COMPLAINTS RESOLUTION PANEL

SUMMARY OF COMPLAINTS FOR 2009
Total number of complaints received in 2009 = 335 (+23%)
Of the 304 complaints dealt with by the Complaints Resolution Panel:
Complementary




159 (52.5%)

OTC





  26 (  8.6%)

Medical devices




100 (33.0%)

Cosmetics 




    5 (  1.7%)

Other




   
  14 ( 4.2%)

Anonymous




 128 (42.5%)

Requested anonymity (identity provided)

 134 (44.5%)

Identity provided for disclosure


   39 (13.0%)

Print





 101 (32.7%)

Broadcast





   19 (  6.2%)

Internet websites




 178 (58.2%)

Other (below-the-line)



      9 (2.9%)






Note: some complaints involved more than one form of media

Total number of complaints determined by the Panel in 2009 = 285 (+3%)
(152 in 2005, 180 in 2006, 289 in 2007, 275 in 2008)

Number of meetings = 20 (including 8 teleconferences)

Treated as withdrawn



 131
Determined




 173
Justified





 167
Not justified




     6
Withdrawal of advertisement


 156
Withdrawal of representations


 137
Undertakings accepted – no sanction

     5
 
Retractions requested



   41
Recommendations to the Secretary

   55
Referrals to Regulatory Compliance Unit

   33
Referrals to NICNAS



     3

Referrals to CHC




     7
Referrals to State Food Authority


   19
Referrals to TGA




   38
Referrals to ASMI




     1
Complaints previously dealt with


     5

Timeframes:

· The average time taken from receipt of the complaint to the consideration at a meeting:  78 calendar days (112 in 2007, 87 in 2008)
· The average time taken from receipt of the complaint to provision of determination:  113 calendar days (147 in 2007, 153 in 2008)
CODE BREACHES

	Breach
	Total
	Percentage of Breaches
	Percentage of Complaints Justified
	Change from 2008

	22(5)
	10
	1.6%
	6%
	150%

	3(3)
	2
	0.3%
	1%
	-75%

	4(1)(a)
	6
	1.0%
	4%
	0%

	4(1)(b)
	64
	10.3%
	39%
	7%

	4(2)(a)
	87
	14.0%
	53%
	61%

	4(2)(b)
	14
	2.3%
	8%
	75%

	4(2)(c)
	93
	15.0%
	56%
	35%

	4(2)(d)
	19
	3.1%
	12%
	27%

	4(2)(e)
	4
	0.6%
	2%
	33%

	4(2)(f)
	4
	0.6%
	2%
	-56%

	4(2)(g)
	10
	1.6%
	6%
	25%

	4(2)(h)
	12
	1.9%
	7%
	100%

	4(2)(i)
	38
	6.1%
	23%
	90%

	4(4)
	12
	1.9%
	7%
	20%

	4(5)
	24
	3.9%
	15%
	9%

	4(6)
	29
	4.7%
	18%
	-31%

	4(7)
	14
	2.3%
	8%
	133%

	4(8)
	3
	0.5%
	2%
	50%

	41FN(5)
	2
	0.3%
	1%
	0%

	42C
	33
	5.3%
	20%
	-15%

	42DL(1)(a)
	1
	0.2%
	1%
	 

	42DL(1)(f)
	1
	0.2%
	1%
	-75%

	42DL(1)(g)
	33
	5.3%
	20%
	27%

	42DM(1)
	1
	0.2%
	1%
	-75%

	5(1)
	18
	2.9%
	11%
	0%

	5(2)
	31
	5.0%
	19%
	11%

	6(3)
	22
	3.5%
	13%
	-58%

	6(4)
	7
	1.1%
	4%
	-42%

	7(1)(c)
	1
	0.2%
	1%
	0%

	7(3)
	26
	4.2%
	16%
	63%

	Total Breaches
	621
	100.0%
	
	


