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Receive: Remain calm 
and let the person 
explain what has 
happened. 
 
Respect the person: 
Listen carefully to their 
story but avoid 
expressing your views. 

Record: Write down 
what the person is 
saying and request 
their contact details. 
 
Reassure: Reassure the 
person that their 
Complain will be 
provided immediately 
to your CEO and 
Safeguarding Officer 

Refer: Speak to your 
Manager about the 
Complaint; or 
immediately call the 
Safeguarding Officer if 
the matter is urgent; or 
call Police if the 
Complaint has criminal 
implications. 

Complete a Record of 
Concern form and 
notify CEO and 
Safeguarding Officer 
the same day (email 
and phone call). 
The Safeguarding 
Officer will follow 
policy and legislative 
requirements 
(including mandatory 
reporting). 

Advise your 
coordinator who will: 

Refer to identified 
program Manager 
and CEO or; 

 
Notify Staff Services 
to record on 
Complaints Register; 

 
Advise Safeguarding 
Officer if there has 
been a breach in 
safeguarding 
procedures. 

Safeguarding Officer facilitates next steps which may include: 
 

- If an immediate report to Police, Child Safety Services or Public Guardian is required; 
- If an immediate risk assessment and management plan is required to ensure safeguard measures are in place; 
- Referral avenues for the complainant are provided; 
- Investigation process undertaken by the relevant authority, monitor progress and await outcome; 
- Findings and recommendations are considered and an action plan developed; 
- Undertake review on relevant policy, procedures and systems; implement and report back to relevant stakeholders. 
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Is the Complaint 
related to a program 
such as CFC, Youth 
Hub, APDC, 
RAGOSS, Brilla Brilla, 
CJG, Boulia, 
Doomadgee? 

Sometimes it may not be clear 
that a person wants to make a 
Complaint (e.g. due to their 
vulnerability, age, cultural). 

 
If you think it may be a 
Complaint or a concern of some 
type, write down what they have 
said to you; what they would like 
to see happen next; who they 
identify as a support person for 

Advise your Coordinator and 
ensure your notes are filed in 
line with the Privacy Policy; 

 
Manager meets with 
complainant (and Support 
person) to receive concerns and 
resolve; or refer if Complaint is 
serious; 

Outcome and actions are 
documented on file in line with 

No 

In a life threatening situation 
or if alleged abuse has just 

occurred: 
Call 000 

Then immediately advise the 
CEO and Safeguarding Officer 

Is the Complaint an 
expression of dissatisfaction 
about a decision; conflict of 
Interest; NWQICSS 
personnel behaviour; or 
policy breach? 

Has someone told you they wish to make a complaint or 
report a concern? 

Is the Complaint 
about a disclosure 
or suspicion of 
harm: or about 
historic abuse? 

Yes No / Not 
sure 

Yes 

 
Complaints Management Flowchart 

 

 

 
 
 
 
 
 
 
 

 
 

 

 

 

Advise your Manager who will: 
 

Ensure Staff Services Record on Complaints Register and report to regulatory 
authority (if required); 

 
Consider the specific needs and support required for the complainant (e.g. 
age, culture); 

Ensure the Complaint is investigated by authorised delegate or Staff Services; 

Advise Safeguarding Officer (if it is a safeguarding matter); 
 

Ensure feedback is provided to complainant during investigation and on 
completion; 

Provide the review mechanism or referral avenues to complainant if there is 
no resolution. 


