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The Health and Disability Commissioner
Te Toihau Hauora, Hauatanga
Level 10, Tower Centre
45 Queen Street
(P.O. Box 1791)
Auckland 1010

17 May 2012

Attention: The Health and Disability Commissioner - and
Cc: Deborah O’Flaherty – Complaints Assessment Manager

Re: Complaint C11HDCxxxxx about XXXX-Xxxx counsellor(s); your letter 
dated 16 May 2012, explaining details re handling of my initial complaint 
and informing of further response sought from Waitemata DHB

Dear Health and Disability Commissioner, dear Deborah O’Flaherty,

Thank you for your letter dated 16 May 2012, which I received in the post today.

You have informed me that you have requested a response from Waitemata District Health Board to 
further points I raised since you had prematurely decided to close my file, then stating that your office 
saw no need for further investigation or action.

I take note now that you have based your earlier assessment and investigation merely on a 
very abbreviated and summarised complaint I wrote to your office on 09 August 2011, in which 
I made very clear reference to the fact, that the complaint of that date had to be viewed 
together with my complete complaint of 08 August 2011.

You refer to Mr Axxx Lxxxxx (Assessor) having advised me that he and your office staff had received 
my initial complaint with submissions, but that it “could not be opened” on your computer system, 
due to its size. 

In all honesty, I am utterly dismayed and disappointed about these comments, and it is 
incomprehensible to me and others whom I have consulted, how your system is unable to deal with 
ordinary emails and attachments that every other person has been able to download and open. 

If your system is incapable of handling ordinary emails with certain size attachments, then it must be 
hardware so out of date, it is absolutely not suited to meet the ordinary demands on systems that are 
used in today’s environment and for demands that are actually totally common now.

For instance a lawyer I have presently working on a case xxxxxxx the Ministry of Social Development, 
has without any problem on her own been able to process and read a substantially larger volume of 
documentation, correspondence and other information than I ever sent to your office.

The fact that you have simply not read and processed the material supplied to you means that 
your office will certainly not properly, sufficiently and fairly address the issues I have raised.

The emails I sent to your office since your letter announcing that you would close the file for this 
complaint were not that large at all, contained an acceptable number of standard types of 
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attachments, which were also not large in number. I read though that you appear to have also not read 
all the attached information, which does actually shock me, because it is highly irresponsible not to 
take note of submissions by complainants, who communicate and send your office highly relevant, 
sensitive and utterly important documentation and information.

In the mental health and addiction treatment field there are often very complex matters being dealt 
with, and it is not the same as a mistake being made in an operation on a person’s body, for which 
evidence may be available in rather brief and clear form. 

My impression is that your office is simply not sufficiently familiar and able to address 
complex matters and issues arising in the course of mental health and addiction treatments.

In summary I am absolutely soul destroyed about your office’s previous handling of my complaint, and 
you have been dismissive to a degree, which is highly irresponsible and will force me to hold your 
office and staff accountable for the unacceptable failings I have observed.

Your letter received by me today leaves me with little hope that a further reply – after a response by 
Waitemata District Health Board – will be offering the expected consolation and needed appropriate 
resolution to this matter. I now expect little in the way of actions of thoroughness, seriousness and 
legally required reasonableness and fairness from your office, and I will definitely consider informing 
leading NZ media about what really goes on at the Office of the Health and Disability Commissioner.

After having spent many weeks on preparing the complaint, collating all relevant information, 
documents and correspondence for it, and then sending it to your office, I feel that I wasted all my time 
and efforts. The same applies to my recent correspondence raising unaddressed points at issue.

I thank you for acknowledging my (certainly not too long) position, and I look forward to your further 
reply in due course.

Yours sincerely 

Xxxxxxx Xxxxxx


