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Standard 7: Processes for complaints and concerns are child-
focused

What will the Commission look for when assessing this Standard?

Organisations will generally comply if they produce these documents and undertake these actions in
a way that supports the organisation to achieve this Standard.

Documents
e The complaint handling policy is easy to understand, culturally safe, accessible and child-
focused. The complaint handling policy:

— includes information on how adults and children can make a complaint and how the
organisation will respond to and investigate complaints in a prompt and thorough way
(7.1,7.2,7.3)

— creates a complaints process that is accessible to the full diversity of children, staff,
volunteers, families and communities (7.1)

— covers alleged abuse and harm of children by adults and by other children (7.1, 7.4)
— covers breaches of the organisation’s Code of Conduct (7.1)

— sets out what support and assistance will be provided for those making a complaint
(7.1)

— outlines how risks to children will be managed when a complaint is raised and an
investigation is underway (links to Standard 9)

— covers record keeping obligations (7.2 and links to 2.6)

— supports privacy and employment law obligations to be met. (7.5)

e Documents, in print or online, describe the complaints process for staff, volunteers, children,
families and communities. (7.1, 7.2)

e Policies and procedures include information about when complaints should be reported to
authorities, including Victoria Police, Child Protection and the Commission for Children and
Young People. (7.5)

e Disciplinary policies support the organisation to take action when a complaint is raised. (7.1)

Actions

e The organisation makes information about how to make a complaint available and
accessible to everyone involved with the organisation. (7.2, 7.4)

e The organisation provides staff and volunteers with support and information on what and
how to report, including to authorities outside the organisation. (7.1, 7.3, 7.4)
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e Complaints are taken seriously, meaning the organisation consistently:

identifies and manages any risks to children

responds to complaints promptly and thoroughly

prioritises the safety of children and also meets privacy and employment law
obligations

supports everyone involved in the complaints process

reports complaints of alleged abuse or harm of children and concerns about child safety
to the authorities and cooperates with law enforcement. (7.1, 7.3, 7.4, 7.5 and links to
Standard 9)

e Records are kept of complaints made to the organisation, including concerns raised about
the safety of children and disclosures about alleged abuse or harm of children, and actions
taken to respond. (7.3 and links to 2.6)

e Children, families and communities are consulted when designing and reviewing complaint
handling policies and procedures. (7.2 and links to 4.3)

e The organisation reviews complaint handling policies and procedures at regular intervals.
(7.1 and links to 10.1)

This document was developed utilising and adapting content from: Commission for Children and Young People. Short guide to the
Child Safe Standards. Version 1.0, April 2022.
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