
Grievance and Complaints

This Policy details the Service’s procedures for receiving and managing informal
and formal complaints. Parents and staff therefore can lodge a legitimate

grievance in the knowledge that it will be managed diligently and confidentially.

The Service prioritises open, respectful and confidential exchange of information
between the Service and its families. Parents are provided with many avenues for
verbal and written communication about the Service’s operations. Parents are
informed when any of their feedback has led to improvements in the way the
Service operates.

The Nominated Supervisor models respect and a problem-solving approach to
the receipt of grievances and complaints, and engenders this across the Service.

Educators and staff receive information on ways to receive parents’ concerns/
complaints and to value the opportunity this feedback affords the Service for
quality improvement.

At all times the parents’ right to air a grievance will be respected and no
discrimination will be applied to either the family or child/ren as the result of the
grievance.

Parents are encouraged to raise informally with the child’s primary educator or
the Nominated Supervisor any concerns they have about the daily care of their
child.

Formal complaints can be raised verbally with the Nominated Supervisor who will
document the complaint clearly and objectively on the Service’s Grievance and
Complaint Form.
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