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PURPOSE  

CRANES will ensure the following: 

• Ensure child rights are embedded in the policy. 

• Ensure staff and volunteers uphold their responsibilities. 

• Uphold information sharing and privacy protocols. 

• Manage the risks posed to children. 

• Ensure investigations consider child-related factors such as trauma, capacity and 

reasonable adjustments. 

• Be fair and objective. 

• Explain the outcomes in a way that the child comprehends. 

• Comply with record keeping and reporting practices. 

SCOPE  

The policy guidelines are for internal use and apply to all permanent, temporary, casual employees 

and volunteers of CRANES.  The guidelines also apply to members of committees, working groups 

and advisory bodies, consultants and contractors who are working for CRANES and work 

placement students. 

POLICY STATEMENT  

CRANES is committed to ensuring that any child or young person using CRANES services or 

affected by its operations has the right to complain and have their complaint handled in a manner 

which prioritises children and young people’s right to safety and wellbeing.   

POLICY 

Principles 

CRANES will: 

• Ensure that all children, their families, carers and advocates are encouraged and supported 
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to raise any concerns they have about the service or organisation. 

• Treat all children with respect, without judgement or bias. 

• Conduct investigations with integrity. 

• Provide support to children and young people throughout the complaints handling process. 

• Ensure that all children and young people are aware of and understand how to escalate 

their complaint to the NSW Ombudsman or Quality and Safeguards Commission. 

• Never prioritise an adult’s opinion over that of a child where their opinions may differ. 

• Adhere to privacy and confidentiality obligations. 

• Strive to resolve complaints to the satisfaction of the child. 

• Deal with all complaints in a timely manner, and aim to provide a response to the child 

within 7 days of the complaint being received. 

• Keep children informed at all stages of the investigation/handling process. 

• Ensure that a complainant is not penalised in any way or prevented from use of services. 

• Ensure that feedback data is considered and used in organisation reviews. 

• Review and evaluate the accessibility and effectiveness of the complaints management 

system and continually make improvements. 

Roles and Responsibilities 

Throughout the complaints handling process, all staff and volunteers will: 

• Prioritise child safety and wellbeing. 

• Be fair and objective. 

• Listen to a child’s complaint without judgement. 

• Never dismiss or give less value to a child or young person’s views just because they aren’t 

an adult. 

• Never prioritise an adult’s opinion over a child or young person where their opinions differ. 

• Report the complaint to the Senior Manager of the service area who will respond and act as 

a central point for the complaint.  The Senior Manager will: 

o Offer support to the child, the child’s parents or carers and the individual who reported 

the incident, where appropriate. 

o Assess and remove any internal organisational risks to the child. 

o Clarify the nature of the complaint. 

o Make a decision as to whether the matter should/must be reported to the Police or 

Child Protection authorities and make a report as soon as possible, if required. 

The lifestyle workers / team leaders / coorindators will: 

o Be given information about complaints and complaints procedures as part of their 

induction. 

o Manage and understand the risks children and young people are exposed to. 

o Escalate a complaint when they believe the complaint hasn’t been dealt with 

sufficiently. 

o Understand and acknowledge the common misconceptions about the reliability of 

children and young people as complainants. 
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Process and Procedures 

1. Receiving the complaint 

a. CRANES will provide multiple avenues for children and young people to make a 

complaint. 

2. Record  

a. CRANES will record the details of the complaint using a Compliments and 

Complaints Form. 

b. The Senior Manager will be mindful of the child’s emotional wellbeing, 

communication and support needs when collecting and recording information. 

3. Acknowledge 

a. CRANES will acknowledge the complaint at the time it is brought to their attention, 

or as quickly as possible after it is made. CRANES understands the importance of a 

child feeling like their complaint has been listened to and validated. 

b. CRANES will provide the child with a point of contact, Senior Manager of the service 

area, for themselves and for their parent or carer. 

c. The Senior Manager of the service area will provide the child with information about 

the compliments and complaints process, enquire as to what they would like the 

outcome of their complaint to be and ensure they feel comfortable with the process 

and next steps have suggested. 

4. Assess and address risks 

CRANES will ask and address the following questions to determine the immediate and 

ongoing risks posed to the child, other children within the organisation and the broader 

community: 

• Does the complaint pose any risk to the child, young person or other people at your 

organisation? 

• Does the complaint raise other issues? What are they? 

• What steps need to be taken to immediately manage and mitigate the risks posed 

by the complaint? 

• What risks could arise during the complaint process? 

• What additional supports does the child or young person, or other children at the 

organisation require during the complaints process? 

• What evidence needs to be stored, protected or kept confidential? 

• What authorities or agencies need to know about the issues raised, and be involved 

in the investigative/handling process? 

• Is further information needed from the complainant in order to properly assess and 

resolve the complaint? 

5. Plan involvement of the child or young person 

a. CRANES will develop a plan for the involvement of the complainant and their 

parents or carers. This will include keeping them informed of a timeline of the key 

stages and communicating the progress of the complaint process. 
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6. Resolve the complaint 

CRANES will: 

a. Endeavour to resolve the complaint promptly and to the satisfaction of the 

complainant. 

b. Keep the complainant and their parents or carers informed if there is a delay in the 

investigation process. 

7. Conduct an investigation 

CRANES will: 

a. Consider any statutory requirements and relevant external bodies when deciding on 

the investigative approach. 

b. Develop an investigation plan which consults necessary bodies, considers the 

child’s needs, safety and wellbeing and does not compromise a police or child 

protection investigation. 

c. Consult relevant external organisations/authorities if it is ill-equipped to deal with the 

complaint internally. 

d. Obtain and protect important evidence if relevant to the investigation. 

e. Analyse and assess the evidence gathered and make an assessment. 

8. Provide an outcome 

CRANES will: 

a. Consider privacy, confidentiality and procedural fairness when providing the 

outcome of the complaint to the complainant and other stakeholders. 

b. Explain the outcome of the complaint to the child in their preferred method of 

communication and provide them with any necessary supports. 

c. Ensure the complainant is aware of the avenues for reviewing and/or appealing if 

they aren’t satisfied with the outcome. 

9. Close the complaint and record the outcome 

CRANES will: 

a. Inform the complainant of the outcome of the investigation in a manner that they 

understand.  

b. Will ensure that when delivering the outcome, the child has support available to 

them and their wellbeing is prioritised. 

c. Record details including: 

i. Outcome 

ii. How the complaint was managed 

iii. Recommendations or outstanding actions 

d. Ask the complainant to give feedback on how they felt their complaint was handled. 

e. Provide ongoing support to the complainant if they require or want it. 
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Responding to trauma-affected children: 

All workers will be informed in identifying signs of trauma including: 

• Increased tension, irritability 

• Reduced eye contact 

• Inability to relax 

• Self-harming behaviours 

• Withdrawal and increased self-focus 

• Clingy/separation anxiety 

• Anxious, avoidant 

• Aggressive behaviour 

• Sexualized behaviour  

• Daydreaming or dissociation 

• Restless, impulsive, hyperactive 

• Physical symptoms 

• Sleep deprived 

• Loss of self-esteem and self-confidence 

• Mood and personality changes 

• Change in eating patterns 

• General fearfulness 

• Inattention, difficulty problem solving  

When responding to trauma during the complaint handling process, the Senior Manager will: 

• Reassure the child they did the right thing by raising the complaint. 

• Enquire as to how you can make them feel more comfortable. 

• Let the child know they can take a break when they like. 

• Be cognisant of triggers or stressors. 

• Offer referrals to receive medical treatment, psychological support and/or other therapeutic 

services. 

• Ensure the child has a trusted adult, independent support person and/or advocate. 

• Consider if it is necessary to inform the child about protective behaviours and age-

appropriate information about sexual health and safety. 

• Be mindful not to overwhelm the child by providing too much information too regularly. 

Information sharing  

CRANES understands that parents or carers of a child who is an alleged victim of abuse or 

mistreatment have a legitimate interest in being informed about the process of their child’s 

investigation.  

CRANES will disclose information to the parents or carers of the child, of the progress, findings 

and actions taken during the investigation process, except in cases where disclosure could: 

• Jeopardise the child’s safety. 

• Prejudice a criminal, child protection, reportable conduct or formal investigative process. 

• Prejudice a coronial inquest or inquiry. 

• Prejudice proceedings in the Children’s Court. 

• Breach any legal professional privilege. 

• Expose the identity of a confidential source. 
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CRANES will consult with police and child protection authorities before disclosing information on 

child abuse or mistreatment to the wider communities.   

CRANES will consult with the parent or carer before delivering information to a child. 

Reportable Conduct Schemes 

CRANES will adhere to the reportable conduct scheme when investigating allegations that a child 

was a victim of abuse or maltreatment. Refer to Reportable Conduct Policy and Reportable 

Conduct Procedure.  

CRANES will disclose information to the child who was allegedly the subject of the reportable 

conduct, any parent of the child and any authorised carer of the child if the child is in out of home 

care.  

CRANES will not give information about a reportable allegation to the parent or carer of a child or 

young person in out-of-home care except with the consent of the child protection authority. 

Confidentiality and Privacy 

CRANES will only permit the disclosure of information about a child or young person in accordance 

with the Australian Privacy Principles. CRANES will respect the right of children to lodge a 

complaint anonymously, and their personal information will not be divulged unless it is required to 

resolve or investigate the complaint or where statutory obligations apply. 

CRANES will take reasonable measures to protect personal information from loss, unauthorised 

access, use, disclosure or any other misuse during the complaint-handling process. 

CRANES, Senior Manager of the service area will seek to balance fairness and confidentiality 

requirements and where possible, safeguard the interests of all parties.  

POLICY LINKS 

Reportable Conduct Policy  

Reportable Conduct Procedure 

CRANES Employee Handbook  

Maintain Professional Boundaries Guidelines  

Privacy Policy 

Child Safe Policy 

Compliments and Complaints Policy  

Compliments and Complaints Procedure 

National Principles for Child Safe Organisations 

United Nations’ Convention on the Rights of Persons with Disabilities  United 

Nations Convention on the Rights of the Child  

National Framework for protecting Australia's Children 

Child Wellbeing and Child Protection – NSW Interagency Guidelines  

Office of the Children’s Guardian 

Commission for Children and Young People 

Child Protection Helpline  

Child Wellbeing and Child Protection – NSW Interagency Guidelines 

Child Wellbeing and Protection 

National Quality Standards  

NSW Ombudsman factsheet for Child Protection: Notifying and identifying reportable conduct  

NSW Ombudsman factsheet for Making a finding for Reportable Conduct  

 

https://www.oaic.gov.au/privacy/australian-privacy-principles/australian-privacy-principles-quick-reference/
http://www.un.org/disabilities/convention/conventionfull.shtml
http://www.un.org/disabilities/convention/conventionfull.shtml
http://www.unicef.org.uk/Documents/Publication-pdfs/UNCRC_PRESS200910web.pdf
http://www.unicef.org.uk/Documents/Publication-pdfs/UNCRC_PRESS200910web.pdf
http://www.unicef.org.uk/Documents/Publication-pdfs/UNCRC_PRESS200910web.pdf
http://www.dss.gov.au/our-responsibilities/families-and-children/publications-articles/protecting-children-is-everyones-business
http://www.community.nsw.gov.au/kts/guidelines/info_exchange/introduction.htm
http://www.kids.nsw.gov.au/
http://www.kids.nsw.gov.au/
http://www.community.nsw.gov.au/docs_menu/preventing_child_abuse_and_neglect/reporting_suspected_abuse_or_neglect.html
http://www.community.nsw.gov.au/kts/guidelines/info_exchange/introduction.htm
http://dadhc-intranet.nsw.gov.au/client_services/community_access/keep_them_safe_a_shared_approach_to_child_wellbeing
http://www.ombo.nsw.gov.au/news-and-publications/publications/guidelines/child-protection
http://www.ombo.nsw.gov.au/news-and-publications/publications/guidelines/child-protection
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LEGISLATIVE CONTEXT 
Children and Young Persons (Care and Protection) Act 1998  
Child Protection (Working with Children) Act 2012 

Child Protection (Working with Children) Regulation 2012 

Child Protection (Offenders Registration) Act 2000 

Child Protection (Offenders Prohibition Orders) Act 2004 

Education and Care Services National Regulations 2011 

Crimes Act 1900 

Education Act 1990 

Health Services Act 1997 

Ombudsman Act 1974 

Children and Young Persons (Care and Protection) Regulation 2012 

Child Protection (Prohibited Employment) Act (1998) 

Commission for Children and Young People Act (1998) 

DEFINITIONS  

Term Definition  

Complaint 
Is an expression of dissatisfaction made to or about an organisation regarding its 
staff, services or products that warrants response or resolution. 

Reportable 
conduct 

Definitions of reportable conduct vary depending on relevant state/territory 
legislation. It includes sexual offences or sexual misconduct, assault, ill-treatment or 
neglect of a child or young person or any behaviour that causes psychological or 
emotional harm to a child or young person or any offences relating to failure to 
report, or failure to reduce or remove a risk of, child abuse. 

Authorised 
carer 

Is an individual who have been authorised by their relevant state designated agency 
to provide statutory or supported Out of Home Care in NSW. 
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http://www.legislation.nsw.gov.au/fullhtml/inforce/act+157+1998+FIRST+0+N?
http://www.legislation.nsw.gov.au/fullhtml/inforce/act+157+1998+FIRST+0+N?
http://www.legislation.nsw.gov.au/maintop/view/inforce/act+51+2012+cd+0+N
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http://www.legislation.nsw.gov.au/maintop/view/inforce/act+46+2004+cd+0+N
http://www.legislation.nsw.gov.au/maintop/view/inforce/act+46+2004+cd+0+N
http://www.legislation.nsw.gov.au/#/view/act/1900/40
http://www.legislation.nsw.gov.au/#/view/act/1990/8
http://www.legislation.nsw.gov.au/#/view/act/1997/154
http://www.legislation.nsw.gov.au/#/view/act/1974/68
http://www.legislation.nsw.gov.au/#/view/regulation/2012/425

