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Education and Care Policy and 
Procedure Manual 

Complaints, Grievances and No Bullying Policy  
 

Policy Statement 
 

Our services view complaints and grievances in a positive way. Discussing issues as they 
arise provides an opportunity to gather a wide range of views about our service practices 
and therefore contributes significantly to our continuous improvement. 
 

We support a culture of open communication where all complaints are accepted and where 
all stakeholders can comment on scheme practices and management decisions. 
 

It is vital that families, educators and our coordination teams have a positive approach to 
complaints and view them as an opportunity to further understand our stakeholder’s 
attitudes and needs. 
 

Those making a complaint need to trust that their concerns will be dealt with confidentially, 
promptly, respectfully and without disadvantaging their child. 
 

Complaints and grievances may involve a number of different stakeholders including; 
parents, coordination teams, educators, management etc. This policy guides the process 
for all complaints and grievances regardless of the stakeholder involved. 
 

Bullying/Workplace Violence 
Our education and care services are committed to ensuring a working environment that is 
free from bullying and occupational violence. 
 

It is expected that all those involved in our services will treat each other fairly and with 
respect, courtesy and sensitivity. 
 

Education and Care Services National Regulations 
 

Part 4.7: Management and Leadership 
Division 2: Policies and procedures 
 

National Quality Standard 
 

Quality Area 5: Relationships with Children 
Standard 5.1: Respectful and equitable relationships are maintained with each child 
Standard 5.2: Each child is supported to build and maintain sensitive and responsive relationships  
 

Quality Area 6: Collaborative partnerships with families and communities 
Standard 6.1: Respectful relationships with families are developed and maintained and families are 
supported in their parenting role. 
 

Quality Area 7: Governance and Leadership 
Standard 7.1: Governance supports the operation of a quality service 

• Element 7.1.2: Systems are in place to manage risk and enable the effective management and 
operation of a quality service  
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Strategies and Practices 

 
Family day care educators are licensed to the Shire under a licence agreement and are to refer to 
their agreement for additional points related to the grievance procedure that is to be followed when 
a licence may be suspended or terminated. 
 
Workplace Bullying or Occupational Violence 
 

Definitions 
Workplace bullying is defined as repeated, unreasonable behaviour directed towards another 
which creates a risk to health and safety 

 “Unreasonable behaviour” refers to behaviour that a reasonable person, having regard to all the 
circumstances, would expect to humiliate, intimidate, undermine or threaten. In this context a 
“reasonable person having regard to all the circumstances” means a hypothetical person who has 
observed the situation but does not necessarily have a total knowledge of every aspect of the 
situation.  

Occupational violence is any incident where an employee is physically or verbally attacked or 
threatened in the workplace.  It covers all forms of physical attacks e.g. 

• Pushing, shoving, grabbing or tripping 

• Any form of indecent physical contact 

• Striking, kicking, scratching, biting, spitting or any other type of direct physical contact 

• Throwing objects 

• Attacking with knives, guns, clubs or other weapons 
 
Threat means a statement or behaviour that causes a person to believe they are in danger of being 
physically attacked. 
 
Physical attack means direct or indirect application of force by a person to the body of, or the 
clothing or equipment worn by another person, where that application creates a risk to health and 
safety. 

 
 

General 
According to the definition, a single incident of bullying-style behaviour does not constitute 
workplace bullying; however, single incidents of bullying-style behaviour should not be ignored or 
condoned. If the behaviour displayed during a single incident of bullying-style behaviour involves 
a physical attack or threat of physical attack, it may be occupational violence. 
 
The following types of behaviour, where repeated or occurring as part of a pattern of behaviour, 
would be considered examples of Workplace Bullying, but are by no means an exhaustive list: 

• Verbal abuse 

• Excluding or isolating  

• Psychological harassment 

• Consistent nit-picking and fault-finding without justification 

• Threat 
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• Intimidation 

• Tone of voice and certain language 

• Deliberate damage to personal property 

• Unreasonable threats of dismissal 
 
Prevention of bullying and occupational violence is a responsibility of everyone involved and each 
person’s commitment must be to: 

• Be aware of, identify, prevent and where appropriate report, bullying and violence  

• Eliminate inappropriate behaviour regardless of whether a complaint is received 

• Provide leadership and be a role model in relation to appropriate and professional behaviour  

• Respond promptly and sensitively to all situations where inappropriate behaviour has 
occurred or alleged to have occurred 

• Cooperate regarding action taken to prevent bullying 
 
Complaints procedure 
The following procedure is to be used for managing and responding to complaints 
 

Internal Resolution 
 

Where possible, the parties should attempt to resolve the dispute themselves 

 

Education and Care Team Leader 
 

Complaints unresolved by the internal resolution above may need to be brought to the attention 
of the service team leader who will investigate the matter of concern and report the finding to all 

parties involved 

 

Child, Youth & Family Services Manager 
 

Complaints unresolved by the two resolutions above may need to be brought to the attention of 
the Manager of Child, Youth and Family services at the Mornington Peninsula Shire who will 

investigate the matter of concern and report the finding to all parties involved 

 
Sources and further reading 

• Department of Education and Training (DET) 

• Mornington Peninsula Shire Licence Agreement (Family Day Care) 

• Mornington Peninsula Shire Code of Conduct Policy 

• Work Safe Victoria Preventing Bullying at Work  
 
 
 

 

Mornington Peninsula Shire acknowledges and pays respect to the elders, families and ancestors of the Bunurong/Boon Wurrung people, who have been the 

custodians of this land for many thousands of years. We acknowledge that the land on which we meet is the place of age-old ceremonies, celebrations, 

initiation and renewal; and that the Bunurong/Boon Wurrung peoples’ living culture continues to have a unique role in the life of this region. 


