Complaints and Grievance Policy

RATIONALE

Feedback from families, educators, staff and the wider community is fundamental in creating a Service that meets regulations, meets the needs of enrolled children and their families, and continues to improve the quality of education and care it provides to children.    

It is inevitable that feedback will include differing opinions, occasionally resulting in complaints.

A complaint is an expression of dissatisfaction. Complaints provide opportunities to review current procedures and/or practices and can improve service quality. 

KAZ Early Learning Centre educators, staff and management encourage the satisfactory resolution of complaints from families, educators/staff and other stakeholders or their advocates.

KAZ Early Learning Centre believes it is essential for families and other key stakeholders eg clients, carers or volunteers to be able to raise complaints and appeal decisions. No complainant will be victimised or discriminated against as a result of making a complaint.

Forming a partnership between the service and each child’s family is central to providing effective care.  These partnerships are characterised by open and extensive communication, which is respectful of, and sensitive to, cultural and other differences.  In all cases where a parent/guardian might make a complaint or air a grievance, management and staff must adhere to the service’s Privacy Policy.  Staff members are not to involve other staff members, parents or children in an individual concern.  This is unethical.  

NOTE:  This procedure is not designed to address complaints relating to alleged child abuse, or criminal activity. Complaints of this nature must be dealt with immediately - refer to KAZ Early Learning Centre’s Child Protection Policy regarding such complaints. 
AIM:

· To ensure the satisfactory resolution of complaints from families, staff and other stakeholders.
· Provide opportunities for consultation, evaluation and review of the service operation and delivery of the education and care program;
· Develop a process for making and managing complaints; 
· Communicate the option and process of making a complaint; 
· Handle complaints diligently and confidentially.
· Maintain a child-focused complaint system that prioritises the safety, rights and wellbeing of children.
PROCEDURE

Families and stakeholders will have access to KAZ Early Learning Centre’s Complaints and Grievance Policy via the Family Handbook. When a complaint is made, the complainant will be referred to this policy to understand the steps and options available.

· Complaints can be made verbally or in writing and should initially be directed to the person who is the subject of the complaint.

· If the complainant is not comfortable addressing the complaint to that person, they may address it to the Nominated Supervisor.

· If the complaint concerns the Nominated Supervisor, it may be addressed in writing to the Approved Provider.

· Anonymous allegations must be recorded. Action will depend on the level of supporting information provided. Complainants will be advised that investigation may be limited without specific details.

· Educators or staff receiving complaints must immediately inform the Nominated Supervisor.

Complaint Documentation

· A Complaints Record must be completed for all complaints, including anonymous ones.

· The Nominated Supervisor investigates complaints unless it involves them; in that case, the Approved Provider investigates.

Notifiable Complaint

The Nominated Supervisor will deem the complaint either ‘Reportable’ or ‘not reportable’. If the complaint is deemed not reportable, the Nominated Supervisor will note the complaint, and the action taken, in the Complaints Register as soon as practicable after the action is taken. 

If the complaint is deemed ‘Reportable’ the Nominated Supervisor must contact the Early Childhood Education Directorate, NSW Department of Education within 24 hours to inform them of the complaint by submitting an ACECQA Notification Of Complaints form (CO1) via the NQA IT System and complete the Complaints Record, which can be attached to the C01 when it is submitted. ‘Reportable’ Complaints must also be entered in the Complaints Register.
Any complaint made to the service alleging a breach of regulation which alleges that the safety health or wellbeing of a child/children was or is affected, or that the service has broken the Education and Care Services National Law, then the Nominated Supervisor will notify the Regulatory Authority by email within 24 hours and complete the ACECQA Notification Of Incident form (IO1).
Whether a complaint is deemed ‘Not reportable’ or ‘Reportable’, the Nominated Supervisor will maintain a Complaints Register at the Service, attaching all relevant documentation to the Register.

Child-Focused Complaint Handling System
KAZ Early Learning Centre ensures that all complaints are managed in a child-focused manner:
· The best interests, safety, and wellbeing of the child are the primary consideration.

· Children are encouraged and supported to express concerns directly or through a trusted adult.

· Processes are accessible, developmentally appropriate, and sensitive to cultural and linguistic differences.

· Complaints raised by or on behalf of a child are responded to promptly and handled with confidentiality.

· The child’s views are sought and respected where appropriate.

· No child will be penalised or disadvantaged for raising a concern.

Complaints Relating to Children Exhibiting Harmful Sexual Behaviours (HSB)
Where a complaint relates to a child exhibiting harmful sexual behaviours, the Nominated Supervisor must:
· Reassure the complainant that the service will follow through and apply the procedures for dealing fairly and promptly with the complaint.

· Determine if the alleged behaviour poses a risk to the safety of the child or other children, or if it may be age-appropriate and expected sexualised behaviour. In doing so, refer to:

· ACECQA resources on identifying and responding to sexualised behaviour: ACECQA Reporting Resources
· TRUE Traffic Lights for professionals

· Contact child safety services to discuss strategies and determine if behaviour is harmful or age-appropriate.

· Refer to the Child Protection Policy and take appropriate steps relating to reporting, including mandatory child protection reporting and notification to the Regulatory Authority through NQAITS.

· Maintain confidentiality and respect, keeping the person who raised the concern informed about follow-up actions.

· Provide education and support to educators to ensure behaviours are managed appropriately.

· Complete the ACECQA “Child Safety Incident Response Template” to identify any additional steps or risk control measures: CSCG Incident Response Template
· Review and implement any changes identified as necessary following investigation.

Complaint Resolution

When a complaint is received the Nominated Supervisor must ensure that:  

· The complainant's view on their desired outcome of the complaint is sought

· The complainant is informed of the next steps in the resolution process

· The complainant is informed that the complaint will be discussed with the person(s) who are subject of the complaint

· The complainant is advised of their right to involve an advocate or support person

· The complainant will be informed of the outcome of the complainant as soon as practicable after action has been taken. 

When the complaint has been received by the Nominated Supervisor, they have a responsibility to inform the educator/staff member concerned of the substance of the complaint except where the complainant requests that the complaint not be proceeded with or where the Nominated Supervisor believes it would serve no purpose for the employee. In this latter case it should be discussed first with the Approved Provider.

The Nominated Supervisor will discuss the complaint and resolution strategies with the person that is the subject of the complaint and offer them an opportunity of submitting a written account of the incident from their perspective. The complainant may be involved in these discussions to resolve the matter.

Where the complaint has been received in writing, the complainant will be informed in writing within a week that the complaint has been received. 

All complainants will be informed of the outcome of the complaint as soon as practicable after the action is taken.

Unresolved Complaints

If this process is not effective in resolving the complaint, or it takes longer than four weeks to resolve, then the Approved Provider will conduct a full investigation into the complaint and notify the complainant of the process.

If the complaint is still not resolved a meeting will be arranged to resolve the complaint, and a mediator may be brought in.
Direct Complaints

If Parents/Guardians are not satisfied with the outcome a contact number for the Early Childhood Education Directorate, NSW Department of Education will be given to them.

Families can make a complaint directly to the Regulatory Authority where the complaint alleges that:

· The safety, health or wellbeing of a child or children was or is being compromised while that child/children is/are being educated and cared for by the approved education and care service

· The relevant legislation has been contravened
Or make a complaint to the Department of Fair Trading if the complaint is about service fees or business practices.
Early Childhood Education Directorate, NSW Department of Education contacts are displayed in the classroom.

Complaints will be dealt with in the strictest confidentially. Any educator or staff member involved in handling complaints will ensure that information is restricted only to those who genuinely need to be notified in order to deal with the complaint. If information specific to the complaint needs to be disclosed to others during its resolution, the complainant will be informed.
Follow-Up and Review

Continuous improvement of our service occurs where there is reflection and constructive feedback given from the service community which results in positive change and improvement.

Complaints are managed well, lead to quality improvement and are conducted in a safe manner in a secure environment.
Each complaint will be viewed as an opportunity for improvement. After the complaint or grievance has been dealt with, we will:
· Analyse the complaint to determine if any policy or procedural changes need to be implemented.

· The Approved Provider will follow through to determine that complaints and grievances have successfully resolved to everyone’s satisfaction. Families will be contacted to determine if they were satisfied with the way the issue was resolved, and educators’ will be consulted about the outcome from an operational viewpoint.
The Approved Provider/Nominated Supervisor will ensure that this policy is maintained and implemented at all times.

Responsibilities of parents
· To raise issues and concerns in a timely manner using the processes outlined in this Policy. 
Procedure and forms
· Complaints Register

· Complaints Record

Links to other policies

· Enrolment and Orientation Policy

· Interactions with Families Policy

· Policy and Procedures Review Policy

Links Education and Care Services National Regulations 2011, National Quality Standard 2011

	Regulation
	168
	Education and care service must have policies and procedures

	Regulation
	173
	Prescribed information to be displayed

	Regulation
	176
	Time to notify certain information to Regulatory Authority


	NQS
	QA4.2.1
	Management, educators and staff work with mutual respect and collaboratively, and challenge and learn from each other, recognising each other’s strengths and skills  

	NQS
	QA 6.1.1
	Families are supported from enrolment to be involved in the service and to contribute to service decisions 

	NQS
	QA 6.1.2
	The expertise, culture, values and beliefs of families are respected and families share in decision-making about their child’s learning and wellbeing

	NQS
	QA 6.1.3
	Current information about the service is available to families

	NQS
	QA 7.1.1
	A statement of philosophy guides all aspects of the service’s operations

	NQS
	QA 7.1.2
	Systems are in place to manage risk and enable the effective management and operation of a quality service

	NQS
	QA 7.1.3
	Roles and responsibilities are clearly defined, and understood, and support effective decision-making and operation of the service

	NQS
	QA 7.2.3
	Educators, co-ordinators and staff members’ performance is regularly evaluated and individual plans are in place to support learning and development


Sources, further reading and useful websites

· Education and Care Services National Regulations 2011

· Guide to the National Quality Framework https://www.acecqa.gov.au/nqf/about/guide
Related Telephone Numbers

· Early Childhood Directorate - 1800 619 113
Further reading and useful websites (Consistent with the approach of the National Quality Framework, the following references have prioritised efficacy and appropriateness to inform best practice, and legislative compliance over state or territory preferences.)
· Australian Children’s Education and Care Quality Authority – http://www.acecqa.gov.au/  
· Bhathela, M., Dunn, L., Tregillgas, T. (2008) Ask a child care adviser (sic): Managing challenging issues with families. https://webarchive.nla.gov.au/awa/20170216174643/http://ncac.acecqa.gov.au/educator-resources/pcf-articles/ACCA_Managing_Challenging_Issues_Sep08.pdf 

· Owens, A. (n.d.). Managing complaints. https://webarchive.nla.gov.au/awa/20170216181546/http://ncac.acecqa.gov.au/educator-resources/factsheets/oshcqa_factsheet_15_managing_complaints.pdf 
· ACECQA. (2017). Reporting requirements about children. http://www.acecqa.gov.au/reporting-requirements-about-children 
Policy Review

The Service encourages staff and parents to be actively involved in the annual review of each of its policies and procedures. In addition, the Service will accommodate any new legislative changes as they occur and any issues identified as part the Service’s commitment to quality improvement. The Service consults with relevant recognised authorities as part of the annual review to ensure the policy contents are consistent with current research and contemporary views on best practice. 
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	 January 2018
	Updated to changed NQF requirements 1 February 2018. 
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	Updated references.
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	November 2020
	Updated references. 
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	December 2021
	Updated references. 
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	October 2022
	Updated References 

Updating Regulation Table 

	6
	January 2023, October 2023
	Updated References. Child focused sexual behaviours.
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	Procedures dot pointed.

	8
	October 2025
	Weblinks updated 


	Next Review Date: October 2026

	Family, Educator and Staff Comments:




7
KAZ ELC Policies
                                                                                         Complaints and Grievance Policy 


