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Step-by-step support

Facing a regulatory complaint:

First things first - take a breath

Receiving a notification from Ahpra or another regulator can be
one of the more stressful moments in your professionallife. It's
normal to feel anxious, frustrated or unsettled. Many practitioners
describe this as deeply personal - particularly when you've
dedicated yourself to your patients and their care. This can feel
like adirect challenge to your integrity and competence.

Here's what you need to know right now: you are not alone,
and you don’t need to manage this on your own.

Most doctors will face a complaint at some pointin their career.
Thisis not areflection of poor practice - itis simply areality of
modern medicallife. The system exists to protect the public, and
in most cases, complaints are resolved without serious outcomes
and consequences.

What is a notification?

A notificationis a formal complaint or concern lodged with
Ahpra or another regulatory authority. It may come froma
patient, family member, another practitioner, employer or
health service.

It'simportant to understand what this means and what it
doesn’t.

A notificationis:
- aformal process to assess concerns about patient safety

« anopportunity to explain your clinical reasoning
and decisions

« acommon part of professional practice

« something most practitioners navigate successfully.
A notificationis not:

- afinding that you have done something wrong

« ajudgement about your competence or character

+ something you need to manage alone.

Your immediate action plan

1. Contact Avant

Thisis the single mostimportant step.

Call Avant's medico-legal advisory team as soon as you
receive anotification. There are strict timeframes, and
early advice will help you respond appropriately. You will be

supported by Avant's medico-legal experts who manage
these matters every day.

2.1f the regulator calls you

Regulators often make initial contact by phone before written
details are sent. If this happens:

 stay calm and listen carefully

+ note the caller'sname and contact details

« confirm your identity if required

+ ask for the complaint to be provided in writing.

Do not provide a detailed response at this stage. When your

claim has been accepted, Avant will help you prepare a
consideredresponse.

3.Look after yourself

It can be difficult to think clearly when you're distressed. If you
need to, take ashort break from clinical duties - go for a walk or
callsomeone you trust. If you're too unsettled to focus safely on
patient care, itis reasonable to reschedule the rest of your day.

Looking after yourselfisn't optional - it's part of managing the
situation effectively.



What to avoid

In the initial stages, avoiding missteps is just as important as taking
the right actions:

- don'tignore the notification - deadlines are strict and missing
them can complicate your situation significantly

- don'trespond while upset or under pressure - areactive response
can cause more harm than good. Avant can help you to prepare a
considered, well-structured reply

- don't contact the patient or complainant directly - if the
complainant contacts you, calmly let them know you've been
advised not to discuss the matter

- don't access hospital or third-party records without first seeking
advice from Avant

- don't post anything about the complaint on social media

« don'ttry to manage the situation alone - Avant's teamis here for
thisreason.

What happens next

Once you contact Avant and your matter is reviewed and accepted,
we will guide you through each step. This typically involves you
providing:

- allcorrespondence received from the regulator

- adraftresponse in your own words, drawing on relevant
clinicalrecords

- medicalrecords you hold relating to the patient (including
pathology, radiology, specialist reports, referrals, care plans, and
any relevant communications)

« your current CV.

Avant will:
- help yourefine and finalise your response

-« consult with the regulator on your behalf and request extensions
if needed

+ provide advice if the patient wishes to continue seeing you

+ guide you through each stage of the process.

The regulator will:

- review the complaint and all responses before making
a determination

+ keep youinformed of the process and outcomes.

How long will it take?

Timeframes vary depending on the complexity of the complaint.
Some matters are resolved quickly while others take longer. Avant
will provide a clearer timeframe once we've reviewed your situation.
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Supportis available

You don't need to go through this alone.
Supportis available from:

- Avant’'s medico-legal advisory team -
1800128 268 - your first point of contact

- Avant’s key support services - emotional
and practical support beyond the
legal process

» your GP - your own health matters, and
atrusted GP is animportant support

- doctors’ health advisory groups
(e.g.DRS4DRS) - peer support from
people who understand what you're
going through

- trusted colleagues, friends and family.

More information

For amore detailed overview of the
regulatory process, see Avant's Dealing
with a Regulatory Complaint factsheet,
and the Australian Health Practitioner
Regulation Agency's information on
notifications at ahpra.gov.au.

You can contact Avant at any time on
1800 128 268 or visit avant.org.au.
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IMPORTANT: This publication is not comprehensive and does not constitute legal or medical advice. You should seek legal or other professional advice before
relying on any content, and practise proper clinical decision making with regard to the individual circumstances. Persons implermenting any recommendations
contained in this publication must exercise their own independent skill or judgement or seek appropriate professional advice relevant to their own particular
practice. Compliance with any recommendations will not in any way guarantee discharge of the duty of care owed to patients and others coming into contact
with the health professional or practice. Avantis not responsible to you or anyone else for any loss suffered in connection with the use of this information. Information
is only current at the date initially published. © Avant Mutual Group Limited 2026 Published and current as of: 06/26 (DT-4841)
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