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The Daughters of Our Lady of the Sacred Heart (‘OLSH’) believe that all children and adults have the right 
to make a complaint or raise a concern when they are dissatisfied by actions or inactions of Sisters, 
employees, volunteers or contractors, or the services they provide. OLSH is committed to supporting all 
persons involved when a complaint is raised, including the alleged victim, witness(es), and the subject of 
the allegation. OLSH is committed to confidentiality and transparency in all complaints handling, as well 
as promoting positive and harmonious workplace relationships.  
 
In conjunction with the OLSH Safeguarding Policy, OLSH is committed to upholding the human rights, 
dignity and well-being of all people, children and adults at risk from abuse and harm, and considers how 
power imbalances can occur in ministries and services.  
 
This Policy aims to provide guidance for: 

 

• Individuals seeking to make a complaint;  

• OLSH, in their capacity as complaint handlers.  
 

 
 

This Policy applies to OLSH, their employees, volunteers and contractors engaged across the 
Congregation in Australia.   
 
In aiming to provide guidance for individuals seeking to make a complaint and OLSH (in their capacity 
as complaint handlers), this Policy includes the following Appendix:  
 

Appendix 1:  General Complaint Handling Procedure;  

Appendix 2: Internal Complaints Made by a Sister;  

Appendix 3:   Feedback and Complaints (General).   

 

 
 
This Policy is reviewed every 3 years and is checked against any associated relevant legislation. 
 
 
 
 
 
 

Purpose 

Scope  

Policy Review  



 

 

 
 
1. OLSH emphasises a holistic and trauma informed approach to complaints handling that 

understands people have specific needs and require a response that fits their needs. OLSH 
ensures complainants are:  

 

• Provided with information about the complaint handling process.  

• Provided with a number of accessible ways to make  complaints.  

• Listened to, treated with respect by OLSH, and actively involved in the process where 
possible and appropriate.   

• provided with reasons for decisions and any options for redress or review. 

 

2. OLSH’s complaints process must be accessible to all Sisters, partners in ministry and community 
members with whom OLSH engages, including children and adults at risk. 

 

• OLSH will provide information about how and where complaints can be made in a variety 
of ways including but not limited to: 

▪ website; 

▪ social media profiles; 

▪ personal interaction i.e., informing those with whom we engage about the 
complaints process, and 

▪ displayed at any physical sites where OLSH engages with the wider community. 

• OLSH will provide children and adults at risk with complaint forms and information in 
suitable formats about how to make a complaint. 

• Where necessary, OLSH will assist with providing access to interpreters. 

 

3. OLSH will take all complaints seriously.  

 

• OLSH will act with fairness and impartiality to ensure all complaints are assessed as soon as 
practicable, with a goal of investigating and where possible resolving all complaints. 

• OLSH will accept anonymous complaints and will work to investigate them where there is 
enough information provided. 
 

4. OLSH is committed to continuous improvement. 
 

• OLSH will utilise the learnings acquired during the complaints process to improve policies, 
procedures and practice, and to better identify key roles and responsibilities. 

• OLSH will improve the complaints handling process where a need to do so is identified. 

 

5. Anyone can make a complaint or provide feedback without fear of repercussions. 
 

• OLSH will endeavour to ensure that a person making a complaint does not suffer adversely 
because they have made a complaint. OLSH acknowledges that it is often easier to not come 
forward with a complaint. 

Policy Statement   



 

 

• All complaints will be treated in the strictest confidence. Only those who need to know will 
be informed of a complaint. 

 
6. Safeguarding: 

 

• OLSH will ensure that all people who wish to make a complaint are listened to, treated with 
respect, their concern is acknowledged, and they are provided with information and 
support, including referrals to other agencies, when appropriate or requested. 

 
7. Where a complaint relates to a child or adult at risk, their wellbeing or safety, OLSH will ensure 

all external reporting obligations are met without delay. 

 
Role Responsibility 

Provincial Leader 
The Provincial Leader is responsible for: 

• Convening the Safeguarding / Professional Standards Committee. 

• Implementing the process for standing a Sister down during an investigation, 
if deemed necessary. 

• Assisting and providing oversight to the Safeguarding Coordinator 
with the complaint handling process. 

 
Safeguarding 
Coordinator 

The Safeguarding Coordinator is responsible for: 

• The handling of complaints related to the safety of a child or adult at risk 
that are received through the complaints handling process. 

• The handling of historical allegations of abuse of a child or adult at risk that 
are received through the complaints handling process. 

• Reporting complaints to the Provincial Leader immediately. 

• Ensuring all reporting obligations are met and comply with the relevant 
legislation. 

All Sisters 
All Sisters are responsible for: 

• Maintaining vigilance in safe practices according to the relevant policy and 
code of conduct. 

• Understanding their reporting obligations for the jurisdiction in which they 
live or minister. 

• Following the procedures on the telephone guidance sheet without 
delay. 

All Employees 

All Employees are responsible for: 

• Maintaining vigilance in safe practices according to the relevant policy and 
code of conduct. 

• Understanding their reporting obligations for the jurisdiction in which they 
work. 

• Reporting complaints to the Safeguarding Coordinator or Provincial or 
Community Leader without delay. 

All Volunteers 
All volunteers are responsible for: 

• Advising the coordinating person for the role they perform with regard to 
concerns or complaints received regarding safety of children or adults at risk. 

Roles and Responsibilities  



 

 

Sisters, Employees, Volunteers and Contractors have an obligation to ensure that conflicts of interest 

(whether financial or otherwise) are managed in a fair, ethical and transparent manner.  

A conflict of interest may arise where a Sister, Employee, Volunteer, or Contractor has a personal, 

financial, or other private interest that could influence or appear to influence their judgment or 

decision-making in handling a complaint. Conflicts may also arise when there is a reasonable 

expectation of a personal benefit, direct or indirect, that could affect their impartiality. This benefit 

may be financial or non-financial. 

Sisters, Employees, Volunteers and Contractors are required to: 

• Declare any actual, potential, or perceived conflicts of interest as soon as they arise, particularly 

in relation to handling or resolving complaints; 

• Refrain from participating in the management or investigation of a complaint where a conflict of 

interest exists; 

• Act with integrity, impartiality, and transparency, ensuring all complaint decisions are free from 

bias or the perception of bias; 

• Conduct themselves in a manner which is consistent with Daughters of Our Lady of the Sacred 

Heart Australia’s values;  

• Be objective, open and honest, making recommendations or decisions with integrity and 

accountability and in a way that best serves the interests of the Daughters of Our Lady of the 

Sacred Heart Australia;  

• Use their own judgement in determining the appropriateness of non-cash gifts and hospitality 

• Ensure all decisions are free of bias or apparent bias; 

• Behave with integrity and impartiality; 

• Ensure all processes are transparent and documented. 

Where a conflict of interest is identified in the handling of a complaint, OLSH will take steps to ensure 

an independent and impartial investigation, which may include appointing an external investigator or 

referring the complaint to an independent oversight body. 

 
This Policy refers to the OLSH Recordkeeping Policy with respect to maintaining appropriate records of 

complaints. All Sisters, employees, volunteers, and contractors, have an obligation to maintain 

appropriate records and data in relation to the protection of children, young people and vulnerable 

adults. Any abuse complaints, incidents, allegations, disclosures, concerns and referrals are recorded, 

and confidential information is stored, protected and retained for 50 years and in accordance with the 

OLSH Recordkeeping Policy.   

In upholding the recordkeeping principles, in accordance with the OLSH Recordkeeping Policy, OLSH is 

committed to applying the following requirements:  

Conflicts of Interest  

Record Keeping  



 

 

• Maintaining complete and accurate records, which are created and maintained for all 

incidents, complaints, responses, decisions and outcomes.  

• Ensuring that records are created at the time of, or as soon as practicable following an 

incident, complaint, response or decision.  

• Ensuring that records are titled, organised and filed logically. 

• Ensuring that information and/or records are treated as confidential, and records are 

appropriately secured. 

• Individuals’ rights to access, amend or annotate records about themselves are recognised 

to the fullest extent.  

 
In aiming to provide guidance for individuals seeking to make a complaint and OLSH (in their capacity 
as complaint handlers), this Policy includes the following Appendix:  
 

Appendix 1:  General Complaint Handling Procedure;  

Appendix 2: Internal Complaints Made by a Sister;  

Appendix 3:   Feedback and Complaints (General).  

 

 

 Annexures to the Complaints Handling Policy  



 

 

 
1. Receiving a Complaint  

1.1. Complaints may be made to OLSH in the following ways: 

a. Via email 

b. Via post 

c. Via telephone 

d. Using our complaints form 

e. Using our ‘easy read’ complaints form 

f. In-person 

1.2. Upon being notified of a complaint OLSH will: 

a. Receive details about the complaint and any supporting information. 

b. Determine contact information for the complainant. 

c. Identify issues raised by the complainant and the desired outcome. 

d. Identify any support that may be required for the complainant. 

e. Log the complaint into our Complaint Register. 

f. Where a complaint relates to the safety and wellbeing of a child, 
immediately notify the Provincial Leader or, in her absence, the 
Safeguarding Coordinator. 

1.3. If any Sister in the Congregation receives a complaint from a caller on the telephone, 
from someone she meets socially or in the course of her ministry, she will listen with 
empathy and refer the person to the Safeguarding Coordinator who will then advise 
the Provincial Leader.  

Where possible, the person who receives the complaint will address the issues at receipt. Some 
complaints may be immediately and easily rectified. Where this is not possible, complaints will be 
addressed in a timely manner.  

2. Acknowledging a Complaint   

2.1 OLSH will endeavour to acknowledge complaints within 48 hours (2 business days) of 
receipt but no later than 5 business days following a complaint notification. The 
acknowledgement will be offered in writing (including email) or via phone, depending 
on the most appropriate medium for contacting the complainant. 

2.2 Where a complaint has been made that relates to the abuse or neglect of a child, 
OLSH will, as soon as practicable and/or within the relevant reporting time frame 
requirements, report this to the appropriate external authorities e.g., Police/ 
Reportable Conduct Scheme/Child Protection. 

 

 

 Appendix 1: General Complaint Handling Procedure   



 

 

 

3. Assessing a Complaint  

3.1 The complaint will be assessed as following:  

a. If the complaint is an emergency or life-threatening, the receiver is to call 000.  

b. Whether a report must be made to an external agency e.g., Police, Reportable 
Conduct Scheme or other authorities.  

c. If the complaint raised is within the control of OLSH, as the responsible 
authority (e.g., some may relate to a volunteer organisation, another church 
authority or incorporated entity). 

d. Whether the complaint relates to the health or safety of a child or young 
person. 

e. Whether the complaint relates to the health or safety of an adult at risk.  

f. Where a complaint has been made relating to the health, safety or wellbeing 
of a child or adult at risk, an initial risk assessment will be conducted to identify 
and minimise risks in accordance with the OLSH Risk Assessment Policy. For 
example, where a complaint of alleged abuse has been made about a member 
of the Congregation, that person will be excluded from engagement with 
children and adults at risk while the complaint is being 
considered/investigated.  

g. Whether more information is required to continue an investigation or 
determine an appropriate outcome. 

h. The impact on the complainant. 

i. A timeframe for resolving the complaint. 

j. The correct role/person to manage the complaint. 

4. Addressing a Complaint   

4.1 In addressing a complaint, OLSH may use the following methods of complaint handling:  

 

a. Following an initial risk assessment, if the complaint is assessed as low risk 
(e.g., service complaints), OLSH may offer an apology, information or 
explanation to the complainant. 

b. Following an initial risk assessment, if the complaint is assessed as low to 
medium risk (but does not relate to the safety of a child and/or adult at risk) 
OLSH will attempt to resolve complaints informally, through discussion, 
mediation, or clarification of concerns. If a complainant is dissatisfied with an 
informal resolution, they may proceed to a formal investigation. 

c. Following an initial risk assessment, if the complaint is assessed as medium to 
high risk, OLSH may investigate the claims made in the complaint. Where 
appropriate, OLSH will engage external investigators to undertake an 
investigation of the complaints made.  The investigation will be conducted in 
accordance with the OLSH Conducting Investigations Policy.  

4.2 In handling a complaint, OLSH may:  



 

 

 

d. Where a complaint has been made that relates to the suspected abuse or 
neglect of a child or adult at risk, OLSH will work in cooperation the relevant 
external bodies to investigate the complaint e.g., Police, State-based 
reportable conduct schemes, child protection authorities 

e. Where a complaint has been made that relates to a historical allegation of 
child abuse, OLSH will work in cooperation with external agencies e.g., 
Police/State-based reportable conduct scheme. They will assist the 
complainant to make a claim, if appropriate. 

f. Where a claim has been made directly through the National Redress Scheme, 
OLSH will participate in the Direct Personal Response process and work in 
cooperation with any external bodies that are required to be notified as a 
result of the claim, e.g., Police or State-based Reportable Conduct Regulator. 

g. Throughout the process, OLSH will keep the complainant informed of the 
process and alert them to any changes to the timeline for resolution. OLSH will 
be led by the complainant on the medium for communication. Ordinarily, to 
enable a person’s complaint to be addressed effectively and in good time, the 
Safeguarding Coordinator will liaise with the person making the complaint, the 
person against whom the complaint is made, and the relevant Office for 
Professional Standards (where applicable). 

h. The Provincial Leader will ensure that a sister, employee, volunteer or 
contractor who is the subject of a complaint is given ongoing pastoral, 
psychological, spiritual and legal support throughout the process, as 
appropriate. 

i. Ongoing risk assessments will be conducted throughout the entirety of a 
complaint handling process, including during an investigation.  

1.2. OLSH acknowledges that power imbalances may exist between the complainant and 
respondent, particularly where the respondent holds a position of authority, trust, or 
influence over the complainant. To address this, OLSH will: 

a. Ensure the complainant is given appropriate support.  

b. Offer complainants the option to have a support person present during all 
communications related to their complaint. 

c. Consider alternative reporting pathways if a complainant is uncomfortable 
reporting the complaint directly to OLSH leadership (e.g., allowing complaints 
to be made through an independent third party). 

d. Ensure decision-making is independent and unbiased, particularly when a 
power imbalance is identified. 

  

5. Determining the Outcome of a Complaint  

5.1 Following consideration and/or investigation of a complaint, OLSH will identify the most 
appropriate outcome:  

 

a. Substantiated - there is sufficient evidence to support that the conduct 



 

 

occurred as alleged. 

b. Unsubstantiated – Insufficient Evidence: There is insufficient evidence to 
support that the conduct occurred as alleged. 

c. Unsubstantiated – Lack of evidence of weight: There is little evidence of weight 
outside the allegation itself to support that the conduct occurred as alleged. 

d. False – There is clear evidence that shows the alleged conduct did not occur. 

5.2 Where OLSH has reached an outcome, OLSH will contact the complainant and inform them 
of:  

a. The outcome of the complaint and the action taken (where possible).  

b. The reasons behind the decision. 

c. Changes/resolutions/risk management strategies proposed or put in place. 

d. Any options for review (internal and external) that the complainant may seek 
if they are not satisfied by the outcome.  

e. If a complainant is dissatisfied with the outcome, they may request a review 
within 30 days of receiving the decision. The review will be conducted by the 
Provincial Leader or an independent investigator. 

1.2. Where there is a substantiated complaint related to the sexual abuse of a child or adult 
by a clergy or religious, OLSH will undertake a risk management process in line with the 
OLSH Risk Management Policy to determine appropriate action.   

1.3. Where a cleric or religious is convicted of a canonical offence related to sexual abuse, the 
respondent is to be prohibited from the exercise of ministry until such time as the process 
for imposing a penalty Is completed by the relevant dicastery.  

6. Processes relating to the Respondent  

6.1 If a complaint is made against a specific individual (the respondent), they will be informed 

of the complaint in a timely and sensitive manner, unless there are exceptional 

circumstances where doing so may compromise an investigation or place others at risk. The 

respondent will be given the opportunity to respond to the allegations before any final 

determination is made. 

 

6.2 OLSH is committed to ensuring procedural fairness for all parties involved in a complaint. A 

respondent will:  

 

a. Be given an opportunity to provide their response to the complaint before any final 

decision is made;  

b. Be provided with support and guidance, including pastoral care, counselling or legal 

representation (if applicable).  

c. Receive written notification of the findings and any actions taken as a result of the 

complaint.   

6.3 Where there is a complaint made against a Sister, arrangements will be made to monitor, 

supervise and support a respondent until OLSH no longer has this responsibility.  



 

 

 

7. Pastoral Support  

7.1 OLSH is committed to trauma-informed and victim-centred support throughout the course 
of a complaint process:  

 

a. OLSH recognises that making a complaint, particularly regarding abuse or 
misconduct, can be distressing and retraumatising. The complaints 
process will be handled with sensitivity, respect, and confidentiality, 
ensuring that trauma-informed and victim-centred support is available to 
all complainants. 

b. Support will be tailored to the needs of the individual and may include, 
for example, access to specialist counselling services and/or referrals to 
victim support organisations.  

7.2 When an issue of complaint has been resolved, sisters are encouraged to continue a pastoral 
relationship with the person who has made a complaint, if the person wishes this and if the 
Provincial Leader, in consultation with all concerned, considers this to be appropriate, 
having considered any risk and the wellbeing of all parties. 

 

7.3 OLSH will provide appropriate pastoral support to both complainants and respondents, 
which may include access to counselling, referrals to independent victim support services, 
and assistance with accessing advocacy services.  

 

8. Record Keeping and Confidentiality  

8.1 Every sister and anyone associated with OLSH who is involved in receiving or addressing a 
complaint will respect to the privacy and confidentiality of the person making the complaint.  

8.2 The privacy requirements are outlined in the OLSH Privacy Policy, which complies with the 
thirteen principles of the Privacy Act 1988 as well as the Privacy Amendment (Notifiable 
Data Breaches) Act 2017.  

8.3 Throughout the complaints process, and in accordance with the OLSH Recordkeeping Policy, 
OLSH will keep contemporaneous, confidential notes about: 

 

a. How a complaint has been managed including any issues, barriers or delays. 

b. The outcome of the complaint including whether a complaint or elements of 
a complaint have been substantiated; recommendations made to address risks 
identified throughout the process, and decisions made on those 
recommendations. 

c. Responsible parties and due dates for follow-up actions/recommendations. 

8.4 Any records of complaints related to concerns for children or adults at risk, or child abuse 
allegations (including historical allegations) will be maintained and stored securely 
indefinitely (but for no less than 50 years) in accordance with the OLSH Recordkeeping 
Policy.   

 

 

 

 



 

 

 

 
 

1. Purpose  

1.1 The Handling Internal Complaints procedure establishes a clear, fair, and structured process 
for addressing complaints made by Sisters within the Congregation.  

1.2 This process is designed to promote resolution, procedural fairness, and transparency while 
maintaining a respectful and supportive environment for all parties involved. 

1.3 This Appendix applies to complaint related to interpersonal conflict and internal conduct 
matters. Complaints involving safeguarding, serious misconduct, or abuse allegations, must be 
addressed under the OLSH Complaints Handling Policy, OLSH Responding to Historical 
Allegations Policy and OLSH Safeguarding Policy.   

 

2. Lodging a Complaint  

2.1 A Sister is to lodge a complaint with her Community Leader, either:  

a. In writing;  

b. Verbally (in which case the Community Leader will document the 
complaint).  

2.2 The Community Leader will then:  

a. Acknowledge receipt of the complaint as soon as possible, preferably 
within 48 hours of receiving the complaint.  

b. Listen actively where the complaint is made verbally; 

c. Assess the nature and seriousness of the complaint.   

 

3. Initial Review by Community Leader  

3.1 The Community Leader will assess the seriousness of the complaint using:  

a. The OLSH Risk Assessment Policy;  

b. The OLSH Risk Assessment Tool.  

 

3.2 The Community Leader must refer the complaint to the Provincial Leader if:  

a. The complaint is assessed as medium to high risk;  

b. There is a power imbalance or conflict of interest;  

c. Where the Community Leader has any doubt as to the nature of the 
complaint, they should seek immediate assistance from the Provincial 
Leader.  

  

3.3 If a complaint is assessed as low-level risk, the Community Leader may manage the complaint 
independent, provided that:  

a. They have approval from the Provincial Leader;  

b. They consult the Provincial Leader where needed;  

c. The complaint is recorded in the Complaints Register.  

 

 

 Appendix 2: Responding to Internal Complaints  



 

 

 

4. Managing the Complaint   

4.1  For low-level complaints, the Community Leader must:  

 

a. Gather information from all relevant parties;  

b. Keep the complainant updated on the process;  

c. Attempt to resolve the matter by mediation or discussion between the 
parties.  

 

4.2 If the mediation is unsuccessful, the Community Leader may:  

 

a. Conduct an internal investigation following the OLSH Internal 
Investigation Policy.   

b. Seek further guidance from the Provincial if needed.  

 

4.3 If, during the process, the Community Leader identifies serious concerns, the matter must be 
immediately escalated to the Provincial Leader.  

 

5. Resolution and Outcome   

5.1 Once the investigation is complete:  

 

a. The Community Leader (or Provincial Leader, if escalated) will determine 
an appropriate resolution; 

b. The complainant and respondent will be informed of the outcome; 

c. If applicable, recommendations for reconciliation or pastoral support will 
be made; 

d. The outcome will be recorded in the Complaints Register. 

5.2 If either party is dissatisfied with the outcome, they may request a review by the Provincial 
Leader.  

 

6. Record Keeping  

6.1 All complaints and resolutions must be recorded in the Complaints Register for accountability.  

6.2 Confidentiality is strictly maintained to protect all parties. Only those required to handle the 
complaint will have access to this information.  

6.3 Records will be stored securely and retained in accordance with the OLSH Recordkeeping 
Policy.  

 

7. Pastoral Support for Complainants 

7.1 OLSH recognises that internal complaints can be distressing for all parties involved.  

7.2 Both the complainant and the respondent will be offered access to:  

a. Pastoral care;  

b. Conflict resolution and mediation services;  

c. Counselling or referrals to independent support services. 
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OLSH welcomes feedback, suggestions, compliments or expressions of dissatisfaction with the 
complaints handling process. Your feedback is important to us and will be used to help to improve 
our practice. 

Complaints 

Anyone who has come into contact with a ministry or service provided by OLSH and has reason for 
concern can make a complaint, either personally or where appropriate, using an advocate. 

All complaints will be treated fairly, efficiently and transparently and will be responded to in a timely 
manner. We will treat all matters confidentially and in accordance with the Privacy Act 1998, except 
where we believe that the safety or wellbeing of someone is at risk, or we are required by law to 
report. 

A person can make a complaint in the following ways: 

• Our Child-Friendly Complaints Form can be accessed through the Daughters of Our Lady 
of the Sacred Heart website – www.olshaustralia.org.au 

• Phone 02 9663 3599 and ask to speak to the Safeguarding Coordinator or email 
safeguarding@olshaustralia.org.au 

• You can also make a complaint in person at any of the locations in which you engage/d 
with us. 

• We may need to contact you about your complaint, so please provide your name and 
contact details. For anonymous complaints we will endeavor to follow our complaints 
handling policy with the information you have shared with us. 
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