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Table 1: Identified major complaints reported by the New Zealand Health and Disability Commissioner and Aged 
Care Quality and Safety Commission.  

Aged care health and disability complaints7 
The Australian Aged Care Quality and Safety 
Commission8

Capacity constraints/workforce challenges Medication administration and management

Poor communication Personal care and oral hygiene

Failure to escalate care Personnel number sufficiency

Inadequate pain management Consultation and communication representative/family

Poor care co-ordination Healthcare falls prevention and post-fall management
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Table 2: Cases, codes and themes.

Case Communication flaws Documentation gaps
Policy-to-practice 
inconsistencies

Staffing shortages  
and skill mix 
insufficiencies

1
Communication with 
district health board 
and patient

Inadequate/poor 
documentation 

Assessment 
management

High workload,  
shortage of RNs

2
Communication with 
family

x
Assessment management 
documentation High workload

3
Communication with 
doctor

Inadequate/poor 
documentation 

Assessment management 
documentation

High workload,  
shortage of RNs

4
Communication 
between disciplines

Inadequate/poor 
documentation

Management x

5
Communication 
between staff

x
Assessment management 
documentation

High workload,  
insufficient training

6
Communication 
between staff and care 
planning

Inadequate/poor 
documentation 

Assessment management 
documentation Shortage of RNs

7 No escalation
Inadequate/poor 
documentation 

Management 
documentation

Lack of sufficient 
knowledge

8
Communication to  
caregiver between  
different hospital nurses

Inadequate/poor 
documentation 

Assessment 
documentation

High workload,  
shortage of RNs

9
Family to staff, staff and 
manager

Inadequate/poor 
documentation 

Management and 
documentation

High workload,  
shortage of RNs

10 Staff to doctor
Inadequate/poor 
documentation 

Staffing policy
High workload,  
shortage of RNs

11  Among staff Poor documentation
Assessment management 
documentation

High workload, lack of 
sufficient knowledge 

12
Communication with 
doctor

Poor documentation Documentation x

13 x
Inadequate/poor 
documentation

Assessment management 
documentation High workload

14 x
Inadequate/poor 
documentation

Assessment management 
documentation

Shortage of RNs, lack of 
sufficient knowledge 

15 x
Inadequate/poor 
documentation

Management Lack of management

16
Communication 
between staff

Inadequate/poor 
documentation

Management Shortage of RNs
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Case Communication flaws Documentation gaps
Policy-to-practice 
inconsistencies

Staffing shortages  
and skill mix 
insufficiencies

17
Communication 
between staff

Inadequate/poor 
documentation

Management
Lack of sufficient 
knowledge 

18 x
Inadequate/poor 
documentation

Management
High workload,  
shortage of RNs, lack of 
sufficient knowledge 

19
Communication with 
family

x
Culture of 
non-compliance

Lack of sufficient 
knowledge 

20 x
Inadequate/poor 
documentation

Assessment management 
documentation x

21
Communication with 
family

Inadequate/poor 
documentation

Management 
High workload,  
shortage of RNs, lack of 
sufficient knowledge 

22 Failure to escalate
Inadequate/poor 
documentation

Assessment management 
documentation Lack of management 

23
Communication with 
family

Inadequate/poor 
documentation

Assessment management 
documentation x

24 x
Inadequate/poor 
documentation

Assessment management 
documentation x

RN = registered nurse; x = not found.

Table 2 (continued): Cases, codes and themes.




