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Grievances and Complaints Management Policy 

& Procedure

Policy statement 
·  The service’s Grievances and Complaints Management Policy values: 

· Procedural fairness and natural justice
· A service culture free from discrimination and harassment 

· Transparent policies and procedures 

· Avenues for recourse and further investigation. 

· The Grievances and Complaints Management Policy ensures that all persons are presented with procedures that: 

· Value the opportunity to be heard fairly
· Promote conflict resolution

· Encourage the development of harmonious partnerships

· Ensure that conflicts and grievances are mediated fairly
· Are transparent and equitable

· Promote the right to an unbiased decision made by an objective decision maker

· Provide the right to have the decision based on relevant evidence. 

Rationale

Meruka Child Care Co-operative is committed to providing an effective complaints and grievance management system that confirms to educators, coordinators, staff members, families and the community that complaints and grievances are taken seriously and investigated promptly and thoroughly. We are committed to ensure that procedural fairness and natural justice underpin all actions relating to complaints and grievances. 

This policy is provided to deal with all complaints and grievances by all users of the centre except in relation to a disciplinary matter with regards to a staff member when the Internal Grievance Policy will be used.
Strategies and Practices

In relation to complaints and grievances at Meruka Child Care Co-operative we will:
· Ensure all persons are provided with a high level of equity and fairness in relation to the management of grievances and complaints

· Ensure that the working environment supports emotional and mental wellbeing for employees 

· Ensure that processes are in place to ensure that all grievances and complaints are addressed, investigated fairly and documented in a timely manner

· Ensure that the Regulatory Authority is notified of any relevant changes to the operation of the service, of serious incidents and any complaints, which allege a breach of legislation

· Ensure that families are made aware of the name and telephone number of the person at the centre to whom complaints may be addressed

· Ensure that the Regulatory Authority is kept informed of any complaints that have the capacity to impact on the centre’s approval or service approval. 

· Ensure that complaints lead to amendments to policies and procedures as required

· Ensure information is available for families on how complaints and grievances are made and how they are managed by the service.
Privacy and confidentiality 
· Meruka complies with the relevant privacy legislation in the collection and use of information held about an individual. Resolution of complaints and grievances will occur within the boundaries of this legislation.

Note: there may be a requirement to disclose information to a third party when directed by legislative regulations. For example, if the complaint involves a staff member, or if the nature of the complaint is about child protection issues, a government agency may need to be informed. In other circumstances, the complaint may be held in confidence with those individuals directly involved.
Conflict of interest 
· Conflicts of interest may arise during a grievance or complaints management procedure and the following steps will be taken to minimize the risk of this occurring.
· When a complaint is taken, there will be an attempt to resolve the complaint there and then, and if this is not possible or the complaint is of a more serious nature then it will be taken to the next committee meeting and minuted with the complainant’s identity kept confidential if they request to remain anonymous. The Committee will then advise of the action to be taken that may involve meeting with the complainant at a Committee meeting or separately by some members elected to do so. 

· If the complaint involves someone who would normally be mediating the grievance and complaints process, then they will be excluded from the decision making process if this is appropriate and agreed on by the Committee. If there is a complaint against the Committee of Management as a whole, then external mediators may be required to resolve this conflict. 

· Meruka believes that it is vital that the complainant feels confident in: 

· Being heard fairly
·  An unbiased decision making process.
Grievances and complaints management procedure 
Grievances and complaints will be managed by the following procedures:

Notification 
· A complaint can be lodged to any staff member, the Co-ordinator, parent liaison representative, staff representative and/or any Committee member. The complaint or grievance will be documented by the person taking the complaint or the Co-ordinator. The documentation is to be written using clear, precise, objective and transparent language and wording that minimizes confusion and misinterpretation. 

· If the complaint is related to a child protection issue then this will be dealt with as per the Child Protection Policy.

Lines of communication

· If the complaint is of a minor nature or misunderstanding it is reasonable to attempt to resolve the issue immediately. All other complaints will be notified to the co-ordinator, except those, which directly concern the co-ordinator, in which case they will be directly notified to the Chairperson of the Committee. A written explanation of the complaint from the complainant is encouraged but not essential. The documented complaint is then taken to the next Committee meeting. 

· The complainant is notified of the time and date of the meeting and offered to attend. The complainant’s identity may be kept confidential if this is requested. 

· It is felt that the Committee members as a group can resolve most issues that arise. For this reason they are the ones who are elected to know about the complaints. Committee members are instructed to not disclose information about the complaint to other stakeholders who are not directly involved. This supports an individual’s right to be heard fairly without bias and prevents other people involved with the service from forming an opinion before hearing all the facts. This should also result in a fair procedure in deciding the outcome of the complaint.

Timeframes

· The expected time frame for dealing with the complaint from notification to resolution should be within two Committee meetings. Ideally the complaint will be resolved at the first meeting to which the complaint is taken, but sometimes additional information may be required by the Committee to enable it to make a fair decision and this means the decision making process will be held over until the next meeting. This timeframe excludes the requirement for the issue to be resolved at a special meeting or by an external mediator, in which case the timeframe to resolution may be longer.
Investigation  
· Meruka will investigate grievances and complaints by treating each complaint with respect and appropriate confidentiality. Where appropriate, the relevant policy or procedure or child age appropriate development will be referred to. The complaint will be investigated by discussion with people involved in the complaint. A written explanation of the complaint by the complainant will be encouraged to be submitted. 

· A meeting with the involved parties may be used to gather information about the complaint. Observations and meetings will be appropriately documented as detailed previously and used in the decision making process. Meetings may be mediated by the Co-ordinator, the Chairperson, the Parent Liaison Representative, the Staff Representative or any other nominated Committee Member as seen to be appropriate by the Committee. If there is a conflict of interests identified between the Committee and the complainant, then an external mediator will be engaged. Staff members are entitled to a union representative at any stage of the mediation process. 

Resolution 
· The complaint will be considered to be resolved when the complainant signals they are happy with the outcome as deliberated on by the Committee or they do not wish to take the matter further. 

· There will be a period of two weeks after the complainant has been notified of the outcome of the deliberation by the Committee when they will have a right of reply. Once this time has elapsed and the complainant has not made any further requests for ongoing deliberation, then the matter will be considered formally resolved. 

· If the complainant signals that they are unhappy about the outcome of the Committee’s deliberation, then one of four options will be pursued. The Committee may chose to further discuss the complaint at their next meeting and re-issue the result of their further deliberations, the Department of Human Services may be contacted and asked to deliberate if the complaint involves the health, safety and wellbeing of a child or children, the Committee may chose to call a special meeting to be voted on by the shareholders if the complaint is in relation to the running of the centre/its policies or procedures or the Committee may chose to engage an external mediator.
Evaluation 
· Meruka will analyse the occurrence, frequency and nature of grievances and complaints.

· Meruka will endeavor to improve its service by responding to all complaints and grievances. 

· Meruka will endeavor to obtain consistent outcomes in its dealing with complaints. 

Applying strategies to different stakeholders 
Children 
When a child makes a complaint against: 

· Another child; see Behaviour Guidance Policy

· Staff; The complaint will be investigated with reference to Child Protection Policy

· A family member or other adult. The complaint will be investigated with reference to Child Protection Policy.
Families 
When a family member makes a complaint against: 

· A child; see Behaviour Guidance Policy and Meruka will consider, if relevant, providing education re developmental norms and develop an action plan to deal with distressing behaviours
· Staff; see procedures of this policy and Internal Grievance Policy

· Management Committee; see procedures of this policy.

Staff 
When a staff member makes a complaint against: 

· A child; see Behaviour Guidance Policy and possibly seek further professional development for the staff member

· A family member or other adult; see procedures of this policy, see also Diversity and Equity Policy      and OH&S Policy

· Other staff; see Internal Grievance Policy

· Management/Co-ordination unit staff; see procedures of this policy. 

Management Committee/staff 
When management makes a complaint against: 

· A family member or other adult; see procedures of this policy. If a family or family member is in repeated breach of the policies and procedure of Meruka a letter will be forward to the offending party informing them of such.  If the offending party continues to breach these policies and procedures grievance processes will be undertaken and this may ultimately result in the exclusion of the child/ren from Meruka Childcare services.  Breaches of a serious nature such as abusive and threatening behavior will not be tolerated.  Breaches of this nature will be presented to the committee, who are entitled to request the offender and their family leave the service.
· Staff; see Internal Grievance Policy

· An individual involved in the management of the service, such as a committee member; see procedures of this policy and if an individual is in repeated breach of the policies and procedures of Meruka or for breaches of a serious nature such as abusive and threatening behaviour, then the Committee is entitled to request that that individual leave the Committee or the service. 

· A member of the community; the Committee will respond as a single voice via letter.

Community 
When a community member makes a complaint against the service: see procedures of this policy.

Dealing with the media 
Meruka will communicate with the media (when a grievance or complaint has been communicated to a media organisation and possibly exposed to the general population) as a single voice via the Committee, with a member of the Committee elected as the spokesperson. Written communication will be preferred as there is less ability for the written word to be distorted.

Role models 
Staff, students and volunteers as role models 
· Children learn through example and role modeling is an important strategy to encourage children to manage conflict appropriately. 

· Staff, students and volunteers are encouraged to comply with the Grievances and Complaints Management Policy. 

· Meruka encourages staff to resolve grievances and complaints equitably and respectfully. Professional development and training opportunities for staff to improve their conflict resolution skills will be sought. 

· Staff can role model to one another. Monthly staff meetings are opportunities for staff to discuss issues that consistently arise that cause conflicts of opinion. 

· Staff can role models to families. Meruka advertises through the service local opportunities to develop ongoing parenting skills and knowledge training. Meruka provides information nights that may assist families in expanding their understanding of child development and current care giving best practices. There is also access to print and media information on important child rearing issues at the centre.  

· Students offer a wealth of knowledge of up to date practices being taught in the profession, and can also be a valuable resource for services. 

Policy review 
· The service will review the Grievances and Complaints Management Policy and procedures annually. 

· Families are encouraged to collaborate with the service to review the policy and procedures. 

· Staff are essential stakeholders in the policy review process and will be encouraged to be actively involved. 

Procedures 
The following are examples of procedures that Meruka uses as part of its daily practices in relation to this policy. 
· Documenting and reporting a grievance or complaint. 

· Employee induction procedure. 

· Evaluating and monitoring grievances or complaints outcomes. 

· Procedure for handling complaints against a child, family member, staff, student, Committee member, volunteer or visitor. 

· Procedure for reporting to a regulatory body or external agency. 

· Student and volunteer induction procedure.  

Measuring tools 
The service will document a registry of grievances and complaints detailing the occurrence, frequency, nature, mediation outcomes and final resolution of each situation. This will be reviewed annually by the co-ordinator and any means of reducing complaints and grievances implemented. In this way the service can measure the effectiveness of this policy.

Referenced National Quality Standards

· Quality Area 7 - Leadership & Service Management
· 7.5 
Grievances and complaints are managed effectively
Link to CCQA Principles 

· Quality Practices Guide (2004) – Principle 6.4  
· Quality Practices Guide (2003) – Principle 8.2    

· Quality Improvement and Accreditation System (QIAS) 
· Quality Practices Guide (2005) – Principle 7.1 
Sources and further reading 
· Age Discrimination Act 2004 (Cwlth) 

· Disability Discrimination Act 1992 (Cwlth) 

· Human Rights and Equal Opportunity Commission Act 1986 (Cwlth) 

· NSW Ombudsman.3 (2005). Natural justice/procedural fairness: Public sector agencies factsheet No 14. Retrieved 6 February, 2007, from http://www.ombo.nsw.gov.au/publication/PDF/factsheets/FS_PublicSector_14 

_Natural_Justice.pdf 

· Occupational Health and Safety Act
· Privacy Act 1988 (Cwlth) 

· Racial Discrimination Act 1975 (Cwlth) 

· Sex Discrimination Act 1984 (Cwlth) 

For complaints (policy/procedure) the below flow chart will be used.

 SHAPE  \* MERGEFORMAT 



All complaints will be recorded and filed at the centre.

COMPLAINT





Co-ordinator or any staff member





Parent liaison officer or any committee member





Discuss the complaint at a committee meeting details kept confidential





Setup a meeting with the parents to discuss the nature of complaint and the outcome





Another committee meeting occurs to discuss the matter further, parent present 





Problem resolved





If still unsatisfactory to have another meeting and take a vote with all the share holders
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