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Hawthorndene Primary School OSHC  
Complaints and Grievances Policy 

NQS 
QA6 6.1 Supportive relationships with families 

Respectful relationships with families are developed and maintained and families are supported in their 
parenting role.  

6.1.2 Parent views are respected 
The expertise, culture, values and beliefs of families are respected and families share in decision-
making about their child’s learning and wellbeing.  
 

6.2 Collaborative partnerships 
Collaborative partnerships enhance children’s inclusion, learning and wellbeing.  

QA7 7.1.2 Management systems 
Systems are in place to manage risk and enable the effective management and operation of a quality 
service  

7.2.1 Continuous Improvement 
There is an effective self-assessment and quality improvement process in place.  

National Regulations 

 
Hawthorndene Primary School OSHC we aim to create and uphold a nurturing environment for our children, 
families, educators, volunteers, and wider community. We strive to maintain a sense of belonging for all our 
children and encourage them to reach their full potential. We recognize that issues can arise within the OSHC 
community that may cause people to feel aggrieved.  
 
This policy aims to resolve grievances by consultation, cooperation and discussion. It is desirable for matters to be 
resolved promptly at a local level. Parents have the right be heard within a harmonious, warm, caring and positive 
environment; and to have open communication with staff and the management committee.  
 
Hawthorndene OSHC fosters positive relations between all parents and staff. Every parent has the right to a positive 
and empathetic response to his or her concerns. Solutions are sought to resolve all disputes, issues or concerns that 
impact or affect the day to day wellbeing of the Service. This will be done in a fair, prompt and positive manner. 

Sec 172 Offence to fail to display prescribed information 

Sc 174 (2) 
(b) 

Offence to fail to notify certain information to Regulatory Authority  

12 Meaning of serious incident 

84 Awareness of child protection law 

149 Volunteers and students 

168 (2) (o) Education and care service must have policies and procedures for dealing with complaints  

170 Policies and procedures must be followed 

171 Policies and procedures to be kept available  

172 Notification of change to policies or procedures 

173 Prescribed information to be displayed- Education and care service 

173 (2) (b) 
Requires an approved provider to make the name and telephone number of the person to who complaints 
may be addressed clearly visible at the service  

176 Time to notify certain information to Regulatory Authority  

183 Storage of records and other documents  
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Principles of our policy 
- Everyone should be treated with respect 
- Everyone has the right to be heard fairly 
- Everyone has the right to an unbiased decision made by an objective decision maker 
- Everyone has the right to have the decision based on relevant evidence  
- Everyone has the right to Confidentiality 
- Meetings to discuss grievances will be suspended if any person(s) behave in an insulting or offensive 

manner 
 

Definitions  
Complaint 
The issue raised is of a minor nature, easily resolvable within 24 hours, and does not require an in-depth 
investigation. Complaints typically involve dissatisfaction, such as poor service, and may be expressed either 
verbally or in writing, directly related to the service provided. 
 
Complaints and Grievance register 
The grievance record documents complaints and grievances received at the OSHC Service, along with their 
outcomes. This register includes sensitive documents that must be securely stored and accessible only to educators 
and the Regulatory Authority. It provides valuable information to the Approved Provider and Nominated Supervisor 
to ensure the needs of children and families are being met. 
 
Grievance 
A grievance is a formal complaint that cannot be addressed immediately and involves more serious issues, such as a 
service breach of policy or failure to meet the care expectations of a family. 
 
Mediator 
A person who attempts to assist and support people involved in a conflict to come to an agreement.  

 
Notifiable complaint 
A complaint that claims a violation of the Education and Care Services National Law and Regulations, the National 
Quality Standard, or suggests that a child's health, safety, or wellbeing at the Service may have been compromised. 
Any such complaint must be reported by the approved provider or nominated supervisor to the Department of 
Early Childhood Education and Care within 24 hours of the complaint being received – (Section 174[2][b], 
Regulation 176[2][b]). 

 

Implementation  
Grievances and complaints can transpire in any workplace. Addressing them appropriately and effectively 
is imperative for sustaining a safe, healthy, harmonious and productive service environment 

 
Feedback: 
We prioritize open, honest, and confidential communication. Families are provided with the service's email address 
and phone details during orientation, and these contact details are prominently displayed on our family information 
board. We encourage families to engage with educators during pick-up and drop-off times, and they are also 
welcome to email or call throughout the day. Feedback—whether positive or constructive—is highly encouraged 
and will be considered by educators in ongoing planning and quality improvement efforts. To share further 
feedback to Educational Standards board please contact  esb.feedback@sa.gov.au. 

 
Complaints: 
As outlined in our information booklet, any grievances should initially be directed to the Director of OSHC or 
Vacation Care to ensure a timely and mutually agreeable resolution for all parties. Discussions should be kept 
private, confidential, and respectful. All grievance-related meetings should take place away from students and other 

mailto:esb.feedback@sa.gov.au
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educators. It is important that parents with a complaint schedule a meeting with the Director and communicate the 
nature of the issue in advance. Parents should not approach the OSHC building regarding a major grievance without 
a prior appointment. Please allow an agreed-upon timeframe for the issue to be addressed. 

If the matter remains unresolved after meeting with the Director, an appointment with the school Principal can be 
arranged via phone or email. Alternatively, parents may choose to speak with the Chairperson of the OSHC 
Management Committee, who will then communicate any concerns or issues to the Director.  

The basic procedure for resolving a grievance will be as follows;  
- Clarify the issue to be resolved with the appropriate educators/parties   
- Document any/all information including dates, names, etc.  
- Seek solutions from all parties and negotiate action/s to be undertaken 
- Reach an agreement and take action  
- Review the issue/grievance once it has been resolved  
- Monitor ongoing behaviour and provide support where required  

 
If you still have a grievance you could provide written correspondence to the Governing Council, who will respond 
in writing. In the event that the issue is still not resolved through these lines, you have the opportunity to contact 
the Education Standards Board of South Australia (http://www.esb.sa.gov.au/schools#)  
 
The regulatory authority (ESB) will be informed within 24 hours if a complaint alleges the safety, health or wellbeing 
of a child is threatened/being compromised.  
 
* Legislative information regarding complaints relating to schools may be found in the  Education and Early Childhoods Services 
(Registration and Standards) Act 2011 Sections 30 and 60. 

 

Complaint Responsibilities 
The approved provider/Nominated Supervisor will: 

- ensure the name and telephone number of the person to whom complaints can be made is clearly visible 

at the service 

- Ensure that obligations under the Education and Care services National Law and Regulation are met  

- ensure information about our Dealing with Complaints and Grievances Policy and all appropriate forms are 

easily accessible to all families, children, staff, educators, visitors and volunteers 

- treat all grievances and complaints seriously and as a priority  

- ensure grievances and complaints remain confidential  

- ensure grievances and complaints reflect procedural fairness and natural justice  

- ensure people feel safe or comfortable when making a complaint, including children  

- ensure educators, staff, volunteers and students are well informed about the different ways children may 

express concerns, distress and disclose harm as well as the process for responding to disclosures from 

children- including a complaint that alleges a child is exhibiting sexual behaviours that may be harmful to the 

child or another child. (ACECQA 2023)  

- ensure our complaint handling processes are child-focused providing support and guidance for children to 

know who to talk to if they are feeling unsafe  

- conduct a review of policies and procedures, where required, following a complaint or grievance as part of 

our continuous improvement practices  

- provide an induction program for new educators that includes an overview of policies and procedures, 

including this Dealing with Complaints Policy and procedure  

- ensure the approved provider is notified of all complaints and grievances  

- acknowledge the complaint or grievance in writing within 2 working days of receipt  

- discuss the issue with the complainant within 24 hours of receiving the verbal or written complaint  

- investigate and document the grievance or complaint fairly and impartially  

http://www.esb.sa.gov.au/schools
http://www.legislation.sa.gov.au/LZ/C/A/EDUCATION%20AND%20EARLY%20CHILDHOOD%20SERVICES%20(REGISTRATION%20AND%20STANDARDS)%20ACT%202011/CURRENT/2011.46.UN.PDF
http://www.legislation.sa.gov.au/LZ/C/A/EDUCATION%20AND%20EARLY%20CHILDHOOD%20SERVICES%20(REGISTRATION%20AND%20STANDARDS)%20ACT%202011/CURRENT/2011.46.UN.PDF
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- provide details of an outcome following an investigation if required. 

The investigation will consist of:  

- reviewing the circumstances and facts of the complaint (or breach) and inviting all affected parties to 

provide information where appropriate and pertinent.  

- discussing the nature of the complaint (or breach) and giving the accused educator, staff member, 

volunteer or visitor an opportunity to respond.  

- permitting the accused person to have a support person present during the consultation (for 

example: Union Representative or family member; however, this does not include a lawyer acting in a 

professional capacity).  

- providing the employee with a clear written statement outlining the outcome of the investigation. 

- advise the complainant and all affected parties of the outcome within 7 working days of receiving the verbal or 

written complaint.  

- management will provide a written response outlining the outcome and provide a copy to all parties 

involved  

- if a written agreement about the resolution of the complaint is prepared, all parties will ensure the 

outcomes accurately reflect the resolution  

- all written responses will need to cater for complainant to be able to understand such as spoken 

language and special needs regarding reading  

- should management decide not to proceed with the investigation after initial enquiries, a written notification 

outlining the reasoning will be provided to the complainant  

- keep appropriate records of the investigation and outcome and store these records in a safe secure location  

- monitor ongoing behaviour and provide support as required  

- ensure the parties are protected from victimisation and bullying  

- track complaints to identify recurring issues within the Service  

- notify the Regulatory Authority within 24 hours if a complaint alleges the safety, health or wellbeing of a child 

is being compromised. Notification must include any incident where there is a reasonable belief that physical 

and/or sexual abuse of a child has occurred or is occurring at the service or any allegation that sexual or 

physical abuse of a child has occurred or is occurring at the service. 

Responsible persons in charge will:  

- report all complaints received to the nominated supervisors, and/or approved provider within required 

timeframes  

- listen to the complainants view of what has happened  

- clarify and confirm the grievance or complaint, documenting all the facts prior to the investigation  

- encourage and support the complainant to seek a balanced understanding of the issue 

- encourage and assist the complainant to determine a preferred way of solving the issue  

- maintain confidentiality at all times  

- refer complainant (as necessary) to Service policies that may assist in resolving the grievance or complaint  

- be informed about the different way’s children can express concerns or distress and disclose harm  

- be aware of child protection law and their individual responsibilities as mandatory reporters/notifiers  

- ensure children know who to talk to if they are feeling unsafe and know the process that will happen to 

support them 
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Continuous Improvement/Evaluation 

Complaints offer valuable opportunities for learning and growth within our OSHC Service. We actively encourage 
continuous feedback from educators, children, families, and the community. Our service is dedicated to addressing 
complaints promptly through thorough investigation, open communication, and transparent procedures. The 
Dealing with Complaints and Grievances Policy will be reviewed and updated regularly in consultation with families, 
children, educators, and management. 

Related Policies 

- Child Protection 

- Code of conduct 

- Injury, Incident, Illness and Trauma  

- Staffing arrangements 

- Educator and Management 

- Relationships with children 

Sources 
- Australian Children’s Education & Care Quality Authority. (2014).  
- Australia Children’s Education & Care Quality Authority. (2023). Guide to the National Quality framework  
- ACECQA-Using Complaints to support continuous improvement. (2023).  
- Australian Government Department of Education. Child Care Provider Handbook (2022)  
- https://www.education.gov.au/early-childhood/resources/child-care-provider-handbook  
- Australian Human Rights Commission: https://www.humanrights.gov.au  
- Education and Care Services National Law Act 2010. (Amended 2023).  
- Education and Care Services National Regulations. (Amended 2023). 
-  Fair Work Australia: https://www.fairwork.gov.au/  
- Queensland Government- Guide for effective complaints management 

https://earlychildhood.qld.gov.au/legislationAndGuidelines/Documents/effective-complaints-
managementguide.pdf  

- Revised National Quality Standard. (2018).  
Review  

Approved by Hawthorndene School Governing Council 12th May 2025 

The policy will be reviewed annually by: 

• Management 

• Employees 

• Families  

• HPS Governing Council  

Date for Next Review: March 2026 

 

Last reviewed By who Changes made 
March 2025 Lauren, Jess, OSHC 

committee and Governing 
Council 

- Full structure change 
- Reworded and added in more definitions 
- Added in sections of responsibility 
- Added in section regarding Improvement and Evaluation  
- Added definitions 
- Additional principles of policy added 

 

https://www.education.gov.au/early-childhood/resources/child-care-provider-handbook
https://www.humanrights.gov.au/
https://www.fairwork.gov.au/
https://earlychildhood.qld.gov.au/legislationAndGuidelines/Documents/effective-complaints-managementguide.pdf
https://earlychildhood.qld.gov.au/legislationAndGuidelines/Documents/effective-complaints-managementguide.pdf

