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	Purpose:
	To encourage open communication feedback and respect between families, Educators and centre management.




Statement

Wahroonga After School Care Centre Inc. encourages open communication with children and families. It strives to ensure children and families feel empowered to give feedback  they have in relation to the centre, Educators, management, programs or polices. We value their comments without prejudice and critically reflect on the issues to improve the quality of the service we provide.

Procedure

Centre management will support the child’s/parent’s right to give feedback and complain and will ensure the nature of the feedback or complaint is clearly understood. Centre management will seek to work together with the family to resolve the concern efficiently and effectively.

Complaints Process:
· Children and parents will be encouraged to discuss, send an email and/or letter which outlines their concern within the centre
· The Centre Management will review the concern and confirm in writing that they have received the concern.
· Centre Management will outline the procedure they will follow to resolve the concern.
· If the family required a face-to-face meeting this will be arranged in a mutually agreed time slot that will take place in a quiet place away from other children, other parents and Educators.
· If the complaint is not handled to the child’s/ parent’s satisfaction, the concern will be passed onto the President of the Parent Committee, in writing.
· The President will discuss the concern with Centre Management and work together to develop a strategy to resolve the problem. A further meeting/s with the family may be necessary to discuss the outcomes and resolve the concern.
· All complaints are to be documented and dated, identifying the concern and the outcome. (In addition to adjusting any areas identified by a specific complaint or general feedback, we will maintain and review complaints data to identify any recurring incidents in the aim of improving service delivery/performance.)







In relation to complaints and children 
 Wherever a child is able to form their own views on a matter concerning their safety, welfare and wellbeing, they will be given an opportunity to express those views freely. Those views will be given due weight in accordance with the developmental capacity of the child and the circumstances.
 
Relevant factors in assessing capacity include, but are not limited to:
a) the age of the child 
b) their maturity 
c) their physical and emotional development
d) their ability to understand what would be involved and the consequences of an organization not acting.  

Throughout the complaints process the following aspects need to be taken into consideration to help ensure child safety and wellbeing are embedded into the process:
a) respecting the child or young person’s views
b) adopting a trauma-informed approach 
c) ensuring Educators are confident in managing disclosures 
d) responding appropriately to complaints involving children with harmful sexual behaviors.

There are several key principles which underpin the delivery of trauma-informed care to children that can be readily applied to the complaints process. 
These include:
a) ensuring physical and emotional safety
b) being trustworthy and transparent
c) allowing both voice and choice in decision making 
d) facilitating collaboration and a meaningful sharing of power 
e) empowerment – recognizing and building on an individual’s strengths.

Children’s rights will be respected when being interviewed.
 Each has a right to: 
a) have their own opinions, views, and ideas
b) a fair hearing
c) refuse to participate
d)choose what information to disclose, when, and in what detail  refuse a request for information
e) have feelings and express them if they choose to do so 
f) make mistakes or get things wrong 
g) be themselves

Where possible, we will try to identify one person to be responsible for liaising with the child  throughout the entire process. This person may or may not be the investigator but will be someone appropriate and trusted by the child.
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                 In the event that parents are not satisfied with the process or outcome they will be referred to:   
ACEQUA Australian Children’s Education and Care Quality Insurance 
Postal Address:
PO Box A292
Sydney
NSW 1235
1300 422 327.

On resolution of a complaint under this procedure, Educators will be informed of any relevant issues or changes and the Parent Committee will be advised at the next meeting.


Considerations: 

	Education and Care Services National Regulations
	National Quality Standard
	Other 

	 r168(2)(o)
 r173(2)
r 175 (2) (c ) (e) 
	All Areas 

	· Centre Policies including Code of Professional Standards,
Child Protection, Disciplinary Action,  

https://childsafety.pmc.gov.au/sites/default/files/2020-09/nocs-complaint-handling-guide.pdf
































Complaints Record Form
	Name of Educator 
	

	Today’s Date
	

	Complainant's Name
	

	Name of complainant’s child
 (if applicable) 
	

	Name of person complaint about 
(if applicable)
	

	Date complaint received
	

	Complainant’s Phone 
	

	Complainant’s Email 
	

	Details of Complaint
	














	What is the outcome of complaint the complainant is seeking (if known)
	






	Immediate risk considerations or immediate risk management required? 
(possibility of criminal conduct, mandatory child protection report, 
reportable allegation)
	

	Next steps/actions
	








	Finalization of complaint and summary 







	

	Does it need reporting to 
ACEQUA
Police
Child Protection 
	yes/no
If yes, who to and when was the report made?

	Date complaint closed
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