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Key Themes from MDA National Case Data

Managing expectations of parents around the care of Complaints received often centre around
their child is critical. Complaints were received from communication issues. These include:
parents alleging delays in diagnosis, treatment, or
management, leading to patient dissatisfaction.

fa\ Managing expectations \\j Communication

@ Unclear communication of the management
or treatment process
Key components that help manage expectations e Billing matters

during the medical process include: ® Allegations of criticisms or verbal abuse

® Developing trust/rapport with the parent of a parent
and child ® |ack of access to the doctor

® |dentifying key issues for the parent to help ® Minimal or no communication overall
prioritise these in consultations

® Asking the parent what their expectations % . R
are to assist you in assessing potential & Dlagn05|s
challenges Around 30% of cases involved carers making

@ Arranging appropriate follow-up to ensure complaints about diagnosis, treatment delays,
matters are resolved. or management of a patient. 60% of these cases

involved patients with ADHD. Matters around
diagnosis related to complaints about the speed
of the diagnosis (too slow or too fast) and
potential errors in diagnosis.

It’s important to maintain clear records, as
documented interactions and decisions can be
helpful if a complaint arises.



MDA National Support

Case Scenario*

Dr X allows several 15-minute breaks during the day to
catch up on his notes and call patients, but this time

is often lost due to appointments going over. Dr X has
received several messages requesting that he call

Ms Y, but has found it difficult to find the time. Dr X saw
Ms Y and her son, last week for ADHD management.

The session went well with Dr X requesting further
information from Ms Y to assist in her son’s management,
which he is yet to receive. When he calls Ms Y, she states
she is not happy with his service and if she had known
that it would take so long to get a hold of him or to get
some medication she would’ve gone somewhere else.
She states she is going to make a formal complaint about
his service.

Looking for more info?

On review of the case, it was determined that the
Member’s assessment and request for gathering
information was appropriate, with records showing

no gap in regular medication prescriptions. In this
situation, the doctor chose to terminate the doctor/
patient relationship but ensured that the patient had an
adequate supply of medication at the time to facilitate

continuity of care.

To help manage Ms Y’s expectations, Dr X could

ensure that timeframes and care pathways are clearly
communicated during conversations. Seeking clarification
on Ms Y’s priorities and expectations may also be helpful.
In this case, maintaining clear records contributed to the
case being dismissed.

MDA National provides a variety of resources to support you in areas such as consent, medical
documentation and complaints. Explore the links below for direct access.

Case Studies & Articles

e Consent for treatment

® Non-Invasive Prenatal Testing - Ethical & Medico-legal
Issues

Consent to Medical Treatment for the Mature Minor

Managing patient complaints

Is it time for a second opinion

Physical examinations how to avoid misunderstandings

Shared decision-making and five-question model
Your guide to navigating family disputes

The angry patient

Can | end the doctor-patient relationship?

Ahpra complaints checklist

Understanding Patient Expectations of Health Care:
A Qualitative Study

Learning Activities

Introduction to Open Disclosure

Informed consent challenges

Noteworthy: The how what where and why of medical
documentation

The challenging emotions of difficult news

Check MDA National LMS catalogue for online and face to
face workshops on ‘Noteworthy - medical documentation’
and ‘Patient boundaries’

It is essential that MDA National is notified of any
potential incidents or claims. Early notification ensures
that tailored advice and support are available when
needed and helps us prepare effectively should the
matter progress.

For more information, please contact advice@mdanational.com.au or call us

on 1800 011 255. Members can access our Member Online Services, Support in

Practice or our LMS for information and education content.

Members have access to individualised advice and support and Member benefits.

Non-members have limited access to our library of resources and education content.
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*The case study is based on actual medical negligence claim or medico-legal referral; however certain facts have been omitted or changed by the author to ensure the anonymity of the parties involved. This report contains general
information only. We recommend you contact your medical defence organisation or insurer when you require specific advice in relation to medico-legal matters. The MDA National Group is made up of MDA National Limited ABN

67 055 801 771 and MDA National Insurance Pty Ltd ABN 56 058 271 417 AFS Licence No. 238073. 8141.1



https://www.mdanational.com.au/advice-and-support/library/concise-advice/ag-concise-advice?utm_source=pdf&utm_medium=paediatrician&utm_term=Consent+for+treatment&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2017/11/nipt-ethical-issues?utm_source=pdf&utm_medium=paediatrician&utm_term=Non-Invasive+Prenatal+Testing&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2017/11/nipt-ethical-issues?utm_source=pdf&utm_medium=paediatrician&utm_term=Non-Invasive+Prenatal+Testing&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2017/07/consent-to-medical-treatment-for-the-mature-minor?utm_source=pdf&utm_medium=paediatrician&utm_term=Consent+to+Medical+Treatment&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2024/12/managing-patient-complaints?utm_source=pdf&utm_medium=paediatrician&utm_term=Managing+patient+complaints&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2022/05/is-it-time-for-a-second-opinion?utm_source=pdf&utm_medium=paediatrician&utm_term=Is+it+time+for+a+second+opinion&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2023/11/physical-examinations-how-to-avoid-misunderstandings?utm_source=pdf&utm_medium=paediatrician&utm_term=Physical+examinations&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2021/11/shared-decision-making-and-five-question-model?utm_source=pdf&utm_medium=paediatrician&utm_term=Shared+decision-making&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2021/06/family-matters?utm_source=pdf&utm_medium=paediatrician&utm_term=navigating+family+disputes&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/articles-and-case-studies/2021/06/the-angry-patient?utm_source=pdf&utm_medium=paediatrician&utm_term=The+angry+patient&utm_campaign=specialty_report
https://www.mdanational.com.au/advice-and-support/library/medico-legal-faqs/resource-medico-legal-faq?utm_source=pdf&utm_medium=paediatrician&utm_term=Can+I+end+the+doctor-patient+relationship%3F&utm_campaign=specialty_report
https://www.ahpra.gov.au/News/2023-11-02-New-complaints-checklist-launched.aspx
https://pmc.ncbi.nlm.nih.gov/articles/PMC7786689/
https://pmc.ncbi.nlm.nih.gov/articles/PMC7786689/
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php/course/206
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php/course/96
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php/course/42
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php/course/42
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php/course/45
https://learn.mdanational.com.au/blocks/vslate_catalogue/view.php

