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| “Not adaptive or supportive

enough for being a young
person.”

Monitoring of Child-Focused
Complaints Systems Report

“You don’t want to further
‘other’ yourself.”

“Encouragement
from authority
figures that
complaints are
important and are
taken seriously.”

“Knowing that it’'s anonymous —
because if | tell someone
something | don’t want shared, if
might get [back] to the person.”



Acknowledgement of Country

The Commissioner for Children and Young People proudly
acknowledges and pays respect to the Traditional
Custodians of the lands across Western Australia and
acknowledges the Whadjuk people of the Noongar nation
upon whose lands the Commissioner’s office is located.

She recognises the continuing connection to culture, lands, skies and waters, families and
communities of all Aboriginal peoples. The Commissioner and her team also pay their
respects to Elders, past and present and emerging leaders. The Commissioner and her
team recognise the knowledge, insights and capabilities of Aboriginal people, and pay
respect to Aboriginal ways of knowing, being and doing.

Who is the Commissioner for Children and Young People?

Jacqueline McGowan-Jones is the Commissioner for Children and Young People in Western
Australia (WA). She has an important statutory role to monitor and review written laws, draft
laws, policies, practices, and services affecting the wellbeing of children and young people

under 18. The Commissioner has a duty to regularly consult with children and young people
about issues that affect them and to promote the participation of children and young people

in the making of decisions that affect their lives. She also has responsibility to encourage
government and non-government agencies to seek the participation of children and young
people in their work.

More information about the Commissioner and the work of her office is available from:

ccyp.wa.gov.au.



A note about language

For the purposes of this report, the term ‘Aboriginal’ encompasses Western Australia’s
diverse language groups and recognises Torres Strait Islanders who live in Western
Australia. The use of the term ‘Aboriginal’ in this way is not intended to imply equivalence
between Aboriginal and Torres Strait Islander cultures, although similarities do exist.
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Message from the Commissioner

As the Commissioner for Children and Young People
Western Australia, | have a statutory responsibility to
ensure that the voices of children and young people
are heard and acted upon. A critical part of this role is
monitoring complaints made by children and young
people to government agencies and organisations,
assessing how these complaints are managed,
investigated, and resolved.

In Western Australia, | have seen the consequences of inadequate complaints systems. It is
essential that these processes are accessible, transparent, and child-friendly. Every child
and young person should know where to raise concerns and have multiple avenues to do
so, free from fear of harm or dismissal due to their age, race, ability or sexual orientation.
They must also receive the information needed to make informed decisions.

Creating an effective complaints culture requires a whole-of-organisation approach.
Leaders, management, and frontline staff all play a role in fostering an environment where
children and young people feel safe and supported to speak up. Handling complaints
effectively starts well before a formal process is initiated, it requires a proactive commitment
to openness and continuous improvement.

This report builds on continued efforts to assess complaints systems and trends in
government agencies and organisations. While some progress has been made, much work
remains to ensure these systems are truly accessible, inclusive, and responsive to the
needs of all children and young people, including those with disabilities and from culturally
and linguistically diverse (CaLD) backgrounds. Clear and considered policies and
procedures are vital to ensure complaints systems are genuinely responsive to their needs.

A critical concern is the lack of an independent oversight mechanism to ensure the
implementation of the National Principles for Child Safe Organisations, as recommended by
the Royal Commission into Institutional Responses to Child Sexual Abuse. | encourage the
Ombudsman to drive accountability and improve complaints-handling processes across all
organisations working with children and young people.

By committing to robust, child-friendly complaints mechanisms, we not only affirm their right
to be heard but also address their concerns with the urgency they deserve. This is more
than just a responsibility; it is an imperative. We must create a future where every young
person feels empowered to raise concerns, confident that their voice will lead to meaningful
change.

Jacqueline McGowan-Jones
Commissioner for Children and Young People WA 4
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