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Purpose 
Eltham Wildcats Basketball Club Inc. ("the Club") is committed to providing an 

environment where children and young people feel safe, respected and 

empowered to speak up about concerns. 

This procedure establishes a clear, accessible and child-focused process for 

receiving, responding to and managing complaints relating to child safety, 

wellbeing and inappropriate behaviour. 

The Club recognises that complaints are an important opportunity to: 

● protect children from harm 

● identify risks 

● improve organisational culture 

● strengthen child safe practices 

● ensure accountability 

 

Scope 

This procedure applies to complaints made by: 

● children and young people 

● parents, carers or guardians 

● volunteers 

● coaches 

● technical officials 

● staff members 

● spectators 

● community members 

 

Legislative Framework 

This procedure is in line with the following legislation: 

● Child Wellbeing and Safety Act 2005 (Vic) 

https://www.legislation.vic.gov.au/in-force/acts/child-wellbeing-and-safety-

act-2005 

● Victorian Child Safe Standards https://www.vic.gov.au/child-safe-standards 

● Worker Screening Act 2020 (Vic) https://www.legislation.vic.gov.au/as-

made/acts/worker-screening-act-2020 

https://www.legislation.vic.gov.au/in-force/acts/child-wellbeing-and-safety-act-2005
https://www.legislation.vic.gov.au/in-force/acts/child-wellbeing-and-safety-act-2005
https://www.vic.gov.au/child-safe-standards
https://www.legislation.vic.gov.au/as-made/acts/worker-screening-act-2020
https://www.legislation.vic.gov.au/as-made/acts/worker-screening-act-2020


 

 

● Children, Youth and Families Act 2005 https://www.legislation.vic.gov.au/in-

force/acts/children-youth-and-families-act-2005 

● Crimes Act 1958 (Vic) https://www.legislation.vic.gov.au/in-force/acts/crimes-

act-1958/32 

● Reportable Conduct Scheme https://www.vic.gov.au/reportable-conduct-

scheme 

 

Guiding Principles 
The Club will ensure complaints are: 

● child-focused 

● culturally safe 

● trauma-informed 

● confidential 

● accessible 

● fair 

● timely 

● transparent 

● appropriately documented. 

The safety and wellbeing of children will always take priority over organisational or 

reputational considerations. 

What Can Be Reported? 

Anyone may raise concerns about: 

● child abuse 

● sexual abuse 

● grooming 

● physical abuse 

● emotional abuse 

● neglect 

● family violence affecting a child 

● bullying 

● harassment 

● discrimination 

● racism 

● online abuse 

● inappropriate coaching behaviour 

● breaches of Child Safety Policies 

● breaches of the Child Safe Code of Conduct 

● inappropriate conduct by staff or volunteers 

● unsafe environments 

● concerns about recruitment or supervision 

● any behaviour causing actual or potential harm to a child. 

https://www.legislation.vic.gov.au/in-force/acts/children-youth-and-families-act-2005
https://www.legislation.vic.gov.au/in-force/acts/children-youth-and-families-act-2005
https://www.legislation.vic.gov.au/in-force/acts/crimes-act-1958/32
https://www.legislation.vic.gov.au/in-force/acts/crimes-act-1958/32
https://www.vic.gov.au/reportable-conduct-scheme
https://www.vic.gov.au/reportable-conduct-scheme


 

 

Reports do not require proof. Reasonable concerns are sufficient. 

Accessible Complaint Options 
Children and families may report concerns by: 

● speaking with any trusted coach or volunteer 

● speaking with the Child Safety Officer 

● speaking or email a Wellbeing Committee member 

wellbeing@elthamwildcats.net.au  

● completing the Child Safety Complaint Form 

https://www.cognitoforms.com/ElthamWildcats/ElthamWildcatsFeedbackCo

mplaintForm 

● using the child-friendly online complaint form 

● emailing the Child Safety Officer ChildSafety@elthamwildcats.net.au 

● contacting Basketball Victoria child.safety@basketballvictoria.com.au 

● reporting directly to Police 000 Crime Stoppers 1800 333 000 or Child 

Protection 1300 598 521 (Nillumbik) 

 

When accessing the complaints process a child or young person may: 

● bring a support person 

● choose how they communicate 

● make anonymous complaints where appropriate 

● use child-friendly language 

● receive assistance completing the complaints form 

Roles and Responsibilities 
The General Committee 

The General Committee will: 

● promote a speak-up culture 

● oversee compliance 

● receive de-identified reporting 

● ensure adequate resources are available for the members of the Club 

● monitor complaint trends 

● review complaints data 

● ensure continuous improvement 

The General Committee must not interfere with investigations. 
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President 

The President will: 

● support the Child Safety Officer 

● ensure appropriate governance 

● ensure serious child safe matters are escalated 

● identify and remove conflicts of interest 

● notify regulators as required 

Child Safety Officer 

The Child Safety Officer is responsible for: 

● receiving child safety complaints 

● undertaking initial risk assessments relating to child safety 

● providing a framework to ensure children are safe 

● maintaining confidentiality 

● recording child safety complaints 

● making referrals with the relevant stakeholder 

● coordinating investigations, as appropriate 

● liaising with Basketball Victoria 

● liaising with external authorities 

● ensuring the child safety complaint register is maintained 

● supporting children and families 

● monitoring child safety outcomes 

● identifying systemic improvements relating to child safety 

Coaches, Staff and Volunteers 

All stakeholders must: 

● listen respectfully 

● take every concern seriously 

● never dismiss disclosures 

● record concerns promptly 

● report concerns immediately to the Child Safety Officer 

● follow mandatory reporting obligations, as applicable 

● maintain confidentiality 

● cooperate with all Child Safety investigations 

No person may investigate allegations independently unless authorised. 

 

Conflict of Interest 

The Club is committed to ensuring that all child safety complaints are managed 

fairly, independently and in the best interests of children and young people. Any 

person involved in receiving, assessing, investigating or determining the outcome of 

a complaint must identify and appropriately manage any real, perceived or 

potential conflict of interest. 



 

 

A conflict of interest exists where a person's personal, professional, financial or other 

interests could influence, or reasonably be perceived to influence, their ability to act 

impartially. 

Examples of conflicts of interest include, but are not limited to: 

● being related to, or having a close personal relationship with, the 

complainant, respondent or witness; 

● being the coach, team manager, or direct supervisor of the child or adult 

involved; 

● having previously represented or advocated for any party involved; 

● having a financial or professional relationship with a person involved in the 

complaint; 

● being involved in the events that are the subject of the complaint; 

● any circumstance where an impartial observer could reasonably perceive 

bias. 

Disclosure of Conflicts 

All General Committee members, Child Safety Officers, staff, volunteers and any 

person acting on behalf of the Club must disclose any real, perceived or potential 

conflict of interest as soon as it becomes known. 

Conflicts must be disclosed to: 

● the Child Safety Officer, where the conflict relates to staff or volunteers; 

● the President, where the conflict relates to the Child Safety Officer; 

● the Executive Committee, where the conflict relates to the President or CEO; 

● where the conflict involves multiple members of the General Committee or 

raises governance concerns, the matter may be referred to an independent 

external person or to Basketball Victoria for advice. 

All declared conflicts must be recorded in the Club's Conflict of Interest Register as 

per Basketball Victoria policy 

https://api.basketballvictoria.com.au/api/assets/9r2u3d1ia24ogosk 

As well as documented within the complaint file where relevant. 

Management of Conflicts 

Following disclosure, the appropriate decision-maker (excluding any conflicted 

person) will determine how the conflict will be managed. 

Management strategies may include: 

● restricting access to confidential information; 

● removing the person from discussions relating to the complaint; 

● excluding the person from decision-making; 

● appointing another Child Safety Officer or Board member to manage the 

complaint; 

https://api.basketballvictoria.com.au/api/assets/9r2u3d1ia24ogosk


 

 

● appointing an independent investigator; 

● referring the complaint to Basketball Victoria or another external body where 

appropriate. 

The management strategy will be documented in the complaint record and, where 

applicable, in the Conflict of Interest Register. 

Child Safety Officer Conflicts 

Where the Child Safety Officer has a real, perceived or potential conflict of interest, 

they must immediately cease involvement in the matter. 

The President or Executive Committee will appoint an alternative suitably qualified 

Child Safety Officer or independent person to manage the complaint. If 

appropriate, the Club may seek assistance from Basketball Victoria or another 

independent organisation. 

Complaints Involving General Committee Members or Senior Leaders 

Complaints involving the President, General Committee members, Chief Executive 

Officer (if applicable), or Child Safety Officer must be managed independently of 

those individuals. 

The person who is the subject of the complaint must not: 

● receive confidential complaint information beyond what is required for 

procedural fairness; 

● participate in discussions or decisions relating to the complaint; 

● influence the investigation or outcome; or 

● supervise the person responsible for investigating the complaint. 

Annual Review 

The Club's Conflict of Interest Register will be reviewed at least annually, and 

conflicts relating to child safety complaints will be monitored to ensure complaint 

handling remains independent, transparent and child-focused. This aligns with 

Basketball Victoria's expectation that conflicts are declared, recorded, and 

managed throughout the decision-making process. 

 

 

 

 

 

 

 

 



 

 

Types of Complaints 
The Club manages complaints according to risk. 

 

Level 1 – General Feedback 

Examples: 

● service concerns 

● communication issues 

● facility concerns 

resolved locally where appropriate. 

 

Level 2 – Behaviour Complaints 

Examples: 

● poor conduct 

● poor sportsmanship 

● bullying 

● breaches of club policies 

● Code of Conduct breaches 

Managed under Club disciplinary procedures. 

 

Level 3 – Child Safety Concerns 

Examples: 

● inappropriate behaviour 

● boundary breaches 

● online grooming 

● unsafe supervision 

● psychological harm 

● physical abuse 

● emotional abuse 

● child neglect 

● sexual misconduct 

These must be immediately referred to the Child Safety Officer. 

 

Level 4 – Criminal or Reportable Conduct 

Examples: 

● sexual offences 

● physical assault 

● grooming 

● serious neglect 

● family violence affecting child safety 

● child exploitation 



 

 

● criminal offending 

These require immediate external reporting. 

Internal investigations will not interfere with Police or statutory investigations. 

Complaint Handling Process 
Step 1 

● Receive complaints respectfully. 

● Listen without judgement. 

● Thank the person. 

● Take concerns seriously. 

● Do not promise confidentiality that cannot be maintained. 

Step 2 

● Assess immediate safety. 

● Determine whether the child requires: 

● medical assistance 

● emergency services 

● removal from immediate risk 

● parent/carer support (where appropriate). 

Step 3 

● Record the complaint. 

● Record:  

○ date/ time 

○ people involved 

○ facts disclosed 

○ actions taken 

○ support provided 

○ reporting decisions. 

Step 4 

The Child Safety Officer determines whether notification is required to: 

● Victoria Police 

● Child Protection 

● Reportable Conduct Scheme 

● Commission for Children and Young People 

● Basketball Victoria 

● Working with Children Check Victoria 

● other relevant authorities. 

Where legislation requires immediate reporting, this occurs before any internal 

investigation. 

 



 

 

Step 5 

A child safety risk assessment is undertaken to determine: 

● ongoing risks 

● required interim controls 

● supervision changes 

● temporary suspension 

● communication requirements 

● support needs. 

Step 6 

Where appropriate, the Club will: 

● appoint an impartial investigator 

● avoid conflicts of interest 

● maintain procedural fairness 

● protect confidentiality 

● avoid victimisation 

● keep accurate records. 

External investigations take precedence. 

Step 7 

Possible investigation outcomes include: 

● no breach identified 

● education 

● additional supervision 

● policy review 

● mediation (where appropriate) 

● formal warning 

● removal from duties 

● termination 

● referral to Basketball Victoria 

● referral to external authorities. 

Step 8 

Following investigation completion, the Club will review: 

● what occurred 

● system improvements 

● training needs 

● policy changes 

● risk controls 

● communication improvements. 

 



 

 

Breaches of Child Safety Policies or Code of Conduct 
Breaches may include: 

● failure to report concerns 

● inappropriate physical contact 

● unsafe electronic communication 

● unsupervised contact 

● bullying 

● disrespectful behaviour 

● failure to comply with child safety procedures 

● failure to cooperate with investigations 

● retaliation against complainants. 

Depending on severity, consequences may include: 

● education 

● formal counselling 

● written warning 

● suspension 

● removal from coaching 

● termination of volunteer or employment 

● reporting to Basketball Victoria 

● reporting to external authorities. 

Mandatory Reporting and Obligations to Act 
Every staff member and volunteer has an obligation to act where they reasonably 

believe a child may be experiencing abuse or is at risk of harm. 

The Club will comply with all legislative obligations, including: 

● mandatory reporting obligations (where applicable) 

● Failure to Disclose offences 

● Failure to Protect offences 

● Reportable Conduct Scheme requirements 

● Working with Children Check obligations 

● Child Safe Standards. 

A person does not need proof before reporting. Child safety concerns must never 

be ignored. 

 

Confidentiality 
Information is shared only with people who need to know in order to: 

● protect children 

● meet legal obligations 

● conduct investigations 

● provide support. 

Records are securely maintained in accordance with privacy legislation. 



 

 

 

Protection from Victimisation 
The Club prohibits retaliation against anyone who: 

● raises a concern 

● makes a complaint 

● participates in an investigation 

● acts as a witness. 

Any victimisation will be treated as a serious breach of Club policy. 

 

Record Keeping 
The Child Safety Officer maintains: 

● Child Safety Complaint Register 

● Complaint Investigation Files 

● Risk Assessments 

● Action Plans 

● Outcome Records 

● Referral Records 

● Training Records 

● Policy Improvement Register 

Records are retained in accordance with legislative requirements. 

 

Continuous Improvement 
Complaint information is reviewed regularly to identify: 

● emerging risks 

● recurring issues 

● training needs 

● policy gaps 

● system improvements 

● culture improvements. 

De-identified complaint trends are reported to the Board at least annually. 

 

Related Documents 

This procedure should be read in conjunction with: 

● Commission for Children and Young People https://ccyp.vic.gov.au/child-

safe-standards 

● Basketball Victoria Child Safeguarding Policy 

https://api.basketballvictoria.com.au/api/assets/43kpn4sru2g4osgo 

● Basketball Victoria Child Safe Code of Conduct 

https://api.basketballvictoria.com.au/api/assets/odupej900740gc4w 

● Basketball Victoria Reportable Conduct Scheme 

https://api.basketballvictoria.com.au/api/assets/bk1ugzor71cgc84s 

https://ccyp.vic.gov.au/child-safe-standards
https://ccyp.vic.gov.au/child-safe-standards
https://api.basketballvictoria.com.au/api/assets/43kpn4sru2g4osgo
https://api.basketballvictoria.com.au/api/assets/odupej900740gc4w
https://api.basketballvictoria.com.au/api/assets/bk1ugzor71cgc84s


 

 

● Basketball Victoria Commitment to Diversity and Inclusion 

https://api.basketballvictoria.com.au/api/assets/khoima64fxso8gws 

● Basketball Victoria Keeping Young People Safe 

https://api.basketballvictoria.com.au/api/assets/6eza6ydpr1gkkc0w 

● Basketball Victoria Reporting suspected child abuse flow chart 

https://api.basketballvictoria.com.au/api/assets/pyo2e0mzefkc4gck 

Where Basketball Victoria policies are updated, the most current version will 

automatically apply to all Club activities. 

Version Date Approved By Review Date 

1.0 24 August 2026  EWBC General 

Committee       

February 2027 
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