COMPLAINTS RESOLUTION PANEL

SUMMARY OF COMPLAINTS FOR 2010
Total number of complaints received in 2010 = 295 (-11.9%)
Total number of complaints determined by the Panel in 2010 = 294 (+3.2%)
(152 in 2005, 180 in 2006, 289 in 2007, 275 in 2008, 285 in 2009)
Number of meetings = 19 (including 7 teleconferences) (-5%)
Complaints determined by the Panel
	Category of product
	Number
	% of total

	Complementary
	119
	40.5%

	Cosmetic
	7
	2.4%

	Device
	121
	41.2%

	OTC
	15
	5.1%

	Food
	6
	2.0%

	S4
	13
	4.4%

	Other
	13
	4.4%

	
	
	

	Method of provision of the complaint
	
	

	Letter
	122
	41.5%

	Email
	170
	57.8%

	Fax
	2
	0.7%

	
	
	

	Type of complainant
	
	

	Anonymous
	94
	32.0%

	Requested Anonymity
	162
	55.1%

	Known
	38
	12.9%

	
	
	

	Media in which the complaint appeared
	
	

	Note: some complaints appear in two+ media
	
	

	Print
	105
	35.6%

	Broadcast
	20
	6.8%

	Internet
	183
	62.0%

	Other
	18
	6.1%

	
	
	

	Requests made by the Panel
	
	

	Withdrawal of Ad
	164
	100.0%

	Withdrawal of Rep
	151
	92.1%

	Retraction requested
	56
	34.1%

	
	
	

	Findings of the Panel
	
	

	Not Justified
	4
	1.4%

	Justified - including 8 (2.7%) with no sanction – undertakings accepted
	172
	58.5%

	Treated as Withdrawn
	118
	40.1%

	
	
	

	Total Determined
	294
	


	Complaints Treated as Withdrawn
	
	

	
	Number
	% of total

	
	
	

	Withdrawn 42ZCAF (a) Misconceived etc
	27
	22.9%

	Withdrawn 42ZCAF (b) Previously dealt with by the Panel
	21
	17.8%

	Withdrawn 42ZCAF (d)(i) Withdrawn by the Complainant
	3
	2.5%

	Withdrawn 42ZCAF(c)
	
	

	Referred to NICNAS
	6
	5.1%

	Referred to State Food Authority
	6
	5.1%

	Referred to ASMI
	0
	0.0%

	Referred to CHC
	7
	5.9%

	Referred to TGA
	43
	36.4%

	Respondent defunct
	2
	1.7%

	Referred to Other Body
	3
	2.5%

	
	
	

	Total Treated as Withdrawn
	118
	


	Recommendation to Secretary
	47
	

	Referred to RCU
	27
	

	
	
	

	
	
	

	Timeframes
	
	

	Averages (note: the averages cannot be summed!)
	Calendar days
	% change 2009/10

	Days from receipt to Panel
	122
	56.7%

	Days from Panel to Determination sent
	66
	

	Days from receipt to Determination sent
	149
	31.4%


The average time taken from receipt of the complaint to the consideration at a meeting:  
(112 in 2007, 87 in 2008, 78 in 2009)

The average time taken from receipt of the complaint to provision of determination:  
(147 in 2007, 153 in 2008, 113 in 2009)

Summary of breaches
	
	
	
	

	Act
	Number Justified
	% justified
	% change 2009/10

	22(5)
	7
	4.5%
	-30.0%

	41FN
	3
	1.9%
	50.0%

	42C
	25
	16.2%
	-24.2%

	42DL(1)(a)
	2
	1.3%
	100.0%

	42DL(1)(c)
	4
	2.6%
	n/a

	42DL(1)(e)
	4
	2.6%
	n/a

	42DL(1)(f)
	2
	1.3%
	100.0%

	42DL(1)(g)
	47
	30.5%
	42.4%

	42DM(1)
	6
	3.9%
	500.0%

	
	
	
	

	Code
	Number Justified
	% justified
	% change 2009/10

	4(1)(a)
	17
	11.0%
	183.3%

	4(1)(b)
	110
	71.4%
	71.9%

	4(2)(a)
	126
	81.8%
	44.8%

	4(2)(b)
	46
	29.9%
	228.6%

	4(2)(c)
	113
	73.4%
	21.5%

	4(2)(d)
	51
	33.1%
	168.4%

	4(2)(e)
	6
	3.9%
	50.0%

	4(2)(f)
	4
	2.6%
	0.0%

	4(2)(g)
	23
	14.9%
	130.0%

	4(2)(h)
	19
	12.3%
	58.3%

	4(2)(i)
	27
	17.5%
	-28.9%

	4(4)
	22
	14.3%
	83.3%

	4(5)
	19
	12.3%
	-20.8%

	4(6)
	27
	17.5%
	-6.9%

	4(7)
	27
	17.5%
	92.9%

	4(8)
	4
	2.6%
	33.3%

	5(1)
	31
	20.1%
	72.2%

	5(2)
	43
	27.9%
	38.7%

	6(3)
	25
	16.2%
	13.6%

	6(4)
	3
	1.9%
	-57.1%

	7(1)(c)
	0
	0.0%
	-100.0%

	7(3)
	16
	10.4%
	-38.5%

	
	
	
	

	Total
	859
	
	38.8%


