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1 Purpose

This Procedure supports the Child Safety and Youth Justice Operations Complaints Policy. It also
directly contributes to the implementation of Child Youth Safe Standard 6 - Processes to respond to
complaints and concerns are child focused.

This Procedure applies to all workers in Custodial Youth Justice Services and the Office of the
Secretary. This Procedure outlines:

 the different pathways and formats by which a child or young person in Ashley Youth Detention
Centre (AYDC) can make a complaint or provide feedback

» the steps Custodial Youth Justice Services workers and the Complaints Management Oversight
Unit must follow in responding to and managing complaints received from children or young
people.

2 Overview

Children and young people in detention (young people) may experience barriers to raising
concerns or complaints, including fear of repercussions, distrust of authority, trauma,
communication barriers, literacy barriers, shame, and concerns that speaking up may negatively
impact their daily life in detention.

Custodial Youth Justice Services and Office of the Secretary workers (workers) must actively
support a complaints culture in which young people feel safe, supported and empowered to raise
concerns and make complaints.

Complaints and concerns are recognised as important safeguarding, accountability and service
improvement mechanisms and may identify broader operational, cultural or systemic risks requiring
organisational response.

Young people and their families or persons caring for them, have a legislated right to complain
about a young person’s treatment or standard of care in youth detention. This right is captured in
the Youth Justice Act 1997 (Youth Justice Act) and in the Ombudsman Act 1978 (Ombudsman Act).

Workers must respond to and manage complaints in a way that prioritises the health, safety and
wellbeing of the young person, in alignment with the Principles of Best Practice of Complaint
Management (Principles) Guide to Making Complaints and Raising Concerns - Department for
Education, Children and Young People.

3 Complaint Pathways

A young person may raise complaints or concerns through several complaint pathways
depending on:

+ the nature of the concern

» the response they are seeking

whether they wish to raise the issue locally or externally

whether they wish to exercise a statutory complaint right.
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Some complaints may involve multiple issues requiring different management responses, including
operational resolution, safeguarding escalation, or external oversight processes occurring
concurrently.

The available complaint pathways are:

Early Resolution Complaint

Under this pathway, the young person is supported to resolve day-to-day concerns quickly and
informally at the point the issue arose, where safe and appropriate.

Centre Complaint

Under this pathway, the complaint is formally reviewed and managed by Centre Management.

Secretary Complaint

Young people have a legislated right under the Youth Justice Act to make a complaint directly to
the Secretary of DECYP.

A young person does not need to first raise the complaint at the Centre before making a complaint
to the Secretary.
Ombudsman Complaint

Young people have a legislated right under the Youth Justice Act and the Ombudsman Act to make
a complaint directly to the Ombudsman Tasmania.

A young person does not need to first raise the complaint with the Centre or the Secretary before
making a complaint to the Ombudsman.

Complaints involving safeguarding concerns, reportable conduct, or serious allegations relating to
the conduct of workers may require escalation outside local operational management
arrangements.

A young person can submit a complaint via multiple mechanisms concurrently, including
» Direct verbal or written complaints to a worker at the Centre;

* Help Form (paper) - Accessible via request from workers, the Child Advocate, Health staff and
Teaching staff;

* Written letter detailing their complaint to the organisation they wish to complain to:

o DECYP Secretary
° Ombudsman
o Centre Manager

» Telling family, professionals, support people or community members who can submit a complaint
on their behalf: Complaints Form. A family member can also submit a complaint if they have
concerns about a young person through this form; and/or

+ Private Phone Line to confidentially submit their complaint (Secretary’s Office or the Office of the
Ombudsman)

Young people have the right to submit a complaint at any level and in multiple ways.
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A young person can request support from the Commissioner for Children and Young People
(CCYP) Advocate for Young People in Detention at any time during the complaints process.

If a young person is unhappy with the outcome of their complaint, they can request an external
review of the complaint by the Office of the Ombudsman. This is in addition to the legislative right
to complain directly to the Ombudsman in the first instance.

Contact details for each complaint pathway are provided in Appendix A

4 Roles and Responsibilities

4.1 All AYDC workers

Must be aware that young people have a legislated right to make a complaint;
Must support a complaints culture in which young people feel safe and supported to speak up;

Must be aware that complaints are an important way to help keep children and young people safe,
increase accountability and allow for service improvements;

Must ensure young people are informed at induction of their right to make a complaint, and the
ways they can make a complaint;

Ensure information for young people of their right to make a complaint is clearly and readily
available all the time (not just at induction), recognising induction into detention can be a
challenging and traumatic time;

Must ensure young people’s families are informed of their right to make a complaint on behalf of
the young person;

Ensure young people know of relevant cultural (or other) supports they can access to aid them
through the complaints process;

Must tell the shift Operations Coordinator or Centre Manager if they receive a complaint or
concern (or what they believe might be a complaint or concern);

Must ensure the complaint is appropriately recorded, including in YJPLUS, and by notifying
Centre Administration staff so the complaint can be recorded in the Complaints Management
System;

Must tell young people arriving to the Centre how to ask for a Help Form;
Must ensure a Help Form is given to a young person when asked;

Must ensure they fulfill their mandatory reporting obligation or speak to their manager if they are
unsure;

Must ensure young people receive an outcome to their complaint in a way they can understand
and are informed of their right to escalate their complaint; and

If the complaint raises safeguarding concerns or allegations relating to the conduct of a worker or
a criminal offence, the worker must not interview the young person (unless authorised by the
Complaints Management Oversight Unit or Workplace Relations).
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4.2 Centre Administration

Centre Administration staff are responsible for:

* managing the Help Form process;

» checking complaint lock boxes each working day;

* recording complaints in the Complaint Management System, ensuring there are no duplicate
records, forwarding complaints to the appropriate complaint pathway;

» supporting the administrative submission of Concern Notices where required;
» supporting complaint record management processes;

» providing relevant information, records and administrative support to the Complaints Management
Oversight Unit (CMO) in the management of complaints; and

+ supporting the collection and provision of relevant materials and evidence, including complaint
documentation, CCTV and Body Worn Camera footage, where requested by the CMO.

4.3 AYDC Case Management

AYDC Case Management staff are responsible for:

» supporting young people to raise concerns and make complaints;

» supporting early resolution of operational concerns where safe and appropriate;

« facilitating supportive and trauma-responsive conversations with young people;

* helping young people understand complaint pathways and available supports;

» supporting communication between young people and operational staff where appropriate;

» documenting complaints, concerns and agreed actions in YJPLUS;

+ providing details of complaints and agreed actions to AYDC Administration staff for recording in
the Complaints Management System;

» escalating unresolved concerns or safeguarding concerns to Centre Management; and

* ensuring young people understand complaint outcomes and escalation pathways.

Importantly, AYDC Case Management staff must not manage complaints where:

+ they are the subject of the complaint;

* there is a conflict of interest; or

» the complaint involves safeguarding concerns or allegations about worker conduct requiring
escalation.

4.4 Centre Management

Centre Management are responsible for:

+ oversight and management of Centre Complaints;

» determining appropriate complaint pathways and escalation requirements, subject to legislative
requirements and a young person’s preference;
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ensuring complaints are managed in a timely, fair and child-centred manner;

ensuring young people are informed at induction of their right to make a complaint and the ways
they can make a complaint;

ensuring young people’s families, carers or support persons are informed of their right to make a
complaint on behalf of the young person;

ensuring complaints are appropriately recorded at a Centre level in the Complaints Management
System;

ensuring complaints involving safeguarding concerns or worker conduct are escalated
appropriately;

ensuring Concern Notices are submitted where required;

ensuring relevant evidence, including CCTV and Body Worn Camera footage, is preserved;
allocating complaint managers where required;

ensuring complaints about external contractors are appropriately recorded and investigated;

ensuring young people receive complaint outcomes in a way they can understand and are
informed of their right to escalate their complaint;

ensuring operational actions arising from complaints are implemented;
supporting local complaint governance and monitoring processes; and

ensuring mandatory reporting obligations are fulfilled.

4.5 Complaints Management Oversight Unit (CMO)

The CMO is responsible for:

managing complaints made directly to the Secretary;
coordinating complaints made directly to the Ombudsman Tasmania;

managing complaints involving reportable allegations or safeguarding concerns relating to the
conduct of workers;

coordinating responses to external oversight bodies;

maintaining central complaint governance oversight through the Complaints Management
System;

supporting consistency and quality assurance processes;

monitoring complaint trends and identifying systemic issues, safeguarding risks and opportunities
for service improvement; and

supporting compliance with statutory safeguarding and reporting obligations.

4.6 Community Youth Justice

Community Youth Justice is responsible for the following functions where a young person has
exited AYDC and remains engaged with Community Youth Justice services:
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 facilitating contact and providing updates regarding complaints, where consent has been provided
by the young person;

* ensuring young people are informed of complaint outcomes and their right to escalate the
complaint if they remain dissatisfied; and

» advising the CMO when a young person has been informed of their complaint outcome, so this
can be recorded on the Complaints Management System.

5 Mandatory reporting obligations

Workers must promptly report any concerns and information about child abuse, including
information about abuse at any place or time:

» For harmful sexual behavior: follow the processes outlined here: Flowchart for Harmful Sexual
Behaviour (HSB). Note: Workers must follow the Step-by-Step Guidance for Concerns,
Information and Incidents of Child Abuse before following the Flowchart HSB

» For child abuse: report to the Child Safety Service through the Strong Families Safe Kids Advice
and Referral Line on 1800 000 123. Further information can be found here: Step by Step
Guidance for Concerns, Information and Incident of Child Abuse.

* Report reasonable beliefs or knowledge of child abuse offences to Tasmania Police on 131 444,

* Report any concerns about a DECYP worker's behavior towards a child or young person using
the online Concern Notice.

Complaints about Department of Health Staff
Several roles within AYDC are filled by staff from the Department of Health (DoH).

+ If a young person asks to make a complaint about DoH staff, they may do so through the Help
Form.

» If AYDC staff receive a Help Form relating to the conduct of a nurse, psychologist or other health
provider within AYDC, administration staff must forward the Help Form to the CMO who will then
refer it to the DoH for investigation.

* The CMO will record the referral in the Complaints Management System.

* Mandatory reporting obligations must be followed in the instance of reports of child abuse.

6 Privacy

Young people have the same right to privacy, anonymity and confidentiality as adults subject to
reporting obligations. Workers must treat a young person’s personal information arising from a
complaint and any records made about their complaint in accordance with the Personal Information
Protection Act 2004 and the DECYP Personal Information Protection Policy.
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7 Timeframes

» All complaints must be recorded in the Complaints Management System within 1 working day of
receipt.

* All complaints must be acknowledged within 3 working days.

» The timeframes for the provision of a substantive response differ depending on the type of
complaint

o Centre Complaint: response required within 28 working days
° Secretary Complaints: response required within 45 working days

Timeframes for each step of the complaint process are set out in detail in Appendix B

8 Ongoing updates during complaint management

While every effort must be undertaken to ensure complaint timeframes are met, where a complaint
cannot be resolved within the expected timeframe, the young person must receive regular updates
regarding the progress of their complaint.

Updates must be provided in accordance with the young person’s communication preferences, as
identified in the Help Form or otherwise advised by the young person. This may include updates in
person, in writing, or through another nominated support person or communication pathway, where
appropriate.

Updates should:

» explain the reason for the delay;

» provide revised anticipated timeframes where possible;

* outline any next steps; and

» occur in the young person’s preferred communication format where practicable.

Where consent has been provided, updates may also be shared with the Advocate for Young
People in Detention.

Records of updates provided must be documented in YJPLUS and the Complaints Management
System.

9 Process

» Each complaint pathway and option available to young people is set out below.

» Regardless of how a complaint is raised or managed, workers must apply the DECYP Principles
of Complaint Management to ensure the young person feels safe in making the complaint and has
confidence that it will be treated seriously.

9.1 Complaints made by using the Help Form

Young people may use a Help Form to raise:
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* aconcern
» arequest for support

* acomplaint

+ a safeguarding concern

* arequest to speak with the Advocate for Young People in Detention.

Help Forms may be submitted by:

» placing the form in a complaint lock box situated in each unit, accessible via request to a worker;
» giving the form to a worker; or

» providing the form directly to the Advocate for Young People in Detention.

Workers must:

» provide a Help Form to a young person when requested;

» support young people to complete the form where required;

* ensure young people have access to writing materials and privacy where practicable; and

» ensure completed Help Forms are submitted promptly. When a worker receives a Help Form from
a young person, a case note is made in YJPLUS.

Where a young person cannot safely or practically access a Help Form or lock box, workers must
support alternative methods for recording and escalating the concern. Complaints may be raised
verbally, in writing, by email, by telephone, through a trusted adult, advocate or support person, or
through any other communication method available to the young person. Where the young person
wishes to make a complaint, the concern must be recognised, recorded and actioned as a
complaint regardless of the form in which it is raised.

Administration staff must:
» check complaint lock boxes each working day;
» record complaints in the Complaints Management System;

* email the complaint to the Case Management team and ensure a copy of the sent email is saved
into the Complaints Management System; and

» forward complaints to the appropriate complaint pathway.

The complaint pathway followed will depend on:

» the nature of the complaint;

» the complaint pathway selected by the young person; and/or

+ whether safeguarding concerns or allegations relating to worker conduct are identified.

If any worker is given a Help Form from CCYP or another service, the above actions must be taken
to ensure it is recorded in the Complaints Management System.

Young people can also complete a Help Form if they have a complaint about something that has
happened while attending the Ashley School.

DECYP Ashley Youth Detention Centre Complaints Procedure 11



In the Help Form, the young person chooses what they want to happen. The options are:
* | want to talk to someone from the AYDC Case Management team

* | would like to talk to the Advocate for Young People in Detention

* | want the Centre Manager and their team to investigate my complaint

* | want my complaint sent to the Secretary of DECYP

The next steps depend on what option the young person has selected:

» AYDC Case Management Team: also known as an Early Resolution Complaint. A staff member
from AYDC Case Management meets with the young person to discuss their complaint and
potential resolution.

» Advocate for Young People in Detention: The CCYP advocate is made aware of the complaint
and speaks with the young person.

» Centre Manager: Also known as a formal centre complaint. The complaint is investigated by the
Centre Manager or their team.

» Office of the Secretary: the complaint is investigated by the Complaints Management Oversight
Unit on behalf of the Secretary.

9.2 Advocate for Young People in Detention

If the young person has ticked they would like to speak with the CCYP advocate, an email must be
sent by Administration Staff to ashleyadvocate@childcomm.tas.gov.au within 1 working day
providing the young person’s Help Form and confirmation that they have requested to speak with
them. This action is recorded by Administration Staff in the Complaints Management System.

The Early Resolution and Centre Complaint processes are still followed depending on whether
these have also been selected by the young person.

A young person can request to speak with the CCYP advocate at any time during the complaints
process.

Ongoing involvement of the Advocate for Young People in Detention

Where:

* ayoung person has requested support from the Advocate for Young People in Detention; and
+ the young person has provided consent for information sharing

relevant complaint correspondence and updates may also be provided to the Advocate to support
the young person during the complaint process.

This may include:

* acknowledgement correspondence;

+ delay notifications;

» requests for further information; and/or

» complaint outcome correspondence.
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The Advocate may support the young person to:
» understand the complaint process;

» understand correspondence and outcomes;

* raise additional concerns; and/or

* access escalation or review pathways.

Consent arrangements must be appropriately documented in YJPLUS and the Complaints
Management System.

9.3 Centre Complaints
Early resolution

If a young person has selected to discuss their concern with a member of the AYDC Case
Management team, the following steps apply:

* Administration staff will record the complaint in the Complaints Management System

» A staff member from the AYDC Case Management team meets with the young person to facilitate
a supportive conversation regarding their concerns within 3 working days.

+ Itis important if a worker or staff member is named in a complaint that they are not involved with
discussing the complaint with the young person, and the matter is allocated to another staff
member.

Discussion focus:

° The young person explains their perspective of what happened;

° The AYDC Case Manager explains what steps they will take next, the timeframe and if there is
anyone else they need to tell about the complaint (if it is a safety concern);

°  The young person shares what they believe is fair and what outcome they would like; and

o If appropriate, the AYDC Case Manager tells the young person what outcome could or could
not be achieved.

* A record must be kept of the meeting and saved to YJPLUS noting:

o What was discussed;

° [If the complaint is to be shared with others (i.e. reportable conduct or safety concern);
°  What the agreed resolution is, or that no resolution could be reached; and

°  What timeframe was agreed upon

» The Administration Officer records the outcomes and identified actions in the Complaints
Management System.

 If there are further actions to be undertaken to resolve the complaint, the Administration Officer
emails the Centre Manager to advise. It is the responsibility of the Centre Manager to resolve or
delegate if the issue cannot be resolved by AYDC Case Management.

Escalation to formal centre complaint

Young people may submit a formal complaint to the Centre if they feel that their concern is not
sufficiently addressed by the early-resolution process or requires investigation. These complaints
are investigated and managed by the Centre Manager or their delegate.
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9.4 Formal Centre Complaint

If a young person has selected the Centre Manager to investigate their complaint, follow the steps
below:

Initial Assessment
Within 1 working day following receipt of the Help Form, Administration staff must:
» record the complaint in the Complaints Management System; and

» scan and email the Help Form (where one has been completed) to the Centre Manager or
delegate, or where available, assign the complaint directly to the Centre Manager or delegate in
the Complaints Management System.

The Centre Manager or delegate is responsible for conducting an initial assessment of the
complaint to determine:

» the nature of the complaint;
» whether the complaint can be managed operationally at the Centre level;

» whether the complaint raises safeguarding concerns or allegations relating to the conduct of a
worker; and

» whether escalation outside local operational management arrangements is required.
Where the complaint:

» relates to day-to-day operational matters;

» does not involve safeguarding concerns;

» does not involve allegations relating to the conduct of a worker; and

» does not otherwise require specialised oversight

the complaint may continue to be managed at the Centre level, including by the Case Management
team, where appropriate and having regard to the young person's preferred complaint pathway.

Examples may include complaints relating to:
 relationships with other young people;

* visits, telephone calls or other contact arrangements;
* programs and activities;

» food and menu concerns;

» school attendance or access;

 cultural, religious or spiritual needs;

* access to personal items or clothing;

+ timetabling or scheduling issues;

e communication issues; or

+ operational decisions, policies or practices not involving allegations of worker misconduct,
safeguarding concerns or reportable conduct.
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Where the complaint involves:

» safeguarding concerns;

+ allegations of misconduct against a worker;

» potential reportable conduct;

» excessive or inappropriate use of force;

* boundary violations;

* bullying, intimidation or threatening behaviour by workers;
 alleged unlawful conduct; or

* matters requiring independence or specialised oversight
the complaint must be referred to the CMO for management.
Where a complaint is referred to the CMO, Centre Management must:

» ensure a Concern Notice is submitted where required. Administration staff may assist with
administrative submission processes;

» ensure all relevant evidence, including time sensitive CCTV and Body Worn Camera footage is
preserved; and

* must not undertake investigative actions that may compromise subsequent safeguarding, conduct
or statutory processes.

The CMO must provide an acknowledgement of the complaint to the young person within three
working days to the Centre Administration.

The Centre Manager or delegate will determine the most appropriate method for providing the
acknowledgement to the young person, having regard to the communication preferences identified
by the young person. Where the young person has been released from detention, the
acknowledgement may be provided by post or another communication method nominated by the
young person.

Where the acknowledgement cannot immediately be provided to the young person:
* reasonable steps must be taken to obtain an address
» arecord must be made in YJPLUS and the Complaints Management System.

Gather materials

+ The complaint manager is responsible for gathering relevant materials and information required to
assess the complaint. Where the complaint is being managed at the Centre level, the complaint
manager appointed by Centre Management is responsible for gathering relevant materials.

*  Where the complaint has been referred to the CMO, the CMO will coordinate the gathering of
relevant materials and may request information, records or evidence from Centre Management or
other business units.

* A non-exhaustive list of materials that may be relevant is provided in Appendix C.
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9.4.1 Drafting, Review & Clearance

The complaint manager is responsible for reviewing all relevant information and evidence and
preparing a response to the young person.

The response must:

address the issues raised by the young person;
clearly explain any findings or actions taken where possible according to the relevant legislation;
written in a way the young person can understand; and

identify any escalation or review rights available to the young person.

10 Centre-managed complaints

Where the complaint is being managed at the Centre level:

the complaint manager or delegate reviews all relevant material and forms a view regarding the
complaint outcome;

a draft response is prepared using the appropriate templates;

the draft response and supporting materials are provided to the Centre Manager or delegated
manager for review and determination; and

where required, the matter may also be escalated to senior operational management for review.

10.1 Complaints managed by the CMO Unit

Where the complaint is managed by the CMO:

the CMO coordinates review of the relevant material and complaint outcome;
the CMO prepares or coordinates preparation of the response;

the CMO may review findings, determinations or recommendations arising from complaint panels,
safeguarding processes, reportable conduct processes or conduct processes relating to alleged
breaches of the State Service Act 2000;

the responses are progressed through the relevant Secretary clearance processes, including
noting to the Deputy Secretary and Executive Director, Care and Custodial Support; and

responses relating to Secretary complaints or external oversight bodies are prepared on behalf of
the Secretary.

Where information cannot be shared with the young person, including information relating to:

the personal information of another person;
safety and security considerations; and/or

legal or investigative sensitivities.

the reasons for this must be documented in the Complaints Management System.

All relevant complaint documentation, correspondence and outcome records must be saved in the
Complaints Management System.
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10.2 Communication & Closure

Young person communication preferences

Young people must be provided with information and updates about their complaint in accordance
with their communication preferences, as recorded on the Help Form or otherwise advised by the
young person.

Communication preferences may include:

¢ verbal conversations;

» written correspondence;

* both verbal and written communication;

* communication through a support person or advocate, where consent has been provided; or

» whether the young person wishes to continue receiving updates following release from detention
and, if so, the preferred method of contact.

Workers should consider:

» the young person’s age, communication needs and literacy;

e cultural considerations;

* trauma impacts;

» whether receiving written correspondence may cause distress or re-triggering; and/or

» whether the young person's communication preferences have changed during the complaint
process.

A record of the young person’s communication preferences must be recorded in YJPLUS and the
Complaints Management System.

The Centre Manager or delegate will determine who the most appropriate worker is to provide the
young person with the outcome of their complaint.

The worker communicating the outcome is responsible for:

» providing the young person with the complaint outcome in a way they can understand;

» supporting the young person to ask questions about the outcome;

* ensuring the young person understands any available escalation or review pathways; and

+ providing appropriate wellbeing support during and following the communication of the outcome.

Complaint outcomes must be communicated in accordance with the young person's
communication preferences. Where appropriate, this may include both verbal and written
communication.

If the young person appears distressed during or following the complaint outcome process, the
worker must contact the Operations Coordinator to ensure appropriate wellbeing, safeguarding and
operational responses are implemented.

If dissatisfied with the complaint outcome, the young person may:

+ escalate the complaint to the Secretary of DECYP;
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* make or escalate a complaint to Ombudsman Tasmania; and/or
» seek support from the Advocate for Young People in Detention.

The complaint manager is responsible for ensuring communication to the young person about their
complaint, complaint outcomes, actions and closure information are appropriately recorded in the
Complaints Management System.

10.3 Complaints following release from detention

Where a young person is released from detention before their complaint is finalised, reasonable
steps must be taken to discuss with the young person prior to their release:

+ whether they wish to continue receiving updates regarding their complaint;
 their preferred method of communication;
+ whether they wish to receive the final outcome;

» whether they consent to communication occurring through a parent, carer, legal representative or
advocate; and/or

» whether Community Youth Justice is an appropriate point of contact to facilitate updates regarding
their complaint following release, including consent for this to occur.

Some young people may not wish to receive complaint correspondence following release due to
wellbeing, trauma or reintegration considerations.

Where a young person does not wish to receive further correspondence:
+ the outcome must still be recorded in the Complaints Management System; and

» the young person must be informed they may contact DECYP in future to request information
about the outcome of their complaint.

Any preferences expressed by the young person must be documented in YJPLUS and the
Complaints Management System.

11Secretary and Ombudsman Complaints

11.1 Department Secretary

Intake and Acknowledgement

Young people may make a complaint directly to the Secretary of DECYP at any time, including
where:

» they are dissatisfied with the management or outcome of a Centre Complaint;
+ they do not feel safe raising the complaint at the Centre level; or
+ they wish to exercise their legislated right to complain directly to the Secretary.

Secretary complaints may be received:
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* by calling the Secretary through the Unity phone system. The phone line is available Monday to
Friday between 9:00 am and 4:00 pm. Where a call is not answered, a message may be left and
arrangements will be made for the young person to receive a response on the next working day;

* by emailing the Office of the Secretary;

* by Help Form or written correspondence;

» through the complaint lock box process;

» through a worker, advocate, family member or support person; or
 through referral from another oversight or complaint pathway.
Where a Secretary complaint is received:

* notes of the complaint must be recorded by the recipient;

» administration staff must record the complaint in the Complaints Management System (which will
include uploading the Help Form if applicable) and assign it to the CMO;

« if the complaint is received directly by the Office of the Secretary and does not come via AYDC,
the CMO will record the complaint in the Complaints Management System, (which will include
uploading the Help Form if applicable); and

» where an AYDC worker assists a young person to make or escalate a complaint to the Secretary
or Ombudsman Tasmania, a record of this support must be documented in YJPLUS and the
Complaints Management System.

The CMO is responsible for:
» coordinating intake and assessment of Secretary complaints;
» coordinating any required safeguarding escalation processes;

+ preparing or coordinating acknowledgement correspondence on behalf of the Secretary within 3
working days; and

» coordinating the approval and issuing of correspondence on behalf of the Secretary.

The acknowledgement correspondence must be provided to the young person in a way that is
appropriate to their circumstances and wellbeing needs.

A record of correspondence provided to the young person must be recorded in YJPLUS and the
Complaint Management System.

Complaint Assessment and Response

Secretary complaints follow the complaint management, assessment, review, communication and
closure processes outlined above, subject to the following modifications:

» the CMO is responsible for coordinating management of the complaint;
» complaint responses are prepared on behalf of the Secretary;

» the CMO may coordinate information gathering from AYDC or other business areas within
DECYP;
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» where required, complaints involving safeguarding concerns, reportable conduct or alleged
breaches of the State Service Act 2000 may be reviewed through additional safeguarding,
conduct or oversight processes; and

» complaint responses are progressed through the relevant Secretary clearance processes,
including noting to the Deputy Secretary and Executive Director, Care and Custodial Support.

11.2 Complaints to the Ombudsman

Young people may make a complaint directly to the Ombudsman at any time. There are several
ways the Ombudsman can receive complaints from young people at AYDC:

* ayoung person can call the Ombudsman through the Unity phone system. The phone line is open
Monday to Friday 9am-4pm;

* ayoung person can write to the Ombudsman directly;

» the CCYP Advocate can send the Ombudsman a copy of a Help form they have helped a young
person complete; or

» a family member or carer can make a complaint to the Ombudsman on behalf of a young person.

Generally, the Ombudsman will not review how a complaint has been managed unless the
Department’s complaint processes are complete. The Ombudsman may make preliminary
inquiries while the Department’s complaint process is underway.

A review by the Ombudsman considers the administrative actions of DECYP and determines
whether actions taken and decisions made were reasonable and in accordance with the relevant
legislation and Department policies.

Intake
The CMO is responsible for:
» recording the complaint in the Complaints Management System;

» acknowledging receipt of the complaint or preliminary inquiries to Ombudsman Tasmania within 3
working days on behalf of the Secretary;

+ allocating and coordinating management of the complaint;
» coordinating requests for extensions of time where required; and
» coordinating communication between DECYP and Ombudsman Tasmania.

Where the matter has not yet been reviewed by the Department, Ombudsman Tasmania may be
advised that a response will be provided following completion of the Department’s complaint
process. This does not prevent DECYP from responding to requests for information or documents
made by Ombudsman Tasmania, including as part of a preliminary inquiry conducted under section
20A of the Ombudsman Act 1978.

Assessment and Response

The CMO is responsible for coordinating the Department’s assessment and response to
Ombudsman Tasmania.

The CMO wiill:
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* review the issues raised by Ombudsman Tasmania;

» request and review relevant information, records and materials from AYDC or other relevant
business areas where required;

» assess whether relevant legislation, policy and procedure has been complied with;
* prepare the Department’s response on behalf of the Secretary;
» coordinate any required safeguarding, conduct or reportable conduct review processes; and

* progress complaint responses through the relevant Secretary clearance processes, including
noting to the Deputy Secretary Child Safety and Youth Justice Operations, and Executive
Director, Care and Custodial Support.

AYDC staff and Centre Management must provide the CMO with relevant information, records,
materials and operational context requested for the purpose of responding to the Ombudsman.

A non-exhaustive list of materials that may be relevant to the assessment is provided in Appendix
C.

Where required, the CMO may:

» request clarification or further information;
» coordinate additional review processes;

» seek legal or specialist advice; or

* request updates regarding actions taken in response to issues identified through the complaint
process.

If a young person cannot be provided with their complaint outcome correspondence, for example
due to lack of appropriate contact details, information must still be provided to Ombudsman
Tasmania. The response must explain whether the young person requested to receive updates or
the outcome of their complaint following release from detention and, where applicable, the steps
taken to provide the outcome in accordance with the young person's nominated communication
preferences. Where the outcome has not yet been provided to the young person, DECYP will
provide the correspondence as soon as reasonably practicable.

Medical Records

Medical records are not to be provided by DECYP to the Ombudsman. If the young person has
provided permission for the Ombudsman to review their medical records, the Ombudsman will
directly request these from the DoH.

Closure

* The CMO Unit updates the Complaints Management System with the outcome and comments of
their review;

*  The Ombudsman will provide the Department with an outcome of their review and can include:

° Further questions;

° Matter closed under section 21 of the Ombudsman Act with no suggestions;
° Matter closed with a suggestion to review, amend or provide feedback; or

° Complaint escalated to a formal investigation.
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» If the Ombudsman has additional questions, the above steps are to be repeated and saved under
the same complaint file in the Complaints Management System.

* The CMO is responsible for closing the Ombudsman complaint in the Complaints Management
System.

* The CMO will be responsible for tracking and recording suggestions made by the Ombudsman.

12 Related policies

* Responding to Unsafe Behaviour

* Personal Information Protection Policy

¢ Conduct and Behaviour Policy
* Work Health and Safety Policy

13 Related procedures

»  Commissioner for Children and Young People's access to detention centres and detainees
» Child Safety and Youth Justice Complaints Policy (under development)
* Complaints Management System User Guide (under development)

* Complaints Management - Internal Review Procedure

* Induction Program for Young People Procedure

« Mandatory Reporting Procedure

14 Supporting information/tools

¢ Child and Youth Safe Standards | Office of the Independent Regulator

*  Commissioner for Children and Young People

* Complaint Handling Guide: Upholding the rights of children and young people

¢ Ombudsman Tasmania

» Safeguarding-Advice-for-Staff-document.pdf

» Universal Principle for Aboriginal Cultural Safety | Office of the Independent Requlator

¢ Responding to tfrauma during the complaints process

* Blue Knot Fact Sheet Talking About Trauma

» Department of Premier and Cabinet - Trauma-informed knowledge and skills framework

» DECYP Services for Children and Families Feel Safe Are Safe: Our Practice Approach
« DECYP Youth Justice Youth Justice Model of Care

« DECYP Education Supporting Students Impacted by Trauma
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https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fblueknot.org.au%2Fwp-content%2Fuploads%2F2023%2F12%2F26_BK_FS_TalkingAboutTrauma_GeneralPublic_DEC23.pdf&data=05%7C02%7Celle.rabe%40decyp.tas.gov.au%7C066600d89985412beaea08dea671ddd5%7Ca9be3ac70c60491e8b3ba32f8f46aec8%7C0%7C0%7C639131205145195734%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=r10PL0BdwragtuO0s9XwsDr%2FqSTSVeqHAR%2Fz7kfylAY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.dpac.tas.gov.au%2Fdivisions%2Fssmo%2Flearning_and_development%2Ftrauma-informed-knowledge-and-skills-framework&data=05%7C02%7Celle.rabe%40decyp.tas.gov.au%7C066600d89985412beaea08dea671ddd5%7Ca9be3ac70c60491e8b3ba32f8f46aec8%7C0%7C0%7C639131205145241933%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=HLZzk822BRDlv3oCmXxr7%2BM0ix08J8oydo38Lovr6GQ%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fpublicdocumentcentre.education.tas.gov.au%2Flibrary%2FShared%2520Documents%2FFeel-Safe-Are-Safe-Our-Practice-Approach-DECYP.pdf&data=05%7C02%7Celle.rabe%40decyp.tas.gov.au%7C066600d89985412beaea08dea671ddd5%7Ca9be3ac70c60491e8b3ba32f8f46aec8%7C0%7C0%7C639131205145282938%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=3fC23sR7Y1L9amN70SXcoZdjUOjBb7eTrvmb2NdUBQw%3D&reserved=0
https://tasedu.sharepoint.com/sites/intranet/Shared%20Documents/Youth-Justice-Model-of-Care.pdf?xsdata=MDV8MDJ8ZWxsZS5yYWJlQGRlY3lwLnRhcy5nb3YuYXV8MDY2NjAwZDg5OTg1NDEyYmVhZWEwOGRlYTY3MWRkZDV8YTliZTNhYzcwYzYwNDkxZThiM2JhMzJmOGY0NmFlYzh8MHwwfDYzOTEzMTIwNTE0NTMxMjAzMHxVbmtub3dufFRXRnBiR1pzYjNkOGV5SkZiWEIwZVUxaGNHa2lPblJ5ZFdVc0lsWWlPaUl3TGpBdU1EQXdNQ0lzSWxBaU9pSlhhVzR6TWlJc0lrRk9Jam9pVFdGcGJDSXNJbGRVSWpveWZRPT18MHx8fA%3d%3d&sdata=Y0hSSWxOdXcreHR1YTRvOEZUZzl3YTYyTFFzTGpwMFlyWXlOaUgrY3VJcz0%3d
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15 Definitions

Abuse

In the context of this document, abuse means child abuse and encompasses any or all types of
abuse and neglect, including physical abuse, emotional abuse, psychological abuse, sexual abuse,
and exposure to or involvement in domestic and family violence.

For further information and definitions on DECYP’s approach to child safeguarding see

Safe. Secured. Supported. Our Safequarding Framework

AYDC
Ashley Youth Detention Centre

AYDC Case Management Staff

Case Management staff at AYDC are responsible for establishing, maintaining, and continuously
improving an effective case management system in consultation with the Director Custodial Youth
Justice Services. They ensure that all client services and programs align with agency principles,
practices, and standards, and deliver coordinated, ongoing support to promote the successful
reintegration of young people into the community.

Boundary breaches/violations

Behaviours or interactions that are inconsistent with professional boundaries and have the
potential to undermine the safety, wellbeing or trust of a child or young person. Boundary breaches
may occur where a worker's conduct becomes overly familiar, inappropriate or inconsistent with
their role and responsibilities.

Examples include the use of age-inappropriate or sexualised language, unnecessary or
inappropriate physical contact, sharing personal information, favouritism or preferential treatment,
inappropriate communications, or developing relationships with children or young people that are
inconsistent with professional expectations. Boundary breaches may occur even where the
conduct does not constitute child sexual abuse, grooming, sexual misconduct or another form of
reportable conduct.

Centre Manager

The Centre Manager provides senior leadership for custodial youth justice services at AYDC,
overseeing operations, driving service and cultural improvement, and ensuring a safe, supportive,
and rehabilitative environment for young people. It leads staff, manages resources, and provides
strategic advice, while working with autonomy to deliver high-quality, reform-focused services
aligned with departmental priorities.

Child Safeguarding concern

A concern about inappropriate conduct of a DECYP worker. This includes but is not limited to child
sexual abuse. It may include:

° Aggressive or violent behaviour;

> Breach of the rights of a child or young person;

e Behaviours or interactions that cross professional boundaries (e.g., age-inappropriate or
sexualised language, physical contact outside of professional, preferential relationships);

> Any sexualised behaviours or interactions with, or in the presence of a child;

DECYP Ashley Youth Detention Centre Complaints Procedure 23


https://publicdocumentcentre.education.tas.gov.au/library/Shared%20Documents/Safeguarding-Framework.pdf

e Bullying and/or intimidation; and/or
o Sexual harassment.

For further information on DECYP’s approach to child safeguarding see

Safe. Secured. Supported. Our Safeguarding Framework

For definitions of what constitutes child sexual abuse and related terms, refer to Understanding
Children and Young People’s Sexual Behaviour: Tasmania’s Harmful Sexual Behaviours
Framework

Child sexual abuse

Any act (including grooming) that exposes a child to, or involves a child in, sexual activities that are
beyond their understanding, are contrary to accepted community standards, or are outside what is
permitted by law.

For further information and definitions on DECYP’s approach to child safeguarding see
Safe. Secured. Supported. Our Safeguarding Framework

Children and Young People
A young person detained at Ashley Youth Detention Centre

Complaints Manager

The person assigned responsibility for managing a complaint and ensuring it is recorded,
assessed, progressed, communicated and finalised in accordance with this Procedure. The
Complaints Manager may vary depending on the complaint pathway and the nature of the
complaint.

Complaints Management System
Information management system in effect from 1 July 2026 to record and coordinate complaints.

CYSO
Child and Youth Safe Organisations Act 2003

Grooming

Any online or in-person behaviour intended to manipulate and control a child, their family, kin or
caregivers, or other support networks or organisations, with the aim of gaining access to the child,
obtaining the child’s compliance, maintaining the child’s silence, and/or avoiding discovery of
sexual abuse. Grooming may be difficult to identify and can be done by people already known to
the child, including by a family member, kin or carer.

For further information and definitions on DECYP’s approach to child safeguarding see
Safe. Secured. Supported. Our Safequarding Framework

Harmful sexual behaviour
Developmentally inappropriate sexual behaviour displayed by children and young people that may
be harmful or abusive (Hackett, 2014). This includes a range of behaviours, from problematic to

abusive, that are directed towards other children, young people or adults, and that may be harmful
to those displaying the behaviour as well as those to whom it is directed.

For further information and definitions on DECYP’s approach to child safeguarding see
Safe. Secured. Supported. Our Safequarding Framework
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Misconduct (staff)

Conduct and Behaviour Standards of staff are detailed within the DECYP policy and procedure.
Misconduct includes any complaints arising from any of the following:

° Not following lawful and reasonable directions;

° Unprofessional/unethical conduct;

°  Not adhering to duty of care requirements;

o Sexual misconduct, discrimination and harassment;

e Use of tobacco, alcohol other drugs and medication;

° Conflict of interest, receiving and giving gifts and benefits;

> Breach of confidentiality or personal information;

e Making public comment; and/or

° |nappropriate use of DECYP resources including DECYP intranet, internet and electronic mail.

Neglect

Neglect of a child means the deliberate or reckless failure to meet one or more of that child’s basic
needs. Significant means the neglect is more than trivial or insignificant but is not required to be
deemed serious or to have a lasting permanent effect. There are several types of neglectful
behaviour. These include:

° supervisory neglect: for example, leaving a child in a hot car in summertime;

o physical neglect: a child being extremely dirty and suffering a skin condition as a result of poor
hygiene;

° educational neglect: preventing a child from attending school for no valid reason; and/or

° emotional neglect: rejecting a child from a family, home, school or other situation for no valid
reason.

For further information and definitions on DECYP’s approach to child safeguarding see

Safe. Secured. Supported. Our Safequarding Framework

Reportable conduct scheme

The Reportable Conduct Scheme (RCS), established under the Child and Youth Safe
Organisations Act 2023, requires organisations to notify and investigate allegations of harm to
children or young people involving workers. It applies even where allegations are unproven and
forms part of the broader Child and Youth Safe Organisations Framework. The Scheme is
overseen by the Office of the Independent Regulator, which monitors compliance with legislative
requirements and organisational responses to allegations of harm. The Scheme strengthens
accountability and supports continuous improvement in how organisations prevent, identify and
respond to harm to children and young people. Complaints involving allegations about the conduct
of a worker may be managed under both this Procedure and the Reportable Conduct Scheme
where required.

Worker

Any individual engaged by DECYP to perform a role or provide a service. This includes members
of staff, volunteers, trainees, students on work experience placement, contractors or
subcontractors (excluding bodies defined as relevant entities under the Child and Youth Safe
Organisations Act 2023).
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YJPLUS

YJPLUS is the information management system used at AYDC. YJPLUS has been live since 24

August 2025.

YJPLUS is designed with the young person at the centre and supports practice in youth justice

community and custodial settings statewide.

16 Legislation

e Child and Youth Safe Organisations Act 2023

» Children, Young Persons and Their Families Act 1997

* Ombudsman Act 1978

» State Service Act 2000

*  Youth Justice Act 1997

» Personal Information Protection Act 2004

» Archives Act 1983
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Appendix A -Contact details for each complaint pathway

The following table shows who young people and family members/carers can contact to make a

complaint

AYDC Centre

4260 Meander
Valley Road,

Phone and Email

(03) 6362 2311

Unit Phone
Option
(available to

a child or
young
person)

Manager Deloraine, Tas, aydc.cyj@decyp.tas.gov.au
7304
Office of the GPO Box 169, 1800 816 057 Press ‘# and
Hobart, TAS, .
Secretary 2001 Officeofthesecretary@decyp.tas.gov.au select 7
Ombudsman GPO Box 960, 1800 001 170 or (03) 6166 4566 Press ‘# and
, Hobart, Tas,
Tasmania 7001 ombudsman@ombudsman.tas.gov.au select 4
Commissioner | 1/119
for Children Macquarie (03) 6166 1366 Press ‘# and
and Young Street, Hobart, childcomm@childcomm.tas.gov.au select 1
People TAS, 7000
1/119
Macquarie
ﬁg‘;ﬁca;:orle Street, Hobart, | 0460 041 402 Press ‘# and
. 9 . P TAS, 7000 ashleyadvocate@childcomm.tas.gov.au select 2
in Detention .
(onsite select
days)
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Appendix B - Timeframe for Complaints Process

The timeframe for each step of the complaints process is listed below

Complaint type

Recording of
complaint

Complaint
acknowledged

Substantive
response

Early resolution

Within 1 day of
receiving complaint in
the lockbox

Conversation to occur
within 3 working days

Meeting recorded
within 2 working days
of conversation

Centre complaints

Within 1 day of
receiving complaint in
the lockbox

Acknowledgement
letter sent within 3
working days

Outcome provided
within 28 working
days

Secretary complaints

Within 1 business day
of the Complaints
Oversight Unit
receiving the
complaint

Acknowledgement
letter sent within 3
working days

Outcome provided
within 45 business
days
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Appendix C — Materials relevant to the assessment of a
complaint

The following materials may be relevant to the assessment of a complaint. This list is not
exhaustive:

o BWC/CCTV footage;

o QObservation sheets;

o Use of force digital form (from YJPLUS);

o Use of isolation request;

° Incident forms;

° |RC minutes;

o Staff statements (not to be requested if the matter is being treated as conduct/reportable
conduct); and/or

° Medical records (* not applicable in the case of Ombudsman complaints)

If medical records are required, a request must be made to the Complaints Management Oversight
Unit by email. The CMO will request the relevant records from the Department of Health under
section 40(3)(e) of the Child and Youth Safe Organisations Act 2023.

DECYP Ashley Youth Detention Centre Complaints Procedure 29



