Dealing with Complaints Policy

Purpose

At Peak Sports & Learning, we are committed to fostering confidence and trust among all members
of our community — including children, families, educators, staff, schools and the wider community.
We recognise that feedback, including complaints, is essential for ongoing improvement and is
valued as an opportunity to enhance the quality of our service.

We are dedicated to addressing all concerns promptly, respectfully, and confidentially, aiming for
fair and satisfactory resolutions wherever possible. Our complaints management procedures outline
clear processes for receiving and addressing both informal and formal complaints, ensuring they are
handled with equity, transparency, and professionalism.

All stakeholders — including children, families, visitors, students, and community members — are
encouraged to voice concerns. We uphold the principles of:

e  Fair processes and impartial decision-making

e A code of ethics and conduct

e Aculture free from discrimination and harassment

e Transparent policies and procedures

e Opportunities for further investigation

e Alignment with our Service philosophy
In line with the Education and Care Services National Regulations (Regulations 168 and 170), we
maintain and follow policies and procedures for dealing with complaints, ensuring these procedures
are accessible, clearly understood, and embedded in daily practice.

Considerations and Legislative Requirements

Education and Care Services National Quality Other Service Other

National Regulations Standard/s policies/documentation

National Law Section 172,174 | QA 7 -Governance - Child Safe Child Safe
and Leadership Environment Policy | Standards

National Regulations 12, 84,
149, 168(2)(0), 170,171, 172,
173(2)(b), 173, 176, 183

- Governance Policy

Procedures

At Peak Sports and Learning, we are committed to seeking and receiving feedback and complaints
about our services, systems, practices, procedures, and complaint handling.

Families are an integral part of our service, and we welcome their input into all aspects of our
operations, including any concerns or complaints they may have.

We are committed to the National Principles for Child Safe Organisations and adopt a child safe
approach to any complaint involving a child or young person. As a child safe organisation, we respond
promptly and systematically to any concerns, disclosures, allegations, or suspicions while fostering an
environment where children feel confident that their safety and wellbeing are paramount.

All grievances or concerns raised in feedback or complaints will be addressed within a reasonable
timeframe and with a child-focused approach.
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1. Receiving and Acknowledging Complaints

All complaints should be directed to the Responsible Person as the first point of contact at the
service.

If it is not appropriate to raise the matter with the Responsible Person (e.g., the complaint
involves them, the complainant is uncomfortable, or the matter relates to management), the
complaint may be made to the Nominated Supervisor or Approved Provider.

Complaints can also be lodged through Head Office by emailing
admin@peaksportslearning.com.au, where they will be referred to the appropriate person.
Contact details for the Responsible Person, Nominated Supervisor, Approved Provider, and
the Regulatory Authority will be displayed at the service, in the parent handbook, and
available on request.

Complaints will be acknowledged within 2 working days of receipt, with an initial discussion
with the complainant taking place within 24 hours wherever possible.

2. Handling and Documenting Complaints

Where a complaint is received by Head Office, it should preferably be submitted in writing to
admin@peaksportslearning.com.au. This allows the matter to be carefully assessed and allocated to
the most appropriate member of management for follow-up.

Where a complaint is made in person to the Responsible Person (on-site at the service), this will
generally involve a face-to-face discussion with the complainant.

In these cases, the Responsible Person will:

Conduct all discussions privately, away from children, other staff, and families.
Have another staff member present during any meeting with the complainant.
Make detailed written notes of the discussion immediately after the meeting.

All complaints—whether received by Head Office or by the Responsible Person will be reported to
the Nominated Supervisor for review and appropriate action.

Complainants will be kept informed throughout the process and given clear, realistic information
about the expected timeframes for resolution.

3. Investigation Process
If a complaint cannot be resolved immediately, the Nominated Supervisor (or Approved Provider)

will:

Gather Evidence

Collect relevant written or verbal evidence, ensuring all material is kept confidential and
stored securely.

Involve only those essential to establishing the facts.

Advise all third parties that the matter must remain confidential.

Interview Parties

If the complaint involves another person, interview each party separately and impartially.
Provide each person with a fair opportunity to respond fully to any allegations.

Allow a support person to be present. A support person may take notes, clarify points, and
provide emotional support, but cannot speak on behalf of the parties or advocate for the
organisation.
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Make a Decision
e If the grievance is substantiated:
o Inform both parties of the decision and the reasons for it.
o Take immediate and appropriate steps to prevent recurrence.
e |If the grievance is not substantiated:
o Inform both parties of the decision and the reasons for it.
e If the complainant is dissatisfied with the outcome:
o First, escalate the matter to the Approved Provider for review.
o If the complainant remains dissatisfied after the Approved Provider’s review,
provide them with information on how to seek advice or lodge a further complaint
with the Regulatory Authority or another relevant external body.

Communicate Outcomes and Timeframes
e Aim to complete all complaints and investigations within 7 working days where possible.
e  Where appropriate, provide written outcomes to all relevant parties, ensuring the
information is:
o Accessible to the complainant.
o Age-appropriate and developmentally suitable when responding to children.

4. Child Safety and Mandatory Reporting

Peak Sports and Learning is committed to ensuring the safety, health, and wellbeing of every child. All
complaints or incidents that may place a child at risk will be managed in accordance with our Child
Protection Policy, the Child Safe Standards, and relevant legislative requirements.

Notification to the Regulatory Authority (within 24 hours)
The Nominated Supervisor or Approved Provider must notify the Regulatory Authority within 24 hours
of becoming aware of:

e Anyincident where there is a reasonable belief that physical abuse or sexual abuse of a child
has occurred, or is occurring, while the child is being educated and cared for by the service
(Regulation 175(2)(d)).

e Any allegation that physical abuse or sexual abuse of a child has occurred, or is occurring,
while the child is being educated and cared for by the service (Regulation 175(2)(e)).

e Any complaint alleging that a serious incident has occurred, or alleging that the National Law
has been contravened (Section 174(2)(b) of the National Law).

Reportable Conduct — Office of the Children’s Guardian (within 7 days)
Where the complaint involves allegations or convictions against a staff member, volunteer, student,
or visitor, the matter must also be reported to the Office of the Children’s Guardian (OCG) within 7
days in line with Reportable Conduct Scheme requirements.
e This includes any behaviour that may constitute sexual offences, sexual misconduct, physical
assault, ill-treatment, neglect, or behaviour causing significant emotional or psychological
harm to a child.

Investigations and Confidentiality
e All allegations will be managed promptly, impartially, and with strict confidentiality.
e The accused person will be given an opportunity to respond and may have a support person
present during discussions.
e All relevant parties will be kept informed of the process and outcomes, with communication
tailored to be age-appropriate and accessible.
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4A. Complaints Involving Allegations of a Child Exhibiting Harmful Sexual Behaviours

Peak Sports & Learning recognises that not all sexual behaviours between children are harmful, and
that educators play an important role in making informed, professional judgements. When a
complaint alleges that a child is exhibiting sexual behaviours that may be harmful to themselves or
another child, the following procedures apply:

Immediate Response

Any complaint or concern of this nature must be reported promptly to the Responsible Person,
Nominated Supervisor/Service Support Manager or Approved Provider.

Educators and staff will remain calm and attentive, listen carefully, acknowledge the concern,
and reassure the complainant that it will be taken seriously.

If there is immediate risk to any child’s safety, police and/or emergency services will be
contacted.

Educators will follow the Child Protection: Communication & Information Gathering guidance
displayed at each service — using child-centred, age-appropriate techniques such as allowing
children to speak in their own words, maintaining calm and open body language, and
recording disclosures in line with this guidance.

Assessment and Management

The service will refer to the Child Protection Guidance Documents on display, including:

Child Protection: Know Your Responsibilities — outlining the Understand - Raise Concerns -
Follow Up - Document - Monitor steps for all mandatory reporters;

Child Protection: Indicators — providing current definitions and examples of abuse, neglect,
and sexual behaviours requiring assessment; and

Child Protection: Communication and Information Gathering — detailing best-practice
approaches for responding to and recording disclosures.

Documentation and Confidentiality

Educators will complete the appropriate documentation, such as Incident Report Forms or
Injury, lliness or Trauma Forms, depending on the nature of the concern, and record all
mandatory reporting actions in the Child Protection Diary.

All complaints and actions taken will be documented in accordance with the Service’s
Confidentiality Policy.

Records will include details of the complaint, actions taken, notifications and outcomes.

All information will be managed confidentially and shared only with individuals directly
involved in responding to or resolving the matter.

Reporting and Notification

The Approved Provider will ensure notification to the Regulatory Authority via NQA ITS within
24 hours where a serious incident is alleged or the Law may have been contravened
(s174(2)(b)).

Educators and staff will follow mandatory reporting obligations under the Child Protection
Policy and contact DCJ (NSW Child Protection Hotline) where there is reasonable suspicion of
risk of significant harm.

Where required, matters may also be referred to the Office of the Children’s Guardian under
the Reportable Conduct Scheme.

Professional Learning

Educators and staff will receive ongoing training in child-focused complaint handling,
developmentally appropriate sexual behaviour, and responding to harmful sexual behaviours.
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5. Complainant Responsibilities
Complainants are expected to:

Attempt to resolve issues with the relevant Responsible Person at the service where
appropriate.

Maintain confidentiality during the process.

Provide complaints in writing to the Approved Provider or Nominated Supervisor if the matter
is not resolved.

Engage respectfully in discussions.

Use a child-friendly complaints process where children are involved.

Access external agencies such as the Regulator Authority if they feel the matter has not been
resolved by the service.

6. Organisational Oversight and Continuous Improvement

e All complaints will be addressed in management meetings to identify systemic issues.
e Trends and recurring issues will be included in the Quality Improvement Plan (QIP) and
addressed at an organisational level.
e Policies and procedures will be reviewed after significant complaints to ensure continuous
improvement.
¢ We will take all reasonable steps to ensure no person is victimised or disadvantaged because
of lodging a complaint.
Complaint received by Responsible Person
(at service, face-to-face)
or Head Office (via email admin@ ksportslearning.com.au)
for allocation to appropriate management
Acknowledge complaint within 2 working days
and (where possible) discuss with complainant within 24 hours
Report to relevant agency (e.g., OCG, Regulatory Authority)
if required by law or policy
Investigate complaint — gather evidence,
interview relevant parties, ensure confidentiality
Is complaint substantiated?
If substantiated — inform both parties, If not substantiated — inform both parties
implement corrective action to prevent recurrence of decision and reasoning
Advise complainant of external review options
(e.g., Regulatory Authority) if dissatisfied
Record and store complaint and resolution securely
Review policies/procedures if needed and address in
Quality Improvement Plan
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Roles and Responsibilities
Approved Provider / Nominated Supervisor

Ensure compliance with the Education and Care Services National Law and Regulations.
Ensure educators, staff, students, visitors, and volunteers understand and follow this policy
and know where to access it.

Provide an induction program for all new staff and educators that includes the Dealing with
Complaints Policy and Procedure.

Display the name and contact number of the person to whom complaints can be made, and
the Regulatory Authority’s contact details, at the service.

Ensure complaint handling processes are child-focused, culturally safe, and accessible.
Ensure educators, staff, volunteers, and students are well informed about the different ways
children may express concerns, distress, and disclose harm — including a complaint that
alleges a child is exhibiting sexual behaviours that may be harmful to the child or another child
(ACECQA, 2024).

Notify the Regulatory Authority within 24 hours of any complaint alleging risk to the safety,
health, or wellbeing of a child, including suspected or alleged abuse.

Notify the Regulatory Authority within 24 hours of any complaint alleging a serious incident
has occurred or is occurring at the service (made by any person, including an educator).
Notify the Regulatory Authority within 24 hours of any complaint alleging a breach of the
National Law or National Regulations (made by any person, including an educator).
Acknowledge complaints within 2 working days, and where possible, speak with the
complainant within 24 hours.

Investigate complaints fairly and impartially and provide clear written outcomes in accessible
formats where appropriate.

Keep secure records of investigations and outcomes, stored in line with privacy requirements.
Track complaints to identify recurring issues and address them in management meetings and
the relevant service Quality Improvement Plan.

Review policies and procedures after significant complaints and/or to support continuous
improvement.

Responsible Person

Act as the first point of contact for concerns raised in person at the service.

Address concerns promptly and respectfully, de-escalating issues where possible.

Maintain open communication with families to address any shortfalls in expectations or
quality of care.

Escalate unresolved or serious complaints to the Nominated Supervisor or Approved Provider.

Educators & Staff

Refer or report all complaints to the Responsible Person, Nominated Supervisor, or Approved
Provider immediately.

Maintain confidentiality and professionalism.

Refer complainants to relevant service policies that may assist in resolution.

Understand child protection and mandatory reporting obligations.

Complainants

Raise concerns respectfully with the Responsible Person or Head Office (unless immediate
reporting is required).

Submit complaints in writing where possible to admin@peaksportslearning.com.au.
Maintain confidentiality.

Support children in expressing concerns.

Refer unresolved matters to the Nominated Supervisor or Approved Provider.
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Version Control Table

Version
Control

Date Released

Next Review

Approved by

Amendment

1

January 2014

November 2019

Directors

Amendments to procedures as
needed annually.

November 2019

November 2020

Directors

Version Control table introduced.
Rewritten and edited to reflect
updated Quality Standards.

March 2020

December 2022

Directors

Reviewed with no amendments.
Moved to new document review
timeline.

December 2022

December 2024

Directors

Child Safe Standards Incorporated

October 2023

December 2024

Directors

Policy title changes to Dealing with
complaints.

March 2024

December 2025

Directors

Changes in line with added
information to ensure our complaint
handling system is child focused and
addresses complaints that alleges a
child is exhibiting sexual behaviours.

August 2025

August 2026

Directors

Changes in line with Regulation
change to Notification to the
Regulatory Authority (within 24 hours)

December 2025

August 2026

Directors

4A Added to clarify procedures related
to Regulation 168(2)(o)(ii) —
management of complaints alleging a
child is exhibiting harmful sexual
behaviours.
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