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[bookmark: _Toc203380899][bookmark: _Toc203390678][bookmark: _Toc206584221]Children and Young People Complaints and Feedback Policy and Procedure - Victoria
[bookmark: _uqoblku7gb74]1.0 Purpose
The purpose of this policy is to ensure that children and young people receiving supports from GV Complete Care Support Services Pty Ltd feel safe, heard, and empowered to provide feedback or raise concerns in an environment that respects their rights, voice, and experiences. This policy aims to create a complaints culture where all feedback is seen as an opportunity for service improvement and is addressed in a manner that is inclusive, culturally safe, and accessible to all children, young people, families, and carers.
GV Complete Care Support Services Pty Ltd is committed to building trust by listening to the perspectives of children and young people and supporting them to speak up without fear. Complaints and feedback are essential to upholding a child-safe environment and achieving quality improvement across all services and supports.
[bookmark: _f7xxmh3d90j8]2.0 Scope
The policy applies to all staff, contractors, volunteers, children, young people, families, carers and advocates involved with GV Complete Care Support Services Pty Ltd. It guides how complaints and feedback from children and young people are received, responded to, and used to improve services.
[bookmark: _k1ojjph6ieni]3.0 Definitions
	Term
	Definition

	Complaint
	A complaint should be interpreted broadly. It can include expressions of dissatisfaction about an organisation related to one or more of the follow its services or dealings with individuals. Allegations about the conduct of its staff, volunteers or other individuals engaged by the organisation. Another child or young person at the organisation or the handling of a prior concern

	Complainant
	The person who makes the complaint - child, young person, family member, advocate, staff member, volunteer, contractor or other stakeholders

	Role
	Role requirements

	Complaints Manager
	The role of the Complaints Manager is to:
●    	manage the complaint process
●    	manage reviews and make recommendations for continuous improvement using the information gained from the issue of the complaint
●    	stand independently from the management to allow participants and staff members to be able to make a complaint about the management of the organisation
●    	provide feedback and advice as required
●    	review the complainant's needs to ensure that their mode of communication is managed (e.g. Easy Read, large print, translated documents, etc.)
●    	collaborate with the complainant and their advocate
●    	keep all parties informed during all stages of the complaint management process
●    	handle all appeals related to the outcome of the complaint
●    	complete all necessary reports and documents, including providing information to complainants and management
●    	record all information in the Complaints Compliments and Feedback Register
●    	review the Complaints Compliments and Feedback Register at monthly management meetings.


[bookmark: _gxtmxnjnkvol]4.0 Policy
GV Complete Care Support Services Pty Ltd is committed to ensuring that all children and young people can express their concerns, complaints, or feedback freely and safely. Our organisation will maintain a child-focused complaints process that is accessible, inclusive, and responsive. This policy is guided by the Children, Youth and Families Act 2005 (VIC), NDIS (Complaints Management and Resolution) Rules 2018, and the NDIS Practice Standards, as well as the National Principles for Child Safe Organisations.


GV Complete Care Support Services Pty Ltd will:
● 	Appoint a designated Complaints Manager responsible for coordinating complaint handling, ensuring accessibility for all parties, and recording all outcomes in the Complaints Register and Continuous Improvement Register.
● 	Accept and respond to all feedback, regardless of whether it is submitted formally or informally, and treat it as valuable for service improvement.
● 	Provide child-appropriate resources to support understanding and engagement, such as the Child and Young People Handbook (Easy Read format), and include complaint guidance in participant and staff handbooks.
● 	Ensure complaints that involve reportable incidents are managed in line with the NDIS (Incident Management and Reportable Incidents) Rules 2018, and referred to appropriate authorities, such as the Department for Child Protection (DCP), where required.
● 	Respond to concerns using the principles of procedural fairness, including informing the individual of any issues raised, offering an opportunity to respond, and ensuring impartiality and transparency in the decision-making process.
● 	Treat all information with confidentiality and ensure protection from retribution or discrimination for complainants.
● 	Respect the child or young person's right to participate in the process, and actively involve families, carers or advocates where appropriate.
● 	Offer support to individuals who need help to make a complaint, including interpreters or advocacy services, and promote understanding of external complaint options, such as the NDIS Commission or Department of Justice and Community Safety (VIC).
Staff will:
● 	Be trained on the complaint’s procedure and children’s rights as part of induction and ongoing professional development.
● 	Recognise and respond to all complaints promptly, respectfully, and without bias.
● 	Help children and young people feel safe to speak up and listen to their concerns with sensitivity and empathy.
● 	Use feedback to identify service improvements and refer issues to the Continuous Improvement cycle.
● 	Work with children and their families to find suitable solutions, keep them informed of progress, and explain the outcome of any complaint made.
This policy reflects our organisational commitment to continuous improvement, accountability, and child safety, and will be audited annually.
[bookmark: _b46uuvs8plc4]5.0 Procedure
[bookmark: _l1d1r0qus7gp]5.1 Complaint management process
[bookmark: _cqfiu58uhz3l]5.1.1 Complaint training and information sharing
We aim to prevent the necessity for complaints; prevention strategies to reduce the complaints include:
● 	training staff and volunteers in the different ways children and young people express concerns or distress and disclose harm
● 	establishing and training staff in our Code of Conduct
● 	ensuring staff and volunteers understand:
o   the Code of Conduct,
o   children and young people's expressions of distress,
o   knowledge of suspicions of real or potential harm,
o   how to assist children and young people in making complaints using the Complaint Handling Guide: Upholding the rights of children and young people
o   complaints process and outcomes
o   potential outcomes of any breach of the policy or Code of Conduct
● 	providing information about our services:
o    Easy-read formats for children and young people - Child and Young People Handbook
o   Participant Handbook to family or community members
o   Staff Handbook and training for staff
[bookmark: _te5fhjkv6vqk]5.1.2 Complaint management process overview
The process and investigation must adhere to impartiality, privacy, confidentiality, transparency and timeliness. Complaints will not be discussed with anyone who does not have responsibility for resolving the issue. GV Complete Care Support Services Pty Ltd must consider any cultural and linguistic needs of a participant and provide the relevant support mechanism, such as an interpreter or similar.
 
Complainants are provided access to our Complaints and Feedback form, which may be accessed via our website, staff or management. The Complaints Manager will review the individual's needs and assist them using the best means to suit them. Children first are the centre of all actions relating to complaints or grievances. 
 
The variance between individuals requires a personal approach but may include the following:
● 	offering an advocate
● 	providing text telephone (TTY) service to people with a hearing impairment
● 	ensuring the meeting site is wheelchair accessible
● 	offering independent assistance to read and write to formulate and lodge a complaint
● 	seek information from the complainant to determine any special requirements (e.g. access or communication).
[bookmark: _4c8m6iwu7n7a]5.1.3 Resolution Overview
The resolution outcomes from a complaint will recognise that people who make a complaint are generally seeking one, or more, of the following outcomes:
● 	Acknowledgement:
o   genuinely listening without interruption
o   empathising
o   ensuring the complainant feels comfortable (e.g. being aware that staff may be defensive and consider how this is perceived)
o   acknowledgement of the effect of the situation on the individual
o   resolving to a good outcome
o   notifying regularly and promptly on steps undertaken.
● 	Answers:
o   clear explanations relevant to the issue, provided ONLY once all the facts are known.
● 	Actions (Action Plan):
o   what will be done?
o   who will do it?
o   action plan completion date
o   how progress will be communicated to all parties involved
o   oversight of actions.
● 	Apology:
o   considers the form of the apology and the managerial level of response
o   considers timeliness, sincerity
o   be specific and direct
o   accept responsibility if appropriate and provide information on the cause and impacts
o   explains without excuses
[bookmark: _t5ubldr84982]o   provides a summary of key actions to move forward and resolve the issue.
[bookmark: _463hugedne2g]5.2 Complaint process
Figure 1 Complaint Process Overview
Complaints and suggestions can be made by:
● 	using the Complaints and Feedback Form or the Anonymous Complaints and Feedback Form
● 	contacting a member of staff, verbally or in writing, our staff must offer to document the complaint on behalf of the participant if required and refer the matter to the Complaints Manager, verbally or in writing
● 	responding to questionnaires and surveys
● 	sending an email to our contact email
● 	attending meetings/care conferences
● 	contacting external complaint agencies, see 5.5 Unresolved Complaints
● 	communicating orally, in writing, or by any other relevant means.
 
Complaints may be made by:
● 	staff
● 	children and young people
● 	participants
● 	public
● 	advocates
● 	family members
● 	carers
● 	anonymous person/s.
 
The Complaints Manager records results in the Complaints Compliments and Feedback Register, allowing input into our continuous improvement processes. The Continuous Improvement Register will record improvements established after the finalisation of the complaint management process.
 
If a complaint is about:
● 	Support or services: The Complaints Manager will deal with the complaint.
● 	Staff member/s: The Complaints Manager will deal with the complaint
● 	CEO/Manager: An external and independent person or body will be approached to manage.
 
Conflict of interest may occur if a complaint relates to senior management and the board (where one exists). To manage the real or perceived conflicts, we will:
● 	identify a real, perceived or potential conflict of interest
● 	follow the Complaints management process
● 	notify a senior manager or board member if a complaint is filed against them (unless there has been a confidentiality request)
● 	provide the individual with an opportunity to respond per the complaints management process.
 
All staff, children, young people, family and advocates, visiting health professionals, and visitors are informed of our complaints process via:
● 	welcome information - Child and Young People Handbook, Participant Handbook
● 	initial access to support meetings
● 	staff orientation, induction and training
● 	meetings, reviews and assessments
● 	participant agreements
● 	staff agreements
● 	contractor agreements.
[bookmark: _431enoee3rs0]5.2.1 Non-investigation complaint process
All complaints, where possible, will be managed directly and quickly at the point of service unless the complaint requires investigation (see the procedure outlined below). The non-investigation complaint process is as follows:
1. 	Issue reviewed by the Complaints Manager.
2. 	The complainant will be consulted, and the issue will be discussed to determine the actions required to resolve the issue. GV Complete Care Support Services Pty Ltd will offer complainant support from an independent advocate to reduce stress and anxiety during this process.
3. 	All available options will be discussed with the complainant and their advocate.
4. 	Where possible, a collaborative decision is finalised (i.e. acknowledgement, answer, action or apology).
5. 	The complainant is informed of the decision and the reasons for the outcome.
6. 	The complainant can seek to review the decision if they are unhappy with the resolution; this may lead to implementing the complaint investigation process.
[bookmark: _tz0nn6k2pk6o]7. 	If a complainant seeks a review, a review of the decisions may be resolved quickly by the Complaints Manager repeating the above points (2 to 5).
[bookmark: _k3yls8kco8nn]5.2.2 Verbal complaint was given to a frontline worker
If a frontline worker receives a verbal complaint, they must:
● 	contact the Complaints Manager at the first opportunity and before the end of their shift
● 	complete a Complaints and Feedback Form within 24 hrs on behalf of the complainant
● 	forward the completed Complaints and Feedback Form to the Complaints Manager immediately after completing the form.
 
The following complaint investigation process is then undertaken. 
[bookmark: _muaa46ol0ipl]5.2.3 Complaint investigation process
Step 1. Acknowledge
1. 	Acknowledge all complaints quickly, within one working day, where possible.
[bookmark: _dxbaldqbcp5j] 
Step 2. Review of the complaint
1. 	GV Complete Care Support Services Pty Ltd will offer the complainant support from an independent advocate to reduce stress and anxiety at the beginning and throughout the process.
2. 	We will ensure that the child or young person is treated respectfully, courteously and sensitively to promote their safety (staff are appropriately trained and will refer to the Complaint Handling Guide Upholding the Rights of Children and Young People for guidance).   
3. 	Involve the complainant and their advocate using a consultative process to ensure their voice, views and preferred outcomes are heard and discussed.
4. 	Determine the outcome the complainant seeks (i.e. acknowledgement, answers, actions or apology). Information will be used to ensure that the complainant's feedback and requirements are at the core of the complaint investigation and management process.
5. 	Inform the complainant of the following:
● 	their right to an advocate and interpreter
● 	the stages of the complaint management and decision-making process
● 	mechanisms implemented to protect the complainant's privacy
● 	their right to complain refer to 5.5. Unresolved Complaints at anytime
● 	actual progress and outcomes of the investigation.
6. 	Determine the type of complaint (i.e. service, support or process).
7. 	Notify the complainant and their advocate at each investigation stage and seek feedback.
8. 	If a consultative meeting is required, it will be held conveniently and in a safe environment, as determined by the complainant. The child or young person's record will be checked for a preferred contact for complaints. The child or young person will also be asked if they would like to nominate a staff member from GV Complete Care Support Services Pty Ltd who handles complaints to support them.
9. 	If the complainant is not satisfied with the reportable allegation response from the Complaints Manager and head of our organisation, then refer to 5.5 Unresolved Complaints.
 
Note: Service provision complaints are referred to the NDIS Commission.
 
Step 3. Assessing the complaint
1. 	When assessing a complaint, the Complaints Manager must prioritise the complaint and determine a resolution pathway (where required).
2. 	After the pathway is established, the complaint will be investigated.
3. 	Feedback from the complainant or their advocate must be used as part of this process (e.g. consultation meeting data).
4. 	When the complaint involves allegations of abuse, neglect or criminal conduct, the Complaints Manager will follow the Working with Children Policy and Procedure and the Reportable Incident, Accident and Emergency Policy and Procedure.
5. 	If the complaint is referred to the police or the Child Protection Crisis Line (VIC) by the mandated notifier, then GV Complete Care Support Services Pty Ltd will not take any further action concerning the complaint until clearance is provided from these agencies.
 
Step 4. Investigation and decision making
1. 	When the complaint is lodged, the Complaints Manager should determine if it is practicable to find an immediate resolution (see 5.2.1 non-investigation complaints process). 
2. 	During the investigation and decision-making process, the Complaints Manager will:
● 	keep the complainant informed about each stage of the investigation process only if cleared to do so by Victoria Police and the Child Protection Intake - Department of Families, Fairness and Housing (DFFH).
● 	consult with the complainant to gather information about the underlying issue/s
● 	analyse antecedents and underlying issues when determining a decision
● 	review and approve all written reports and documents before they are sent out to all parties
● 	respond to the complainant with a clear decision and any next actions (if any)
● 	inform the complainant that they have the right to reject the outcome.
 
Step 5. After the decision
1. 	After the investigation and a satisfactory response have been documented, the Complaints Manager will:
● 	inform the complainant and their advocate of the decision, including the reason for the decision, and they will provide options for how the complainant can review the decision
● 	ensure that the complaint investigation is satisfactorily completed
● 	determine if the complainant is satisfied with the outcome
● 	follow-up and consult with the complainant/s about any concerns
● 	close out the complaint.
[bookmark: _591l2k2v4ssa]5.2.4 Internal appeals
All internal appeal reviews are conducted by a delegated officer who was not involved in the original handling of the complaint. When conducting the internal appeal review, the following will be considered:
● 	the process adopted during the original complaint handling and whether it was fair and adequate to address all issues raised
● 	the basis for the decision/outcome made, including all available evidence to support the outcome, and whether the decision/outcome was properly explained to the complainant (including a child or young person if directly involved) or the complaint's subject.
 


The delegated officer may:
● 	uphold the original decision
● 	change the decision
● 	refer the matter to the Complaints Manager for further investigation of issues raised or for exploring alternative dispute resolution options.
[bookmark: _b9tje8cybhv1]5.3 Review and improvement
GV Complete Care Support Services Pty Ltd takes a systematic approach to incorporate a review of all issues raised by a complaint to identify and address any possible systemic issues and determine any continuous improvement actions identified during the complaints process. Management reviews the Complaints Register and Continuous Improvement Register during their meeting to ascertain changes required to policies and procedures to improve practices and ensure a child-first approach to our system.  
 
The review and improvement process includes the following:
● 	ascertaining preventative actions and continuous improvement
● 	considering if any systemic issues require addressing
● 	recording the information regarding the complaint in the Complaints Compliments and Feedback Register
● 	recording the details of the improvement stemming from a complaint in the Continuous Improvement Register (if required)
● 	training staff in any new systems or actions
● 	adjusting policies and procedures
● 	monitoring the complaint resolution according to the internal audit schedule
● 	providing feedback to the complainant personally to inform them of the outcomes and influences of their issue raised within our organisation.
[bookmark: _7h4p49o04zjp]5.4 Documentation
All staff are provided training regarding the complaints process during orientation and ongoing training sessions, including Complaint Handling Guide: Upholding the rights of children and young people.
 
The complaints process is available for children, young people, families, carers and advocates via the information provided in relevant handbooks - Child and Young People, Participant and Staff and through the provision of Easy Read documents (as required).
 
Documentation of the complaint process is as follows:
● 	All complaints will be recorded in the Complaints Compliments and Feedback Register. Information in the register will include the following:
○ 	complaint details
○ 	identified issues
○ 	actions are undertaken to resolve the complaint
○ 	the outcome of the complaint.
● 	All documents, including the Complaint and Feedback Forms, are uploaded into the computer system.
● 	Copies of any information provided to the complainant are stored in their relevant file.
● 	All documents are confidential, and access is only permitted to employees relevant to the complaint. The Complaints Manager determines who is relevant.
● 	A copy of all complaint documents will be retained in the file for seven years from the record date.
● 	Statistical and other information will be collected to:
○ 	review issues raised
○ 	identify and address systemic issues
● 	A policy review will occur if legislative changes are determined by a regular or annual internal audit review.
 
In accordance with NDIS requirements, all complaints, feedback and associated records must be retained for a minimum of 7 years and stored securely in the complaints register.
[bookmark: _sv2q8o7nacmg]5.5 Unresolved complaints
Unresolved complaints will be referred to the Complaints Manager for investigation and resolution. Should the complaint not be resolved to the complainant's satisfaction, the complaint will be escalated to a person nominated by the complainant (with the complainant's permission).
 
When complaints cannot be resolved internally, the complainant may be referred to the following:
● 	Disability Services Commissioner (Victoria)
o   Phone 1800 677 342
o  Disability Services Commissioner
● 	Office of the Public Advocate (Victoria)
o   Phone 81300 309 337
o   Office of the Public Advocate 
● 	NDIS Quality and Safeguards Commission
o   Phone: 1800 035 544 (free call from landlines) or TTY 133 677
o   National Relay Service and ask for 1800 035 544.
o   Interpreters can be arranged.
o   An NDIS Complaint Contact Form can be completed online at business.gov.au
 
Where applicable, complaints may also be escalated to the relevant State or Territory Children’s Commissioner, Ombudsman, or Child Protection Authority, particularly where child safeguarding concerns are involved.
[bookmark: _qig3m081txnf]5.6 Staff orientation and training
The staff orientation process includes training all employees in complaints and feedback. Our training includes:
● 	Complaints Handling Guide: Upholding the rights of children and young people
● 	reporting requirements and contacts details - mandatory notifiers
● 	providing information regarding GV Complete Care Support Services Pty Ltd's complaint and feedback process and procedures (e.g. forms to complete and how to assist participants wishing to make a complaint)
● 	identifying our Complaints Manager
● 	accessing complaint information to share with children, young people, families and stakeholders
● 	support techniques when working with children, young people and families
● 	encouraging staff to have a positive attitude towards complainants and a commitment to resolving all complaints
● 	creating an understanding of how feedback and complaints inform and guide our continuous improvement cycle
● 	understanding timeframes for reporting and resolving complaints.
 
Additional training will occur when practices and policies are changed due to a complaint or if staff are still unsure how to handle a complaint upon commencing work at GV Complete Care Support Services Pty Ltd.
[bookmark: _z5z3hkr7rhuv]

6.0 Related documents
● 	Complaint and Feedback Form
● 	Anonymous Complaint and Feedback Form
● 	Complaints Process Checklist
● 	Complaints Compliments and Feedback Register
● 	Continuous Improvement Register
● 	Continuous Improvement Plan
● 	Participant Handbook
● 	Child and Young People Handbook
● 	Staff Handbook
● 	Staff Training Record
● 	Staff Training Plan
● 	Training Attendance Register - In-house
● 	Annual Organisational Training Register and Review
● 	Risk Management Policy and Procedure
● 	Service Agreement
[bookmark: _28gzsp9eyhfa]7.0 References
● 	NDIS (Complaints Management and Resolution) Rules 2018
● 	NDIS Practice Standards and Quality Indicators 2020
● 	NDIS Act 2013 (Commonwealth)
● 	NDIS (Procedural Fairness) Guidelines 2018
● 	Privacy Act 1988 (Commonwealth)
● 	Work Health and Safety Act 2011 (Commonwealth)
● 	Complaint Handling Guide: Upholding the rights of children and young people
● 	National Principles for Child Safe Organisation
● 	Children, Youth and Families Act 2005 (VIC)
● 	Victorian Child Safe Standards Policy Guidelines
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