DEALING With
COMPLAINTS POLICY/PROCEDURE

Policy Statement

At Berri OSHC we are committed to:

e providing an environment of mutual respect and open communication where the expression of opinions
is encouraged

e complying with all legislative and statutory requirements

e dealing with disputes, complaints and complainants with fairness and equity

e establishing mechanisms to promote prompt, efficient and satisfactory resolution of complaints and
grievances

® maintaining confidentiality at all times

Our families are integral to our service. We welcome their input into all aspects of our service’s operation,
including any complaints they may have. We view complaints as an opportunity to enhance the quality of our
education and care practices. We reflect on each complaint received, identifying any issues or areas of
improvement for our service.

Complaints or grievances may be received from anyone who comes in contact with Berri OSHC including parents
or guardians, volunteers, students, members of the local community and other agencies. In most cases dealing
with complaints and grievances will be the responsibility of the Approved Provider. All complaints and
grievances when lodged need to be initially assessed to determine whether they are a general or a notifiable
complaint. In line with regulatory requirements, we notify the regulatory authority of any complaints alleging
the occurrence of a serious incident or contravention of the Education and Care Services National Law.

Roles and Responsibilities

Approved provider - Berri Primary School Governing Council

e identifying, preventing, and addressing potential concerns before they become formal complaints or
grievances

e providing a Complaints and Grievances Register and ensuring that staff record complaints and grievances
along with outcomes

e ensure that obligations under the Education and Care Services National Law and National Regulations are
met

e ensure the name and contact number of the person to whom complaints can be made is clearly displayed at
the service

e ensure that the regulatory authority is notified in writing within 24 hours of any complaints alleging that a
serious incident has occurred at the service or that the Education and Care Services National Law has been
breached
discuss the complaint with the complainant and make notes from the meeting or discussion
ensure the inclusion of policies and procedures for managing complaints alleging that a child is exhibiting
harmful sexual behaviours

e ensure policies and procedures dealing with complaints include matters relating to the provision of a
complaint handling system that is child focused

e take reasonable steps to ensure that nominated supervisors, educators and staff follow the Dealing with
complaints policy and procedures
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ensure that copies of the policy and procedures are readily accessible to nominated supervisors,
coordinators, educators and staff, and available for inspection
ensure educators, staff, volunteers and students are well informed about their individual child protection
responsibilities, reporting and privacy obligations and processes for responding to disclosures
notify families at least 14 days before changing the policy or procedures if the changes will:

o affect the fees charged or the way they are collected or

o significantly impact the service’s education and care of children or

o significantly impact the family’s ability to utilise the service
regularly review the policy and procedures to ensure serious incidents and complaints are investigated
promptly, fairly and thoroughly
ensure that complaints result in reviews of relevant policies, procedures and practices.

Nominated Supervisor/Director

e ensure that regulatory obligations are met in relation to dealing with complaints

e implement procedures for dealing with complaints

e inform families and the broader service community of the Dealing with complaints policy and procedures

e discuss the complaint with the complainant

e ensure the approved provider is aware of the complaint, if it is a notifiable complaint, or if a complaint
cannot be resolved

e ensure the complaint is documented

e work co-operatively with the approved provider, educators, staff and/or the complainant during the
investigation or resolution of a complaint

e ensure educators, staff, volunteers and students are well informed about their child protection
responsibilities and reporting and privacy obligations

e ensure educators, staff, volunteers and students are well informed about the different ways children
express concerns or distress and disclose harm, as well as processes for responding to disclosures from
children

e regularly review the policy and procedures to ensure serious incidents and complaints are investigated
promptly, fairly and thoroughly

e ensure that complaints result in reviews of relevant policies, procedures and practices

Educators

e understand and implement the Dealing with complaints policy and procedures

e report all complaints received to the nominated supervisor and/or approved provider promptly so
timeframes can be adhered to

e support the nominated supervisor and approved provider in the investigation and/or resolution of
complaints

e understand and are aware of child protection law and their individual responsibilities
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e are aware of the different ways children express concerns or distress and disclose harm, as well as the
processes for responding to disclosures from children

e support children to know who to talk to if they are feeling unsafe and understand the complaint handling
processes

Families
e be familiar with and follow the Dealing with complaints policy and procedures
® raise any issues or complaints in line with the policy and procedures

® cooperate with service representatives dealing with complaints

Procedure — Parent/Guardian Complaint or Grievance

e Parents/guardians will be provided with clear written guidelines detailing grievance procedures.

e« Parents/guardians will be provided with information about the service's philosophy, policies and procedures.

e« All confidential discussions with parents will take place in a quiet area away from others.

e« Parents’/guardians names remain confidential. Parents will have the option of remaining anonymous in
providing written information.

When raising a concern or complaint with staff, parents/guardians can expect to:
Be treated with respect, courtesy and consideration

Have the complaint dealt with in a confidential and timely manner
Have the complaint considered impartially.

Be kept informed of the process and outcome of their complaint.

The staff at Berri OSHC request that when making a complaint, parents/guardians will:
e Treat other parties with respect, courtesy and maintain confidentiality
Raise the concern or complaint as soon as possible after the issue has arisen
Provide complete and factual information about the concern or complaint
Ask for assistance or further information as needed
Act in good faith to achieve an outcome acceptable to all parties
Have realistic and reasonable expectations about what course of action is required to resolve the
concern or complaint

The grievance will be kept confidential and discussed with one or all of the options (in the following order):
e with the Director
e with the OSHC Advisory Committee
e with the Principal
e with Governing Council as the employing body, as required.

From this, a course of action will be taken with all parties on agreement.

A follow up meeting or written response will be given, stating the final decision or outcome depending on
grievance. In the case of a committee member grievance the course of action will be agreed to by the majority of
all Governing Council members to resolve the matter.
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Procedure — Parent/Guardian and Staff Conflict

e The parent/guardian should discuss the problem with the relevant staff member.

e [f, after discussion with the relevant staff member, the parent/guardian feels further action is necessary,
they should take the matter up with the Director.

e [fthe parent/guardian still feels the problem is not resolved, the director may offer to take the matter to
the OSHC Advisory Committee for guidance, or the parent/guardian may write directly to the committee to
explain the problem.

¢ The committee will advise the Director of its decision and the Director will convey that decision to the
parent/guardian and staff member concerned, or the committee will write directly to the parent/guardian
concerned to advise of the decision.

Procedure — Parent/Guardian and Management Conflict

The parent/guardian should discuss the problem with the Director.
If the parent/guardian still feels, after discussion with the Director, further action is necessary, they

should ask the director to raise the issue at the next OSHC Advisory Committee meeting. Alternatively,
the parent/guardian may write directly to the OSHC Advisory Committee to explain the problem.

The OSHC Advisory Committee will advise the director of its decision and the Director will convey

that decision to the parent/guardian concerned, or the committee will write directly to the
parent/guardian concerned to advise of the decision.

If the parent/guardian still feels the problem is not resolved they can request a meeting with the OSHC
governing council representative/Principal to discuss the matter further. The OSHC Governing Council
representative/Principal will discuss the issue further at the next committee meeting, at which time the
committee's final decision will be made. The OSHC Governing Council Representative/Principal will write
directly to the parent/guardian to advise of the final decision.

The Director or Principal will provide the grievance party with appropriate departmental contact
names and numbers if the grievance is not resolved, in addition to the Education Standards

Board Details being available at all times on the parent/guardian information board.

Committee members will be provided with clear written guidelines detailing grievance

procedures.

Procedure — OSHC Advisory Committee Conflict

Committee members will be provided with clear information about their roles and responsibilities and
detailed guidelines about the service's philosophy, policies and procedures.
All discussions during committee meetings will be treated as confidential.

Committee members unhappy with a committee recommendation or with a particular committee
action may:
e Ask to have the grievance tabled at the next meeting for open discussion, or

e Discuss the problem with the chairperson.
If the matter is still not resolved it will be taken to the Governing Council. The committee meeting

will determine a course of action, agreed to by the majority. This will resolve the matter.
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Legislative Requirements

Section/Regulation | Description

Education & Care Services National Law Act (2010)

Section 172 Offence to fail to display prescribed information

Section 174 Offence to fail to notify certain information to Regulatory Authority

Education & Care Services National Regulations (2011)

Regulation 168 Education and care service must have policies and procedures

Regulation 170 Policies and procedures to be followed

Regulation 171 Policies and procedures to be kept available

Regulation 172 Notification of change to policies or procedures

Regulation 173 Prescribed information to be displayed - education and care service other than a family

day care service

Regulation 176 Time to notify certain information to Regulatory Authority

National Quality Standard for Early Childhood Education and Care & School Age Care (2010)

Reviewed and Approved by Berri Primary School Governing: June 2026
Reviewed and Approved by Berri Primary School Governing: 4™ November 2024
Approved by Berri Primary School Governing Council: 28/02/2022

TO BE REVIEWED: June 2027

Related Documents

Families should be made aware of the following avenue for addressing complaints. The following website details
the procedure: http://www.esb.sa.gov.au/early-childhood “Complaints relating to Early Childhood Services”
The Board will receive complaints from any person with a concern that relates to:

e non-compliance with the Early Childhood Services legislation

e health, safety or wellbeing of any child within a service.
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Prior to approaching the Board with a complaint, it would normally be expected that the matter had been
discussed with the service and attempts made to resolve the issue.
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