Reflections on 2018
2018 has been another busy year at MIGA
and it is easy to forget all of the work that
different areas of our business have
delivered for the benefit of our clients.
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Our staff really value the part they play in supporting
our members and clients and their important work in
maintaining the health of our community. As a result
they are keen to play a part wherever they
can and so the year started with MIGA joining the
Australian Red Cross Blood Service’s Red25 Program.
We have been including regular updates on our
progress in the Bulletins over the course of the year
and you will see that so far we have been able to
contribute to saving 135 lives. A result we are all
proud of.
We also started the year with a healthy number of
advocacy projects on our plate in support of our
members’ and clients’ interests. From the Federal
Government review of the Medical Indemnity
framework to Mandatory Reporting and the
Medical Board Professional Performance Framework,
our involvement in these consultations and
discussions has been very encouraging. We have
been able to work with a large number of
knowledgeable and committed people and
effectively engage in the discussion.
Our Risk Management Team launched a new
education platform, which we have called REO
(Risk Education Online), to facilitate more engaging
and interactive on-demand education for our
clients. We are firm believers in the value of shared
education experiences and continue to offer our

workshops and Conferences so that members
can enjoy face to face education and share their
experiences for the benefit of other practitioners.
To this end, we also commenced our new
Conference Hypothetical, “Treating Miss Daisy”,
during which our panel discuss the complex issues
involved in treating the elderly. The hypothetical
has been very well received by our conferences
audiences. A big ‘thank you’ to all our panellists
who volunteer their time and expertise to make
these such valuable and engaging discussions.
Over the year many of our clients have enjoyed the
benefits of earning Qantas Points on payment of
their insurance premium and this year we were
very pleased to offer a share of 10 million Qantas
Points at renewal. This resulted in 20 (exceptionally
happy) clients each receiving 500,000 points!
Congratulations to our winners.
Finally, we recently provided members with our
Annual Review, which outlines our financial result
for the 2017/18 year. We were pleased to deliver an
excellent financial outcome which contributes to
our financial strength and enables us to maintain
premium stability for our clients.
We are looking forward to another busy year ahead
and to your continued support. Please remember
that our services are designed to support you in
your day to day work, so if you need advice or
assistance please don’t hesitate to call our team.
Mandy Anderson
CEO and Managing Director

Member survey
Sharing your views
Thank you to all of our members who recently
provided their feedback as part of our 2018
Member Survey. Your views greatly assist us in
understanding how you feel about the services
we provide and our performance.
The positive and constructive comments received about
the support we provide through medico-legal support and
risk education reinforces our commitment to this part of
our service delivery. Many survey respondents also wrote
favourably about specific team members, enabling us to
recognise those individuals for their efforts.
The following are some key findings:
Would you recommend
MIGA to other doctors?

Yes
98%

Friendliness and helpfulness
of our staff

Good to excellent
93%

Christmas is a great time to
reflect on the year that was and to
remind ourselves just how lucky we are.
There are so many things in our lives for
which we can be grateful if we stop and
take time to think about it.
Modern life can be complicated, fast paced and full of
technology induced distractions. In all of this ‘noise’,
what is important to us can easily get lost or be taken
for granted. I count my family as my greatest supporters,
without whom I know the ‘going’ would be much harder
for me. I am looking forward to sharing some quality time
with them over the holidays.
I hope the holidays allow you to relax, unwind, recharge your
batteries and to share time with your nearest and dearest.
For those who are rostered on, thanks for doing those tough
shifts and we hope you still get some down time in lieu.
From all of us at MIGA, I would like to take the opportunity
to wish you and your family a joyous festive season and a
safe and prosperous New Year.
I hope you enjoy this final Bulletin for 2018 and remind
you that we are here to assist you should you need it.
Our offices will be open on the working days during the
Christmas break and our 24 hour emergency medico-legal
advice service will be available if you need to contact us
on public holidays (including Christmas Day) for urgent
medico-legal advice.
Merry Christmas,
Dr Martin Altmann
Chairman

PAGE 2 | DECEMBER 2018

Expertise of our staff

Good to excellent
92%

How satisfied are you with
the quality of the advice
and support you received?
How do you rate the quality
of MIGA’s service overall?

Very
88.7%
Good to excellent
93.5%

We are very pleased by the survey results and your
comments. Many members took the time to provide
detailed feedback which was invaluable as it provides
us with insight and, in many cases, opportunities for
improvement or an alternate perspective that we may
not have considered.
There is no time for us to stand still and there are many
avenues for us to pursue in improving our services.
Thank you for your participation in the survey and
for the guidance that your responses provide.
Mandy Anderson
Chief Executive Officer

Artificial intelligence
Coming to change medicine?
Artificial intelligence (AI) is often touted as changing lives for the
better, including in healthcare.
A recent Senate inquiry recommended Australia lead AI development and ethics.¹
The Royal Australian and New Zealand College of Radiologists told the inquiry
“[a] digital health future presents risks and opportunities for healthcare professions.
The potential for automation is high…but there are some very clear limitations…” ²
How do we approach healthcare AI?
The American Medical Association recently released a policy on ‘augmented
intelligence’. It covers advocacy on healthcare AI priorities, incorporating clinician
perspectives, ensuring high quality initiatives, education on benefits and
limitations, and exploring legal implications.³
MIGA advocates on issues of digital health, including the Senate inquiry into
My Health Record,⁴ the South Australian Enterprise Patient Administration System
review and the Australian Digital Health Agency National Digital Health Strategy
consultation.⁵ We also engage with the Australian Digital Health Agency and other
stakeholders in working groups. The issues we raise include:
• Ensuring digital health reflects healthcare realities
• Augmenting existing initiatives to improve operation, utility and use
• Ensuring regulation is fair and balanced, identifying potential implications
when things don’t work as intended
• Fragmentation of sources and information, inconsistency in use and
‘information overload’.
Rest assured that MIGA is ready to deal with the challenges that new health
technologies present, and will be advocating in your interests.
Timothy Bowen
Senior Solicitor – Advocacy, Claims & Education
1 Select Committee on the Future of Work and Workers, Hope is not a strategy – our shared responsibility for the future
of work and workers, Recommendation 5 – the inquiry report is available at www.aph.gov.au/Parliamentary_
Business/Committees/Senate/Future_of_Work_and_Workers/FutureofWork/Report
2 Ibid, para 3.40
3 AMA Passes First Policy Recommendations on Augmented Intelligence
(14 June 2018) - www.ama-assn.org/ama-passes-first-policy-recommendations-augmented-intelligence
4 MIGA’s submission is available at www.aph.gov.au/DocumentStore.ashx?id=594cd7f3-31f5-46f0-b21c7099a14ac496&subId=659834
5 MIGA’s submission is available at https://conversation.digitalhealth.gov.au/sites/default/files/2017-05/MedicalInsurance-Group-Australia-Your-Health-Your-Say-Submission-2017.pdf

The power of advice, and why knowledge is ‘King’
At The Private Practice, we are now in
our 10th year of travelling around the
country, and overseas, delivering
education on business, financial and
lifestyle management to healthcare
professionals – and, without fail, at
every single course, workshop or
seminar, the most often asked question
(usually during the relative privacy of
afternoon tea) is “how do I chose the
right advisers for me?”

interviewing qualified professionals for the
position of adviser on your team – better able to
choose from the solutions presented, those that
best suit your circumstances and profile.

disciplines important to you, the first step must
always be improving your knowledge – in that
way you can make a judgement call based on
significantly more than just blind faith.

Your team should include an accountant,
a financial adviser, a financier, a lawyer, a practice
management consultant, an insurance broker,
a marketing consultant, an IT consultant and
perhaps a billing consultant.

The Private Practice Education Program and
Resources have been designed to provide
non-conflicted comprehensive, healthcarespecific training and facilitation in all aspects
of business, financial and lifestyle management.

Of course there are many more relevant disciplines
and professionals providing products and
services representing subsections of the above.

For an outline of how The Private Practice can
help you please follow the link below and feel
free to contact me to discuss your educational,
business, financial and lifestyle planning needs.

Second, you must commit to an ongoing journey
of education – much as you have regarding your
clinical knowledge.

Each adviser should be at the top of their game,
have considerable expertise and experience in
working with healthcare professionals, offer
non-conflicted advice (ie not be owned by a
product provider eg financial advice from a
bank) and, in my opinion, not represent a conflict
of interest by providing a multi-disciplined
service eg accountants, financiers, financial
advisers all under the one roof.

Now, armed with a better understanding of
some basic, sound principles you can go about

Whilst organisations like ours can provide
referrals to endorsed practitioners in each of the

My answer is always that first and foremost you
must accept the responsibility of lifting your
level of knowledge so that you can make
informed decisions around business and
financial matters.

Steven Macarounas
Head of Education and Managing Editor
The Private Practice

To find out more and book visit
www.miga.com.au/miga-plus
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5. The employee should be given the opportunity
to respond to the concerns raised at the initial
meeting, whether that be during or following
the meeting. The employee should also be
offered support and appropriate counselling
following the meeting
6. Depending on the terms and conditions of the
relevant employment contract and binding
internal policies and the nature of the employer’s
concerns, it may be necessary to arrange a
follow-up meeting after a reasonable review
period to assess whether there has been any
improvement in the employee’s behaviour and
performance. Steps 1 - 5 above should be
followed for any follow-up meeting.

Case Study

The importance of
managing mental
health issues in the
workplace
Anita Filleti
Solicitor – Claims & Legal Services

Mental health in the workplace is real
The recognition of World Mental Health Day
and various other mental health awareness
initiatives in October has emphasised the
prevalence of mental health issues and the
need for employers to manage those issues
appropriately in the workplace.
With an increasing number of requests from
our members for assistance responding to
workplace conflicts and disputes, it is often
necessary to consider the potential for mental
health issues to either develop or become
aggravated in the event of a workplace
investigation or disciplinary process.
According to the Australian Bureau of Statistics,
it is estimated that 2 million Australians currently
suffer from anxiety while 1 million suffer from
depression, and over 75% of these mental
health issues first present before the age of 25.
Mental health issues in the workplace are often
associated with common behavioural issues
including repeated absences, poor performance,
excessive risk-taking or risk avoidance and
complaints of bullying and harassment.
Employers must delicately manage such
behavioural issues in a way that does not
discriminate their employees and potentially
aggravate any mental health issues.
Some members contact us after a workplace
investigation or performance management
process has already commenced and before
any potential mental health issues have been
considered. Workplace investigations in
particular have the potential to cause additional
stress which may result in a significant
exacerbation of pre-existing mental health
issues. It is therefore critical for investigations
to be treated sensitively, for confidentiality to
be strictly maintained and for adequate support
and counselling to be offered to employees
throughout the process.

Benefit from our experience
As a member of MIGA you have access to our
dedicated and expert staff providing a range of
services designed to support you in practice
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Is performance management acceptable
when mental health issues are involved?
The Fair Work Commission, Federal Court and
Federal Circuit Court have jurisdiction over
workplace disputes and will closely scrutinise
an employer’s investigative and disciplinary
processes, particularly in instances of dismissal
or resignation from employment when
mental health issues are involved.
The presence of mental health issues may even
provide an employee with a complete defence
in instances of serious misconduct.
Accordingly, while it is always important for an
employer to engage in a proper performance
management process, it is especially critical
when mental health issues are involved and
if disciplinary action becomes necessary.
If a mental health issue is affecting an
employee’s ability to perform the inherent
duties required of them in their role, it may be
reasonable for an employer to commence a
performance management process as follows:

Is it necessary to address mental health
issues when performance management is
not required?
It is important to note that there is no obligation
on an employee to disclose a mental health
condition to their employer or prospective
employer(s). This presents a difficulty for employers
as they have an obligation to support their employees
and, if necessary, allow for reasonable adjustments
in the workplace to avoid aggravating any mental
health issues. Reasonable adjustments can include
flexible working hours, alternative duties and offering
additional supervision, support and counselling.
If an employee has disclosed a mental health issue
in the absence of any performance management
issues, it is still reasonable for an employer to
engage in open dialogue with them and to
offer them support and the opportunity to obtain
a report from their treating psychologist or
psychiatrist in an effort to avoid aggravating
their condition in the workplace.
Our Claims & Legal Services team can provide
guidance to our members requiring assistance
when dealing with workplace investigations,
performance management processes and the
appropriate management of mental health issues
in the workplace.

1. Consider the terms and conditions of the
relevant employment contract or any
binding internal policies as they may provide
guidance regarding the performance
management process that has been agreed
to by both parties
2. Ensure that all relevant incidents are documented
in a format that can be provided to the
employee as evidence of the concerns raised
3. Arrange an initial meeting with the employee
and reassure them that confidentiality will be
strictly maintained. The employee should also
be invited to bring a ‘support person’ to the
meeting (this can be a family member or
friend, but preferably not a work colleague)
4. Maintain a record of all discussions held at the
initial meeting in a format that can be provided
to the employee following the meeting

Broad
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Advocacy

The role of the TGA
The Therapeutic Goods Administration (TGA) is
part of the Australian Government Department
of Health and responsible for regulating
therapeutic goods.

Case Study

On 1 January 2019 the Therapeutic Goods
Advertising Code (No.2) 2018 will take effect and
will supersede the current TGA Code. Amongst
other matters, it will cover the requirements for
advertising therapeutic goods and restricted
and prohibited representations. It is important
to note that there are different requirements
depending on the type of therapeutic goods
being advertised.

Advertising
your services
What you need
to know

The TGA is the single body responsible for
handling complaints about the advertising of
therapeutic goods to the public. There is an
online form that can be completed by members
of the public if they believe that the advertising
of a therapeutic good is illegal and the forms
are lodged with the TGA.

Carmelina Parisi
Solicitor – Claims & Legal Services

Advertising of healthcare services and therapeutic
goods is becoming more and more prevalent,
especially with the growing use of social
media. Although it can be a helpful tool to
attract new business, caution must be exercised
to ensure that the advertising does not breach
the Health Practitioner Regulation National Law
2009 (National Law), the Therapeutic Goods
Advertising Code 2015 (TGA Code) or the
Australian Consumer Law (ACL). It is important
to have a clear understanding of what is and
isn’t acceptable when choosing to advertise.
What is advertising and why is it regulated?
Advertising includes all forms of printed and
electronic media that promotes a health
service and includes any public communication
using television, radio, billboards, pictorial
representations, mobile communications and
other displays, internet and social media. The
aim of regulating advertising is to ensure that
people can make informed decisions about
their healthcare without being misled. Public
safety is the overarching concern.
The National Law – Your responsibilities
Advertising of healthcare services is covered
under the National Law. Under section 133 of
the National Law it is an offence to advertise a
health service that is provided, or that is usually
provided, by a health practitioner (or to advertise a
business that provides such a service) in a way that:
• Is false, misleading or deceptive or likely to be so;
• Offers a gift, discount or other inducement
to attract a patient to use the service or
the business without stating the terms
and conditions;
• Uses testimonials or purported testimonials
about the service or the business;
• Creates an unreasonable expectation of
beneficial treatment; or
• Encourages the indiscriminate or
unnecessary use of such health services.

Claims
management

Insurance advice
Personal and
practice
cover

If advertising does not comply with the
National Law the consequences could include
significant monetary fines or disciplinary action
including limiting, suspending or cancelling a
practitioner’s registration and their ability to
practise. It is important to get it right and it is
your responsibility to ensure your advertising
complies with the law, even if the advertising is
produced by a third party with your knowledge.
The role of AHPRA
As many members are aware, the Australian
Health Practitioner Regulation Agency (AHPRA)
monitors the advertising of healthcare services
to ensure that practitioners and practices abide
by the National Law.
In circumstances where AHPRA identifies that
your advertising may not comply with the
requirements under the National Law you will
be sent a letter notifying you of the potential
breach. It is common practice for AHPRA to
allow the practitioner/or practice a period of
time to review the advertising and address any
possible breaches of the legislation. In our
experience harsh penalties can be avoided in
most cases by acknowledgement and taking
prompt and appropriate action.
A recent experience
MIGA was recently able to assist a member
who had received a notice from AHPRA
regarding the advertising on his website. We
reviewed the member’s website and identified
potential breaches of the National Law. We
advised our member to remove some content
all together (including testimonials) and to
reword content to ensure compliance. We also
assisted the member by liaising with AHPRA to
reach a satisfactory conclusion of the matter.
The Medical Board was ultimately satisfied with
the changes made to the website and did not
take any further action. The member was
grateful for our advice and support.

MIGA Plus

Business insurance
Business education
Qantas Points

The concerns will be assessed by the TGA and,
if considered appropriate, the advertiser will be
contacted and advised of the breach. They will
be given the opportunity to correct the breach.
If the advertiser takes no action or insufficient
action, the TGA may choose to take the matter
further. Further action may include referring the
matter for criminal or civil action, issuing an
infringement notice or lodging an injunction.
What you can do to ensure compliance
We encourage our members to take the time
to familiarise themselves with the legal
requirements surrounding the advertising of
healthcare services and therapeutic goods to
ensure that their advertising complies with the
National Law, TGA Code and ACL. AHPRA says
that responsible advertising is both a professional
and legal obligation. Both AHPRA and the TGA
aim to make compliance ‘easy’ for practitioners
by focussing on providing easily accessible and
helpful information on advertising requirements.
The National Boards have produced useful
guidelines on advertising of health services
which can be found here: www.medicalboard.
gov.au/Codes-Guidelines-Policies/Guidelinesfor-advertising-regulated-health-services.
aspx. The TGA’s code can be accessed here:
www.legislation.gov.au/Details/F2018L00976
Our Legal & Claims Services team is familiar
with issues surrounding the advertising of
healthcare services and therapeutic goods.
We can provide you with guidance when you
are planning or reviewing your advertising. In
the event that you have received a notice from
AHPRA, the TGA, or the ACCC, we can provide
guidance and support with respect to addressing
any concerns that have been identified.
Receiving a notice can be stressful but we are
here to help. Please contact our team if you
require assistance and support.

We tick all the boxes with services and support
you rarely find from other insurance companies.
Visit www.miga.com.au
Call us on 1800 777 156
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Invaluable expertise at your fingertips
We know how hard you and your team work to make your healthcare
business a success. Inefficiency in your business not only costs you time
and money, but it can also contribute to poor patient outcomes, or lead
to complaints or legal action.
Businesses and doctors insured with MIGA know we take claims seriously, not just
because they are a significant event for each of our clients, but because they also
represent a learning opportunity. Did you know that claims managed by MIGA undergo
a detailed analysis as part of our closing process to identify the key contributing factors
to the claim?

Need insurance for your
healthcare business?*
For a limited time
Purchase a new professional
indemnity insurance policy with
MIGA by 1 January 2019
and your healthcare business
will receive:
A 2-hour risk
education session
tailored to the needs
of your business and
delivered on location
by our expert staff
50,000 bonus
Qantas Points.
1

2,3

Call us for a quote 1800 777 156
Visit miga.com.au/healthcare
*

Subject to MIGA’s usual underwriting criteria, this offer is only available for new Policies for
Professional Indemnity Insurance for Healthcare Companies where cover commences with
MIGA on any date on or after 30 September 2018 and on or before 1 January 2019 where
the base premium paid is at least $2,000 excluding taxes and charges. It is not available to
current policy holders of Professional Indemnity Insurance for Healthcare Companies with
MIGA. MIGA reserves the right to withdraw or amend this offer at any time, other than in
relation to policies which have already commenced or written quotations that have not
expired. Insurance is issued by Medical Insurance Australia Pty Ltd (AFSL 255906).
1 MIGA will provide a Risk Education Session of up to 2 hours at one site for the business or
as otherwise agreed with MIGA. The scope of the session will be agreed with the business
in order to best meet the needs of the business. The Risk Education Session must be
booked with MIGA within 2 months of the inception date of the Policy and delivered by
MIGA within 12 months of the inception date of the Policy. Failure to schedule and
undertake the session within the times indicated will release MIGA from any obligation in
relation to risk education under this offer.
2 50,000 bonus Qantas Points offer only available to Healthcare businesses that first insure
with MIGA via a Professional Indemnity Insurance Policy for Healthcare Companies for
cover commencing on any date on or after 30 September 2018 and on or before
1 January 2019, on full payment or after successfully entering into a direct debit
arrangement with MIGA and provided the base premium paid is at least $2,000
(excl taxes and charges), and who join the Qantas Business Rewards Program. MIGA Terms
and Conditions for bonus Qantas Points for Healthcare businesses are available
at www.miga.com.au/qantas-bonus-tc-hc. Qantas Business Rewards conditions apply
(www.qantasbusinessrewards.com/terms).
3 A business must be a Qantas Business Rewards Member to earn Qantas Points with MIGA
under this offer. Membership to the Qantas Business Rewards Program is subject to terms
and conditions, see (www.miga.com.au/qantas-tc). If your business is not already a Qantas
Business Rewards member, you only have 7 days from the date of payment to MIGA to join
Qantas Business Rewards and earn Qantas Points under this offer. Qantas Points are offered
under the MIGA Terms and Conditions (www.miga.com.au/qantas-tc). Qantas Business
Rewards Members will earn 1 Qantas Point for every eligible $1 spent (GST exclusive) on
payments to MIGA for Eligible Products. Eligible Products associated with this offer is:
Healthcare Companies Professional Indemnity Insurance Policy. Eligible spend with MIGA is
calculated on the total of the base premium, excluding charges such as GST and Stamp
Duty. Qantas Points will be credited to the relevant Qantas account after receipt of
payment for an Eligible Product and in any event within 30 days of payment by You. Any
claims in relation to Qantas Points under this offer must be made directly to MIGA by
calling National Free Call 1800 777 156 or emailing clientservices@miga.com.au.
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The data from this analysis informs the direction and topics of the Risk Education we make
available to our clients. The educational content is derived from the factors contributing
to the claims experience of our clients. This body of knowledge and understanding
provides us with unique insights into the risk issues facing medical practice. Our
knowledge and experience can provide your business with an invaluable perspective and
important tools that can help control the severity and frequency of claims. We can help
you manage the risks that exist in your business, minimise the stress of a claim and help
reduce the potential for harm to come to your patients.
Listening and responding to your needs
There are a number of ways you can benefit from our assistance.
Free on-site Practice Risk Assessments
Pre-booked one-on-one time with our experienced Risk Education Advisor, who will help
you measure your practice against national standards, identify areas for improvement and
work with you to help close the gaps.
Free on-site Risk Management Education sessions for your medical administration staff
Education sessions designed to help your staff understand the importance of managing
risk and recognise how they can contribute to risk reduction, so everyone is on the
‘same page’.
Access to expert advice
When that tricky question comes up, there is nothing like being able to pick up the phone
and talk it through. Our experienced Risk Management Team is available to provide advice
to your staff on topics such as;
• Privacy and confidentiality
• AHPRA guidelines in relation to advertising your services
• Social media and its proper use within a practice setting.
These issues may not come up every day but, when they do, it can be comforting for your
staff to know they can get advice relating specifically to your practice or the scenario that
may be playing out. Access to this advice is included with your policy and it will save you
and your staff time.
Working with your business
MIGA has been delivering risk management education for almost 15 years. Over that time,
the majority of our clients have participated in our risk education activities. We believe
there is a strong correlation between our positive claims results and our unique and
extensive focus on risk education.
So whether you are already insured with MIGA or thinking about getting a quote from
us, consider what other services are available to your business, beyond the insurance
protection. We are confident the insurance and support we provide will add great value
to your business. With MIGA it’s not just about insurance, it’s about personal, one-on-one
attention from knowledgeable, experienced people working toward your success.
Simon Landrigan
Underwriting Manager - Healthcare

2018 Student elective grant recipients
Supporting developing communities
As a medical practitioner, how often do you see a young child with
a severely advanced health condition who won’t receive any medical
care, simply because their parents cannot afford it?
Unfortunately, this scenario is common in many places around the world, a
heartbreaking situation for any parent. It is easy for us to take for granted the
resource-rich country we live in.
Passionate medical students throughout Australia work extremely hard to
contribute to the development and progression of global health. At MIGA,
we share their passion and we are pleased to support their efforts through our
Elective Grants Program.
Our review of the 2018 Applications highlighted some alarming statistics,
only some of which include:

30 times higher
Maternal mortality rate in Nepal vs Australia

12 times more common
Cataracts in remote WA Indigenous Australians vs the Australian
population, and the surgery rate is 7 times lower

50%
Proportion of people in Tanzania that have access to safe drinking water

27.5 million
Number of people in Africa living with HIV

58 years
Average life expectancy in Swaziland

We are pleased to announce the 2018 Student Elective Grant Recipients and look
forward to bringing you their reports detailing their elective experiences and efforts
to tackle some of these issues.

Grant recipient

Elective organistation and location

Amelia Bai
Flinders University

Gizo Hospital
Gizo, Solomon Islands

Cassandra Collyer
University of Western Australia

St Augustine’s Hospital
Muheza, Tanzania

Patrick Cook
University of Sydney

Livingstone Central Hospital
Livingstone, Zambia

Jessica Dalwood
University of Adelaide

Khayelitsha District Hospital
Cape Town, South Africa

Kiri Gates Indigenous Grant recipient
University of Melbourne

Lions Outback Vision
Remote Western Australia

Nicola Jacobs
University of Notre Dame

Alice Springs Hospital
Alice Springs, Australia

Susanne Kitching
Monash University

Manipal Teaching Hospital
Pokhara, Nepal

Katherine Rimmer
James Cook University

Arusha Lutheran Medical Centre
Arusha, Tanzania

Aiden Varan
University of Melbourne

Tapua Tamasese Meaole Hospital
Apia Upolu, Samoa

Ty Yengi
University of New South Wales

Healing KADI Foundation
Northwest Uganda

Adam Hughes
Marketing Manager
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Midwifery snapshot
Learning from your clients –
it can be a priceless exercise
When was the last time you asked for
feedback about your practice, from your
clients and from those with whom you
collaborate? You might be surprised at
what you hear.
For many, the thought of proactively seeking
feedback or conducting satisfaction surveys in a
reliable way can be daunting. Despite this, there
is great value in doing so.
Why bother?
• A ‘satisfaction’ survey demonstrates that you are
interested in quality and in ensuring that you
are offering the best service possible
• As an avenue for providing feedback, both
good and not so good, it opens up lines of
communication
• It provides an opportunity to make
improvements and avoid time-consuming
complaints and potential claims.
What you can expect to learn
• You may hear the small gripes that are not
enough to trigger a complaint but can be
easily addressed
• You may hear of problems that you already
know about and are working on and this can
be communicated
• You may hear about something that you think
works well but is perceived differently by those
who use your service.

It’s not all about ‘bad news’ though - receiving
feedback is also likely to improve your
understanding of how satisfied those who use
your service are.
The format of the survey, the questions you ask
and how the answers are collected is largely a
matter for an individual practice. After all, nobody
knows your practice better than you and your staff.
So consider making enquiries with your College
and your peers as to whether they have guides to
assist you, or standardised tools that could be
used or developed.
While you don’t have to act on every suggestion,
you should take action on the key things that
you learn.
The key to success is:
• keep it simple
• act on the things you learn
• communicate the changes.

Free Call 1800 777 156
Facsimile 1800 839 284
Claims and Legal Services
(Office hrs and 24hr emergency legal support)

Free Call 1800 839 280
Facsimile 1800 839 281

Satisfaction surveys are an extension of communication
that can assist with improving your service over a
period of time. They should become an integral
part of providing a quality service.

miga@miga.com.au
www.miga.com.au
Join the conversation – Search ‘MIGA’

Liz Fitzgerald
National Manager – Risk Services
Letters to the Editor
We encourage clients to contact
us with their views by email to
mandy.anderson@miga.com.au or
follow the links on our website.
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Help save the lives of our fellow Australians!

General Enquiries
and Client Service
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Join our Red25 group at donateblood.com.au/red25/join-red25-group | Group name ‘MIGA’
Don’t forget to make an appointment and donate!
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Note: Insurance policies available through MIGA are issued by
Medical Insurance Australia Pty Ltd (AFSL 255906). The terms
and conditions of the insurance provided by Medical Insurance
Australia Pty Ltd are fully contained in the Policy Wording and
any applicable endorsements. This document does not form part
of the Policy Wording. MIGA has not taken into account your
personal objectives or situation. Before you make any decisions
about our policies, please read our Product Disclosure Statement
and consider your own needs. Call MIGA for a copy or access the
document via our website at www.miga.com.au.
Information in this Bulletin does not constitute legal or
professional advice. Call us if you need advice on any of the
issues covered in this Bulletin.
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