Policy Area 7: Leadership and Management

“Effective leadership promotes a positive organisational culture and builds a professional
service. Effective administration systems enable the effective management of a quality
service .(NQS, 2009)".

Administrative Systems

Records and information are stored appropriately to ensure confidentiality

Reviewed: 4/4/18

Links

NQS - Quality area 7: Leadership and Management

7.1 Governance supports the operation of a quality service.

7.2.3 Educators, co-ordinators and staff members’ performance is regularly evaluated and
individual plans are in place to support learning and development.

4.2.2 Professional standards guide practice, interactions and relationships.

Mountains Outreach Community Services

Policies and Procedures including:

Code of Ethics and Conduct

Service User Feedback and Complaints Resolution
Worker Health and Safety

WWW.MOCs.org.au

Records and information are stored appropriately to ensure confidentiality

Maintaining the confidentiality and currency of information provided by families,
educators, co-ordinators and staff members or other stake holders,contribute to a service
environment where the primary focus is to deliver quality education and care for children
and establishing productive partnerships with parents.

Records are archived in accordance with National Law, for the appropriate amount of
time, and stored securely. Disposal of records is undertaken in a manner that ensures
confidential materials are not likely to be accessed.
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*For preschool programs provided by a school, the service should keep child attendance
records in accordance with their state education law or department policy.


http://www.mocs.org.au

MOCS and BMOCCS have robust staff orientation processes. This includes new staff
reading and signing a copy of the Services’ Code of Ethics. A copy is given to each staff
member, and a copy is kept on their personal file, located in the confidential filing cabinet
currently in the Managers office.

Mountains Outreach Community
Service Inc

Organisational Policy No. 2 Code of Ethics and Conduct

Code of Ethics and Conduct

STATEMENT OF COMMITMENT

MOCS provides an open, welcoming and safe environment for everyone participating
in our programs. We are committed to four social justice principles: equity, access,
participation and rights.

We are committed to ensuring that all staff, volunteers and Management Committee
members act ethically, responsibly and in the best interests of the organisation. Staff,
Management Committee members, volunteers and students recognise and support the
stated philosophy and policies of MOCS and contribute to these by working towards
the best possible standards of service to the community.

MOCS is committed to ensuring that individual interests which conflict with the
interests of the organisation are identified and managed so that they do not effect the
services, activities or decisions of the organisation. Declaration and management of
conflict of interest are specifically required for the Management Committee and all
staff.

We provide high quality programs for children and families that are safe and
welcoming for them.

We seek feedback and input from children, parents and colleagues so these standards
are maintained.

CODE OF CONDUCT:

Everyone participating in Mountains Outreach Community Service’s programs
(including staff, volunteers, Management Committee members, students, children,
parents and visitors) must keep to the following codes of behaviour:

Treat everyone with respect ic act fairly and equitably; respect others, their values
and their rights; respect privacy and confidentiality and create an environment that is
free of discrimination, harassment or victimization

Act honestly at all times; be transparent when making decisions or giving advice
and ensure all actions can withstand scrutiny.

Listen to children’s and young people’s views, respect what they say and involve
them in decision-making, especially about matters that will directly affect them.

Be a positive role model to children and young people in all your conduct with
them.

Set clear boundaries about appropriate behaviour between yourself and the
children and families attending MOCS’ programs. Boundaries help everyone to carry
out their roles well.

Follow MOCS organisational policy and guidelines for the safety of children as
outlined in MOCS Child Protection Policy* at all times to ensure the safety of
children.

Record and act on serious complaints of abuse.
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Mountains Qutreach Community

Service Inc
Organisational Policy No. 2 Ceda of Etaics and Conduct

Have another adult present or n sight waen concucting oue-io-one activities with
children, wherever pozeible.

Respect the conlidentiality of information of 2 sensifive nature obtamad m the
course of se1 vice provisivn e any e s ] store confiental mlonualion salely,
Inform service users about the limits of confidentiality.

Staft will he provided with a MOCS tshirt and nami hedpe and enconrazed to wezr
these at MOCS services énd activities,

DO NOT discriminate cn the basis of race. gender, rel gion age. disability oc
sexualay.

DO NOT wuse discriminating, bullying or rude remarks or behaviour,

DO NOT develep any ‘special’ relationships with cluldren and voung seople that
could be seen as favouritism such as ‘he oYering of gifts or special meanment.

DO NOT do things of a personal aature thet children are able to de for themselves,
such as geing to the tolet or chanzmy clothes.

STANDARDS OF WORK

Professional conduct:

All maviduals will perfocm the:r diaties m a dihgeat manner as best they can ard be
al e laghest level of professional couduct. They will bz acoountable for thein wark
anc their mteracticns with others by workmz wathin the law and the goals and
ohyeetives of MOCS and fallowing itz policies and procadimes and net act in any way
tka: brings them or the organisation into d:srepate,

Personal behaviours: work co-operetively as @ member of the teem: sugpont
colleagies: discuss ethiczl concerns with: colleagnes and the manager, project a
positive image ol the organisarion; not b2 absz2nt from duries withour an agpprepriate
reascn; dress approprately and maintam confidentiality

Use of resources: resources irclude physical, financiz] and technological rescurces as
well as intellecnml progerty. MOCS personnel qust respect and safeguard all wosk
1sowces amd wse hem e Ticendy aud only for appropiale puposes,

Harassment and hullying are imacceptable and contrary 1o etivizal hehawonr

Discnmination: cn the basis of mee, geader, religion, age, disatality or sexuality is

unacceptatle and a breach of aati-discrimnaton and human r1zEes law.

Harassment can take meny forras. It can be obvious or subde, direct or indirect, I includas:

e sexual or suggestive remarks or gestares

o displying or cnculatmg sexually suzzestive, offamsive ar degradimg/mnsulting matenal en
wa s compnter sereen savers. Fanadl

e uaking fun of someone, imARNng scrieone’s accent, spreading nunours, upwelcone

practical jokes

obscene of unsolicried iekephone Cals, letiers. faxes or E-matl messages

mvasicn of personal space, unnccessary paysical contact

continually ignanng or dismssing someose’s contntutien

puchinz, shoving or jos:ling or assault

threats. insults, nanx calling. inappropriatc laaguage

creating a hostilz fezlng o1 enviroamen: without any direct attacks being neade cna

persan
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Mountains Outreach Community
Service Inc

Cgancsational Folicy No. 2 Code of Ethues and Condinct

CONIMIINMENT 10 [THIS CODE:

All grafY and Managaneet Conanatree meanbers, volunteers and studants shall read,
undarsiand and apr22 ro shide by this policy. Breaches of tha Code o Coodne: will
be dealt with w acordance with the relevamt policaes and procedoes viz the
Grievae/Tonf ict Resolution andior D sciplineay Acrwn poley acd procedines®

Tagree to abade by thes Coce of Ethies and Coaduet.

*Otker relevant policies & documents

e PLil>sophy, Mission and Goals Oraacisatoml Policy Ne.l
e Urievanca'Condlict Mediation Employmaat Policy No. L1
e« Performance Managanaet and Deciplinary Aetion

Employmeut Policy No. |5
e Chik Prowction Operations Poliey No. 4
Adepted by Coarmuttee of Mamagement onc- 2008

Eeviewr Dates July 2014 May 2015

Reviewed May 2012
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QA 7.1.2 Systems are in place to manage risk and enable the
effective management and operation of a quality service.

Feedback and input from service users is encouraged and actively sort. MOCS has a
effective policy for any service user complaint, and actively seek a positive resolution.

Attached is MOCS Service User Feedback and Complaints Resolution Policy, as a
service provided by MOCS, BMOOCS families are entitled to use this avenue if they feel
this is necessary.

Complaints and feedback by any parent or carer is treated with the utmost care and
consideration, and staff are encouraged to follow the following flow chart to ensure a
satisfactory outcome.



Mountains Qutreach Community
Service Inc

Orperations Policy No. 5 Service User Feadback and Complaints Kesolution

Service User Feedback and Complamts Kesolution

DEFINITIONS

This policy relaces 10 the s2eking of feedback from service users and 1o complaiats
received by Moantaias Outreach Community Service Inc (MOCS) from nsers o7 the
service. I may r2fa1 to use of facilites and resources or services provided by MOCS
staff o1 1arers conzerning the Managearent Comamree and Project Conraninees. For
the parposzz of this policy, the servics nser makicg the complaint will be refonred to
as ‘the complainam’

Please note, this poliey does not cover simtions where there 15 disdesure of abusa,
wappropmatz behaviour, or suspicron af abuse or harm to 2 cluld or voung perscn
All thest wetiers me dealt with sepaately and must Le ieportead (e e apoopriate
authorties, as datarled 10 MOCS” Chuld Protection Polev®.

POLICY

MOCS r2gularly se2ks teedback from service nsers by a number of means inchyling:
e Wiiren feedback surveys
e Infonual verbal feedback one to one or n a mronp
e Anonymons feeddack v a sugzestion box
e Feedback 1s also scught trom chidren via conversahions and crawings

MOCS uses this feedback to mske changes %o service provision as aporopnate in
ordat to mpecve our services 1o the commumnity.

MOCS acknowledges that maay people find it difficult to rase their ancseties,
concems ar problanas sbout organisatcens they ere involved with, Children @and young
people. in particular are often rcluctant to raise a coneem or complain. They mey fee!
powerless or worned about peer pressure: they may faar they will b2 2xchuded from
thewr activitizs and iends if they make a complaint,

MOCS 15, therefare, ecmrmntted to encouragmg all service asers to speak up ‘when
they bave a concan or corplamt and respecting (he nghts of cowplamacts © have
their complaint dealt with by the oraanisation in a prompt, fzir and equutsble manner,
Accarcingly. when a complaint has been made, all efforts will be made to resclve the
1ssuc in a manner that:

- Is tumely, with :t Semng dealt wih at the tine it anses. or as soon s possible
thereatter,

. Is clear, so that coraplaimants have access (0 and understand how the process
works,

. Is flexible, watl 1nformal and formal, intemal and exremnal options of
wediaticn offzred,

Adopaed 2008

Revieaed May 2015
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Mountains Qutreach Community

Service Inc

Operations Policy No. § Service User I'eedback end Complaints Resclution

Is accessible. Some complamnants may need support to help them assert their
nghts, such as children. people with a disability and people who are isolsted
by poverty, location, limited literacy or English skills. They have the nght to
access this support,

Acknowledzes the nghts of complainants to access extemal complaints’
mechanisms. Comglainants will be provided with information ca the
Commumty Services Commussion, and/or other approprate complaits’
authorities,

Ensures that the views of all involved are seen as having equal validity, unless

proved otherwise,

. Ensures the process is non-ciscriminatory,

. Respects the confidentizlity of the complainant and all imvolved parties, other
members of staff, management and other relevant parties,

. Acknowledzes that ‘he outcome of resolving a comylain is the improvement
of argamsationz] systems, and relationships between pecple and thus an
improvement in the organisation.

PROCEDURES

If a complaint s made by a service user, either verbally or mn wnting, the followng

procednre must be followec:

Step 1 If the complaint relates to mamntenance of facilities or resources, details of

Step 2

the complaint are taken by the staff ember receiving it, and, if possible,
rasolved immediately or if not possible, referred to tha MOCS Managar or
relevant rojact Co-ordinator for follow vp action.

If the complaint is more than a matter requring maintenance, the
complamant is requested to present the complaint in wniting. The
Complaints Record Form may be used for this purpose (See Attachment 1).
In cases where verbal complamts are mace, then the statt member or
Management Committee merber who first becomes aware of the complamt
should emcourage the complainant to put it in wriing, mark it as
Confidential and send it to:

The MOCS Manager

NOCS

BOX 580

Hazelbrook NSW 2779

Should the compamt be about services provided by the MOCS Manager.
tae complaint should be put 1n wnting marked Cenfidential and aldressed
15 the Management Commuttee Executive,

If it appears that the complainant will have difficulty in putting the
complait in wnting, they shall b2 offered as<istaace ‘o find an appropriate
advocate. For people who need assisranc with writing their conmolaint in

Adopted 2008
Reviewal Mey 2015
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Mountains Outreach Community

Service Inc

Openaticns Policy No. § Service User Feadback and Complaints Resolution

Step 3

Step 4

Step 5

Step 6

Step 7

English or people from Non-Exglish Speaking Backgrowd, the Translaticn
and Interpreting Service (T15) can be accessed. Refer Attachment 2 for
more detasls,

All complamts will be acknowledged i writing by the MOCS Mamger.
The MOCS Manazer will also ensure tha! the complamant has bad access to
and understooc th:s Service User Feedback and Complairts Resolution
Policy.

On receving the complaint, the MOCS Mamge (or delegated Maragement
Commitiee member 17 MOCS Manager is directly mvolved in complaint)
will discuss it with the relevant staff ar Commuttee member, or other people
mvolved with the complaint. If the complaint can be resolved throngh
dscussion between the MOCS Manager. relevant staff or Committee
membder and complamant, all agreements reached should de written down
on th: Complants Record Form. If it does rot appear that the complaint
cen be simply resolved the matrer shonld then bz referred to the
Management Committee or relevant Froject Comumittee, if applicable.

The relevant Commuitiee may establish a Complain's Sub-Commuttee
consisting of 2 Commuittee members ond the MOCS Manager. Thiz Sub
Commitiee will ensire all parties 1welverd have read this policy and will
then convene a meeting within fourteen days with the complainént and'or
their representative and all cther party’s mvolved in the complant. All
meeting participants must agree to confidentiality (refer Code of Ethics and
Conduct Policy*). A copy of the written complan: must be circulated to all
parties at least twenty-four howrs before the meeting.,

The Complaints Sub-Conmittee will set the ground rules for discussion of

the 1mue, work towards o matmlly acceptable resolution of the complamnt

and enconrage the developmen: of agreements hetween participants with a

time frame for their implementation aad review. 1f apprognate. The Sub-

Commutiee may decide to:

. Scledule more than one meeting to resolve the matter,

. Appoint a mediator to assist in the resolution of the matter,

. Refer the marter to the full Management Comumttee for resolution,

. Seek legal advice if approprizte. The MOCS Management
Comumttee will be consulted betore any legal action s taken,

Every attemupt must bz made to reach a satisfactory resolution to the
comglaint for all parties mnvolved.

If the complamt imvolves proven concerns abow a paid eraplovee i the
course of his'her cuties, “hen the Parformance Management and
Disciplinary Acticn Policy * will te imtiated.

Adopted 2008
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Mountains Qutreach Community
Service Inc

Operarions Policy No. § Serviea User Feerbact and Complainis Resohwion

Step 8 Ifnc resolution o the satsfacuon of all perties has beea reached. the
cornainant will be prowvded with information on how m aceass exienasl
corplants machamsms (Conumunty Sarvizes Comnnssion).

Step 92 Allmestags of the Complaints Sub-Comnuttee must be recorded and hese
minntes et be 1abled a1 the following Wizna srmend Committes Maeling
“he muwdtes mwet 1zt the nzmes of all present, the purpcse cf the meeting
ac he ontcome. All proceedings of the meeting must be kept cenfidatsal
unless agreed othziwise by Lose aticaxhng the nedtmyg.

Step 10 All docurmentation relaticg to the complzin (including the Complaints
Record Fonn and manutes of any mzetings) must be filad in o I>cked
cabinet to ensure confidznnality is mamtared

Attachuinent 1. Coamplaiats Reccrd Fonu
Attachment 2. Teleplene Traslating and i preting Service Infouwatan

“Other relevant policies & documents
o Code of Etlues zaxd Comduct Ongersationsl Policy No. 2

s Pertonnance Management snd Disciphnary Acthion
Exployment Policy Ne. 13
e Cluld Frolecticn Operations Pulicy No, 4

Adoptec by Corxmittee of Maaagemsnt on = 2008
Raview |ate- I+ May 211y
Adopted 2008

Reviewed May 2015

Page 4



Mountains Outreach Community
Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Service User Feedback and Complaints Resolution

DEFINITIONS

This policy relates to the seeking of feedback from service users and to complaints
received by Mountains Outreach Community Service Inc (MOCS) from users of the
service. It may refer to use of facilities and resources or services provided by MOCS
staff or matters concerning the Management Committee and Project Committees. For
the purposes of this policy, the service user making the complaint will be referred to
as ‘the complainant’.

Please note, this policy does not cover situations where there is disclosure of abuse,
inappropriate behaviour, or suspicion of abuse or harm to a child or young person.
All these matters are dealt with separately and must be reported to the appropriate
authorities, as detailed in MOCS’ Child Protection Policy*.

POLICY

MOCS regularly seeks feedback from service users by a number of means including:
Written feedback surveys

Informal verbal feedback one to one or in a group

Anonymous feedback via a suggestion box

Feedback is also sought from children via conversations and drawings

MOCS uses this feedback to make changes to service provision as appropriate in
order to improve our services to the community.

MOCS acknowledges that many people find it difficult to raise their anxieties,
concerns or problems about organisations they are involved with. Children and young
people, in particular are often reluctant to raise a concern or complain. They may feel
powerless or worried about peer pressure; they may fear they will be excluded from
their activities and friends if they make a complaint.

MOCS is, therefore, committed to encouraging all service users to speak up when
they have a concern or complaint and respecting the rights of complainants to have
their complaint dealt with by the organisation in a prompt, fair and equitable manner.
Accordingly, when a complaint has been made, all efforts will be made to resolve the
issue in a manner that:

. Is timely, with it being dealt with at the time it arises, or as soon as possible
thereafter,

. Is clear, so that complainants have access to and understand how the process
works,

. Is flexible, with informal and formal, internal and external options of

mediation offered,

Adopted 2008
Reviewed May 2015
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Mountains Outreach Community

Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Is accessible. Some complainants may need support to help them assert their
rights, such as children, people with a disability and people who are isolated
by poverty, location, limited literacy or English skills. They have the right to
access this support,

Acknowledges the rights of complainants to access external complaints’
mechanisms. Complainants will be provided with information on the
Community Services Commission, and/or other appropriate complaints’
authorities,

Ensures that the views of all involved are seen as having equal validity, unless
proved otherwise,

Ensures the process is non-discriminatory,

Respects the confidentiality of the complainant and all involved parties, other
members of staff, management and other relevant parties,

Acknowledges that the outcome of resolving a complaint is the improvement
of organisational systems, and relationships between people and thus an
improvement in the organisation.

PROCEDURES

If a complaint is made by a service user, either verbally or in writing, the following
procedure must be followed:

Step 1

Step 2

If the complaint relates to maintenance of facilities or resources, details of
the complaint are taken by the staff member receiving it, and, if possible,
resolved immediately or if not possible, referred to the MOCS Manager or
relevant Project Co-ordinator for follow up action.

If the complaint is more than a matter requiring maintenance, the
complainant is requested to present the complaint in writing. The
Complaints Record Form may be used for this purpose (See Attachment 1).
In cases where verbal complaints are made, then the staff member or
Management Committee member who first becomes aware of the complaint
should encourage the complainant to put it in writing, mark it as
Confidential and send it to:

The MOCS Manager

MOCS

BOX 580

Hazelbrook NSW 2779

Should the complaint be about services provided by the MOCS Manager,
the complaint should be put in writing marked Confidential and addressed
to the Management Committee Executive.

If it appears that the complainant will have difficulty in putting the
complaint in writing, they shall be offered assistance to find an appropriate
advocate. For people who need assistance with writing their complaint in

Adopted 2008
Reviewed May 2015
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Mountains Outreach Community

Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Step 3

Step 4

Step 5

Step 6

Step 7

English or people from Non-English Speaking Background, the Translation
and Interpreting Service (TIS) can be accessed. Refer Attachment 2 for
more details.

All complaints will be acknowledged in writing by the MOCS Manager.
The MOCS Manager will also ensure that the complainant has had access to
and understood this Service User Feedback and Complaints Resolution
Policy.

On receiving the complaint, the MOCS Manager (or delegated Management
Committee member if MOCS Manager is directly involved in complaint)
will discuss it with the relevant staff or Committee member, or other people
involved with the complaint. If the complaint can be resolved through
discussion between the MOCS Manager, relevant staff or Committee
member and complainant, all agreements reached should be written down
on the Complaints Record Form. If it does not appear that the complaint
can be simply resolved the matter should then be referred to the
Management Committee or relevant Project Committee, if applicable.

The relevant Committee may establish a Complaints Sub-Committee
consisting of 2 Committee members and the MOCS Manager. This Sub-
Committee will ensure all parties involved have read this policy and will
then convene a meeting within fourteen days with the complainant and/or
their representative and all other party’s involved in the complaint. All
meeting participants must agree to confidentiality (refer Code of Ethics and
Conduct Policy*). A copy of the written complaint must be circulated to all
parties at least twenty-four hours before the meeting.

The Complaints Sub-Committee will set the ground rules for discussion of

the issue, work towards a mutually acceptable resolution of the complaint

and encourage the development of agreements between participants with a

time frame for their implementation and review, if appropriate. The Sub-

Committee may decide to:

. Schedule more than one meeting to resolve the matter,

. Appoint a mediator to assist in the resolution of the matter,

. Refer the matter to the full Management Committee for resolution,

. Seek legal advice if appropriate. The MOCS Management
Committee will be consulted before any legal action is taken.

Every attempt must be made to reach a satisfactory resolution to the
complaint for all parties involved.

If the complaint involves proven concerns about a paid employee in the
course of his/her duties, then the Performance Management and
Disciplinary Action Policy * will be initiated.

Adopted 2008
Reviewed May 2015
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Mountains Outreach Community
Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Step 8  If no resolution to the satisfaction of all parties has been reached, the
complainant will be provided with information on how to access external
complaints mechanisms (Community Services Commission).

Step9  All meetings of the Complaints Sub-Committee must be recorded and these
minutes must be tabled at the following Management Committee Meeting.
The minutes must list the names of all present, the purpose of the meeting
and the outcome. All proceedings of the meeting must be kept confidential
unless agreed otherwise by those attending the meeting.

Step 10  All documentation relating to the complaint (including the Complaints
Record Form and minutes of any meetings) must be filed in a locked
cabinet to ensure confidentiality is maintained.

Attachment 1: Complaints Record Form
Attachment 2: Telephone Translating and Interpreting Service Information

*Other relevant policies & documents

e Code of Ethics and Conduct Organisational Policy No. 2
e Performance Management and Disciplinary Action
Employment Policy No. 13

e Child Protection Operations Policy No. 4
Adopted by Committee of Management on:- 2008

Review Date:- 13 May 2015
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Mountains Outreach Community
Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Attachment 1

Complaints Record Form

About your concerns
Please attach any additional information you feel is relevant and/or don’t have
room to include on this form.

What is it that you are concerned about?

Your signature...............oeevveennnn...

Please turn over...

Adopted 2008
Reviewed May 2015
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Mountains Outreach Community
Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Finding a Resolution
The following is to be completed by staff member handling the complaint (or
mediator) with the person making the complaint:

Possible solutions discussed:

Agreed Action Plan

Action by Whom Date Completed

Outcome / Resolution

Are you happy/satisfied with the results of the complaint?

SIGNED DATE

Adopted 2008
Reviewed May 2015
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Mountains Outreach Community
Service Inc

Operations Policy No. 5 Service User Feedback and Complaints Resolution

Attachment 2

Telephone Translating and Interpreting Service (T.1.S.)
Information

. TIS can be reached 24 hours per day, 7 days per week by
ringing 131 450.

. It is a free service.

. An interpreter can be pre-booked for a specific call at a certain
time and you can specify whether you want a male or female
interpreter and the exact dialect needed.

Translation Services / Interpreter To Attend A Community Group

e Community Relations Commission: Language Services ph
1300 651 500
WWW.CIC.NSW.ZOov.au

e To book an interpreter for this purpose, contact the above
number and request confirmation of booking and
information regarding charge (usually it is free).

Multicultural Service Officer (MSO) Najah Kerbaj
email najah.kerbaj@centrelink.gov.au

e Contact phone number for this area : (ph) (02) 47237 492
(m) 0421 918307

e MSO’s are employed by Centrelink and can attend local
community CALD and general networks to give information
and obtain feedback on Centrelink related issues and
organise information seminars for specific language groups
on Centrelink topics e.g. aged pensions, family payments.

Adopted 2008
Reviewed May 2015
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