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Complaints management: practice reviews


Effective complaints management is critical to improving quality practice. There are different ways that a complaint can be managed including but not limited to an informal response option, formal investigation, taking no further action, and/or a practice review occurring regarding the complaint. This practice guide provides an overview of a practice review being conducted as part of the complaints management process and outlines the purpose of a practice review, the terms of reference, the timeframes and expected outcomes.
[bookmark: _Hlk81907964]Overview of practice reviews
When a complaint is raised regarding a practice decision or practice that lead to a decision, a practice review can be conducted as part of the response to the complaint. The practitioner completing the practice review may make recommendations on how to strengthen or improve practice to assist the complaint investigator and administrator to determine the findings of the complaint.

Practice reviews are conducted:
in accordance with the principles and values of the strengthening families protecting children framework for practice
in line with the five elements of the Aboriginal and Torres Strait Islander Child Placement Principle
in a way that promotes transparency and procedural justice
in accordance with obligations under the Human Rights Act 2019
with a constructive and intentional focus on the agreed terms of reference; and
using appreciative inquiry to promote a strengths-based, solution focused approach.  
Requesting a practice review
Either the complaint administrator and investigator or complaint decision maker can request a practice review to support and inform the complaints management process, or to inform the internal review of a complaint where appropriate. The following information is included in the request for a practice review:
the CSSC/s or staff involved in the complaint allegation 
the complaint or internal review complexity and timeframes
an overview of the practice decision or case work that requires review
any considerations the complaint decision maker and/or complaint administrator and investigator should incorporate into their terms of reference.

The above information will be shared with the complaint decision maker or the complaint investigator and administrator, depending on who initiated the request for the practice review.

Depending on the region, additional approval processes for a practice review to occur may be required such as seeking approval from a director or other line manager of the person undertaking the review who is aware of regional resources and / or any potential conflict of interest. 
Allocating a practitioner to undertake a practice review
To promote objectivity, the practitioner allocated to undertake the review should have had no direct or indirect involvement with the family or complainant (for example, they should not have participated in a practice panel decision for a child involved in the complaint or provided a case consultation for the family involved in the complaint). The allocated decision maker for the complaint can be the practitioner who undertakes the practice review if they meet the criteria.

A practice review can be undertaken by:
a senior practitioner
a regional practice leader
an Aboriginal and Torres Strait Islander practice leader
another suitably qualified practitioner at PO5/AO7 level or above
another suitably qualified practitioner external to the department.

When the complaint relates to an Aboriginal or Torres Strait Islander child:
· the review should be completed by an Aboriginal and Torres Strait Islander staff member, or in partnership with an Aboriginal or Torres Strait Islander staff member (such as a cultural practice advisor)
· refer to the practice kit Safe care and connection in the Child Safety Practice Manual
· refer to Aboriginal and Torres Strait Islander Cultural Capability on the intranet.
Terms of reference for practice reviews
It is the complaint administrator and investigator and complaint decision-maker’s responsibility to define the scope of the review in a written terms of reference. It may be appropriate for the practitioner completing the review to provide input into the development of the terms of reference. The terms of reference are to consider:
the complaint allegations 
whether the practice review will focus on:
· the decision-making process
· the appropriateness of a decision
· the practice leading to the decision, or 
· a combination of these
the specified timeframe or event for the review to focus on, such as all involvement a child has had with Child Safety, or a particular timeframe, critical decision point, or event 
for children who are Aboriginal and Torres Strait Islander or culturally and linguistically diverse, known cultural information in relation to the child and family, including the child’s cultural support plan 
evidence and information relevant to the review, such as access to ICMS or written records, and interviews with internal staff
whether contact with the complainant or other parties is required and appropriate, and any considerations relevant to communication with the complainant such as:
· cultural protocols 
· any communication plans currently in place
· preferred method of communication
· any known disability or diagnosis that the reviewer needs to consider and plan for to engage in effective communication with the complainant    
whether the final written review will be:
· shared beyond the complaint decision maker and complaint investigator and administrator
· used for any other purposes other than to assist in determining the outcome of the complaint and the making of practice recommendations
the timeframe for completion of the review. 

It is not appropriate for the reviewer to interview people external to the department as part of the review. If it is not specified in the terms of reference, it is at the discretion of the practitioner undertaking the review as to whether they wish to speak with the complainant or not. It is preferable that the practitioner give the complainant the opportunity to discuss their worries if the complainant is:


a person who is Aboriginal and/or Torres Strait Islander
a person who is culturally and linguistically diverse
a child or young person
a person who has a disability.

If the review is to examine the merits of a decision, the terms of reference should also specify:
whether the reviewer is to consider only the evidence that was available to the person who made the decision at the time, and 
whether the decision should be reviewed in the context of any new information or evidence.

During the review, a revision to the terms of reference may be required as identified by the complaint decision maker, complaint administrator and investigator, or the reviewer. If so, a revised terms of reference will be negotiated and agreed upon by all parties as soon as possible.
Before and during the practice review
Before the practice review occurs, it is the role of the complaint administrator and investigator to communicate to the complainant about:
the purpose of a practice review
that a practice review is being undertaken in relation to the complainant’s allegation(s)
the name and role of the practitioner completing the practice review
the timeframe in which the review will be completed.

During the practice review, it is the role of the complaint administrator and investigator to be the point of contact for the complainant. It is not the role of the practitioner completing the practice review to manage the complainant or engage with them on an ongoing basis.
[bookmark: _Hlk81908016]Practice review outcomes
The practitioner who undertakes the review is responsible for providing the review outcomes to the complaint administrator and investigator in the agreed upon timeframe. The complaint administrator and investigator will consider the review outcomes in their determination of the complaint findings and will provide these to the complaint decision maker for endorsement. 

The complaint investigator and administrator may request additional input from the practitioner conducting the review so they are able to take appropriate action regarding the complaint (for example, to progress recommendations related to strengthening practice). Any additional work required of the practitioner who did the practice review beyond completion of the review will be negotiated with the reviewer, their line manager, the complaint decision maker and the complaint administrator and investigator.

It is the role of the complaint administrator and investigator to ensure that:
the outcomes of the review and the complaints management process including any decision making is recorded in Resolve (complaints management database) in accordance with record keeping policy and procedure
the outcomes of the review are provided to the CSSC manager for recording on relevant client case management files where appropriate. 
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