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ES04B: An Overview of Complaint Handling Process 
for Children and Young People
Applicable to Community Language Schools SA and all member schools

1. Receiving the complaint
Complaints may be received in various ways, including in person, by phone or by email. 
Community language schools will provide multiple avenues for children and young people to make complaints. Unless the complaint is resolved at first point of contact, details of the complaint should be recorded along with other relevant information.

2. Record the complaint and relevant information
Key complaint details should be recorded: such as details about the complainant, any additional communication or support required; details about the subject of the complaint, the complaint issues, how the complaint was resolved/investigated; risks managed and the complaint outcome. 
Please refer ES4A: Complaints Record Form

3. Acknowledge the complaint
· Complaints should be acknowledged at the time of receipt or as soon as possible afterwards. 
(Children and young people are often wary about making a complaint, and  want to be assured they are being listened to straight away)
· Acknowledge the complaint by using the preferred communication method nominated.
· Identify a contact point for the child or young person and their parent/guardian or carer.
· Provide the child or young person with information about the complaint-handling  process, the likely next steps and expected timeframe.

4. Assess the complaint and address immediate risks
The initial assessment of a complaint should involve the following questions being asked:
· Does the complaint raise any immediate risks to the safety or wellbeing of a child or young person or other person?
· What other issues does the complaint raise?
· What steps need to be taken to address and manage risks throughout the complaints  process?
· Does the child or young person affected by the complaint (or other children involved or  impacted) require any additional supports during the complaints process?
· What evidence needs to be immediately secured/protected/kept confidential?
· How serious, complicated or otherwise urgent are the issues raised in the complaint (from both the perspective of the complainant, involved child or young person and the language school?
· Are the issue/s raised within your language school’s control?
· Are the outcomes sought by the complainant viable?
· If more than one issue is raised, will they need to be separately addressed?
· Besides CLSSA, what other authorities or agencies (e.g., police, health services) need to know about      the issues raised by the complaint or be involved in the response?
· What type of information should the complainant be provided following your assessment?

If the complaint is not about something that can be responded by the community language school, please ensure that the complainant is told this and (wherever possible). The principal and/or the school administrator should then discuss the matter with the Executive Officer of CLSSA for alternative assistance

5. Planning the involvement of the child or young person
Once the issues raised by the complaint have been assessed, community language schools should:
· develop a plan for involving the affected child or young person and their parent or carer at key stages of the complaint, including when and how information will be communicated to them throughout the process and how they will be supported.
· record the rationale for all decisions in this area. 
· establish rapport with the child or young person early on by those involved in the complaints process. - also consider how the child’s parents/guardians or carer will be involved in the process.

6. Resolving complaints
After assessing the complaint, plan the actions required to manage and resolve it. Wherever possible, community language school should try to resolve complaints promptly with a complainant. It is critical that you keep the complainant adequately informed about what is happening with their complaint and clarify timeframes where there are delays.

To resolve the complaint:
· work with the person making the complaint to see how the issues can be appropriately addressed
· make inquiries with the person or other school personnel regarding subject of the complaint if necessary, and/or
· conduct an investigation into the issues raised in the complaint, in cooperation with police/child protection authorities where relevant.

The nature and scope of any action taken will depend on a number of factors including:
· the circumstances of each case
· any statutory requirements
· the issue(s) complained about
· the parties involved
· the likely outcome.

7. Conducting an investigation
The following steps are generally undertaken as part of an investigation:
· Action the relevant issues identified through the assessment process, starting with any immediate safety risks posed to a child, young person or class of children, and undertaking any risk management associated with the subject of complaint.
· Select the appropriate investigative approach by looking at any statutory requirements, consulting relevant external bodies (e.g., CLSSA, police and child protection agencies) and considering the nature of the issue or allegations raised and the likely outcome of the investigation.
· Develop an investigation plan, ensuring that, where appropriate, relevant authorities are consulted and involved in its design and implementation to ensure an organisation’s actions do not compromise a police or child protection investigation
· Obtain and protect evidence, including identifying relevant witnesses and putting the allegations to the subject of complaint at the appropriate point in time— affording them fairness.
· Analyse, assess and weight all of the evidence gathered.
· Make findings about the allegations and explain them to the subject of complaint and the complainant.




8. Provide regular updates throughout the complaints process
Let the complainant and, depending on the complainant’s needs, also their family, guardian and/or support person know what is happening with their complaint, when they can expect to hear from you and who to contact for more information or if they have questions about the process.

The frequency of updates and the nature and quantity of information provided to the complainant should be determined in accordance with their specific needs and wishes, and privacy and confidentiality obligations. 

9. Provide the final outcome
Report final findings to the complainant, the subject of complaint and other stakeholders, considering privacy, confidentiality and procedural fairness obligations.

Explain to the complainant and the subject of complaint—using the most appropriate communication channel and putting in place any necessary supports—the key steps taken to investigate the complaint, the outcome (including the reasons for your decision), and available avenues for review and/or appeal if they are dissatisfied with the outcome and/or the complaints process. 

10. Close the complaint and record the outcome
Close the complaint and keep comprehensive records about:
⯈ how the complaint was managed
⯈ the outcome
⯈ any recommendations and/or outstanding actions and how they have been addressed.

It is also a good idea to make a record of any systemic issues identified. Invite people to provide feedback at the conclusion of the complaints process.

11. Facilitating ongoing support for those involved in the complaint
As part of your process for finalising complaints, community language schools should consider whether the person who made the complaint or a child or young person involved in the complaint (or their parents/carers) is likely to need or want ongoing support. This might include support you can provide within your community/association, as well as referrals that you can facilitate to other organisations where required (for example, referrals for counselling)
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