcomed everyone to 
the meeting.  

 

2. Purpose   

o To learn about how the Health Care Complaints Commission can help our clients, and 
o To discuss the current issues that our clients are experiencing and how we can work together to 

address them.  

 
 
 
 
 
 

3. Guest Speaker – 
Health Care Complaints 
Commission 

Jennie Wright (Stakeholder Engagement Officer) and colleague Abbey Cerrone (Resolution Officer)  
 

Call 1800 043 159 or visit www.hccc.nsw.gov.au 
 

 

mailto:scrase@umfc.com.au
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• The Health Care Complaints Commission (HCCC) is responsible for managing complaints about health 
care received in NSW. 

• The Commission can accept complaints about any health organisation, both registered health 
practitioners like doctors and nurses and unregistered health practitioners like counsellors, 
audiologists, naturopaths, massage therapists, reiki practitioners.  

• The Commission is completely independent of the Ministry of Health.  
• The Commission can accept about both the quality of care and professional conduct of the 

practitioners.  
• The Commission recommends that you speak to the health professional or service 1st, if it is 

appropriate. If it is not appropriate, or this doesn’t work, then you should contact the Commission.  
• Tips to help you to raise your concerns with health professionals are available on the HCCC website 

HERE. This is important because relocating to a different doctor isn’t always possible in regional areas.  
 
Who can make a complaint? 

• Anyone can make a complaint (a parent, guardian, relative, friend, a health provider, or any other 
concerned person). 

• The authority of the person who is the subject of the complaint is needed to access their records.  
•  Authority is not needed where a parent is making a complaint on behalf of their child.  
• Anonymous complaints are also welcome.  

 
Online complaint portal 
Complaints must be in writing – the easiest way  to submit a complaint is via the online portal which is 
available at www.hccc.nsw.gov.au The portal prompts people with questions that will solicit the information 
that the HCCC needs to respond to the complaint.  
 
How long does it take? 

• The earlier a complaint is submitted the easier it is to respond but there is no timeframe. If 10 years 
have passed it will be very difficult to investigate.  

• The HCCC has 60 days to complete its initial assessment. During this time, they are usually writing to 
the subject of the complaint and gathering relevant records. If a complaint is about a doctor they will 
consult with the doctor’s council of NSW.  If the issues in the complaint are technical then they need 
to seek expert advice.  

 
 
 

mailto:scrase@umfc.com.au
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Assessment Outcomes 
The Commission will always write to people about the outcome of their complaint. There is also a review 
process that people can use within 28 days.  
Outcomes 

1. Resolve during assessment 
2. Discontinue/discontinue with comments: even though the complaint is closed, complaints remain 

on the system indefinitely so if further complaints are received about the same professional, this may 
impact the Commission’s decision to take further action in the future. Even where a complaint is 
discontinued, the practitioner will likely have had to respond to the Commission.  

3. Refer to appropriate health professional council: for example, if the complaint is about a Nurse then 
the Commission would prepare a brief for the Nurses and Midwifery Council  

4. Local resolution 
5. Refer to assisted resolution: this is a team within the HCCC. Most of the time these matters are 

resolved during a meeting facilitated by the assessment officer. 
6. Refer to another body: the HCCC might refer people to Fair Trading, the Aged Care Quality and 

Safety Commission or the Information and Privacy Commission if the complaint is about medical 
records.  

7. Investigation: for a matter to be referred for formal investigation the conduct needs to meet a 
significant threshold; represent a significant ongoing risk to public health and safety, a significant 
departure from acceptable standards of care or conduct that if substantiated would provide grounds 
for disciplinary action. If a complaint is about a registered health practitioner and the investigation is 
substantiated, then the legal team make a decision about whether they take the matter to NCAT to 
prosecute the complaint. The Commission can issue a prohibition order or put conditions on their 
ability to practice  

Things that the Commission cannot do: 

- Force a practitioner to see a patient 
- Oder a refund or fee reduction 
- Award damages or compensation 
- Direct the medical records be changed.  

 
Questions 

If a client wants medical records but a doctor won’t give them, can a solicitor ask the Commission to 
investigate or is it up to the client? 
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- Health Records are administered by the Information and Privacy Commission. The HCCC cane 
sometimes help where it is just a communication issue or misunderstanding, but generally these 
requests need to go to the Information and Privacy Commission. 

 

3. Mini law check-up led 
by HRCLS solicitor Taylor 
Smith-Stephens   

Scenario 

Donald has a disability, including an undiagnosed cognitive impairment and until recently worked full-time. 
Donald was let go due to performance issues after fabricating a separation certificate to claim Job Seeker.  

Fortunately, Centrelink are not taking action against him for fraud, but he needs to pay the money back that 
he owes for the period time that he was claiming Job Seeker and working full-time.  

Donald struggles with his finances. He has received lots of fines for not wearing a helmet while riding his 
bike, he has debts from private loans, and pay debt collectors are chasing him. 

Donald says that he is also often hit by vehicles while riding his bike but when he reports this to police they 
won’t give him event numbers. This is frustrating because Donald would like to take civil action against the 
drivers for compensation.  

Donald struggles with self-management. He will often not answer his phone and regularly turns up to 
services without appointments. He may be eligible for the NDIS but does not have access to any records and 
it is not clear whether he has a clear diagnosis of his condition, or if he has received treatment.  

 
Potential Legal and Related Issues Referrals 

• Pay-day loans   Financial counsellor and/or a civil lawyer  
It is important to check whether these were 
entered into properly; was a suitability assessment 
completed? Is there any written documentation on 
paper or electronically? 

• Centrelink debt A civil lawyer from HRCLS or Legal Aid can help 
Donald check whether the debt is valid and 
advocate for an appropriate repayment plan if it is.  

• Personal injury claims for being hit while 
riding his bike.  

Referral to a private lawyer.  

• Termination from employment.  
 

Referral to a civil lawyer from HRCLS or Legal Aid.  
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A civil lawyer can investigate whether his 
employment was terminated fairly. It is important 
to know that unfair dismissal needs to be assessed 
within 21 days. 
 

• Police complaint for not receiving event 
numbers. 

The first step is to attend the police station and 
register a complaint with the Local Area 
Command.  
If there is no outcome from the complaint, Donald 
should speak to a civil lawyers from HRCLS or Legal 
Aid.  

• Fine debt. Legal Aid NSW WDO team.  
This team can help people to apply to have their 
fines written-off or paid via participation in the 
work and development order scheme where 
appropriate.  

• Assessment of cognitive impairment Referral to a case manager.  
In responding to Donald’s legal issues, it would be 
helpful to obtain an assessment of his level of 
cognitive impairment. He would also benefit from 
help in navigating the referral pathways.  

 

6.  Current local 
issues/news 

 

Sue at Interreach  
• Seeing lots of clients experiencing homelessness. 
• Landlords are selling up and asking tenants to leave.  
• Sue would like to learn more about Housing Rights and Responsibilities.  
• Scott noted that he is also seeing this issue with his clients, particularly a lack of affordable rental 

properties.  
 
Uniting Saint Davids 

• Successful in their 5-year tender to deliver financial counselling in the Murrumbidgee region. 
• A gambling counsellor in Wagga has been appointed and they will be servicing out to Griffith as 

well.  

• Regional 
coordinator to 
liaise with 
Interreach about 
training for staff 
in this area.  
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5. Action 
Plan/Coordinator 
Update  

 

Priority 2: Outreach and projects in Deniliquin and Corowa 
 

• Deniliquin service mapping – 95% completed just need to add schools in.  
 

• Law Check-up training with Deniliquin services: completed with Vinnies and a local sexual assault 
service. Will continue promoting and trying to connect with local services to upskill workers. 

 Priority 3: Outreach and projects in Albury 

• Cut it out forum – very successful, about 60 participants in total.  
 

• How to Stick to Your Order:  the booklet has been developed into an animation that is available to 
watch via YouTube here. If your service is interested in playing the animation on a TV in a waiting 
room or other location, please contact Winnecke Baker from the CLSD Unit: 
winnecke.baker@legalaid.nsw.gov.au  

 
• Bite Size Law series – Hume Riverina Community Legal Service 

 
Tell us what you think about the Older Person’s Diary! 
Legal Aid NSW is interested from hearing from services who distribute the Legal Topis for Older People Diary 
each year. Please email feedback to cle@legalaid.nsw.gov.au or contact Simon.  
 

 

5. Next meeting 
 

Wednesday 26 August 
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