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Executive Summary 

Project Objective 

BDO was engaged to conduct an independent review of the Department for Child Protection’s (DCP) 

complaints processes to assess the effectiveness of formal complaints management processes and systems 

with reference to better practice principles. 

Scope 

The scope of the review included: 

• Reviewing and assessing the effectiveness of existing formal complaints management systems and 

processes adopted by DCP for the management of formal complaints. To include any legislative 

mechanisms which are in place to support complaints management, together with DCP’s complaints 

management systems, policies and procedures 

• Undertaking a comparison of DCP’s complaint management practices relative to other SA Government 

Department processes and complaint management best practice 

• Undertaking a case study review of a specific complaint/series of complaints as a means of gaining an 

insight into the way existing DCP complaints handling systems and processes work on the ground. Case 

studies were selected by DCP and included: 

- 2 x made by carers  

- 2 x made by biological parents  

- 2 x made by family members  

- 2 x made by children and young people 

• Identifying opportunities to strengthen the management of complaints in DCP  

• Developing a final review report. 

The review did not include:  

• Complaints other than those made by third parties who interface with DCP (i.e. internal complaints 

made by staff) 

• Incident management 

• Detailed analysis of any complaints other than the specific case studies 

• Detailed analysis of any existing performance or other data regarding complaints management, beyond 

any high-level observations made 

• Qualitative analysis of individual case files and tracking of these to monitor and measure case specific 

outcomes for vulnerable children and their families. 
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Disclaimer 

The assignment is a consulting engagement as outlined in the ‘Framework for Assurance Engagements’, 

issued by the Auditing and Assurances Standards Board, Section 13.  Consulting engagements employ an 

assurance practitioner’s technical skills, education, observations, experiences and knowledge of the 

consulting process.  The consulting process is an analytical process that typically involves some 

combination of activities relating to objective-setting, fact-finding, definition of problems or 

opportunities, evaluation of alternatives, development of recommendations including actions, 

communication of results, and sometimes implementation and follow-up. 

This consulting engagement does not meet the definition of an assurance engagement as defined in the 

‘Framework for Assurance Engagements’, issued by the Auditing and Assurances Standards Board, Section 

10.  As such, we have not sought to perform an audit in accordance with generally accepted auditing 

standards.  Accordingly, we do not express such an audit opinion.  Readers of the report should draw their 

own conclusions from the results of the review based on the scope, agreed-upon procedures and findings. 

The nature and scope of work was determined by agreement between BDO and DCP.  

Approach 

Phase 1: Process Analysis  

The Process Analysis phase involved a desktop review of the current policies, procedures and practices 

within the complaints management system, and discussion with DCP representatives, with consideration of 

the following:  

• How the policies, procedures and practices align with each other  

• How the policies, procedures and practices align with the legislative requirements within DCP and the 

SA Public Sector  

• ‘User friendliness’ of the policies, procedures and practices 

• Tracking and reporting of the complaints processes  

• The skills and knowledge required to apply the policies, procedures and practices  

• The workflows associated with the application of the policies, procedures and practices.  

Phase 2: Process Assurance 

The Process Assurance phase involved the following steps:  

2a – Other SA Government Departments ‘better practice’ review:  

• Compared information gathered from other SA Government departments regarding comparable 

complaints processes. This information was compared to the understanding gathered in Phase 1 to 

identify any potential differences and gaps in DCP’s complaints management policies, procedures and 

practices 

• Based on the results of the ‘better practice’ review, identified areas requiring improvement to 

strengthen complaints management processes.  

2b - Application review:  

• Building on the knowledge gained from Phase 1 and 2a, the eight (8) case study complaints selected 

were reviewed to assess their compliance with the DCP’s requirements. This process also revealed any 

‘indicative trends/patterns’ as well as ‘pinch points’ in the process 

(Note: The case study review only considered Level 1 and Level 2 complaints processes as per the 

Complaints and Feedback Management Procedure. We were advised that none of the case studies 

tested were escalated to Level 3) 

• Based on the results of the case study reviews, identified areas requiring improvement to strengthen 

complaints management processes.  
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Phase 3: Process Improvement 

• Prepared draft review findings and recommendations  

• Held preliminary discussions with DCP representatives to confirm accuracy of review findings and 

discuss recommendations. 

Phase 4: Report Results 

• Prepared a draft report presenting findings and recommendations and provided to DCP representatives 

for feedback 

• Held closing meetings with DCP representatives regarding the review outcomes 

• Finalised and issued the independent review report.  
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APPENDIX 1 Documents Accessed & Stakeholders Consulted 

Documents Accessed 

The following documents were provided by DCP and accessed: 

• Premier and Cabinet Circular 012 – Information Privacy Principles Instruction (2020) 

• Premier and Cabinet Circular 039 - Complaint Management in the South Australia Public Sector 

• Child and Young People (Safety) Act 2017 

• Child and Young People Regulations 

• Australian Government – National Office for Child Safety – Complaint Handling Guide 

• Australian Government – National Office for Child Safety – Complaint Handling Reference Guide 

• Australian Government – National Office for Child Safety – Complaint Handling Guide – Fact Sheet 

• Australian Government – Commonwealth Ombudsman – Better Practice Complaint Handling Guide 

• Ombudsman of SA - An audit of state government agencies complaint handling – 2014 

• Department for Child Protection - Complaints and Feedback Management Policy ( V2.0 – July 2023) 

• Department for Child Protection - Complaints and Feedback Management Procedure ( V2.0 – July 2023) 

• Department for Child Protection – Practice Approach – Summary Guide 

• Department for Child Protection – Aboriginal Child Placement Principles 

• Department for Child Protection – Strategic Plan 2021-2026 

• Department for Child Protection - Strategic Plan – Action Plan 2024-2026 

• Department for Child Protection - Child and Youth Engagement Strategy – 2012-2023 

• Department for Child Protection   - Practice Approach – Summary Guide – 2022 

• Department for Child Protection   Disability Access and Inclusion Plan - 2020-2024 

• Department for Child Protection   DCP Practice Principles – 2023 

• Department for Child Protection   DCP Assessment Framework – 2022 (redacted)  

• South Australian Foster and Kinship Careers – Statement of Commitment 

• Case documentation for eight (8) cases reviewed from C3MS including intake forms, email 

correspondence and case notes. 

The following documents were provided by other SA government departments and accessed: 

• Department for Correctional Services - Policy 34 – Prisoner, Offender and Public Complaints 

Management (V2 – July 2021) 

• Department for Correctional Services – Standard Operating Procedure 096 – Prisoner Enquiries and 

Complaint resolution process (V3 – June 2021) 

• Department for Correctional Services – Complaints Assessment Panel ( April 2023)  

• Department for Education - Complaint Management Policy (March 2024) 

• Department for Education - Complaint Management Procedure (February 2024) 

• Department for Education – Raising a Complaint- Fact Sheet (undated). 
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Key Stakeholders Consulted 

BDO completed this review through discussions with the following representatives from DCP: 

• Kris Swaffer - Director, OCE 

• Claire Di Carlo - Manager CFMU 

• Robert Power - Lead ARO, CFMU 

• Paul Cree – ARO, CFMU 

• Melanie Madsen – ARO, CFMU 

• Nicole Gye – ARO, CFMU 

• Bo Galant, Manager, Hindmarsh DCP  

• Cherylea Tinsley-Smith, Supervisor, Hindmarsh 

• Lindsay Hamston, Business Manager, Hindmarsh 

• Stuart Thelning, A/Manager, Limestone Coast 

• Claudia Puccio, Supervisor, Inner North  

• Deepak Chetry, A/Practice Lead, Inner North  

• Meg Gowen, Senior Practitioner, Inner North 

• Mischa Nitschmann, A/Supervisor, Inner North  

• Michala De Wilde, A/Supervisor, Port Pirie  

• Mikala Ballard, Manager, Manager Redress Response Team 

In addition, assistance was provided by the following representatives from other SA government agencies: 

• Kate Schubert - Acting Manager, Customer Feedback, Customer and Information Services, (Department 

for Education) 

• Nicolle Jolly - A/Manager, Government and Jurisdictional Affairs (Department for Correctional 

Services) 

 

 





















 

 

 

 
BDO Services Pty Ltd ABN 45 134 242 434 is a member of a national association of 
independent entities which are all members of BDO Australia Ltd ABN 77 050 110 275, an 
Australian company limited by guarantee. BDO Services Pty Ltd and BDO Australia Ltd are 
members of BDO International Ltd, a UK company limited by guarantee, and form part of 
the international BDO network of independent member firms. Liability limited by a scheme 
approved under Professional Standards Legislation. 

 

 

 

 

 

 

 

1300 138 991 AUDIT • TAX • ADVISORY 

www.bdo.com.au 

 

NEW SOUTH WALES 

NORTHERN TERRITORY 

QUEENSLAND 

SOUTH AUSTRALIA 

TASMANIA 

VICTORIA 

WESTERN AUSTRALIA 

 

 




