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Introduction
Our centre affirms that people have a right to question and influence decisions made and services provided. Continuing improvement of our Centre can only come through feedback and communications with the Centre community. Constructive feedback and open communication can assist our Centre with future planning, guide practices and develop policies and procedures to create positive change for the Centre community. Our centre values the feedback of educators, staff, families, Children and the wider community in helping to create a service that meets regulations and the needs of enrolled children and their families. We encourage open communication through opportunities to respond and feedback on the program and Centre as a whole, with due consideration for accountability and quality improvement.  We take complaints seriously and manage them in a confidential, timely, transparent and meaningful way. Complaints will be handled objectively and complainants will not suffer any reprisals from making a complaint.

Goals – What are we going to do?
Our service values the feedback of educators, staff, families and the wider community as a mechanism to support the continuous improvement of our service.  Collaborative relationships are fundamental to achieve quality outcomes for children. Community partnerships that focus on active communication, consultation and collaboration also contribute to children’s learning and wellbeing. An effective complaints and grievance management system confirms to staff members, families and the community that complaints and grievances are taken seriously and investigated promptly and thoroughly. We achieve this by:
· Maintaining the confidentiality of all parties in line with policy and legislative requirements
· Acknowledging that the common goal is to achieve an outcome acceptable to all parties
· Acting in good faith and in a calm and courteous manner
· Showing respect and understanding of each other’s point of view and value difference, rather than judge and blame
· Recognising that all parties have rights and responsibilities which must be balanced.

National Quality Framework, Quality Area 6: Collaborative partnerships with families and communities
National Quality Standard 6.1 Supportive relationships with families - Respectful relationships with families are developed and maintained and families are supported in their parenting role.
· 6.1.1 Engagement with the service - Families are supported from enrolment to be involved in the service and contribute to service decisions 
· 6.1.2 Parent views are respected - The expertise, culture, values and beliefs of families are respected and families share in decision making about their child’s learning and wellbeing.
· 6.2 Collaborative partnerships - Collaborative partnerships enhance children’s inclusion, learning and wellbeing.

National Quality Framework, Quality Area 7: Governance and Leadership
National Quality standard 7.1 Governance - Governance supports the operation of a quality service
· 7.1.2 Management systems - Systems are in place to manage risk and enable the effective management and operation of a quality service.
· 7.1.3 Roles and responsibilities - Roles and responsibilities are clearly defined, and understood, and support effective decision-making and operation of the service. 
· 7.2.1 Continuous Improvement – There is an effective self – assessment and quality improvement process in place 

Strategies ‐ How will it be done?
Staff will communicate with children and their families to ensure they are meeting their needs. Communications will be open, honest and confidential. 
· The Centre values the input of staff, families and the wider community in helping to create a Centre that meets the needs of the individuals accessing care.
The Centre encourages open communication through the enrolment and orientation process, policy review, complaints & feedback forms, the Parent Committee, the daily program, documentation, formal and informal meetings, emails and conversations. 

Feedback & Communication
· Families are encouraged to complete an orientation evaluation form to assist the Centre in improving orientation and enrolment processes. This information will be available to the Service and staff to assist with the review of policies and procedures. 
· Family feedback is requested when reviewing Centre policies and procedures. Policies are available to families to read and suggest improvements to ensure policies reflect Centre practice and the Centre community. 
· Complaints, Communication and Feedback proformas (Appendix 2) are available to families, children, staff, educators, visitors and volunteers for general comments, informal and formal complaints. Families are advised of the feedback form upon enrolment. 
· General comments and informal complaints are recorded in relevant Communication book and responded to by a staff member or when requested by the Nominated Supervisor verbally and /or in writing as required by the family, children, staff, educators, visitors and volunteers
· The Centre will establish a Committee of Management, elected as per its Constitution at the Annual General Meeting, to encourage family involvement in the Centre. 
· The Committee of Management have input into the continuing improvements within the Centre, staff recruitment, fundraising, family activities and Centre events. A staff representative will attend each meeting.
· The Centre program and day books/ apps will have a section dedicated to comments or feedback on the program and activities. A family input sheet is available at the sign in book. Families can write comments or pass feedback on to staff. Staff can write comments on behalf of families to help with evaluations of the program and encourage family input.
· Families are provided with the Centre email address and phone details at orientation. Families will be encouraged to converse with staff at pick up and drop off times, but area also able to email or call throughout the day.
· Feedback from families is encouraged and educators and staff will take this feedback into account in ongoing planning and quality improvement.
· Families will be informed as to how their feedback has contributed to improvements in the service through information notice board displays, emails, and/or newsletters.
· Staff are available for families at pick up and drop off times to pass on important messages and information on their child’s day.
· Staff attend regular staff and team meetings and are encouraged to give verbal and written feedback on the Centre to the Nominated Supervisor and Approved Provider.
· Feedback from families is encouraged by the Approved Provider, Nominated Supervisor and all staff to ensure the needs and expectations of the community are being met.
· Our Service is committed to the National Principles for Child Safe Organisations and adopts a child safe approach to complaints involving a child or young person.  As a child safe organisation, we will respond promptly and systematically to any concerns, disclosers, allegations or suspicions while fostering an environment where children feel confident that their safety and wellbeing are paramount.


Making a Complaint
· Families may make a complaint directly to the child’s educator, the Approved Provider or the Nominated Supervisor.
· Educators will discuss complaints procedures with children and encourage them to raise any issues they have.

Responsiveness
All complaints will be acknowledged and responded to as soon as practicable. Complaints will be dealt with in a timely manner and complainants will be kept informed about the progress of their complaint and anticipated timeframes. Allegations of suspected harm or risk of harm to a child or possible victims of crime, will be actioned immediately by urgent referral or reporting to the relevant agency.

Managing a Complaint
Where possible, complaints will be dealt with immediately, by the child’s educator as this is usually the person with the closest relationship with the family and child. If the complaint is about an issue that the educator considers to be outside their control, or the family does not feel they wish to share it with the educator, the complainant will be directed to the appropriate person for their complaint to be resolved, usually the Centre Director.
Where an educator believes they will have to share a confidence with another person in order to resolve an issue, or if the nature of a complaint requires that a third party has to be informed in order to meet legislative requirements, they will inform the family of the need prior to any further discussions on the matter.
· The complaint will be documented and any legal requirements in relation to the complaint considered, such as the need to notify regulatory authorities
· The complainant will be asked to provide information regarding how the situation could be rectified to their satisfaction.
· If possible, the problem will be resolved immediately. If this is not possible, the complainant will be advised that the issue will be given high priority and dealt with as soon as possible.
· If the issues are complex the complainant will be asked to put their concerns in writing.
· Where mediation is required all parties will have the right to agree to the appointment of the mediator.

Notifiable Complaint
Complaints alleging that the safety, health or wellbeing of a child was or is being compromised, or that the law has been breached must be reported by the Approved Provider to the Regulatory Authority within 24 hours of the complaint being made (Section 174(2)(b), Regulation 176(2) (b)). Written reports must include:
· details of the event or incident
· the name of the person who initially made the complaint and contact details of the nominated supervisor / approved provider 
· if appropriate, the name of the child concerned and the condition of the child, including a medical or incident report (where relevant)
· any other relevant information.
Complaints in any other case, must be reported within 7 days of the relevant event or within 7 days of the approved provider becoming aware of the relevant information.
Written notification of complaints must be submitted to the regulatory authority using the appropriate forms, which can be found on the ACECQA website: www.acecqa.gov.au

Direct Complaints
Families can make a complaint directly to the Regulator Authority where the complaint alleges that:
· The safety, health or wellbeing of a child or children was or is being compromised while that child or children is or are being educated and cared for by the approved education and care service. 
· Families are encouraged by management to complete the Complaints Form on the Child’s behalf is the have expressed concerns or allegations.
· The relevant legislation has been contravened.
· Contact details are available in the family hand book and displayed on the notice  board in the children’s bag room of the service.

Follow-up and Review
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 been 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.

Roles and Responsibilities
Approved Provider
· When a complaint or grievance has been assessed as ‘notifiable’, the Approved Provider must notify Regulatory Authority within 24 hours.
· In instances where the complainant reports directly to the Regulatory Authority, the Approved Provider will still have responsibility for investigating and dealing with the complaint or grievance as outlined in this policy, in addition to co-operating with any investigation by the Regulatory Authority.
· Identifying, preventing and addressing potential concerns before they become formal complaints/grievances.
· Ensuring that the name and telephone number of the person to whom complaints and grievances may be addressed are displayed prominently on the noticeboard at the sign in area and in the Children’s bag room of the service.
· Ensuring that the address and telephone number of the Regulatory Authority displayed prominently on the noticeboard at the sign in area and in the Children’s bag room of the service..
· Advising parents, guardians, staff, Children, Visitors and Volunteers and any other new members of the centre of the complaints and grievances policy and procedures upon enrolment.
· Ensuring that this policy is available for inspection at the centre at all times.
· Providing a Complaints and Grievances Register.

Nominated Supervisor
· Responding to and resolving issues as they arise where practicable.
· Discussing minor complaints directly with the party involved as a first step towards resolution.
· Develop a process for managing complaints. This process includes:
a. Receiving complaints;
b. Addressing and investigating complaints;
c. Documenting complaints.
· Communicate information on the process to families through enrolment and orientation processes and information.
· Provide contact details for putting forward a complaint.
· Ensure every complaint is managed and is an opportunity for quality improvement.
· Discuss the process for managing complaints with the educator and staff team.
· Provide or arrange training on complaints management.
· Informing complainants of the service’s complaints and grievances policy recording all complaints and grievances in the complaints and grievances register.
· Notifying the approved provider if the complaint escalates or is unable to be resolved appropriately in a timely manner.
· Providing information as requested by the approved provider e.g. written reports relating to the grievance.
· Complying with the service’s privacy and confidentiality policy and maintaining confidentiality at all times.
· Working co-operatively with the approved provider, in any investigations related to a complaint made.
· ensure people feel safe or comfortable when making a complaint, including children
· ensure educators, staff, volunteers and students are well informed about the different ways children may express concerns, distress and disclose harm as well as the process for responding to disclosures from children- including a complaint that alleges a child is exhibiting sexual behaviours that may be harmful to the child or another child. (ACECQA 2023)
· ensure our complaint handling processes are child-focused providing support and guidance for children to know who to talk to if they are feeling unsafe
· provide an induction program for new staff and educators that includes an overview of policies and procedures, including this Dealing with Complaints Policy and procedure
· acknowledge the complaint or grievance in writing within 2 working days of receipt
· [bookmark: _Hlk131604629]provide details of an outcome following an investigation if required. 


Educators
· Ensure that grievances and complaints are dealt with in accordance with this policy.
· Report any grievances and complaints to the Nominated Supervisor and maintain all relevant documentation.
· As requested, support the Nominated Supervisor and Approved Provider in the above roles.
· [bookmark: _Hlk152064412]be informed about the different ways children can express concerns or distress and disclose harm
· be aware of child protection law and their individual responsibilities as mandatory reporters/notifiers
· ensure children know who to talk to if they are feeling unsafe and know the process that will happen to support them


Families
· Raising a complaint directly with the person involved, in an attempt to resolve the matter without recourse to the complaints and grievances procedures.
· Communicating any concerns relating to the management or operation of the service as soon as is practicable. 
· Raising any unresolved issues or serious concerns directly with the approved provider, via the nominated supervisor or staff.
· Maintaining complete confidentiality at all times.
· Co-operating with requests to provide relevant information when requested in relation to complaints and grievances
Contact Regulatory Authority
NSW Early Childhood Education and Care Directorate
Department of Education
Locked Bag 5107
PARRAMATTA NSW 2124
Phone: 1800 619 113 (toll free)
Fax: 02 8633 1810
Email: ececd@det.nsw.edu.au

Staff Grievances
•	The Employee is required to notify (in writing or otherwise) the Employer as to the substance of the grievance, request a meeting with the Employer for bilateral discussions and state the remedy sought.
•	The grievance must initially be dealt with as close to its source as possible, with graduated steps for further discussion and resolution at higher levels of authority.
•	Reasonable time limits must be allowed for discussion at each level of authority.
•	At the conclusion of the discussion, the Employer must provide a response to the Employee’s grievance, if the matter has not been resolved, including reasons for not implementing any proposed remedy.
•	(e) While a procedure is being followed, normal work must continue.
•	(f) Where the dispute is not resolved by the processes referred to above either party to the dispute may refer the matter to Fair Work Australia for resolution by mediation and or conciliation and if the dispute remains unresolved by arbitrations. In dealing with the dispute Fair Work Australia may exercise the procedural powers in relation to hearings, witnesses, evidence and submissions which are necessary to make the arbitration effective. During this process the Employee and the Employer may be represented where requested by a person or organisation of their choice.
•	Any dispute referred to Fair Work Australia should be dealt with by a member agreed by the parties to the dispute at the time or in default a member nominated by Fair Work Australia.
•	Subject to any legal right of appeal or review which might exist, the resolution of the dispute shall be binding on the parties to the dispute.

Evaluation
Our Centre believes that continuous improvement of an early childhood setting occurs where there is reflection and constructive feedback from all Centre participants with open, honest communications.  Complaints managed well, lead to quality improvement and are conducted in a safe manner in a secure environment.

Statutory Legislation & Considerations
· National Quality Standard for Early Childhood Education and Care and School Age Care
Council of Australian Governments February 2018
· Education and Care Services National Law Act 2010: Sections 174(2)(b)
· Education and Care Services National Regulations 2023: Regulations 168(2)(o) and 176(2)(b)
· Privacy and Personal Information Protection Act 1998 (NSW)
· Health Records and Information Privacy Act 2002 
· Privacy Act 1988 (Cth)
· Privacy Regulations 2006 (Cth)

Sources
· Community Early Learning Australia
· Guide to the National Quality Standard, Australian Children’s Education & Care Quality Authority, 2023
· Department of Education  www.dec.nsw.gov.au
· ACECQA www.acecqa.gov.au
· NSW Ombudsman (2004) ‘Effective Complaint Handling’. NSW Ombudsman 2nd Edition 2010 
· NSW Ombudsman (2009) “Complaint Handling Kit’. NSW Ombudsman
· Fair Work Australia: https://www.fairwork.gov.au/
· 
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