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1. About the HPCCB

Audiology Australia (AudA) and the Australian College of Audiology Inc. HAASA (ACAud) are professional
bodies representing audiologists and audiometrists in Australia. ACAud and AudA are committed to
ensuring that their members and/or certified practitioners maintain a high standard of ethical and
professional conduct and that the public maintain a high level of trust in the professions of audiology and
audiometry.

In order to increase the consistency of the management and investigation of breaches of the Code of
Conduct and the provision of ethical and professional guidance, ACAud and AudA agreed to jointly fund the
establishment of, and support through ongoing membership of, the independent Hearing Professional
Conduct and Complaints Body Ltd (HPCCB).

The HPCCB was registered as a not-for-profit Company Limited by Guarantee with the Australian Securities
and Investments Commission (ASIC) in July 2024. The HPCCB registered as a charity with the Australian
Charities and Not-for-profits Commission in August 2024 whose charitable purposes as defined in the
Constitution of the HPCCB are to advance health through:

e promoting ethical hearing service practice to audiologists, audiometrists, members of the public and
others, and

e handling complaints regarding the provision of hearing services by audiologists
and audiometrists who are members and/or clinically certified by Audiology Australia and
the ACAud Inc HAASA.

The HPCCB began its operations on 1 October 2024. The HPCCB operates according to its Constitution and
the Complaints Management and Resolution Procedure by-law and related policies and

guidelines. The Code of Conduct for audiologists and audiometrists by-law sets the professional and ethical
standards that members and/or clinically certified audiologists and audiometrists must meet.

Wherever possible, the Ethics Officer handles complaints informally through dialogue between the
complainant, respondent and any other involved parties, with input from the HPCCB Board when

needed. However, it may be necessary for an HPCCB to proceed with mediation or a formal investigation
and hearing according to the Complaints Management and Resolution Procedure by-law. The HPCCB
Board may then make recommendations to the relevant AudA or ACAud Board regarding any appropriate
sanctions.

Since the Hearing Professional Conduct and Complaints Body Ltd (HPCCB) began its operations in October
2024, only a very small number of complaints have escalated to a formal investigation and hearing.

2. Responsible persons
The following were responsible people for the HPCCB at the time this report was prepared and approved by
resolution of HPCCB members at the HPCCB Annual General Meeting on 7 August 2026.

Alison Jackson, Director

Bill Raymond, Director

Dean Moore, Director

Elizabeth Hewat, Chairperson, Director
Helen Mikolaj, Director

Skye Rigg, Director

Sandra South, Public Officer, Secretary
Sharon Oliphant-King, Director
Timothy Benson, Director,

William Olayos, Director
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3. HPCCB education and prevention activities for the 2025-26

Financial Year

The HPCCB has a focus on education and prevention of conduct that is breach of the Code of Conduct of
audiologists and audiometrists. This includes through the provision of information tfo members of the public,
to current and prospective hearing service clients, to other health professionals, to students of audiology, and
to audiologists and audiometrists and their employers. The HPCCB haos undertaken a range of education
and prevention activities between 1 July 2025 and 30 June 2026.

The HPCCB has responded to 13 direct requests for guidance and information from audiologist,
audiometrists, their employers, funding and regulatory entities, and others on the processes of the HPCCB
and how to interpret the Code of Conduct for audiologists and audiometrists.

The HPCCB published a new guidance document for hearing practitioners on cultural safety for Indigenous
clients on the HPCCB website and a version was published in the professional body magazines.

The HPCCB developed and published three new resources for members of the public and hearing service
clients which are available to download on the HPCCB website with hard copies available to services to
distribute to clients:

e Checklist - Getting your hearing tested.
e Unwanted contact from a hearing services provider.
e Business card sized information on HPCCB.

The HPCCB developed new content in response to feedback from Audiology Australia including:

e Restructuring and updating content on its website on the HPCCB governance and activities.

e Writing an article with accompanying flowchart visual showing how the HPCCB handles complaints,
with a focus on the most common process of informal resolution. This was then adapted to a
guidance document featuring prominently on the "Guidance for practitioners” page on the HPCCB
website.

The HPCCB has collaborated in its education and prevention activities with:

e professional bodies for audiologists and audiometrists (i.e. the HPCCB members),

e consumer peaks,

e education providers for audiologists and audiometrists,

e employers of audiologists and audiometrists,

e researchers and other experts,

e funding bodies for hearing services (e.g. the Hearing Services Program, workers insurance schemes,
the NDIS), and

e regulatory bodies (e.g. the state/territory health complaints entities).

The HPCCB connected with current and future hearing practitioners, their employers, and their clients at
through the following engagement activities:

o Guest lectures to Masters of Audiology students at three different universities.
o A booth at the AudA and ACAud Inc HAASA conferences/professional education days.
o A booth at the Hearing Business Alliance Seminar.

The HPCCB continued its 2024-25 feedback and information to government consultations on reform
activities of relevance to ensuring ethical and professional conduct by hearing practitioners, namely the
Queensland Health Audiology RIS project and the NRAS Complexity Review team.
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4. HPCCB complaints handling activities for the 2025-26 Financial

Year

Between 1 July 2025 and 30 June 2026, the HPCCB handled the following complaints:

82 informal complaints where the person who contacted the HPCCB raised concerns about the
conduct of an audiologist or audiometrist and was seeking information on options to progress their
concerns through formal complaints processes.

7 complaints from earlier financial years remained open on 1 July 2026, of these:

o

(0]

6 were resolved via informal resolution.

1 remains open.

30 complaints were received by the HPCCB. Of these:

o

19 complaints have been closed.

1 related to an out of scope issue for the HPCCB and the complainant was provided with
contact details and information on how fo make a complaint tfo the appropriate bodies.

1 was resolved after confirmation that the clinician held the appropriate clinical certifications.
3 were referred by the HPCCB to the appropriate complaints entity.

8 were resolved by the HPCCB via informal resolution, T of which was first referred for
consideration by another complaints entity.

5 were resolved between complainant and respondent without involvement of HPCCB.

1 was resolved by the client after the HPCCB referred the matter for consideration by another
complaints entity then connected the client with a lived experience advocate for support to
resolve their concerns.

11 complaints remain open, of which:

9 are awaiting a response on the outcome of consideration of the matter by another
complaints entity (e.g. the Hearing Services Program or a state/territory health complaints
entity) and/or criminal proceedings.

2 were considered by another complaints entity and are undergoing informal resolution.

1is undergoing informal resolution.
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