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HANDLING ISSUES/SUGGESTIONS/GRIEVANCES ​
AND REPORTABLE CONDUCT 

 

Policy: 

 
Families, children and staff are encouraged to raise issues, suggestions or 
grievances at any time and are informed of the process for doing so. Families, 
children and staff are also welcomed to initially raise concerns and suggestions in 
whichever way they feel most comfortable, whereafter the concern can be 
followed up more formally by the Coordinator or an Assistant Coordinator.  
 
Issues and grievances are acknowledged and investigated promptly with 
confidentiality and respect for the parties involved. When an issue or grievance 
involves staff conduct in line with reportable conduct, child safety reporting 
processes are followed in line with reportable conduct legislation. Records are kept 
of all issues, suggestions and grievances.  
 

Procedures: 

 
Raising Issues/Suggestions/Grievances  
 

●​ Families, children, staff and volunteers are encouraged to raise concerns 
about the service and its staff.   

●​ Families and staff are encouraged to email the Coordinator or the 
sub-committee or school with issues, suggestions and grievances 

●​ Alternatively, a suggestions box is available at the sign-out desk, issues or 
suggestions can be placed in the suggestions box anonymously  

 
Raise Issues in the Early Stages of Concern 
 

●​ Staff and families are encouraged to raise any issues of any type at the early 
stages of their concern.  

●​ The preferred method for raising issues is in writing. This is clearly outlined in 
the Parent Handbook and the Staff Handbook. 

●​ However, in order to encourage the raising of concerns and avoid 
complicating the process, families, children and staff can raise concerns in any 
way they feel comfortable, and it can be followed up after the initial raising 
via email or meeting.  

●​ Staff understand they should excuse themselves from a conversation in which 
a family, child or other staff member is raising an issue, suggestion or 
grievance if children are present and require immediate attention. If deemed 
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necessary, the conversation will be followed up after the session by the 
Coordinator or an Assistant Coordinator.  

●​ Any family or staff member who has a concern or complaint relating to any 
aspect of the Service is encouraged to discuss their concerns with the 
Coordinator or an Assistant Coordinator. They are asked to arrange an 
appropriate time to raise the concern as the Coordinator or Assistant 
Coordinator can not handle the issue when children are present.  

●​ When families raise an issue regarding the service with a staff member the 
staff member is to document the interaction in writing and pass this on to the 
Coordinator, or email the Coordinator directly.  

●​ If the issue cannot be resolved by the Coordinator, or the issue relates to the 
Coordinator, the family or staff member is supported by the service to write 
an email to or ask to meet with one of the members of the Management 
Committee or with the School Wellbeing or leadership team 

●​ Contact information for the Coordinator, Management Committee, School 
Principal and Local Regulatory Department are on display on the Information 
for Families board.  

 
Queries and Disputes regarding fees, Child Care Subsidy (CCS) attendances, 
Allowable absences and payments 
 

●​ Families are requested to ask questions and raise concerns regarding their 
accounts and the processes behind them.  This can be done in conversation 
with the coordinator or assistant coordinators or through email 

●​ Queries and disputes regarding  accounts, fees, CCS, attendances, allowable 
absences and payments are investigated and responded to by the 
Coordinator or Assistant Coordinator within 5 business days.  

●​ Common responses include educating the family in Biz - E - Kidz and CCS 
processes, investigating and correcting any errors or directing families to the 
correct authority or source of information  

●​ Any queries or disputes regarding CCS that cannot be resolved by the 
coordinator or financial administrator (for example; an unexplained ‘cut off’ 
from CCS) is resolved by requesting the family contact ‘Services Australia’ 
directly or logging into CCS through ‘MyGov’ 

●​ If appropriate, the coordinator, other PMC or service contact may contact the 
CCS provider help desk for assistance with unresolvable  CCS disputes. 

●​ Complaints about the service regarding CCS are requested in writing and 
directed to the Biz - E - Kidz subcommittee or school council 

●​ Any complaints concerning a potential data breach are recorded,  investigated 
and notified to the Office of the Australian Information Commissioner (OAIC) 
by using the online Notifiable Data Breach Form. This could include: 
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-          a device containing personal information about children and/or 
families is lost or stolen (parent names and phone numbers, dates of 
birth, medical information) 

-          a data base with personal information about children and/or families is 
hacked 

-          personal information about a child or family is mistakenly given to the 
wrong person 

●​ Any any complaints regarding suspected fraud  is recorded investigated  and 
reported to the Biz - E - Kidz Subcommittee or directly to the CCS tip-off line: 
phone 1800 664 231 or email tipoffline@education.gov.au  

 
Responding to Racism 
 

●​ The Code of Conduct outlines to staff and volunteers the service’s and 
Department of Education’s expectations regarding the promotion of cultural 
safety and the zero tolerance of racism approach upheld in schools.  

●​ Racism amongst children and staff is addressed and documented. 
●​ As part of their induction, staff understand the importance of cultural safety 

for all children.  
●​ Issues, suggestions and grievances relating to racism are always taken 

seriously, investigated and all efforts made to resolve the issue and educate 
the perceived perpetrator where necessary.  

 

Reportable Conduct ​
 

●​ By law, Biz-E-Kidz must report certain conduct among any staff, volunteers 

and students within the service to relevant authorities including the Social 

Services Regulator. 

●​ There are five types of ‘reportable conduct’ listed in the Child Wellbeing and 

Safety Act 2005: (Commission for Children and Young People 2018).  

·   ​ sexual offences (against, with or in the presence of, a child) 

·   ​ sexual misconduct (against, with or in the presence of, a child) 

·   ​ physical violence (against, with or in the presence of, a child) 

·   ​ behaviour that causes significant emotional or psychological harm 

·   ​ significant neglect 

●​  If an allegation of misconduct concerns the Coordinator, the allegation is 

forwarded  to the Management Committee for investigation and reported 
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through ACECQA NTIS portal, and to the Social Services Regulator and Victoria 

Police, if required.  

●​ The Biz-E-Kidz management committee and leadership team understand that 
it is an offence to fail to notify and update the Social Services Regulator about 
reportable allegations.  

 
 
Records Kept 
 

●​ An Email, written documentation in the Communications Book, or a feedback 
report is completed by the Coordinator, Assistant Coordinator or committee 
member for every issue raised, no matter whether small or major. This 
ensures we have records to recognise patterns over time and allows us to 
handle all matters professionally. If requested by the family or staff member, 
the concern can be raised anonymously. In this case records are still kept but 
the name of the family or staff member raising the concern is not recorded. 

●​ If not resolved immediately, an appropriate person will contact the person 
with the concern as to what processes undertaken or procedures have been 
put into place to appropriately address the issue.   

●​ The Coordinator may choose to take an issue to the School Principal, Assistant 
Principal or to the Management Committee for it to be resolved.   

●​ The Management Committee may also refer to feedback from time to time to 
assist in improving the management of the service. 

●​ A running document that logs any complaints made is maintained by the 
Coordinator and stored on their work laptop which is only used by the 
Coordinator. This ensures utmost confidentiality. Copies of all details and 
correspondence are kept on the coordinator’s laptop.  

 
Taking Issues Further 
 

●​ Where issues remain unresolved, parents and staff can take the matter to a 
member of the Management Committee, if they have not already done so, or 
to the School Council.  They may do this in writing or request that the 
coordinator raise the issue on their behalf.  

●​ Issues for School Council are to be put in writing so that they can be 
addressed in their entirety. 

●​ The Management Committee will provide feedback on any issue, suggestion 
or grievance received. 

●​ Confidentiality will be maintained by all involved in relation to investigating 
any concerns.  

●​ Raising a concern or providing information to a review will not affect the care 
of any family’s child nor the employment of any staff member involved. 
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●​ Significant complaints regarding child safety including breaches of the 
organisation’s Code of Conduct must be documented, investigated and 
reported to the Department of Education and Training through the ACECQA 
NQF ITS portal, by the service.  

●​ Complaints or allegations of CCS fraud must be documented, investigated and 
reported to the CCS tip-off line: Call 1800 664 231 or email 
tipoffline@education.gov.au 

●​ Any allegations or complaints of data breaches must be documented, 
investigated and notified to the Office of the Australian Information 
Commissioner (OAIC) by using the online Notifiable Data Breach Form 
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Relevant Legislation:  

 
National Law:  

●​ 161 Offence to operate education and care service without nominated 

supervisor 

●​ 161A Offence for nominated supervisor not to meet prescribed minimum 

requirements 

●​ 162 Offence to operate education and care service unless responsible person 

is present 

●​ 162A Child protection training 

●​ 165 Offence to inadequately supervise children 

●​ 166 Offence to use inappropriate discipline 

●​ 167 Offence relating to protection of children from harm and hazards 

●​ 168 Offence relating to required programs 

●​ 169 Offence relating to staffing arrangements 

●​ 170 Offence relating to unauthorised persons on education and care service 

premises 

●​ 171 Offence relating to direction to exclude inappropriate persons from 

education and care service premises 

●​ 172 Offence to fail to display prescribed information 

●​ 173 Offence to fail to notify certain circumstances to Regulatory Authority 

●​ 174 Offence to fail to notify certain information to Regulatory Authority​
 

 
National Regulation: 

●​ 84 Awareness of child protection law 
●​ 117A Placing a person in day-to-day charge 
●​ 117B Minimum requirements for a person in day-to-day charge 
●​ 117C Minimum requirements for a nominated supervisor 
●​ 151 Record of educators working directly with children 
●​ 152 Record of access to early childhood teachers 
●​ 152A Record of replacement of educator 
●​ 152B Record of replacement of early childhood teacher or suitability qualified 

person 
●​ 155 Interactions with children 
●​ 156 Relationships in groups 
●​ 157 Access for parents 
●​ 158 Children’s attendance record to be kept by approved provider 
●​ 168 Education and care service must have policies and procedures 
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●​ 170 Policies and procedures to 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 other 

than a family day care service 
●​ 174 Time to notify certain circumstances to Regulatory Authority 
●​ 174A Prescribed information to accompany notice 
●​ 175 Prescribed information to be notified to Regulatory Authority 
●​ 176 Time to notify certain information to Regulatory Authority 
●​ 177 Prescribed enrolment and other documents to be kept by approved 

provider 
●​ 180 Evidence of prescribed insurance 
●​ 181 Confidentiality of records kept by approved provider 
●​ 183 Storage of records and other documents 
●​ 184 Storage of records after service approval transferred 
●​ 185 Law and regulations to be available 

 
 
 

Equipment required:  

 
Suggestion Box, pens and paper 
 
Childcare provider handbook  
 
Up to date contact information on display for the Coordinator, Management 
Committee, School Principal and Local Regulatory Department 
 
Social Services Regulator:  
https://www.vic.gov.au/social-services-regulator  
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