Effective complaints management

STANDARD 6

Processes for raising concerns and complaints are
responsive, understood, accessible and used by children,
families, carers, communities and personnel

6.2.2 The Complaints Handling Policy and procedures are made publicly
available in a variety of formats, including age and developmentally
appropriate for children, enabling complaints processes to be easily
understood.

Sample child safety reporting process

Who can Staff member /
report? volunteer

What to Any chilld safety concerns, including:
= disclosure of abuse or harm;
report? = allegation, suspicion or observation; » Call 000
= breach of Code of Conduct; or if a child
= general safety or environmental concerns. isin
‘ immediate
danger
A choice of:
= face to face verbal report;
= |etter;
= email; or
= telephone call.

\ 4

Who to Safeguarding Coordinator, manager, supervisor, or an alternate

How to
report?

report to? person if a complaint needs to be made about a manger, supervisor

or head of an organisation.

\ 4

What The Safeguarding Coordinator/manager/supervisor will:
= offer support to the child, the parents, the person who reports and the
accused staff member / volunteer;
= initiate an internal process to ensure the safety of all children, clarify the
nature of the complaint and commence investigation (if required); and
= decide, in accordance with legal requirements, whether the matter
should/must be reported to police, child protection and/or reportable
conduct scheme and make report ASAP if required.

\ 4

Investigation completed; outcome determined; relevant staff, volunteers,
parents and child notified of outcome of investigation; disciplinary action
taken; policies and procedures reviewed and updated as required.

happens
next?

Adapted from Child safety reporting process, found in A Guide for Creating a Child Safe Organisation,
Commission for Children and Young People, p 52, Victoria, 2018.
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