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Children and young people face barriers accessing complaints 
systems. This is a serious issue where that child has concerns 
about their safety or wellbeing.

At the ALSWA we believe every person has the right to speak 
up about any issue they are facing, and no complaint is too 
small. 

Importance of children speaking up

ALSWA is committed to showing empathy and respect to 
anyone making a complaint, especially children and young 
people. We will support you as best we can both during and 
after the complaint process.

In relation to every part of this policy and how a complaint is 
treated, we invite your thoughts and suggestions. If you know 
how you want your complaint handled you should tell us. 

Every complaint will be 
listened to and taken 
seriously. You will be 

treated with respect and 
your complaints will be 

handled sensitively  
and confidentially. 
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There are no 
restrictions about 

when you can  
make a complaint. 

When you can make a complaint

Examples of situations where we recommend you make a 
complaint include:

• When you feel threatened;

• When you feel unsafe;

• When you think you are being mistreated;

• When you think somebody else is being threatened or 
mistreated;

• When someone is making, or trying to make, you do 
something you are not comfortable doing;

• When you think somebody is not listening to you or 
ignoring your wishes

• When you are unhappy with the way you are being treated 

(this list are just examples and there are many more 
situations where you should make a complaint)
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You can make a complaint in any way you feel most 
comfortable. This can include:

• Verbally to an employee or volunteer of ALSWA;

• In writing to an employee or volunteer of ALSWA; 

• In writing to HR@als.org.au; or

• In writing by private message on our social media sites;

• Completing the complaint form on the ALSWA website 
https://www.als.org.au/home/feedback-and-complaints/.

How to make a complaint

Your complaint should 
include as much  
detail as you feel 

comfortable sharing. 

The more information we have, the easier it will be to help you. 
If you are comfortable please tell us:

• Your details and contact information;

• Who you are complaining about;

• Details about the issue; and

• Any steps taken to deal with the issue so far.
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If you make a complaint to an employee or volunteer, they 
will likely need to discuss this with another person at ALSWA 
to make sure it is properly dealt with. This may include the 
designated complaints officer at ALSWA who will have the 
experience to handle your complaint seriously. 

You can also raise complaints anonymously. If you do make an 
anonymous complaint, we will not be able to update you on 
our progress or the complaint outcome, but we will still take it 
seriously. 

You can also ask a support person to make the complaint for 
you or help you make the complaint. 

You can contact ALSWA’s HR manager if you want to ask 
questions about how to make a complaint or the complaint 
process. 

If you have any concerns 
about who your 

complaint will be shared 
with, you should raise 

this with the person you 
make the complaint to. 

They will do their best to 
respect your wishes.
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Every complaint is different and every process will need to 
be handled according to the individual circumstances. If the 
complaint can be informally or quickly resolved, this is what 
we will do.

If the complaint cannot be informally or quickly resolved, the 
usual process will be:

1. A complaint is received by someone at ALSWA which will 
be referred to the appropriate person at ALSWA (we call 
this person the Complaints Officer);

2. The Complaints Officer will review the complaint and if they 
need more information they will come back to you with 
their questions;

3. The Complaints Officer will, depending on the seriousness 
of the complaint, investigate the complaint. This may 
include:

a. Interviewing witnesses (including the person/s who the 
complaint is about); and

b. Putting formal allegations to the person/s who the 
complaint is about and allowing them to respond;

4. The Complaints Officer will make a finding about the 
complaint and make recommendations about how to 
resolve it or move forward. This may include disciplinary 
action against a person or systemic changes in the 
organisation; and

How will your complaint be handled?
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5. ALSWA will try to implement the recommendations. 

The Complaints Officer may defer their responsibilities to 
another person (including to an external body, such as lawyers 
or an investigation company) where it is appropriate. This 
may be where the complaint is large or complicated, or if the 
Complaints Officer is the subject of the complaint.

We will complete this process as quickly as possible. However, 
there are various things which may extend the process (such 
as witnesses not cooperating and the size or complexity of the 
complaint).

If you want a specific 
step to be taken you 
should let us know 

and we will see what 
we can do.

6. If you are not happy with the outcome of your complaint 
you can ask the CEO and/or the Director Legal Services to 
review the outcome. 
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If you want specific 
information, you should let 
us know. If we can, we will 

share it with you.

Page | 16 



This process can be daunting and we understand you want to 
be kept informed of what is going on. We will do our best to 
do this, but we will also need to protect the privacy of other 
people involved.

You will be given a point of contact at ALSWA who will 
share information with you. We will determine who this is 
after discussing it with you and we will make sure you feel 
comfortable talking with them.

Your point of contact, and ALSWA generally, will try our best 
to communicate with you in the way you’re most comfortable. 
This could be, for example, in person, over the phone, via email, 
text or social media direct messages.

Your point of contact will:

• Let you know we have received your complaint as soon as 
possible;

• Provide regular updates and check in with you to make 
sure you are doing OK;

• Answer questions you have to the best of our ability; 

• Update you about the expected timeframe of the 
complaint process and if there have been any delays;

• Let you know the outcome of your complaint (this may be 
limited based on other people’s privacy).

Depending on your age and the details of the complaint, or at 
your request, we may share details with your legal guardian 
or family. If you have any concerns with this, you should let us 
know when you make your complaint, or at any stage in the 
process.

What we will share with you
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If your complaint raises immediate risks to health or safety, we 
will take all steps we can to reduce that risk.

We have reporting obligations to government bodies 
regarding child safety. We may be legally required to report 
your complaint and details of your complaint, but we will 
always do this in a way which protects you and your interests.

If your complaint is not something we can help with 
(for example it is about someone that is not part of our 
organisation), we will do our best to help you find someone 
who can help. If possible, we will refer you to another 
organisation we trust that can help you.

Other things your should know
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