APP2021/0393

From: Feedback

To: complaintreferral @publicguardian.gld.gov.a
Subject: Closure of C18-1090

Date: Friday, 21 December 2018 9:48:15 AM

Office of the Public Guardian
Attention: Senior Practice Officer

C/- complaintreferral@publicguardian.qld.gov.au

Good morning,

Re: Closure of C18-1090

emailing: feedback@csyw.qld.gov.
Queensland, 4001.

Queensland Ombudsman. ,
telephone on 07 3005 7066-er 18

4001; by email to ombudsman@ ombugsman.qgld.gov.au or in person at Level 18,
53 Albert Street, Bri o

Regards,

Name

@csyw.qld.gov.au]

al dated 21 August 2018 - Our reference C18-1090

Senior Practice Officer
Office of the Public Guardian
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C/- complaintreferral@publicguardian.qld.gov.au

Good morning

Re: Your referral dated 21 August 2018 regarding Personal affairs

- Our reference C18-1090

With reference to your referral dated 21 August 2018, | apologise for the delay in
obtaining the response.

The details of the complaint were:

. | (( 2 N\~ |
| \_— _£hild $afety did
not sign the consent form sol__icould attend. | ~ / [Child
Safety Officer was provided the consent formytt eképriof to the
event.

The outcome sought was: 0

e Child Safety Officer| Name / f is¢/to Mfor failing to

have the consent form sighed in tim
carnival.; and

. cssc Child Safety Seryice Centre (
consent forms within require

i:’reliminary Findings

Moreton Region advised thexollowing information yesterday, 12 December 2018:

O\/

Personal affairs

/>

ission form to be signed|
Ithe CSSC has not failed to provide adequate service

Any information that you provide will be considered before the CU makes a final
decision on this matter. Should you wish to take advantage of this opportunity,
please ensure your comments and/or feedback, together with any supporting
documentation are received on or before 20 December 2018 via emalil to:




APP2021/0393

feedback@csyw.qld.gov.au or write to the Complaints Unit Locked Bag 3405
Brisbane Qld 4001.

If you have any questions or require clarification on any aspect of this matter,
please do not hesitate to contact me on 07 3097 5201.
Regards,

Name

Senior Review Officer

Complaints Unit (Mareton Region (Brisbane District), Northern Queensland Region and SAutp( Easy
Office of the Deputy Director-General

Service Delivery

Department of Child Safety, Youth and Women
E: david.kerle@csyw.qgld.gov.au T: 07 3097 5228
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Quensland
Government

Our Rel: C18-1100
Department of

7 November 2018 Child Safety, Youth

Name

Senior Practice Officer
Office of the Public Guardian
complaintreferral@publicguardian.gld.gov.au

RE: Your complaint matter

| refer to a complaint from the Office of the P uardian that was referred to the
Northern Queensland Regional Offiese of the D
Women, concerning vour dissatisfas i department’'s response to the medical
needs of| support under the National Disability

Insurance Scheme (NDIS).

In investigating your complain $ |Acting Senior Advisor (Client

e [ntegrated Cas
¢ |nformationgorovided

s National Disability In¢

(ICMS)
Child Safety Service Centre

you with the’response and findings in relation to each allegation in your
g0 offer the following information:

Morthern Queensland Region Telephone +G1 7 4796 6500
Leval 8, Verde Tower Facsimile +61 7 4799 5570

455 Flinders Street, Townsville Website www csyw gld gov.a
CQueensland 4810 Australia ABN 75 563 721 098 R

PO Box 1168, Towinsville
Queensland 4810 Australia
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Allegation: The OPG alleges that csse Child Safety Service Centre has not
completed an application for the NDIS for Name within the agreed
timeframe. a

&
@@
G
N
o

Y4




APP2021/0393

Personal affairs

CS8C, your alle

gation that cssc CS8S8C did not

for the NDIS for Name

INithin the agreed timeframe i

The OPG souaght three outco

mes frem the complaint:

1: Name NDIS application to be comple r of priority.
Personal affairs v
/7 s
{/ Y
2 CSSC  |CSSC to implemen<qn pyépy@ level of service delivery to
Name (to meet| |ongoing needs I \ N / Personal affairs

NY

Gast CSSC ackn
| |medica| developmen

4 Name |case plan has not been clear in articulating
needs and the Manager is currently addressing this with the

allocated C Safety Officer and Senior Team Leader.

S

4<

Personal affairs
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Personal affairs @

N\
3. | CSSC |CSSC to conduct an internal review tM' the rationale for

the delay in submitting| |NDIS application and lop processes to ensure this
situation does not occur for any other child who i cawna y the officer.

Personal gffai \ /

/AN N\ [ 1 can

NDIS Interface), Operational

2 November 2018. If no feedback is

aint was managed, you are entitled to request
sts for an internal review must be made within 12
g/complaint management process. Requests for an

1800 068 908 or by email fo

Direct
North eensland Region
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Qur reference: C18-1101

Queensland
24 December 2018 Government

Department of

Private and confidential

| Name |

Complaints Officer
Community Visitar Program
Office of the Public Guardian

Dear

Unit (CU) on 22
of young person,
144(1)(b) of the Public

| am writing in response to correspondence received by the
[ i Guardian (BPG) on
Personal affairs in accordafcg wi

Guardian Act.

Unit to respond to you efficiently and holistically is through, an alternative response. This
determination based on the following 1

s« From reviewing infarmatio e | eferral to the CU, it has been
assessed that the most ap i snse to your ongoing dissatisfaction would
be through the provision © ati garding what actions the department had
undertaken.

strained relationship with a‘somplainant. Alternative responses can be conducted via
' itteh response. Alternative responses usually result in more
for a complainant.

In the managery s complaint matter the Complaints unit undertook a number of actions

Information provided by South East Regional Office andhild Safety
ervice Centre.

Email: feedback@esyw.qld. gov.au GPPC Box 806, Brisbane Q 4001 Telephone: 1300 030 464

Website: www.communilies.gld.gov.au Facsimile: 07 3405 6430
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| wish to advise that following our review of your complaint allegations, in accordance with
the department’'s Complaints Management Policy and Procedures, this information is
provided for your comment and/or feedback.

on behalf of

Please refer to attachment 1 for a full copy of responses to the concerns raised
[ vame |

In accardance with the principle of natural justice, you are now afforded t y/
Should you wish to provide feedback to this complaints management process, plegase do go
in writing to the Complaints unit, either via post (Locked Bag 3405, Briska ,
email (feedback@csyw.ald.gov.au) by close of business 8 January,

Consideration will be given to any amendments to the outcomes of thi s gs a result
of your feedback.

Should you have any questions or require clarification on @ny asp is matter, please
do not hesitate to contact me by telephone on 07 3033 071¥ rnatively by email at

feedback@csyw.qld.gov.au
Yours sincerely

(.
Principal Review Officer

Complaints
(encl.)
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Attachment 1

Personal affairs

Complaint Allegation 1:

In response to the department’'s model of care to

Name

Z

management strategies”, | am able ta advise:

s
N

=

N

()

@

i ? sonal affairs

\V{))

@y
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&

Personal affairs : ;
/\@

e The placement mo We‘d regularly by the CSSC and PSU and
|:P_|have 4 mo ' deftaken in canjunction with a private consultant.

In regard to concerns relat
and wishes in relation to the p

e department’s consideration of Name views
ﬁnent, | am able to confirm the following:

Personal affairs

(<)

o There/s a clear plan in relation to community access that is reviewed weekly or more
frequently as required by the clinician. |

11
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* The placement and model of care is regularly reviewed by the stakeholder and

governance group. This model of care is currently consi
placement option available Personal affairs

. have an external consultant that also supports| land the care team to

review the placement model on a quarterly basis. ?
Information in relation to alleged assault /
e A Standard of Care discussion was held on 5 July 2018 with arg tgam
during which the following was discussed:

12
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Quéehsland
Government
Our Ref: CI8-1136

Y our ref;
Uepartment of
22 October 2018 Child Safety, Youth
Name |

Senior Practice Officer
Office of the Public Guardian
complaintreferral@publicguardian.gld.gov.au

Dear

RE: Your complaint matter

Guardian that was referred to the
partment of Child Safety, Youth and
department’'s response to the medical

| refer to a complaint from the Office of the Ptk
Northern Queensland Regional Of of the D
Women, concerning your dissatjsfa with 1
needs ofl

In investigating your com Acting Senior Advisor (Client

Relations), gathered informati fallowing sources:
¢ Integrated Case’'Management System (ICMS)

« Information 5SC | Child Safety Service Centre
e Child ProtebtionAdt

Telephone +81 7 4796 6500

Morthern Queensland Region

Lavel B, Varda Towar Facsimile +61 7 4798 5570
455 Flinders Street, Townsville Wehslte www.csyw.gld.gcv.§| R
Queansland 4810 Australia ABM 75 563 721 093

PO Box 1168, Tewnsville
Queensland 4810 Auslralia 13
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Allegation 1: That| Name imissed scheduled:l appointments in
February 2018 and again in May 2018.

Personal affairs %

Findine: Following revieyrofdepagmevfa)/records and discussion with staff of the
cssc  (CSSC, your allegatign s sub tiated. | Personal affairs

(L /L7

\_ Y /|t appears that neither the cssc CSSC nor
approved Kinship carer were aware of those appointments.

Name |approved foster carer, |

Allegation
only bec

al‘\:qissed Personalaffairslappaintments in June 2018,
N/

Personal affairs

S
RN

(/ spite letters regarding the appointments having been sent to child

safi
A% noted\above, there is no record of cssc CSSC receiving advice from the
/ ‘ / / Hospital of any scheduled medical appaintments fol Name
4 \/

Personal affairs

14



APP2021/0393

Personal affairs

/7

Finding: Following review of departmental re}?@ﬁscussion with staff of the
cssc iCSSC, your allegation is substantiated.

Allegation 3: At 7 August 2013, YL ader,l Name }was not aware
that any appointryients had b Issed.

S

Personal affairs

AN

: Basethon jnformation available your allegation is substantiated, on the basis that
was not aware of missed appointments at 7 August 2018. However, it is noted that

the Senior Team Leader for | b case at the time
ere missed and that there is no record the CSSC received advice of
d appointments forl |with the | |Hospital.

15
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Personal affairs

\¥%
/7

More broadly, cssc  [C
records of children in care and case manag
health information reflects their current medical needs.

(24 Vﬁplemér{ted a project to review the
by*th |CSSC fo ensure their

management process, please do so
in writing ta NQR_Corro@csyw.qld gov. Oglober 2018. If no feedback is received,

If you are unhappy with the ’ lzint was managed, you are entitled to request
an internal review. Pleasgtiote that retdests for an intarnal review must be made within 12

months of the comple mplaint management process. Requests for an
internal review should by by a statement of reasons to support your request.
An internal review can.besqdght by contacting the Complaints Unit on 1800 080 464, by
emailing feedback@communities.qld.gov.au or by writing to GPO Box 808, Brisbane,
Queensland, 48 vely, you may seek an external review by contacting the
Queenslan on 1800 088 908 or by email to

Direct
North eensland Region

16
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Our reference: C18-11656 et Mtk
Queensland
Government

Department of

17 January 2019 Child Safety, Youth

Senior Practice Officer (Complaints)

| Name I@publicquardian.qld.qov.au

Dear Sir,

| am writing to you in response to the concerns raised by the O Guardian

(OF’G) regarding Personal affairs

The complaint related specifically in relation to the OPGM regarding
| | NN/~
Priorto Nawe [mave’there were no school
arrangements organised prior td move./ / , was\nokenrolled in any education
AV .
On 10 September 2018, the department’s Central. Comdplaipits Unit referred your concerns to

the South East Region (SER) for appropriate action
providing you with an outcome to this

An investigation has been undertakenijn ce i0 i Name |
Manager,| cssc |[CSSC. Furthep

e Departmental records
¢ Child Safety Practice M
¢ Child Safety Legisiati

+« Child Protectio

Complaint 1
Provide OPG

a
was reque;s@ by
N

tionale as to whywas not enrolled in school when this

i ; Personal affairs
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AN

Pey 4l aff;

NV
o

Personal affairs

me |Nveloped.a support service plan for

which | have also attached.
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Should you wish to provide feedback to this complaints management process, please do so
in writing to the Customer Services team, either via post (PO Box 1170, Beenleigh QLD
4207) or email (SER_HOTISSUES COMP@csyw.qld.gov.au) by close of business 7 days
from the date of this letter. Should no comment or feedback be received on or before 7 days
from date of this letter, this matter will be closed effective close of business 7.days from the

consider this request.

Yours sincerely

Name

AlAdvisor
South East Region g ?

R
&




CP casc notc

CP case note
CP case note
Status: Complete

APP2021/0393

Page 1 0I5

Refers to
Name | Role . Date of birth ; Age Sex - Indi ncy@at%
~N
Personal affairs p </
PN
Type

Support service plan

Description

Support Service plan for

Name

https://icms.prod.ede.internal/FormsUI/CP.Common/CPCaseNote? v=6.17.2

20

174

019




CP case note APP2021/0393 Page 2 of 5

Details

&
&
%
&
N
&

https://icms.prod.edc.internal/FormsUI/CP.Common/CPCaseNote?_v=6.17.2 - 17) « 2019

21
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Our reference; C18-1292

Qnsand
Government

Private and confidential

10 January 2019

Attention: Senior Practice Officer [Complaints]
Office of the Public Guardian
complaintreferral@publicguardian.gld.gov.au

Name

Department of Communities, Disability Services and Seniors
the complaint raised by the Community Visitor.

On the 4 January 2018 the South East Redi
Safety Service Centre [CSSC] in relation td

[ cssc_ Phild

R

.

agethent Policy and Procedure we
ment and /or feedback to the

is opportunity, please ensure your

6 January 2019. If no feedback is

In accordance with the department'’s
would like provide you with an oppo

comments and/or feedback is receiv

received by the due date this red finalised.

If you require any other informga leas not hesitate to contact,| Name |

feedback@csyw.qld.gov.au.

Yours sincerely

anager
Complair

Depa Oﬂ

hild Safety Youth and Women

Complaints

Lacked Bag 34056

BRISBANE QL. 4001

T: 1800 080 464

E: feedback@esyw.gld.gov.au

24
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Government
Our Ref: C18-1337
Department of
21 November 2018 Child Safety, Youth

Name |

Senior Practice Officer
Office of the Public Guardian
caomplaintreferral@publicguardian.qld.gov.au

S

RE: Your complaint matter

dardian that was referred to the
ent of Child Safety, Youth and

| refer to a complaint from the Office of the~Publ

In investigating your complginy/matter, [ . |Acting Senior Advisor (Client
Relations), gathered informéation he follgwing sources:

e |Integrated Case en stiéﬂ(‘:CMS)

¢ Information pro &S\C / Child Safety Service Centre

7

onse and findings in relation to the allegation in your
e following information:

e OPG alleges that the Child Safety Service Centre has not

riately responded to notified concerng

\> Personal affairs

Northern Queensland Region Telephone +61 7 4796 6500

Level 8, Varde Tower Facsimile +81 7 4798 5570
455 Flinders Street, Townsville Website www.(xm.gld_gov.a| R
ABN 75 563 721 093

Queensland 4810 Australia
[Q Box 1168, Townsville
Quecnsland 4810 Auslralia 25
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Finding; Fo I wing review of départmental records and discussion with the Manager of the
cSsc C, Nam satisfied the CSSC did respond to concerns

| / / Pers\h( }f@) ~ [and your allegation is not substantiated.

S
{{

27
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Personal affairs

aints management process,
y 28 November 2018. If no

anaged, you are entitled to request
Internal review must be made within 12
management process. Reguests for an
atement of reasons to support your request.
g the Complaints Unit on 1800 080 484, by
1 or by writing to GPO Rox 806, Rrishane,
ay seek an external review by contacting the
1800 068 908 or by email to

28
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Qur reference: C18-1363

ﬂeensland
Government

Department of
Child Safety, Youth
Women

19 February 2019

Senior Practice Officer (Complaints)

| — Il'd)publicquardian_qld.qov.au

Dear Sir,

| am writing to you in response to the concerns raised by the Office of
(OPG) relating to young person’s| { Personal aftairs—__ |

changes, and the department’s decision to pl
wit

Following discussions with|
Centre (CSSC) and Name
advise the concerns raised by the OF

SSC  |Child Safety Service
cement Services Unit (PSU). | can

Complaint 1

agether.

Following discussions
conduct a thorough s&
placement and the suitabili

the young pers?J.\

At the timel /\\ \ Personal affairs ﬁl was identified that
this was a £uitable r@&de\ﬁt}ai placement option

went-on the young person being considered for
e residential placement in meeting the immediate needs of

Name |n the future placements prior to the placement being

Whilst the department acknowledges the concerns raised by the OPG, there are policies and
procedures that are to be adhered to as well as a number of contributing factors that PSU
need to consider prior to transitioning a young person into any residential placement.

29
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Wherever possible the departmenl will make every effort to liase withprior to any
placement changes, however in most situations the placement options are limited and the
need for a placement change can be out of the departments control ie. Placement closed,
the young person’s needs could be better met at an alternate residential placement and
therefore consultation cannot always be guaranteed.

Complaint 3

A commitment to nat place these two young people together in the fu

The Department acknowledges your concerns regarding placing| ~ her
and where possible alternative placements will be sought in atte ) place

together at the same time.

Should you wish to provide feedback to this complaints ma ent progess, please do so
in writing to the Customer Services team, either via post ( U;'Beenleigh QLD
4207) or email (SER_HOTISSUES COMP@csywAlth.gov.al) by close of business 7 days
from the date or this letter. Should no comment g ‘ ‘
from the date of this letter, this matter will be #d effective glose of business 7 days from
the date of this letter. Consideration will be given dngments to the outcomes of this
process as a result of your feedback.

If you are dissatisfied with the process“egarding mapagement of this complaint matter, you
are entitled to request an internal re » ent. Requests for an internal review

g the Complaints Unit on telephone:
whilies.qld.gov.au or by mail to: Locked Bag, PO
4+—The manager of the Complaints Unit will then

1800 080 464; email to:
Box 3405, Brisbane, Q
consider this request.

Yours sincerely

30
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Qur reference: M18-1692

Queensland

14 November 2018 Government

Name Department of
Child Safety, Youth

Senior Practice Officer

Office of the Public Guardian

Email address: |@publicquardian.qld.qov.au

Dear

Business affairs

(OPG), the Senior Advisor from the South East Queensland has thde
outcome letter which is attached to this email for you

Management Policy and Procedure we Yli provide yot with an opportunity to provide comment and/or
feedback on these findings.

Any information that you provide wif besonsidered By jife South East Queensland Region. Should you wish to
take advantage of this opportuni ‘ suy'comments and/or feedback, together with any supporting
emwer 2018 via email to; feedback@csyw.qld.gov.au or write to

ions.or require clarification on any aspect of this matter, or you are unable to meet the
sase do.not hesitate to contac Senior Review Officer (SRO), Complaints

>

Complaints

Department of Child Safety, Youth and Women
Postal address: Locked Bag 3405 Brisbane, QLD 4001
Email address: feedback@csyw.qld.gov.au
Telephone: 07 30330717

31
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Our reference; C18-1376

Queansland
Government

Department of

8 November 2018 d Safety, Youth

Senior Practice Officer (Complaints)

| Name !@,Dubficquardian.qld.qov.au

Dear Sir,
I 'am writing to you following cancerns raised by the Office/ of the uardian (OPG)
regarding| Business affairs |

Specifically the complaint was regardind:
(CV) with copies of Critical Incident Reports (CI

the South East Region for appropriate 3
providing you with an outcome to thi

Name Regional
East Region as well as information provided

from

) as been assessed and it has been identified that|:|are not in breach of any
DCSYW Mgensing provisions.

The Publi ardian Act 2014 states that service providers are required to provide access
for the CV to sight the CIR documents, copy and take if relevant.

32
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Through the investigation it was identified that the youth workers invalved allowed the CV to
sight the CIR’s on occasions, however they were of the understanding that due to
confidentiality provisions the CIR’s were unable to be copied and taken off sj e/>

Neverthsless it has now been clarified with Business affais~N_ ¥ / /. /|>
as to the difference hetween DCSYW legislation to that ofth 's Yegislation
and the understanding that as a care service are required td i sts
from the OPG.
will ensure al staff are briefed and made aware of the-p ions under
the Act.
Should you wish to provide feedback to this complaints mage pracess, please do so

in writing to the Customer Services team, either via past (PO\Box 1170, Beenleigh QLD

are entitled to request an internal revie
must be made within 12 months of t

An internal review can be sought b Ws Complaints Unit on telephone:
1800 080 464; email to: fesdback({@c uritigs.gld.gov.au or by mail to: Locked Bag, PO
Box 3405, Brishane, Que 40Wmanager of the Complaints Unit will then

consider this request.

Yours sincerely

Nam/z

N\,
Acting ReglionakDirestor
ast Region

33
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Qur reference: C18-1512 '

Quensland
Government

04 February 2019

Department of
Child Safety, Youth
Women

Senior Practice Officer (Complaints)

Name  @publicguardian.gld.gov.au

Dear Sir,

i goncerns to
delay in

On 10 October 2018, the Department’s Central Complaints Unit e
the South East Region for appropriate action and advice. | apologise fg
providing you with an outcome to this matter.

The concerns raised by the Office of the Public Guardian {m ated to young person

Personal affairs

Community Visit0r| Name l‘ai dCongerns y&l e OPG relatin
specifically to| placement at the timewh as pot eetind |neads.

N
@

bis letter. Should no comment or feedback be received on or before 7 days
his letter, this matter will be closed effective clase of business 7 days from

34
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If you are dissatisfied with the process regarding management of this complaint matter, you
are entitled to request an internal review by the department. Requests for an internal review
must be made within 12 months of the date of this letter and should be accompanied by a
statement of reasons to support your request.

An internal review can be sought by contacting the Complaints Unit on telephiong
1800 080 464; email to: feedback@cammunities.gld.gov.au or by mail
Box 3405, Brisbane, Queensland, 4001. The manager of the Complaints

consider this request.
Yours sincerely
Name

AlAdvisor

South East Region /;\ ; \ é

35
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Reference number: C18-1600

Queensland
3 December 2018 Government
Department of
Name Child Safety, Youth
and Women

Thﬁi:‘_rh_mhild Safety Service Centre (CSSC) w
to respond to this matter.

The outcomes sought by you were:

To be provided a letter of response to your complaint discussing:

</ V

Personal affairs

AN

npto Mponding to requests and on 30

A letter, dated 27 November 2018,
September 2018, Name (|
the matters.

If you are unhappy with4he omplaint was managed, you are entitled to request

aken. Your request for an internal review should be
806, Brisba%
Yours sinceyél

The Departmieqt of Zhild Safety, Youth and VWomen (the Deparlment) is collecting your personal information for the purpose of
managing your cbfnplaint in accardance with the Department's Complaints Management Policy. Your personal information
may be disclosed to other agencies or third parties for the purpose of responding to or managing your complaint or for
evaluation purpases. Your personal information will be handled in accordance with the Information Privacy Act 2009.

Rockhampton Regional Service Centre
Department of Child Safety, Youth and Women
PO Box 1503

ROCKHAMPTON QLD 4700

36
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Our reference: C18-1736

Queensland
Government

Department of

29 November 2018 Child Safety, Youth

Senior Practice Officer (Complaints)

| Name !@publicquardian.qld.qav.au

Dear Sir,

| am writing to you in response to the concerns raised by the Office of plic Guardian

(OPG) regarding Personal affairs

cérns that the

e needs o‘_ Name |

The cemplaint was specifically in relation to the OPG holding

The OPG also formed the view that there has be 5 f service delivery to due

decision by Child Safety (CS) regarding the Interventionwith Parental Agreement (IPA)

ﬁqs%al\affairs /> |
Ce \I(,/ plaints Unit referred your concerns to
Ate action! and advice. | apologise for the delay in

Name Manager,

On 09 November 2018, the depa
the South East Region (SER) fo

Personal affairs

37
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Personal affairs

Name |and will

gst (PO Box 1170, Beenleigh QLD
.gov.au) by close of business on 10

agArding management of this complaint matter, you
by the department. Requests for an internal review
& date of this letter and should be accompanied by a
our request.

are entitled to request/®
must be made within

rs sin erely
</</

NAd

South Ea Region

38
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From: on behalf of CQ _RSC ExecServices

To: Name  opG), Complaint Referral

Ce: CQ_RSC_ExecServices

Subject: Complaint Matter Response 4 |CIB-1826

Date: Friday, 11 January 2019 2:27:26 PM

Attachments: Alternate Care Threat Management Safety Plan September 20....pdf

m | Threat ManagementSafety Plan.msg

Good afternoor‘:

On 14 November 2018, the complaints unit received a complaint from the Qffice of/thg PubMc
Guardian (OPG) in respect to the chi|d| Personal affairs |

7

Complaint Summary: \ ; /3

N

recommend

thad Name be remdved from the residential

entre were aware of the concerns

immediately. Allegedl\/,l cssc JC
but returned| nNamelto the residential.

Requested Outcomes and Respopfse:

U

Timeline of events:

%\//
N

39




APP2021/0393

Personal affairs

@

AN

@7

Requested outcomes by OPG: \/
* Internal review to occur regardi g’c’islon £Bse Child Safety Service Centre
to alluw| Namelto remainin a pla nt,}’ /N ersonal affairs |
I

review, what actions wi
this situation does not occ

eaen

Review of above docume
management process.

Complaints Management

lysisof Information:

As a result of the internal
Service Centre to ensure that

42
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We consider this information to be sufficient in responding to the complaint matter raised
however if there is further detail you require, please let me know.

Otherwise, please provide your comments and/or feedback to myself on or before COB 18
January 2019.

Thank you,

| Name _ |Senior Advisor (Executive Services)
Regional Service Centre | Central Queensland Region
Department of Child Safety, Youth and Women

Level 3, 209 Bolsover Street, Rockhampton Q 4700
T: 07 4938 6996 - Option 3 | Direct Line: 4848 4444
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or if it is transmitted/received in error.

Any unauthorised use, alteration, disclosure, distribution or review of this email is strictly prohibited. The

information contained in this email, including any attachment sent with it, may be subject to a statutory duty of
confidentiality if it relates to health service matters.

If you are not the intended recipient(s), or if you have received this email in error, you are asked to immediately
notify the sender by telephone collect on Australia +61 1800 198 175 or by return email. You

ould also delete
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Reference No: C18-1831

Queensland
Government

18 February 2019 Department of

Child Safety, Youth
and Women
Name |
Senior Practice Officer (Complaints)
Office of the Public Guardian
Level 4
154 Melbourne Street

SOUTH BRISBANE 4101

Re: Complaint Outcome letter — Personghaffairs \\/ /

| refer to your complaint referral on 14 November 20 ints Unit, Department

of Child Safety, Youth and Women.

As you are aware, | had requested further clarifying | o from yourself, and the
Regional Visiting Manager, however, this@ion hasppybeen forthcoming over the last

2 months. />

On 14 February 2019, | made contagtwithl . _namé¢ / | Senior Team Leader,

| cssc iCSSC, who advised/that cases,managsment for all children involved has
progressed since November 2018, aid gonfact issnow accurring. advised that
contact| Personal affairs  |is very in ad 4

In accardance with the pring e, you are now afforded the right of reply.
Should you wish to provid 3 is tomplaints management process, please do so

email (feedback@communities/gld.gov.au) by close of business 22 February 2019.

Consideration will pe given to}%endments to the outcome of this process as a result of
your feedback.

Yours sn&

=

S.enlorw Ofticer

Complaints Unit
LOCKED BAG 3405
BRISBANE QLD 4001
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&
pe
@

2\

/ /) ] b
From; Nané / ~ @w.qld.gov.au]
Sent: Monday, 26 Novembe( 2018 12:19 PM
Tof NN [@publicguardian.qgld.gov.au>

Ce:| AN ~ [@ publicguardian.qgld.gov.au>
Subject: RE:

Personal affairs

50




APP2021/0393

Personal affairs E ? i

As we move forward we will continue to work with PSU aroums fol

please let me know if you have any further worries. \§

A/Manager

Child Safety Service Centre | South East Region

Department of Child Safety, Youth and Women V
g

(&
2

/[ /)

7+

Q
&

s73(2)
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From: Name on behalf of MoretonRegion_complaints
To: i ian.gld.gov.au"
MoretonRegion complaints

- - b
Subject: Response to complaint - C18-1954 - your ref: I:I
Date: Friday, 10 May 2019 2:34:33 PM

Attachments: image001.ipg

Dear |

Thank you for your email of 28 January 2019 where you referred a complaintfegardjig gervige

delivery towards| Personal affairs |

Your complaint is: ﬁ/_\
| 1t is the view of the OPG thaﬂ ﬂ@e |,p! not peing provided

with an appropriate level of service delivery regarding| |education/Additidnally, given
| Personal affairs | DCSYW should seek tg s situation as a@ matter of

priority.

Your requested outcome is:
Child Safety to take reasonable steps (such 4s ¢ # the Department of

Education) to ensureengages:’ icient leyél off in educational

opportunities.

| can advise relevant enquiries were undeytaken into the plaint which included liaising with

the Managers of the cssc ild Safety Service Centres (CSSC},

AN
[ TJand| l/é\/jﬁ ;

& Personal affairs
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&7
5

N

Y
@@

As you have been provided with a complaint management process you are entitled to provide
feedback if you want to. You do not have to if you do not want to. If you do, please provide your
response by 5pm Maonday 20 May 2018.
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Kind Regards

Name | Senior Advisor
Office of Regional Services | Moreton Region |
D m ild Safi

Level 3, 12 First Avenue | PO Box 972 | Maroochydore Qld. 4558 | T: 07 5376 9%’6)

&
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Reference No: C18-1960/MM18-2194

Queensland
Government

19 December 2019

Department of

Child Safety, Youth

Name |

Senior Practice Officer
Office of the Public Guardian
Level 16

State Law Building

50 Ann Street

BRISBANE 4000

Dear

Re: Preliminary Findings

| refer to your complaint lodged with the complaints unit (C ert of Child Safety,
Youth and Women on 28 November 2018.

| apologise for the delay in praviding you with the

In the management of this complaint the CU undéx

» Seeking a response from the cssc A
o Seeking response fram Central Qu
» Reviewing Integrated client manay
» Reviewing information provided/by

Complaints Management Pohcy Procédufe we would like to provide you with an
opportunity to provide feedba i

; ntage of this opportunity, please ensure your written
feedback is received by COB 7 January 2020 via email to: feedback @csyw.gld.gov.au

If you have any glestions or requiré€ clarification on any aspect of this matter please do not
(07) 3097 5201, via email to feedback @csyw.qgld.gov.au or write
ked Bag 3405, BRISBANE QLD 4001.

Complaints Unit
Department of Child Safety, Youth and

Women
Locked Bag 3405 R

BRISBANE QLD 4001

55



APP2021/0393

Attachment 1. Preliminary findings

Complaint Allegation:

p contact

From 11 June 2018 until 23 October 2018, repeated attempts were made

CSO| Name _Team Leader, |and finally the Manzge
| | cssc |CSSC). On 19 September 2018 there wa4

acknowledgement of the contact from Team Leader K

Contextual information:

On 14/05/2018, CV/| lconducted a visit to the
spoke with | |From 14 May 2018,

obtain a response from Child Safety in relation to concer

These attempts were directed first to CSSC
up until 11 June 2018, when advice was received th4

Evidence:
During the progression of the matter,
including email carrespondence, and wyi

on from the| C©SSC |CSSC
S8C.

des since 14 May 2018, It was noted
ommenced with the| cssc |CSSC on 1
he| | CSSC. A review of
sent her request far information (on 28 May
ever, the children's cases were transferred to

en sought a response from theCSSC.

Analysis:
In regards to the OPG seeking infgrmationi-tp the
that case management of | /Nathe / /|on
June 2018, after the matter was transfer

documentation noted th i

2018) to the staff at (6
CSSC soon aft

5 was provided to| Name | Community
cssc |CSSC during 12 June 2018 until 23
onfirmed that despite the repeated attempts by| | via email

d_until 23 October 2018 by |upon asked by]| |
e, documentation found no evidence as to why there was a

an for the glacement. A further response to this request was provided byl:l
=ETe erSSC Inregards o[ Name __ Ruestions regarding case
3 fun ;r response was provlided on 26 October 2018 by| | after consultation

It was noted that the Senior Practitioner’s response to the complai f ffff:_i ]hat there were
limitations to case management, as a result of understaffing at the| cSsC _|CSSC. ltis
Complaints Officer analysis that this may have been a contributing factar towards the delay
in providing infarmatian to the Community Visitor, OPG.

2
56




APP2021/0393

No recorded information was located to indicate that| Name |Manager,
CSSC, was contacted by the Community Visitor, OPG for a response to the issues
raised.

On 29 November 2018, information was sought by | Name |Community Visitor,
OPG from cssc  [CSSC regarding the Standards Of Care harm r;?%%

requested information was provided to| _Name pn 1 November 2018 b
Senior Practitioner, cssc CSSO nName |was advised b tnat t
outcome was unsubstantiated — standards not met and an action p for Al

placement.

Finding:
It is the reviewer’s finding, based on the docu
Substantiated. It was found that the cssc

responding to requests for informati ,
will be undertaken with all staff a ‘
musters where each morning staff get together,

development and any key priorities.

1. Child Safety staff involved in this pakter {0 fake a revision of the Memorandum of
Understanding for responding fo rgquests~for informgli om OFPG

: 5 CSSC during at staff mestings
and morning musters ¥ mpornipg staff get tagether to discuss the plans for the
day, practice deve,

\\/ Personal affairs
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From: | Name
To: i ian.gld.gov.a
Subject: RE: OPG Complaint Referral | ]
Date: Tuesday, 19 March 2019 2:16:36 PM
Attachments: isi
image001.ipg
Dear[ ]
Thank you for your referral of this complaint matter. />

|canadvise[________ |was provided with a letter advisingl |ofthe decision’tq re ’/

a??lication to become an approved kinship carer| Perbonal affairs N\ / _l
~

Find attached a copy of the letter which contains the rational

wellas[ Name __|review rights to contest the decision with the
Administrative Appeal Tribunal (QCAT).

With respect to the outcomes you were seeking | can advise

; ; Personal affairs

Q
&
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Personal affairs

3. CSSC  |Child Safety Service Centre to review their internal procesgesregarding
the carer assessment process. /7
VS
<7 </
Personal affairs p\/
k L/A e internal
processes were sound, comprising of review of the kinship carerrtial asbegsment, a

kinship care/foster care panel, and review of the deciste
the refusal letter.

rvices to compose

As you have been provided with a complaint manage yo/ are entitled to provide
feedback on it. You do not have to if you do not wis A lease reply to this email by
S5pm, Tuesday, 26 March 2018.

Please do not hesitate to contact me if you have any g

Kind Regards

Name Senior Advisor

Office of Regional Services | Morgi
Department o ild Safety, Yout
Level 3, 12 First Avenue | PO/B’OTSQ

E)urway O

Aydore Qld. 4558 | T: 07 5376 9666

s73(2)
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Our reference; C18-2043

Queensland
Government

04 January 2019 Department of
Child Safety, Youth

Women

Senior Practice Officer (Complaints)

Name publicguardian.qld.gov.au
Dear Sir,
| am writing to you in response to the concerns raised by the Office of the ardian (OPG)
relating to young person| Name and . fety Officer
(CS0).

The complaint was specifically in relation tol |personall rm{ 0d bye (o |

OPG has als6 reported that the CSO

I Third party personal information

would rarely visi1| |

Qn 11 December 2018, the department's Central Complaiy it réfeyred your concerns to the South

An investigation has been undertaken in consultation with anager, cssc

= Departmental records
o Discussions with departmep
OPG would like acknow|

dgemen
[ linrelation t6[ L |co
I Third party personal informati%\

On 03 December 2018,| Name_ ) |Child Safety Officer (CSO) introduced herself to] |and
advised t is replacin éSOl |as| ICsO.| Personal affairs |
/S |CSO [ Name|apologised to| fand advised

that CSO was DW to finish all of her Wik |party personal infarmation

Complaint 1

of concerns| Personal affairs |

arding CSO not saying good bye[ |

erstanding of future CSO engagement with| Name [and for contact visits
ar and consistent.

( advised me that it is her intention to visit/ lonce a month, however CSQ| |
has ar contact Withl Personal affairs ona
and if there was an identified need for C50 to visit| |on a more regular basis

actioned immediately.

this would bé

cso| |has also advised she also recsives feedback from her colleague who also visits [ ]
| |who checks inon[ __Jas well when visiting other young people.
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Should you wish to provide feedback to this complaints management process, please do so in writing
to the Customer Services team, either via post (PO Box 1170, Beenleigh QLD 4207) or email
(SER_HOTISSUES COMP@csyw.ald.gov.au) by close of business 7 days from the date of this
letter. Should no comment or feedback be received on or before 7 days from date of this letter, this
matter will be closed effective close of business 7 days from the date of this letter. Consideration will
be given to any amendments to the outcomes of this process as a result of your feeghack.

enlitled to request an internal review by the department. Requests for an intern
made within 12 months of the date of this leiter and should be accampanijec

Yours sincerely

Name
AlAdvisor
South East Region
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Qur reference: C18-2047

Queensland
Government

Department of
14 March 2019 Child Safety, Youth
Women

Senior Practice Officer (Complaints)
| Name It@pubIicquardian.qld.qov.au

Dear Sir,

| am writing to you in response to the concerns raised by the O ¢ Guardian

(OPG) regarding | Personal affairs |

The complaint related specifically to the alleged misconddct toward by
| Child Safety Officer (CSO) \pwaw

An investigation has been undertaken in consultati
Manager csse Child Safety Service/ Céntrg (€SS
included:

\ Name | Acting
~Further sources of evidence

e Departmental records
e Child Safety Practice Manual
o Child Safety Legislation

o Child Protection Act 1999

Complaint 1

The OPG requests for i ons to be held with l:lacknowledging
complaint and fop't

Through discussions with t departmental officers, | have determined that the

allegations raised by erg taken very seriously.|

a4
/> \ Personal affairs

/ L N\, Y leges
i would she sear at any young El‘SOnl Third party personal information

that at ngti
V4 < %evsr Senior Officers at cssc CSSC are committed to

reinfercing, appropriate/officer conduct and communication through regular supervision and
offices/tegm |meetings.

N

Personal affairs
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Should you wish to provide feedback to this complaints management process, please do so
in writing to the Customer Services team, either via post (PO Box 1170, Beenleigh QLD
4207) or email (SER_Complaints@csyw.qld.gov.au) by close of business 7 days from the
date of this letter. Should no comment or feedback be received on or before 7 days from
date of this letter, this matter will be closed effective close of business 7 days from the date
of this letter. Consideration will be given to any amendments to the outcomes of this process
as a result of your feedback.

If you are dissatisfied with the process regarding management of this—¢ t natter, you
are entitled to request an internal review by the department. Requ f review
must be made within 12 months of the date of this letter and shg panied by a

cansider this request,

Yours sincerely

Name

A/Advisar
South East Region
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Refarence No: C18-2089 Queensland
Government

30 August 2019
Department of
Child Safety, Youth

| Name |
Senior Practice Office

Office of the Public Guardian
complaintreferral@publicguardian.gld.gov.au

pea ]

| refer to the complaint concerning| Per%a ffaigs \ \ |I0dged on
12 December 2018 with the Complaints Unit, De a e Ch'l afety, Youth and
Women, under the Memorandum of Understan |n en e department and the Office
of the Public Guardian.

The concerns raised bv vour office:
e The cssc Child Safety Serv Centre/(CﬁSC) did not adequately address
a possible breach of the Standa

\// |
= The Childrens Court was not'ma possible breach or an investigation
into the Standards of Carg 7 ranting Personal affairs |

Long-term Guardianship

In response to the OPG's c int, T of Advisor in this office has conducted a

review of electronic depa
the department’s Child fg
departmental officers at\the

ual (CSPM) and sought respanses from senior
CSSC.

Personal affairs

Regional Service Cent[
Central Queensland Re R
PO Box 1603

ROCKHAMPTON QLD 4700

66 Telephone: 4848 4300
Facsimile: 4938 4301
Website: www.csyw.gld.gov.au
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Personal affairs

The CSSC has acknowledged that there have been delays in completing
CSSC has undertaken a review and changed their business processfory

has been provided to other CSSCS and foster care serwces in the region:
| cssc |CSSC canduct regular reflective sessions w s i

continuous improvement.

In accordance with the department’'s Complaints
would like to provide you with an opportunity to pr

makes a final decision on this matter. Pease prowi
| Name |Senior Advisor an or before 17
feedback@csyw.qgld.gov.au.

If you have anv guestions or reaui
contact s

Yours sincerely

Regional Directg
Central Queensls
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Reference No: C18-2107 Qnsland
Government
7 April 2020
Department of
Child Safety, Youth
Name | a omen

Complaints Officer

Community Visitor Program

Office of the Public Guardian
ComplaintReferral@publicquardian.qgld.gov.au

Dear

Complaints raised:

1. _Failure to adequately provide appropriate
Name

2. Failure to provide pertinent infor!
Public Guardian.

In the management of this complaip
undertook a number of actions, w

e Areview of departmenta
CSSC.

. Obtaining and revi

e A sitevisitto th
e |nterviews with tt

CSSC.

Response:

Transition fromsare.planning for] Name |
Following rexiew of thisunatter, it was found that while there may have been a perceived
delay in plaghning.for 0 transition from care| [the department

had invo eﬂﬂ\ \ Personal affairs |
<

Regional Service Centre

Central Queensland Region
PO Box 1503
ROCKHAMPTON Q 0
Telephone: 4848 4300

Facsimile: 4848 4301
69 Website: www.csyw.qld.gov.au
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&7
3

7
&
G

Outcome of the investigation:
Failure to adequately provide appropriate Transition to Adulthood planning to
| Name

Finding: Not Substantiated
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2. Failure to provide pertinent information to the Community Visitor, Office of the
Public Guardian.
Finding: Substantiated

Outcomes sought by OPG:

1. Child Safety staff involved in this matter to undertake a revision of the Memorandum
of Understanding for responding to requests for information from the QPG.
Response:
All practice staff atthe| cssc |CSSC have participated in group diselissions about
the role and obligations staff have to the Office of the Public Gu :
information the department is obliged to provide to Community Visi y
Child Protection Act 1999, the Public Guardian an L. The/ Sghior
Practitioner will engage new practice staff at the’% ’

manner

@j Personal affairs
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Personal affairs

/>
8. hild Safety conduct an intemal review as to the delays yﬁf)é fofmulation
o Transition to adulthood plan| persongafials / / />
Response: V
Review conducted by the Senior Advisor, Rockhampton tre.

Details provided in the complaint response above.

As a result of this complaint, it has been recommended that the C
Queensland Region include OPG information in the Staff Induction Chet
new staff be provided the names of the Community Visito
to access OPG information on the department's Intranet.

If you have any questions or require ifi any aspect of this matter. or vou are
unable to meet the timeframe indicated plg esitate to contact Name

feedback@csyw.qgld.gov.au.

As a recipient of this information, an 188/0f the Child Protection Act 1999 applies in
regard to the maintenancg ialityy/’subject only to the limited exceptions that
apply to this section.

Yours sincerely S
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Our Ref: 182110

14 March 2019

Queensland
Government

Department of
Child Safety, Youth
a amen

Name |
Senior Practice Officer
Office of the Public Guardian
complaintreferral@publicguardian.qld.gov.au

RE: Your complaint matter

| refer to a complaint from the Office of the Public G An that was referred to the

Northern Queensland Regional Office of th epartmen Child Safety, Youth and
Women, concerning your dissatisfaction wi e /{:%rtrp{ response to concerns for

|_ Per: aléﬂéirs/ / / |
NN/ As the

matter had not been raised with the Manager of th\@dant Child Safety Service Centre, it

ild Safety Service Centre (CSSC) staff

response and findings in relation to the allegation in your
oitowing information:

‘not substantiated’ when evidence/information gathered shows the
o be true or without substance or not supported or not upheld.

CSsscC R
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Allegation: That DCSYW failed to take adequate steps in response to concerns from

the CV | Personal affairs

| The OPG is seeking

advice on whether a Standards of Care Review was conducted and if not, why not.

Response:

V

As you are aware, Child Safety has a legislative |b|I|
the custody or guardlanshlp of the chief/exécutive’ an

children who are subject to
e placed in care under the

care consistent with the standards of care out
Protection Act 1998, section 122). Wken it is indic

afety Officer (CSO), the child's direct carers (e.g.

care service) and ke pwfeﬁm nals invglved in the development and implementation of the

child’s case plan (e4. < / Busm@ffa.rs ). Membership of the care team will vary

75 Page 2 of 4
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This can include;

Manager through on going case management

Continue monitoring the standards of care

Conduct a Standards of Care Review

Record a harm report and respond with an investigation and assessment

<l ol

In the case of | Name |I can confirm that the "approprigte coy/yitaﬂons and
information gathering from key stakeholders did take place|{ S\ Persénal affairy |

[ || can also confirm that fhis infgrmation

gathering occurred within the required timeframe, /( ; \V /

\%G
o
@@

AN

Finding/Following review of departmental records and discussion with the Senior Team
Leader, | am satisfied| cssc | CSSC responded| Personal affairs |
in accordance with Tegisiation, policy and procedures and your allegation is not
substantiated. | |

6 Page 3 of 4
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Personal affairs

Should you wish to provide feedback on the Regional complaints management process,
please do so in writing to NQR_Corro@csyw.gld.gov.au. by 22 March 2019. If no feedback
is received, the matter will be closed at that time.

If you are unhappy with the way your complaint was managed, you dre/enfitled to request

an internal review. Please note that requests for an internal review hhin 12
months of the completion date of the complaint management proce 4 for an
internal review should be accompanied by a statement of reas6 dr request
An internal review can be sought by contacting the Compl 300M180 464, by

806, Brisbane,
Queensland, 4001. Alternatively, you may seek an external Teyiew by contacting the
Queensland Ombudsman on 1800 068 email to
ombudsman@ombudsman.gld.gov.au.

Yours sincerely
Name

Manager
| cssc__[Child Safety Service’Cen
Northern Queensland Regi

&
Q
&
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Queensland
Government

OurRsf C18-2128
Department of
afety, Youth

d Wostie

5 March 2019

Name
Senior Practice Officer
Office of the Public Guardian
complaintreferral@publicguardian.qgld.gov.au

Dear

RE: Your complaint matter

ardian that was referred to the
pent of Child Safety, Youth and
cssc  |Child

i e response o allegations raised in your complaint matter, | also
offer the following informatigh:

Personal affairs |the OPG alleges that Child Safety Officer
|failed to communicate regularly or as promised withl |

Northern Queensland Region Telephone +61 7 4796 6500

Level 8, Verde Tower Facsimile +81 74799 5570 R
455 Flinders Street, Townsville Website www.csyw.dld.gov.au
Queensland 4810 Australia ABN 75 5G3 721 088

PO Bax 1168, Townsville 78
Queensland 4810 Australia
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The QPG sought the following outcomes in response to the complaint:

1. Ensure communicates better with the children she /i

managing by keeping children in the loop, communlcatmg with the
issues imnodant to them.
2. That makes sure if she tells a child she will de someth

Response: &\\

Personal affairs v / /

| assure you the| cssc |Child/Safety Service Centre
respects that children and young people are entitfed to i tion and involvement,

ical state, including
Third panéézorma n

| On thew of all information gathered, T am

was thé~Child Safety Officer working wit
[ [followed-up with as

currently case
regularly and on

satisfied that during the time |__
| she did have rs

available to me, | find your allegation is not

. Please note that requests for an internal review must be made within 12
sletion date of the complaint management process. Requests for an
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Alternatively, you may seek an external review by contacting the Queensland Ombudsman

on 1800 068 908 or by email to ombudsman@ombudsman.qld.gov.au.
ol W | - |
Ol.fl‘S sincerely .
Name ‘
Manager '

cssc  [bhild Safety Service Centre %

A

=
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Qur Ref; C18-2144 Queensland
Government

9 January 2019 Department of
Child Safety, Youth
apd Women

Senior Practice Officer (Complaints)
ComplaintReferral@publicguardian.gld.gov.au

Subject: OPG Complaint regarding| Personal affairs |

| refer to your complaint dated 20 December 2018 | [ [N |

On 14 November 2018] / /™ ) |reteiled a call from [Manager,
Ipswich OPG who advisgd ke hAd just heafd| |

expressed her sincere aéslggl at she had not called him to advise him directly| rl

I NN I

I /N sl | Name  otified] ]

irector (West Moreton) that officers believed they had completed all

time| Imetwith[ | on 18 November
, advice has heen shared with offices within the South West Region
of Understanding and the need to share information in a timely

Acting Manager

81




APP2021/0393

From: [ Name _|on behalf of SWRedion Cormplaints

To: ComplaintReferral@publicquardian.ald.gov.au”

Cc:

Subject: FW: Fwd:0PG complaint regan:lingl hmh certificates/medicare cards
CCYPCG:0786011

Date: Monday, 4 March 2019 3:36:24 PM

Dear[ ]

In response to your enquiry below, | wish to advise that | have been monitoring this sfuafionaad
following up on a weekly basis with the Child Safety Officer.

There have been a number of Child Safety Officers involved, which is not idea/lL—\ \ Senior
Team Leader overseeing case work on this matter now, ol i

of the requirements listed below have been obtained and Child Safety Off

with kinship ca rer,|:|

te future, they
are welcome to speak tof lorthe Manager,[  \ x— iyely she could call

| trust the above information is of assistance.

Regards

[ ]

Senior Advisor (Client Services)
Office of the Regional Executive Directo
South West Reg|on l
[ ] ] W me

Ph: 3432 1400

| acknowledge the Aboriginal peoples and Torre
which was never ceded, and recognise

i : % s73(2)
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Queenslnd
Government
Referance No: C518-0378

Department of

Child Safety, Youth
and Women

18 June 2019

Senior Practice Officer

Office of the Public Guardian

Level 4/154 Melbourne Street,

SOUTH BRISBANE QLD 4101
ComplaintReferral@publicguardian.qld.gov.au

Dear Sir/Madam,

| refer ta your complaint lodged with the Complaints Up

and Women on 21 December 2018 regarding concerns child Name
who is currently case managed byl cssc |child § grvice/Centre :
The matter was referred to the Central Queensland i grvice Centre for

management.

In the management of this complaint the Ce

undertook a number of actions, which included

e Review of departmental files and records inc
System (ICMS);

» Seeking a response froml 2 < |Child ty Service Centre (CSSC)

= Consulting the Carers’ Handbaak;

The outcames sought by you jncldde;
e Child Safety make i jaté irquiriésiinto referral pathways fo e |to receive
specialist treatment, and approve the/action that will ensure eceives an
appropriate Ievzl/aﬁm%m ti east amount of time
» _Appropriate additional suppo € provided to manage the | |
| Pergonaf affais ~——— |and to alleviate the pressure on the placement

Issuing Queensland Health appointment letters for
nd action to address the systemic failings that have resulted

and/or fegdback, together with any supporting documentation are received on or before 3

Central Queensland
Regional Service Centre
PO Bax 1503
ROCKHAMPTON QLD 47
Telephone: 07 4938 6996
Email:

83 CQ_RBC_ExecSupport@co
mmunities.qld.gov.au
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July 2019 via email to: CQ_RSC_ExecSupport@communities.qld.gov.au or write to PO Box
1503, Rockhamptan, QLD 4700.

If you have any questions or require clarification on any aspect of this &r, Or you are
unable to meet the timeframe indicated please do not hesitate to contz
6996, via email to CQ_RSC_ExecSupport@communities.gld.gov.a
1503, Rockhampton, QLD 4700.

Yours.sincerely
Name /\

Senior Advisor
Enc; Attachment 1 - Preliminary findings

The Department of Child Safety, Youth and Women (the Department) is colles m’ pérsonal information for the purpose of
managing your complaint in accordance with the Department’s Corpplaints Managemenit Policy. Your personal information
may be disclosed to other agencies or third parties for the purposg e spcndln 0 of\managing your complaint or for
evaluation purposes. Your personal information will be handled ormation Privacy Act 2008.
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Attachment One:
PRELIMINARY FINDINGS

Complaint One: Failure to Provide Medical Appointment Letters

Personal affairs I

|
] i has missed two appointments since
that time due to failure of] cssc CSSC staff to pass appointment details onto| |

carer Name />

&)

Personal affairs

(—

Information / Evidence: v

Information located on departmental records: />

N

</\/

v
&
N
3
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Personal affairs @

AN

Outcome: Examination of the/prace iMueensland Health appointment letters for

Response from CSSC" 3 oirtment letters are processed and distributed b)":l
| Name ild Safg i salth Liaison has confirmed lemail
gpond to confirm that she has received

Senior

: ew in relation to ‘case management
r the period May 2016 to December 2018. This details a review of
cords:

Personal affairs
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Personal affairs

Analysis:
The information currently indicates that the two missed appointments are dated 25 August
2017 and 2 May 2018.

department in respect to the appointment dated 25 August 2017.
There is no evidence to confirm that the |etter was received by the dep
failed to provide it to the carer and therefore this matter is unable

letter being received by the department and recorded on depart afTedords. The
complaint claims that this letter was not provided to the carerl ~—, / / |

There is no evidence to confirm that the letter was prayi rer and therefore this
matter is substantiated.

appointment letters are processed and distridutgd hild Safety Officer -
Health Liaison.

qhas confirmed email addres dErespcmd to
confirm that she has received| |appointm . Iso ensures she

calls the carers to advise of the appoiftment time and tdaf___ |has received the letters.

Finding:
Partially substantiated.

Recommendations:
Statement of Acknowlegdgement: ohcerns regarding the provision of medical
appointment letters foy'the carel and treatment of children subject to Child Protection Crders
is a significant issue n plaint matter. However, it is acknowledged that due to the
introduction and role~af the ‘

been implemented which.ensures that carers receive the appointment letters for the
children in the care and thisy
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Complaint Two: Staff Conduct — Communication:

Office of the Public Guardian (OPG) have been advocating for Child Safety to take action
expeditd  Name _laccess to specialist treatment, due to the failings to date

Personal affairs

Due to the conflicting information from Child Safefv staff to

what action Child Safety are supporting to ensure  Name

possible.

Information / Evidence:

Information located on departmental records: v

ig"uncleay at this time

atment as soon as

: ); Personal affairs
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