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Safeguarding Complaint Handling Procedure  

Purpose 

This procedure sets out the actions of the delegated Congregation members, in accordance with the 
SGS Complaints Handling Policy, to address complaints relating to: 

• Disclosure of abuse 
• Inappropriate behaviour around children and adults at risk 
• Suspicion of abuse or harm to a child or adult 
• A breach of the SGS Code of Practice 

Application 

1. Receiving a Complaint 

1.1. Complaints may be made to Sisters of the Good Samaritan (the Congregation) in the 
following ways: 

• Face to face meeting 
• Website (online Form): https://www.goodsams.org.au/contact/contact-us/ 
• Phone call: +61 2 8752 5300  
• Form (Adult) 
• Form (Child) 
• Email: safeguarding@goodsams.org.au 
• Letter: PO Box 1076, Glebe NSW 2037, Australia 

1.2. Upon being notified of a complaint the Congregation 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 additional support that may be required for the complainant to 
participate safely in the process; 

e. log the complaint into the SGS Complaint Register; 

f. where a complaint relates to the safety and wellbeing of a child and/or adult at risk, 
immediately notify the Superior. 

1.3. If any Sister, Oblate, employee or volunteer receives a complaint from a caller on the 
telephone, from someone they meet socially, on social media or in the course of their 
work or ministry, they should listen with empathy and offer the option to provide their 
contact details and a briefing of their complaint to the Director of Operations on their 
behalf who will in turn contact the complainant or refer the person to contact the Director 
of Operations directly. Regardless of the scenario the Director of Operations will advise 
the Superior. 

2. Acknowledging a Complaint 

2.1. The Congregation will endeavour to acknowledge complaints within 48 hours (two 
business days) of receipt 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). 

https://www.goodsams.org.au/contact/contact-us/
mailto:safeguarding@goodsams.org.au
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2.2. Where a complaint has been made that relates to the abuse or neglect of a child, the 
Congregation will, as soon as practicable, report this to the appropriate external 
authorities. 

2.3. Immediate contact with Police will occur if it is deemed the child has experienced or is in 
danger of significant harm. 

3. Assessing a Complaint 

3.1. The complaint will be assessed to determine: 

a. if the complaint raised is within the jurisdiction of the Congregation as the 
responsible authority (e.g. some complaints may relate to a volunteer organisation, 
another church authority or incorporated entity). 

b. the type of complaint that has been received including, breaches of the SGS Code 
of Practice, disclosures, allegations or concerns of current abuse of a child, an adult 
bringing forward a complaint of abuse suffered as a child; and an adult bringing 
forward a complaint of current abuse.  

c. where a complaint has been made relating to the health, safety or wellbeing of a 
child an initial risk assessment will be conducted to identify and mitigate risks of 
harm to children e.g. where a complaint of child abuse has been made about a 
member of the Congregation, that person will be excluded from engagement with 
children while the complaint is considered/ investigated. 

d. whether a report must be made to an external agency e.g. Police, Reportable 
Conduct Scheme, Child Protection. 

e. whether more information is required to continue an investigation or settle onto an 
appropriate outcome. 

f. the impact on the complainant. 

g. a timeframe for resolving the complaint. 

h. the correct role/person to manage the complaint. 

i. whether measures to ensure the safety of the complainant are required, including 
cultural safety, interpreter, etc. 

4. Addressing a Complaint 

4.1. In addressing a complaint: 

a. the Congregation will take the complaint seriously and respond promptly and 
thoroughly in a trauma-informed and victim/survivor-centred approach. 

b. the Congregation will seek information from the applicable parties to whom the 
complaint relates.  

c. the Congregation will investigate the claims made in the complaint, in accordance 
with the SGS Conducting Internal Investigations Policy. 

d. where a complaint has been made that relates to the suspected abuse or neglect of 
a child, the Congregation will cooperate with any external bodies in place to 
investigate the complaint. 

e. where a complaint has been made that relates to a historical allegation of child 
abuse, the Congregation will cooperate with external agencies.  

f. where a complaint has been made that relates to an adult at risk, the Congregation 
will cooperate with any external bodies that are required to be notified.  
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g. where a claim has been made directly through the National Redress Scheme, the 
Congregation will participate in the Direct Personal Response process and 
cooperate with any external bodies that are required to be notified as a result of the 
claim. 

4.2. Throughout the process, the Congregation will keep the complainant informed of 
progress and alert them to any changes to the timeline for resolution. The Congregation 
will be led by the complainant on the medium and method for communication. Ordinarily, 
to enable a person’s complaint to be addressed effectively and in good time, the Superior 
may appoint a Member of Council to liaise with herself, the person making the complaint, 
the person against whom the complaint is made. 

4.3. The Superior 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. 

5. Determining the Outcome of a Complaint 

5.1. Following consideration of a complaint, the Congregation 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 as 
alleged. 

5.2. Where the Sisters of the Good Samaritan have reached an outcome, the Congregation 
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. [Note: 
Where a complaint about the sexual abuse of a child or adult is substantiated, the 
appropriate action will be determined following a risk management process and 
where the subject is a Sister, in alignment with Church Protocols.] 

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

6. Pastoral Support 

6.1. Ongoing pastoral support is available if requested by the complainant. 

7. Record Keeping and Confidentiality 

7.1. Anyone associated with the Congregation who is involved in receiving or addressing a 
complaint will respect the privacy and confidentiality of the person making the complaint. 

7.2. Throughout the complaints process the Congregation will keep comprehensive records 
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 
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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. 

7.3. Any records of complaints related to concerns for children, or child abuse allegations 
(including historical allegations) will be maintained and stored securely indefinitely (but 
for no less than 50 years). 

8. Learning and Continuous Improvement 

8.1. All complaints (ongoing and resolved) will be stored on a complaints register and 
regularly reviewed and analysed to identify trends, policy, procedure and practice 
learnings. The Congregation will regularly review: 

a. the number of complaints received. 

b. issues identified in complaints. 

c. systemic issues. 

d. outcomes and resolution pathways for complaints. 

e. the number of external reports made in response to complaints. 

f. the number of requests for review of complaints (internal and external). 

g. the outcome of complaints. 

h. the number/proportion of complaints that were acknowledged/investigated within 
specified timelines. 

8.2. Systematic reporting to the Superior and Council and Safeguarding Advisory Group 
(where relevant) will occur quarterly or immediately where complaints arise. 


