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Introduction	
Health	Consumers	Alliance	of	South	Australia	Inc	(HCASA)	has	been	the	recognised	
peak	voice	for	health	consumers	in	South	Australia	for	almost	20	years.	As	expert	
partners,	HCASA	have	worked	with	consumers,	health	services	and	government	to	
improve	health	outcomes.		
	

HCASA	undertook	the	Health	Consumer	Experience	Survey	to	provide	a	snapshot	of	
consumer	feedback	regarding	their	experience	with	healthcare	in	South	Australia.	
We	hope	and	anticipate	that	this	data	will	be	used	to	better	inform	health	services	
to	partner	with	consumers	in	improving	health	care.	We	hope	also	that	this	survey	
can	be	undertaken	as	an	annual	review	of	health	consumer	experience	in	the	
absence	of	a	health	consumer	advocacy	peak	body	in	South	Australia.		
	

When	the	SA	Government	chose	to	cease	funding	to	the	HCASA	in	2019,	it	made	
the	decision,	that	independent	systemic	health	consumer	advocacy	is	no	longer	
necessary	in	South	Australia.	With	the	closure	of	HCASA	on	30	September	2020,	
South	Australia	will	be	out	of	step	with	all	other	states,	which	have	government	
funded,	independent	and	systemic	peak	health	consumer	organisations.	This	
Survey	Report	is	our	final	piece	of	work	with	health	consumers	in	South	Australia.	
	
	



Survey	
The	Survey	was	undertaken	between	1st	to	31st		July	2020	using	Survey	
Monkey	as	an	online	platform.	156	consumers	across	SA	undertook	the	
survey.	
	

	The	survey	comprised	of	the	following	sections;	
•  Section	1:	General	information		
•  Section	2:	Health	Care	Experience	

o  Most	recent	healthcare	experience	
o  Overall	healthcare	experience	in	the	last	year	
o  Communication	
o  Partnering	with	consumers	in	own	care	
o  Meeting	consumer	needs	
o  Cultural	safety	

•  Section	3:	Making	a	Complaint	
•  Section	4:	Consumer	Participation	
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perspectives,	and	have	informed	and	influenced	health	planning,	service	delivery	and	
policy	to	improve	the	health	experience	of	all	South	Australians.		

	
	

Putting	consumers	at	the	centre	of	health	in	South	Australia	
	



Section	1:	General	Information	
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General	Information	cont.	
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General	Information	cont.			
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Section	2:	Healthcare	experience	

Health	Consumers	Alliance	of	SA:	Consumer	Experience	Survey	2020	



Consumer	Experience:	Communication	
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Consumer	Experience:	Partnering	in	own	care	
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Consumer	Experience:	Partnering	in	decision-
making	
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Consumer	Experience:	Meeting	consumer	needs	
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Consumer	Experience:	Meeting	consumer	needs	
cont.	
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Consumer	Experience:	Meeting	consumer	needs	
cont.	
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Consumer	Experience:	Cultural	safety	
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Section	3:	Making	a	complaint	

Health	Consumers	Alliance	of	SA:	Consumer	Experience	Survey	2020	



Reasons	why	consumers	did	make	a	complaint	
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Reasons	why	consumers	did	make	a	complaint	cont.	
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Reasons	why	consumers	did	not	make	a	complaint	
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Consumer	Complaints:	Complaint	Process	
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Consumer	Complaints:	Complaint	Process	cont.	
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Section	4:	Consumer	participation	in	health	service	
planning	and	decision-making:	Awareness		
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Consumer	participation:	Awareness	cont.		
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Consumer	Participation:	Health	service	planning	
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Consumer	Participation:	In	own	care		
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