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Purpose 

St Nicholas Early Education (St Nicholas) is committed to ensuring mutual respect, responsiveness, 

accountability and transparency in the process of addressing any complaint or grievance consistent 

with our Privacy Policy. This procedure details the processes to be conducted when a complaint is 

lodged.   

 

Scope  

A complaint is any notification to St Nicholas (in person, verbally or in writing) regarding unhappiness 

or dissatisfaction with the types of services conducted, how services have been conducted or any 

failure to provide agreed services.   It can relate to an occurrence with an individual or an issue 

impacting on a group. 

 

Responsibilities 

All persons engaged at St Nicholas are responsible for the lodgment of a complaint by the children 

being educated and cared for by the service and their families. 

All persons employed by St Nicholas are responsible for the provision of information regarding 

complaints to children being educated and cared for by the service and their families. 

The General Operations Manager Early Education is responsible for reporting monthly on complaints 

received and status of complaints to the CEO. 

The CEO is responsible for ensuring the Complaints Register is current, complaint processes are 

being conducted in accordance with endorsed timelines and reportable complaints notified. 

 

Step by Step 

The person making the complaint may make the complaint verbally or in writing to any staff member, 

Director or the Operations Manager, or through any of the alternative communication channels as 

detailed in the complaints brochure. 

Complaints received must be documented on the St Nicholas Complaint Notification Form during the 

same shift that the complaint has been received. Any documentation provided by the complainant 

must also be attached to the notification form. 

The Complaint Notification Form and all attachments must be provided to the Operations Manager 

Early Education either in hard copy (internal mail) or soft copy (email) format within 24 hours of the 

complaint being received. If the complaint is significant (i.e High Risk in accordance with the criteria 

detailed in the form), the General Operations Manager Early Education must be notified immediately 

by mobile telephone upon receipt of the complaint. 

Any complaint that involves a risk to the safety and wellbeing of a child cared for by St Nicholas Early 

Education must also be notified to the Department of Education and Care. Directors are required to 
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make this notification to ACEQA within 24hours of the complaint and must include a copy of the 

Complaint Notification Form and any further documentation. 

 

Where a complaint involves the General Operations Manager Early Education, the Complaint 

Notification Form must be submitted to the CEO directly. 

Once received, the complaint will then be registered in the St Nicholas Complaints Register by the 

CEO’s Personal Assistant and a Complaint Hard File established for holding all documents. 

The Operations Manager Early Education is responsible for ensuring the Confirmation of Complaint 

Notification letter is sent to the complainant within 24 hours of receipt of the Complaint Notification 

Form. 

The Operations Manager Early Education will conduct investigations of low and medium risk 

complaints, whilst high risk complaints will be assigned to Zimmerman Services for investigation with 

immediate notification to the CEO’s by mobile telephone. 

In all cases, a recommendation regarding the complaint must be provided to the CEO within five (5) 

working days of commencement of the investigation. This recommendation may include additional 

time requirements or notification to external authorities. 

Any complaint that may be notifiable to Police, the NSW Ombudsman or the Department of Family 

and Community Services or may be a breach of the Church’s Integrity in Ministry or Integrity in the 

Service of the Church must be reported to Zimmerman Services in accordance with the Diocesan 

Reporting Concerns for Children or People with a Disability Policy (No. 2.0).   

Complaints that are assessed to involve alleged criminality or be ‘reportable incidents’ under Part 3C 

Ombudsman Act 1974 are not managed under this policy. 

The General Operations Manager Early Education (or their delegate) or person delegated to manage 

the complaint by the CEO (for complaints involving the Operations Manager Early Education) will 

communicate with the complainant weekly to notify of progress. Progress details must also be logged 

on the Complaint Notification Form. 

All correspondence will be contained within the complaint hard file, numbered consistently with the 

Complaints Register and secured in a locked cabinet by the CEO’s Personal Assistant.  

Reporting of complaints and their status is provided to the CEO within the Operations Management 

Report on a monthly basis. 

Reference:  Education and Care Service National Regulations (Amended 2018): Regulation 168 (2) 

       Diocese of Maitland-Newcastle Complaints Policy 
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