
SAPPF meets HPCSA 

Members of the SAPPF Board of Directors met with the HPCSA ombudsman Dr Kwinda and his team 

on 16 September 2021. 

The meeting was requested by the SAPPF following the ombud's settlement mediation for two 

members after complaints were laid by patients. Both cases were regarding patient’s consenting to 

fees charged and the use of instrumentation in the rooms as part of a consultation and necessary to 

make a diagnosis. The instrumentation referred to in the two cases was flexible nasopharyngoscopy.. 

The questions posed to the ombudsman were: 

a. What is regarded as adequate consent to fees? 
b. What is a provider required to tell a patient regarding the use of instruments to make a 

diagnosis in the rooms during a consultation? 

The ombudsman stated that a provider of service has two duties to the patient. 

1) Inform the patient of the costs before providing the service; and 

2) Issue a statement of account after providing the service. 

The fees should be presented to the patient in a format they can understand. This means itemising 

the services to be provided and reflecting the appropriate fee for each service. Each fee must be 

presented as a rand value. The explanations must be in a language the patient can understand. The 

ombudsman strongly recommended it is ideal to have a conversation with a patient about fees to 

ensure that the patient understands the fees to be charged. This responsibility should not be 

delegated to a receptionist or practice manager. It is important that the patient is informed of the 

costs before the service is delivered.  

In terms of equipment used. It is necessary to inform the patient at the time that a specific piece of 

equipment is necessary and will be used. The suggestion is that the terms and conditions of the 

practice should reflect a consultation fee and the equipment fee per item possibly necessary.  

There was a discussion around whether the fees should be presented as a global fee or as itemised 

under consultation and equipment. The global fee would include a consultation and all the possible 

equipment necessary to be used during the consultation to come to a diagnosis. This equipment will 

be different for different specialities and could include ECGs, Pulmonary functions tests, dextrose 

measurement, endoscopy etc. The discussion suggested that it is better to itemise the equipment 

actually used. There is risk of rebuttal/complaint if a patient undergoes a consultation that required 

no equipment but then is charged the global fee. 

Ideally, doctors should also inform their patients about the costs of necessary special investigations 

and treatments. We have not decided on a specific way in which this can be uniformly 

implemented.  

The ombudsman and his team also explained that they take every effort to reach a mediated 

settlement and that they do not just lay the case on the doctor’s lap and expect capitulation. They 

stated that they engage with both parties to mediate an outcome suitable to both before issuing a 

suggested solution. Acceptance of this is not an admission of guilt and does not reflect as a 



judgement with the HPCSA. If a doctor or patient decides not to accept the suggested mediated 

settlement, then the matter will be elevated to the preliminary committee of enquiry. Medical 

practitioners should consider having a conflict resolution clause in their Practice Terms and 

Conditions to ensure that patients discuss any complaints they have with the person providing the 

service before they lay a complaint with the HPCSA or anyone else. 

The ombudsman and his office have offered to present speciality specific webinars on obtaining 

financial consent.  

We have now established an understanding with the Office of the Ombudsman that there are many 

issues that still needs discussion. We will continue to engage with the Office of the Ombudsman. 

The opinion of the Ombudsman can be summarised as follows: 

1) Fees to be charged must be displayed clearly and correctly in rand values against a described 

service to be provided or equipment to be used during the consultation; 

2) Have a conversation with your patients about the fees to be charged; 

3) Ensure the patient has consented to the fees before delivering the service; and 

4) Provide a statement of account after the service has been delivered. 

 

 


