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Child, Youth and Family Complaints Resolution Model                 


Behind the scenes


Client Perspective


First significant contact


Second significant contact


Formal complaint made to Site / Ops Manager 


Site/Ops Manager
Registers complaint
Acknowledges complaint
Notifies staff member if identified
Assesses complaint
Takes immediate action / escalates to REM  if required
Assigns to an investigator if necessary 
Decides outcome
Sends  the report and  draft response  to  REM for QA
Sends response to complainant 


 Regional Executive Manager:
-ensures input from site, regional and national expertise as required 
-monitors progress of complaint
-monitors and reports on type, timeliness, trends


After 10 working days
complaint automatically escalated to REM for review 



Complaint resolved ?


Y


Complaint closed
After 10 working days


Complainant receives formal response from Regional Director


Complaint withdrawn?


 Child, Youth and Family


Panel Reviews complaint / makes recommendations to CE


CE advises complainant of decision / remedies (if appropriate)


Complaint Closed


Complainant advised of External Authorities they can contact


Secretariat 
Acknowledges receipt of application
calls for complaint file from Child, Youth and Family
Confers with Chair over jurisdiction
Provides Panel members with necessary information
Assists complainants


Complainant applies for MSD Independent Review


MSD Review  Panel



Complaint resolved ?


N


Y


Complainant advised of right to apply to panel.

Complaint closed 


Complaint withdrawn?


N


Y


Complainant receives formal response from Site Manager 


N


Complaint  unresolved?


N


Draft 290807


Formal complaint made to Child, Youth and Family 


Complainant applies for CE Review


Response given


Reviewed


No


CE makes final decision 


Report and recommendations forwarded to CE


Complaint closed 


Complainant  
satisfied 
with CYF 
response?


Complainant lodges complaint 


CE Advisory Panel  reviews complaint 


Complainant 
wishes to lodge a complaint with MSD CE ?


No


Yes 


Child, Youth and Family Complaints Process                 


Complaint received


Response given


Complaint assigned


yes


Formal complaint made to Child, Youth and Family 


Complainant applies for CE Review 


Report / draft response  


CYF Letter of response 


CE;
- makes final decision – sends final response letter  to client advising of decision
- advises CYF of corrective action/s to be taken if required.


Child, Youth and Family Complaints Resolution Model                 


REM;
- reviews documentation, quality of investigation report and draft response 
 
- sends to National Operations / HR / legal / Practice Adviser if required 

- Provides feedback to responsible manager or 
 finalises and sends response letter to Site Manager / RD/ GM Ops / DCE for sign off within 20 working days.
(Letter informs the client of right of CE Review)
- corrective action/s taken if required


Relevent manager or  REM
-triages complaints
-advises named staff
-assigns to an appropriate independent Senior Manager/ staff member to investigate  


Investigator
Undertakes investigation 
Writes report and drafts response to complainant
Forwards all documentation to responsible manager / REM


Acknowledgement  / extension letter  


Panel report and recommendations forwarded to the  CE


Complaint closed 


Is the client 
satisfied 
with the  
response?


Client lodges their complaint with the National Manager CE Review secretariat


Panel convenes to review the complaint 


Does 
the client 
wish to lodge a complaint with the CE?


no


Yes


Yes 


No 


Complaints received at site or by relevant REM from the Call centre / or centralised collection point for written complaints 


Phase One – 20 working days 


 Managers immediately escalate complaints about decisions / cases they have been involved in to REM.


Formal complaint made to Child, Youth and Family 


Complainant applies for MSD Independent Review


Child, Youth and Family Complaints Resolution Model                 


Relevent manager or  REM
-triages complaints
-advises named staff
-assigns to an appropriate independent Senior Manager/ staff member to investigate  


Investigator
Undertakes investigation 
Writes report and drafts response to complainant
Forwards all documentation to responsible manager then REM


Acknowledgement  / extension letter  


Report / draft response  


CYF Letter of response 


GM Advocacy & Review 
– sends final response to client advising of CE decision
- advises CYF of corrective action/s to be taken if required.


Complaint closed 


Is the client 
satisfied 
with the  
response?


Client lodges their complaint with the CE 


- MSD Advisors  examine the complaint and provide the CE with a report and recommendations
- CE considers the  report and recommendation(s) along with the advice of any others he chooses to consult (e.g. Chief Social Worker) 
- makes the decision on the complaint
- sends his decision to the GM CAR



Does 
the client 
wish to lodge a complaint 
with CE?


no


Yes


Yes 


Complaints received at site or by relevant REM from the Call centre / or centralised collection point for written complaints 


REM;
- reviews documentation, quality of investigation report and draft response 
 
- sends to National Operations / HR / legal / Practice Adviser if required 

- Provides feedback to responsible manager or 
- finalises and sends response letter to Site Manager / RD/ GM Ops / DCE for sign off within 20 working days.
(Letter informs the client of right of review to Complaints Panel) 
- corrective action/s taken if required


Phase One – 20 working days 


 Managers immediately escalate complaints about decisions / cases they have been involved in to REM.


No


Formal complaint made to Child, Youth and Family 


Complainant applies for MSD CE Review


Child, Youth and Family Complaints Resolution Model                 



