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Welcome 

Welcome to Kids Planet Family Day Care Services. 

This handbook provides you with an overview of Family Day Care, what we provide and important information you 
need to know to ensure that you and your child get the most from our Service. If you have any questions or concerns 
after reading this handbook, please contact us. We look forward to getting to know you and your child. 

Our Philosophy 

The foundation of Kids Planet Family Day Care Services is based on providing a quality unique home-based family day 
care service to families from different cultural backgrounds. The company will offer a safe and secure environment 
with a feel of home enabling children to develop and grow to their fullest capability. 

Kids Planet Family Day Care Services believes in the importance of listening to children and being responsive to their 
needs. It believes in nurturing, connecting and encouraging children to explore, be creative and discover the 
environment that supports their interests and learning.  

Kids planet Family Day Care Service aims to ensure that families feel welcome, have consistent interaction with them, 
respect and include their family values and beliefs and ideas. We are committed to inclusive practices built on the 
unique social and cultural identity of the children and families. 

Our Family Day Care Educators strive to provide quality services for children based on the Early Years Learning 
Framework for Australia (EYLF), which describes childhood as a time of belonging, being and becoming for all children.  
The framework supports learning programs that are responsive to children’s interests, strengths and abilities through 
play-based learning 

What is Family Day Care? 

Family Day Care offers families the unique opportunity to engage their child in an early childhood education and care 
program, in a small group within a home-based setting. Children are nurtured and cared for in the homes of approved 
family day care educators who are resourced, supported and monitored by a central office known as the Coordination 
Unit. This network of educators, Coordination Unit and families is collectively referred to as a Family Day Care Scheme. 
Family day care schemes operate within a framework of local government, community-based services or privately. 

Family day care’s core business is caring for young children, but it also provides care through to school aged children, 
offering families the flexibility of accessing care for all their children in one home. Care is offered during standard hours, 
before and after school, during school holidays, overnight and on weekends, as well as occasional respite hours. 

Why Choose Family Day Care? 

Family day care is a professional and regulated home-based child care service offering care for children from birth to 12 
years and beyond. Highly trained educators utilise their understanding of children’s strengths, skills and knowledge, an 
important basis for program decision making. The consistency of having one educator enables the establishment of 
strong relationships which is key in early social and emotional development. Family day care is the preferred child care 
choice for over 165,000 children across Australia. 

Regulatory Authorities  

Our Service complies with the National Quality Framework (NQF) including the National Quality Standard (NQS), the 
Early Years Learning Framework (or other Approved Framework) and the National Regulations (Education and Care 
Services National Regulations).  

Our Service is regulated by the new national body for early education and care – the Australian Children’s Education 
and Care Quality Authority (ACECQA) as well as the state licensing department in our State/Territory. To contact our 
Regulatory Authority, please refer to the contact details below: 
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Victoria 
Victoria Early Childhood Education  
The Department of Education and Training http://www.education.vic.gov.au/Pages/default.aspx 
1800 809 834, edline@edumail.vic.gov.au, GPO Box 4367, MELBOURNE, Victoria 3001 

Fees and Contract hours 

Fees are based on operational and financial considerations to ensure sustainability of our services. Due to changes in 
economic, political, or legislative conditions, the Kids Planet Family Day Care Services reserves the right to amend fees 
at any time. 

Kids Planet Family Day Care Services will aim to provide families with as much notice as possible regarding fee 
amendments and will try to give families a minimum of four weeks’ notice. Kids Planet Family Day Care Services aims to 
keep fees affordable for families and have developed a fee system to maximise family access to available subsidies. 

Families are required to complete the online Child Care Subsidy assessment via myGov website prior to starting at the 
Service. This will determine your eligibility and level of Child Care Subsidy entitlement.   

On enrolment we will need the CRN of the person linked with the child, as long with the child’s CRN so we can confirm 
register attendance and ensure that you are receiving the appropriate subsidy. 

Kids Planet Family Day Care Services Fees & Charges and Educators Individual Fee Schedule. 

Fees are calculated on the contract hours booked upon enrolment, as well as the terms set by your educator in their 
Individual Fee Schedule. If you wish to make any changes to your child's booked contracted hours or days, please 
discuss this with your educator, otherwise contact the Coordination Unit. 

Parents are advised to check if educator charges for Public Holidays if your child would normally be in care on that day. 
Parents are charged for contract hours when the educators service is OPEN, even if parents do not or cannot use it, e.g. 
the child is sick etc. If the educator’s service is CLOSED, e.g. the educator is sick etc.; parents do not need to pay. 

Parents and educators are required to give two weeks’ notice of child’s last day in care. 

Child Care Subsidy (CCS) 

Child Care Subsidy is a means-tested subsidy paid directly to the Service as a fee reduction. There are 3 factors that will 
determine a family’s level of Child Care Subsidy, which include:  

• Combined Family Income  

• Activity Test for both parents  

• Service Type  

Transitioning to Child Care Subsidy requires families to provide information and confirm current details by using your 
Centrelink online account through myGov. Here you will be asked to provide your combined family income estimate for 
the financial year, hours of recognised activity including work, training, study and volunteering and the type of child 
care your family uses. For further information please call: The Department of Human Services on 136 150 

Allowable Absences 

You can be paid for any absence from approved care your child attends for up to 42 days per child per financial year. 
Additional absences beyond 42 days for certain reasons may be approved and paid. Please talk to us about the additional 
absences. 

Public holidays will be counted as an absence if the child would normally have attended the service on that week day, 
and fees have been charged for that day for the child. You can access your child’s absence record on your online 
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statement by selecting 'View Child Care Details and Payments' on your Centrelink online account. You can also do this 
using the Express plus Families mobile app 

Enrolment Information 

Prior to commencing at our service, you will be required to complete all enrolment documentation. 

Please understand that it is essential we have up-to-date information in case of an emergency. It is important that you 
notify the nominated or certified supervisor of any changes to enrolment information including: 

• Address 

• Health 

• Telephone/mobile numbers 

• Contact details 

• Family changes 

• Emergency contact information details etc.  

It is essential that we have copies of your child’s birth dates and immunization status. We are also required to have 
certified copies of any court orders relating to the child. 

e-Signature 

Kids Planet Family Day Care Service is using a technology platform designed to streamline communication and 
administration processes with families. One of the important components of this is the introduction of electronic 
signatures (or e-Signatures). 

It is a regulatory requirement that all children are signed in and out of care each day. Kids Planet Family Day Care service 
will be using a PIN to verify a person’s identity when signing child attendances. In some cases, signatures may be 
captured using a signature pad. 

A system generated random PIN will be sent to you via your email address. You have the option of changing this PIN to a 
number of your choosing. You can change it to any 4 to 8 digit combinations, except for clashing numbers and weak 
security numbers, such as 1111 or 1234, etc. 

PIN Security 

Your PIN should never be shared with anyone else. Encryption technology will secure your PIN. If you have forgotten your 
PIN, your Family Day Care service can resend a new random generated number to your email. 

Can other people sign in and out? 

The registered guardian will be issued with a Child Care PIN. In addition, different PINs can be provided to other persons, 
nominated by the registered guardian, with authorisation to collect your children. 

Please refer to the Harmony Parent/Guardian information guide for further information on how to use e-signature. 

Relationship with Children 

Our service aims to ensure that all educators form positive relationships with children that make them feel safe and 
supported. Educators will foster these positive relationships between themselves and the children as well as among 
their peers. 
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Policies and Procedures 

Copies of Kids Planet Family Day Care Services Policies and Procedures are available at our Coordination Unit office or 
through your educator. Policies are in accordance with the Education and Care Services National Law and Regulations. 

Educational Program  

We follow the Early Years Learning Framework as per our programming policy. This is Australia’s first national Early Years 
Learning Framework for early childhood educators. The aim of this document is to extend and enrich children’s learning 
from birth to Five years and through the transition to school. 

We are committed to providing a developmental and educational program which caters for each child’s individual needs, 
abilities and interests. Our program will continue to develop as we use the relationships children have with their families 
and communities, working in partnership with parents, to ensure each child’s knowledge, ideas, culture, abilities and 
interests are the foundation of our programs. 

We encourage children to be responsible for their own learning through choices in experiences, interests and routine. 
We use conversations, actions and play as the basis for teaching which involves the children being partners in teaching by 
seeking out ideas, opinions, thoughts and questions. We encourage children in promoting their independence and self-
help skills by assisting within the routine and involving the children in interest based projects to further enhance their 
learning and knowledge. We value children and family input and encourage family involvement in order to gather a 
comprehensive and holistic view of the child. 

We know that children learn effectively through play and this is supported by Educators who are diligent in their 
responsiveness to each child. Applying strong intentional teaching practices will provide the children with an authentic 
and meaningful learning environment which challenges, supports and nurtures a child’s development. 

If we as Educators have any areas of concern, we will inform you and advise where help may be pursued, e.g. speech 
therapist. We understand this is a sensitive topic and it is always your decision to follow this up. Educators are willing to 
discuss any aspect of learning and development with parents.  

Portfolios 

Every child will have a personal, confidential portfolio comprising of;  

• Child’s Profile  

• Observations 

• Work samples 

• Objectives for further development 

The individual child’s portfolio is maintained and used as a direct tool for evaluation and future planning within the 
Service’s program. This makes the program reflect the value of individuality and is not be used as a means of comparison 
between peers or stereotypes. You will be given your child’s portfolio at the end of the school year or as they finish at the 
Service.  

The portfolio will be used in parent/Educator meetings throughout the year and is always available for you to review at 
your convenience. 

Parent Participation 

The Service has an Open Door Policy and actively seeks and encourages families to be as involved in the Service. This can 
range from evaluating and adding input to your child’s program and observations, and sharing skills & experiences that 
the children and the program will benefit from. We seek input from families on all aspects of the Service but in particular, 
your child’s goals, observations and program.  
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If, for any reason you question or do not understand any aspect of the Service or your child’s experience we have a 
Grievance Policy that supports all stakeholders in our community and like all policies, is available for families to consult 
and implement at any time. Copies of our policies are available at the office. You are welcome to take a copy home and 
review at your leisure. 

 

Family Skills, Interests and Talents  

We welcome and encourage the involvement of all parents/families at our Service. Your ideas, experiences and skills are 
greatly valued and will enable us to extend each child’s interests, abilities and knowledge. There are many ways for your 
family to be involved. We understand that our busy lives can’t always afford the time, however any contribution no 
matter how big or small is much appreciated. Here are just a few ideas. 

Your Home Culture 

Your home culture is most welcome in our Service. We would greatly appreciate if you were able to share with our 
Service aspects of your culture and family life. This would assist us to enrich the lives of all our families and children. 

Suggestions 

Parents are welcome to visit or call the Service at any time. If you have any suggestions or ideas on how we best can work 
together in the Service please let us know. 

If you have any concerns, please see your child’s educator or the Nominated Supervisor. We have a grievance procedure 
if you would like to formally raise any concerns. 

Communication  

Everybody has a different communication style and time for communication. We understand that mornings and 
afternoons can be a little rushed, and not the best time to discuss your child’s day.  

We have many types of communication we use for families, which include: 

• Phone calls to your work 

• Emails 

• Letters 

• Face to face meetings 

Court Orders 

Parents must notify the Service if there are any Court Orders affecting residency of their children and a copy is required 
for the Service.  

Without a Court Order we cannot stop a parent collecting a child. 

Confidentiality 

We are committed to protecting your privacy. We support and are bound by privacy laws and strict confidentiality is 
maintained at all times. 

In order to plan programs with you we need to collect information from you. This information helps us to assess and plan 
programs in partnership with you. We do not disclose personal information about you or your child to other people or 
organisations without your consent, unless we are required to do so by law.  We do not ask for personal information 
about you or your child from other professionals or organisations without your consent. You can look at the information 
in your child’s file at any time, or request a copy of information in the file. 



8 

 

Early Years Learning Framework  

Fundamental to the Framework is a view of children’s lives as characterised by belonging, being and becoming. From 
before birth children are connected to family, community, culture and place. Their earliest development and learning 
takes place through these relationships, particularly within families, who are children’s first and most influential 
educators.  As children participate in everyday life, they develop interests and construct their own identities and 
understandings of the world. 

Belonging 
Experiencing belonging – knowing where and with whom you belong – is integral to human existence. Children belong 
first to a family, a cultural group, a neighbourhood and a wider community. Belonging acknowledges children’s 
interdependence with others and the basis of relationships in defining identities. In early childhood, and throughout life, 
relationships are crucial to a sense of belonging. Belonging is central to being and becoming in that it shapes who 
children are and who they can become. 

Being 

Childhood is a time to be, to seek and make meaning of the world.  Being recognises the significance of the here and now 
in children’s lives. It is about the present and them knowing themselves, building and maintaining relationships with 
others, engaging with life’s joys and complexities, and meeting challenges in everyday life. The early childhood years are 
not solely preparation for the future but also about the present. 

Becoming 

Children’s identities, knowledge, understandings, capacities, skills and relationships change during childhood. They are 
shaped by many different events and circumstances. Becoming reflects this process of rapid and significant change that 
occurs in the early years as young children learn and grow. It emphasises learning to participate fully and actively in 
society. 

Outcome 1: Children have a strong sense of identity 

• Children feel safe, secure, and supported 

• Children develop their emerging autonomy, inter-dependence, resilience and sense of agency 

• Children develop knowledgeable and confident self-identities 

• Children learn to interact in relation to others with care, empathy and respect 

Outcome 2: Children are connected with and contribute to their world  

• Children develop a sense of belonging to groups and communities and an understanding of the  
reciprocal rights and responsibilities necessary for active community participation 

• Children respond to diversity with respect 

• Children become aware of fairness 

• Children become socially responsible and show respect for the environment  

Outcome 3: Children have a strong sense of wellbeing 

• Children become strong in their social and emotional wellbeing 

• Children take increasing responsibility for their own health and physical wellbeing 

Outcome 4: Children are confident and involved learners  

• Children develop dispositions for learning such as curiosity, cooperation, confidence, creativity, commitment, 
enthusiasm, persistence, imagination and reflexivity  

• Children develop a range of skills and processes such as problem solving, enquiry, experimentation, 
hypothesising, researching and investigating 
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• Children transfer and adapt what they have learned from one context to another 

• Children resource their own learning through connecting with people, place, technologies and natural and 
processed materials 

Outcome 5: Children are effective communicators 

• Children interact verbally and non-verbally with others for a range of purposes 

• Children engage with a range of texts and gain meaning from these texts 

• Children express ideas and make meaning using a range of media 

• Children begin to understand how symbols and pattern systems work 

• Children use information and communication technologies to access information, investigate ideas and 
represent their thinking 

Orientation for Children 

The orientation process for children aims to provide children and families with a procedure that allows the child and 
family to transition to their child being in care, transition to another educator within the service or transition to school. 
We believe orientation is an essential process where educators are able to get important information about the new 
child’s needs and those of the family. This process helps to make the transition from home to care as smooth as 
possible with the aim to maintain continuity between home and the service, helping the child adjust to their new 
setting. 

It is important to visit the educator with the child in order to familiarise your child with the environment. The children 
may participate in the activities if they so wish, although a number of young children prefer to just watch. Positive 
interactions at this time (between parents, educators and the child) are important for the children to build positive 
attitudes to the service environment. Educators are aware that some children respond to new experiences faster than 
others and will adapt to these situations. 

At this time, the daily timetable and program will be discussed, as well as routines and any special requirements that 
may need to be accommodated. Parents will also be encouraged to bring along any special comfort items (teddy etc.) 
with their child to help them in their initial settling in period. Parents will also be invited to ring and check on their child 
at any time if there are any concerns. 

Part of this orientation visit is also to explain/collect the required documentation for the child (enrolment forms, 
including immunisation records, Medicare numbers, etc.). At this stage, acting on behalf of our service, the educators 
will explain modes of fee payment and communication (newsletters, pockets, communication box etc.). They will also 
discuss the importance of labelling personal items and show the parent where they can access the service’s policies and 
procedures. 

Educators will also discuss how best to tailor the child’s settling in period – with some parents choosing to gradually 
build up to a full day so the child is reassured that the parents will return to collect them. Educators will encourage 
parents to say goodbye when dropping off – and reassure that if the child remains distressed over a period of time, that 
educators will contact them. Parents are able to stay as long as needed to reassure their child – however, parents 
should note that it is easier for the educator to settle the child if parents arrive earlier than pickup time to spent time 
with the child, rather than at drop off time. 

Parents will be kept informed about how their child is settling in on collection and are welcome to discuss any aspects 
with the educator at a convenient time. Information on the service’s child orientation policy will be available in different 
languages if required. 

Role of the Family Day Care Coordinator 

The Family Day Care Coordinator will: 

• Play an active role in monitoring each placement at the service to ensure the needs of each child and their 
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parents are met. 

• Contact the child’s parents regularly to ensure their child is settling in smoothly. This 

• will also occur if a transition (outlined below) needs to occur. 

• Assist families if a child needs to transition to another educator because their regular 

• educator is unavailable (a process that is discussed with the child’s parents) 

• Ensure ongoing support is provided to the educator during orientation periods. 

• Ensure the educator has provided information to parents about the educator, the 

• educator’s family, their philosophy, expectations and routines. 

Transition between educators or to school 

The service aims to arrange for transitions to other educators as required. Change is harder for some children than 
others; however, by making this transition as smooth as possible for children and families, we are helping build the 
child’s success. Separation can evoke children’s deep feelings which can trigger feelings of restlessness, frustration etc. 

When the child becomes of school attending age, the service will work with the parents and the school to prepare the 
child for school entry. 

Transition between educators 

Implementation as to minimise any distress that the transfer may cause may include: 

• Thinking about the transition ahead of time. Lay the groundwork for a new educator to get to know their child 
by sharing information and insights you have gained. 

• Talk to families about how their child handles change and the strategies they use to help their child cope with 
change 

• Plan to have the child and family visit the new group more than once if possible. 

• Invite the new educator to visit the child as often as possible 

• Talk about change, starting from two weeks before the transition 

• Avoid about the transition in terms of concern or sorrow 

• Talk about their new educator every day in general conversation 

• Celebrate the child’s last day with an activity, such as a special snack or by signing a 

• special song you have made together 

• Be sure to say goodbye 

Transition to school 

When a child first attends school, there is a great change for that child and for their family. 

We believe that the child’s parents are the most important link in this transition. 

• The better the transition between home and school, the better the education according to recent 
research. 
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• The Service will always talk about starting school in a positive manner that will reinforce a healthy 
attitude toward the transition. 

• If possible, information on local schools will be made available to parents. 

• Toward the end of each year an excursion is arranged to visit the local school so as to familiarise the children 
with the school environment. 

Inclusive Environment 

Australia is a pluralistic society regardless of specific regional variations in cultural profiles. In order to reduce bias and 
ensure that no child is excluded, our service will abide by this ideal by implementing certain practices, such as 
promoting cultural diversity and equity for all children, regardless of cultural and linguistic backgrounds. Kids Planet 
Family Day Care Services also values the concept of self and encourages children to explore their cultural heritage and 
promote belonging. By casting away and avoiding common stereotypes, we strive to recognise various beliefs, 
attitudes and cultural backgrounds. We aim to broaden children’s spectrums and exposing them to these beliefs by 
sharing ideas and experiences through a variety of mediums, such as food, music, attire, folklore and history, aiming to 
develop a sense of autonomy, confidence and pride by abiding by an anti- bias cross cultural program. 

Health & Safety 

Our service aims to promote and protect the health, safety and wellbeing of all children, educators and families using 
established procedures and policies to maintain high standards of hygiene safety. We also aim to reduce the risk of 
infectious diseases and illnesses spreading by following appropriate OHS standards. A holistic and consistent approach 
to health, hygiene and safe food practices across the service will help to effectively meet this aim. 

We have a variety of implemented procedures to meet the Health and Safety needs of the children within our care, 
including policies such as: 

• Additional Needs Policy 

• Enrolment Policy 

• Food, Nutrition and Beverage Policy 

• Immunisation and Disease Prevention Policy 

• Incident, Injury, Trauma, Illness Policy 

• Medical Conditions Policy 

• Physical Activity Promotion Policy 

• Relationships with Children Policy 

For more information, please consult our Policies and Procedures, made available at educator residences and/or 
approved venues, as well as the Coordination Unit office. 

Routines and Program 

It is important to regularly discuss your child’s routine and interests with the educator as they evolve to enable 
educators to provide the best quality care. Some educators are regularly committed to outside activities (e.g. playgroup 
sessions, school drop off and pick- ups, library story telling sessions) and parents are encouraged to regularly ask 
educators about their plans for the day. 

Educators display a daily program and are encouraged to develop an individual journal for each child in care, which you 
are encouraged to contribute to. 

Excursions 
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Kids Planet Family Day Care Services acknowledges the value of relevant excursions in allowing children to gain a 
greater insight of the society in which they live and learn from these experiences. Our service will actively seek to 
minimise any risks associated with excursions and respond promptly and appropriately to any emergency whilst on an 
excursion. Educators will educate children and families regarding safe road (or other transport) and play practices. 

Prior to every excursion: 

• The educator must conduct a risk assessment prior to an excursion taking place. 

• The risk assessment must be recorded using the Excursion Risk Assessment Form. Parents will be notified on 
the Authorisation for Excursion Form and they can access the Excursion Risk Assessments prior to the 
excursion upon request. 

• Risk assessments are only required once if the excursion is a regular outing. Regular outings are walks, drives 
or trips to places that we visit regularly and which always have the same risks. 

Educator Leave and Alternate Care 

Educators close their service from time to time for many reasons, such as holidays or unplanned reasons such as illness. 

If your educator is planning to close for holidays they will notify you in advance. If you need care during this time please 
contact the Coordination Unit for details for an alternate educator. If the educator or their family member is sick there 
may be little notice that they are closing their service. If you need alternate care please contact the Coordination Unit 
for assistance. 

Fees are not paid to educators if their service is closed. If you are referred to alternate educator please check their fees 
as the fees will be different. 

The Coordination Unit will attempt to find an alternate educator when it is requested but it cannot guarantee this. 

Immunisation 

From 1 January 2016, only parents of children (less than 20 years of age) who are fully immunised or are on a recognised 
catch-up schedule can receive the Child Care Benefit, the Child Care Rebate and the Family Tax Benefit Part A end of year 
supplement.   

The relevant vaccinations are those under the National Immunisation Program (NIP), which covers the vaccines usually 
administered before age five. These vaccinations must be recorded on the Australian Childhood Immunisation Register 
(ACIR).  

Children with medical contraindications or natural immunity for certain diseases will continue to be exempt from the 
requirements.  

Conscientious objection and vaccination objection on non-medical grounds will no longer be a valid exemption from 
immunisation requirements. Families eligible to receive family assistance payments and have children less than 20 years 
of age, who may not meet the new immunisation requirements, will be notified by Centrelink.  

Smoking and Substances 

Our Tobacco, Drug and Alcohol Policy aims to ensure children are not subjected to the dangers associated with tobacco, 
drugs and alcohol; we will maintain a harm free environment where no educator or staff member is affected by alcohol 
or drugs. 

Our service is strictly tobacco, drug and alcohol free. In order to keep children, educators, families and visitors free from 
the dangers of drugs, alcohol, tobacco smoke and other smoke, including illegal substances, the following rules apply – 
The consumption of tobacco, drugs and alcohol is prohibited in all areas of the service including - 

• Inside & outside in the backyard/playground/driveway/car-park 
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• Smoking and the consumption of alcohol is also prohibited – 

• On incursions or excursions at any point during the event. 

• While travelling with a child. 

• At educator meetings or at parent meetings. 

• At any social activity, whether in work hours or not, where the children and educators are involved. 

Illness 

The service and all educators can effectively respond to and manage accidents, illness and emergencies which occur at 
the service to ensure the safety and wellbeing of children, educators and parents. The related policies of the service 
will be employed by educators and nominated supervisors in the event of a child: 

a) Injury; or 

b) Illness; or 

c) Trauma. 

The Nominated Supervisor of the service will ensure that a parent of a child is notified as soon as practicably possible 
and without undue delay. Parents will be notified no later than 24 hours of the injury, illness or trauma. An Incident, 
Injury, Trauma and Illness Record will also be completed without delay. 

We will ensure that the first aid, anaphylaxis management training and asthma management training of our educators 
is current and updated at least every 3 years, and that all components of the first aid certificate are current if some 
require an earlier revision. Children can often become unwell over a very short period of time and it is essential that 
these illnesses are responded to suitably. 

If a child becomes ill while in care, the parents or authorised emergency contacts will be contacted and asked to collect 
the child. If a parent or authorised emergency contact cannot be contacted, an ambulance will be called as per our 
Policies and Procedure (Incident, Injury and Illness Policy) 

Generally, if your child feels unwell, keep them home from the family day care service and consult a doctor. 

Emergency Procedures 

An evacuation may be necessary in the event of a fire, chemical spill, bomb scare, earthquake, siege, flood etc. In the 
event that a service needs to be evacuated, we aim to conduct this in a rehearsed, timely, calm and safe manner to 
secure the safety of each person using the service. The safety and wellbeing of each child, educator and person using the 
service is paramount above any other consideration in the time of an emergency or evacuation. Any other procedures 
will be carried out only if it is safe to do so. 

Each educator is required to have an emergency evacuation plan and practice evacuations every three months to ensure 
they are prepared for an emergency. 

Our service will conduct a risk assessment to identify potential emergencies that could affect our service and use this 
to prepare emergency and evacuation procedures. These risk assessments are updated annually and parents can view 
these at the educator’s home. 

Animals 

Our service aims to provide a safe and hygienic environment that minimises the risk of a child being harmed by an 
animal. We also aim to educate children in the proper care of animals. We have an extensive checklist that adheres to 
this aim, which is provided in the Animal and Pet Policy in our Policies and Procedures. 

Swimming 
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Our Physical Environment Policy aims to provide a physical environment that is safe, appealing, constructive, well-
maintained and welcoming to all individuals who use it, addressing the way a child should be cared for and the 
measures that should be taken in and around the water. Educators must also have their pools assessed by a third 
party such as pool compliance officer. For more information, please consult our Physical Environment Policy in our 
Policies and Procedures. 

Motor Safety 

The safety of each child and all educators is paramount at all times. This includes those children and accompanying 
educators who travel on a mode of transport, such as a motor vehicle or public transport. Proper restraint systems will 
be used according to current Australian Standards. The vehicle itself will be maintained according to Australian 
Standards. For more information, please consult our Transportation Policy in our Policies and Procedures. 

Support and Monitoring 

At Kids Planet Family Day Care Services, we aim to create and maintain a strong support network by aiding educators 
and ensuring their services are up to standard. The Approved Provider, Nominated Supervisor and Family Day Care 
Coordinator will ensure the safety, health and wellbeing of all children, and provide information, ongoing support, and 
assistance in NQS/EYLF implementation, financial and administrative issues and supervision of educators by: 

• Being available Mondays to Fridays from 9:00am to 5:00pm 

• Be available outside office hours in case of emergency 

• Face to face communication. 

• Home visits 

• Phone communication including SMS messaging. 

• Educator meetings 

• Written communications (e.g. letters, newsletters) 

• electronic communications (e.g. email) 

• Providing access to professional development programs, training and development courses and undertaking 
educator appraisals and reviews. 

• Ensuring educators who may be at remote locations are adequately supervised and supported through the 
use of electronic communications and technology including email. 

• Ensuring all educators are following policies and procedures 

• Actively celebrating the diverse skills and achievements of our educators 

• At educator meetings and home visits. 

• By sharing the achievements and qualifications of educators with families and the community through 
notices and newsletters. 

Home Visits 

The Family Day Care Coordinator will make regular home visits to: 

• Provide information and monitor the performance of educators. A roster/timetable will be developed to 
ensure all educators receive regular home visits at least once every 2 months and records will be kept of 
these visits. 
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• Discuss the relationships between members of the educator’s family and the children being educated and 
cared for. This will include ways the educator fosters positive relationships between family members and the 
children, and the processes in place to minimise any disruption the educator’s family has on the quality of 
education and care provided. 

 

Priority of Access 

Children who are enrolled at a service or whose families are seeking a place at the service will be given Priority of Access 
in accordance with the guidelines that have been established by the Australian Government. Below are the Priority of 
Access levels which our service must follow when filling vacancies. 

• A child at risk of serious abuse of neglect. 

• A child of a single parent/guardian who satisfies, or of parents/guardians who both satisfy the 
work/training/study test under Section 14 of the A New Tax System (Family Assistance) Act 1999. 

• Any other child. 

Within these three categories, priority is also given to the following children: 

• Children in Aboriginal and Torres Strait Islander families. 

• Children in families which include a disabled person. 

• Children in families on low income (refer www.deewr.gov.au for current income threshold). 

• Children in families from culturally and linguistically diverse backgrounds. 

• Children in socially isolated families. 

• Children of single parents/guardian. 

Upon enrolment, families will be notified of their priority and advised that if the service has no vacancies and their 
child’s position is a priority 3 under the Priority of Access Guidelines, it may be required that a child leave or reduce their 
days in order to make a place for a higher priority child. 

Sun Protection 

It’s important to have a healthy balance of ultraviolet radiation (UV) exposure. Too much of the sun’s UV can cause 
sunburn, skin and eye damage and skin cancer. Overexposure to UV during childhood and adolescence is a major factor 
in determining future skin cancer risk. Too little UV from the sun can lead to low vitamin D levels. Vitamin D is necessary 
for the development and maintenance of healthy bones and muscles, and for general health. Our service ensures that 
tools such as hats, shade, clothing, sunscreen and other sun ware is used, all of which are vital to ensuring that your child 
is protected from the sun. 

Food 

Please talk with your educator about food they provide for children, also discuss allergies, dietary requirements and 
restrictions and specific cultural and religious practices. Please discuss your requirements regarding food with your 
educator and put together a written management plan. 

Educators are responsible in providing nutritious lunch, snacks and drinks for children. For more information, please 
consult our Food, Nutrition and Beverage Policy. 

Parents are usually requested to supply: 

• All food and drinks for children with special diets 
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• All baby foods and formula prepared ready for use 

• All foods are nutritious and healthy. 

 

 

 

Recommended daily intakes 
Recommended average number of standard serves per day in accordance with Nutrition Australia.  

Toddlers 
Vegetables and 

legumes 
Fruit Grains (cereal) 

Lean meat, fish, 
poultry, eggs, 
nuts, seeds, 

legumes, beans 

Milk, yoghurt, 
cheese & 

alternatives 

Allowance for 
additional 

serves from 
any food 
group* 

Girls and boys 
1–2 years 

2-3 0.5 4 1 1-1.5 0 

Girls and boys 
2-3 years 

2.5 1 4 1 1.5 0-1 

  

Children 
Vegetables 

and legumes 
Fruit Grains (cereal) 

Lean meat, fish, 
poultry, eggs, nuts, 

seeds, legumes, 
beans 

Milk, 
yoghurt, 
cheese & 

alternatives 

Allowance for 
additional 

serves from 
any food 
group* 

Girls 4-8 years 4.5 1.5 4 1.5 1.5 0-1 

Girls 9-11 years 5 2 4 2.5 3 0-3 

Boys 4-8 years 4.5 1.5 4 1.5 2 0-2.5 

Boys 9-11 
years 

5 2 5 2.5 2.5 0-3 

 
Reference: Nutrition Australia 

http://www.nutritionaustralia.org/national/resource/australian-dietary-guidelines-recommended-daily-
intakes 

It is expected all children will have eaten breakfast before arriving at the educator’s home. Some educators may provide 
breakfast and evening meals. This however, should be discussed with the educator in advance. 

If you breastfeed your baby, please discuss this with your educator on how to best manage this. Further information 
can be found at www.breastfeeding.asn.au 

Clothing 

It is helpful to your child if they are dressed in non- restrictive, serviceable, easy to wash clothes so that they feel free 
to join in all the activities and to develop independence. Shoes also, need to allow children freedom to run, climb, hop 
& jump as well as being easy for the child to take off and put on by him/her.  

Unsuitable shoes are thongs and gumboots and we prefer that these are NOT worn to the educators care venue or 
home. Lace up joggers or sandals are appropriate. Also, please consider clothing that enables the child to move around 
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easily and allows children to be independent in dressing. Clothing such as long dresses, overalls, braces, belts and stiff 
buttons can prove a problem for children who need to go to the toilet. We require all t-shirts to have sleeves, no mid-
drift tops and hats that are broad brimmed are essential for effective sun safety. 

Spare clothes 

Every now and then accidents occur and it may be necessary for your child to get changed into a fresh set. Please 
include a complete change of clothes every day which can stay in your child’s bag...just in case! 

Toys 

Educators have an abundance of toys and we ask that children do not bring in toys from home. This eliminates toys 
getting lost, broken, disappointment for other children and responsibility on Educators to track numerous toys 
throughout the day. 

Physical Play 

Physical play includes activities that use physical movements to allow children to use their energy, enhance their 
concentration, motivation, learning and wellbeing. We feel physical play is a vital part of everyday life. We believe in 
providing children with a range of physical activities and experience on a daily occurrence for them to challenge their 
large and small muscles, allowing them to gain increasing control over their bodies as they learn the importance of 
physical play. 

Physical play provides children with the opportunity to: 

• Develop strong bones and muscles,  

• Improve strength and balance  

• Develop Flexibility and coordination 

• Develop Fundamental Movement Skills  

• Develop spatial awareness 

• Develop mathematical concepts 

• Be confident as they learn to control their bodies and understand their limits  

• Learn to cooperate and share with others  

• Promote healthy growth and development  

Sustainability 

Our service is passionate about sustainability. We believe in supporting children to appreciate and care for the 
environment by embedding sustainable practice into the daily operation of our Service, infrastructure and teaching. 

 In order to empower our sustainability program we emphasise children’s ability to make a difference, enabling them to 
learn and appreciate their environment in an engaging, fun and exciting manner. We do this by engaging children in 
discussion about sustainable practice, encouraging them to participate in a recycling program, reducing energy and 
conserving water. We aim to provide children with the skills and knowledge required to become environmentally 
responsible. 

Rest and Sleep 

Rest and sleep routine varies according to individual needs.  We aim to make rest time a relaxed, pleasant time for all 
children.  We provide stretcher beds for children and play soft music in the background. Your child may wish to bring a 
security item to have at rest time. Please feel free to discuss your child’s rest or sleep needs with Educators. 
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Attendance Records 

All children are to be signed in out of care each day of care. Educators keep a weekly attendance record for this 
purpose. 

It is a condition of approval and continued approval for Child Care Subsidy (CCS) purposes that services must comply 
with Family Assistance Law. Record keeping obligations are governed by A New Tax System (Family Assistance) 
(Administration) Act 1999. It is a requirement under these rules that all approved child care services keep records of 
attendance, including records of absences. 

Attendance records are required for the purposes of confirming care occurred for that specific child for whom Child 
Care Benefit is paid. It is vital attendance records are accurate to satisfy public liability insurance, and all other 
legislative obligations. 

Educator Ratio and Qualifications 

We meet all legal requirements in relation to child to educator ratios and the qualifications of our educators. All 
Educators will hold First Aid qualifications, have Working with Children Checks completed and attend monthly Educators’ 
meetings.   

Our Educators are continually evaluating how their programs meet the education needs of our children and reflecting on 
ways to improve children’s learning and development. They are encouraged to attend further professional training and 
development.  

For further details on the qualifications of the Educators, please see our Nominated Supervisor.  

Complaints and Grievances 

Communications between family members and the Service are considered crucial for a child to reach their full 
development. Therefore, it is important to have an environment where there is a strong emphasis on family/service 
communication to allow consistency and continuity between the home and the service. 

When a parent has a complaint or a concern, it is vital that they are presented with the tools to ensure their grievances 
are addressed swiftly and with quality. Parents are asked to communicate with their educators when problems arise and 
follow them up with the Coordination Unit if need be. 

Complaints can be made to any of the following: 

Kids Planet Family Day Care Services - 03 8774 4848 

Department of Education and Early Childhood Development – 9637 2000 

Victorian Ombudsman – 9613 6222 

Children’s Safety 

• Never leave children unattended in cars while collecting children from the Service. 

• Cars parks are dangerous places for children. Always hold children’s hands when arriving and leaving the Service. 

• Never leave a door or gate open. 

• Never leave your children unattended. 

Child Protection 

Our service takes a responsibility to provide a safe and caring environment for all children seriously. We believe that 
the safety of children is paramount at all times and aims to protect a child’s right to be safe from abuse of any kind. 
Our service also aims to defend the rights of educators to confidentiality if a complaint against them is made and is 
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found to be unsubstantiated. Kids Planet Family Day Care Services will ensure that all parties affected by this policy are 
made aware of their roles and responsibilities regarding child protection. 

It is compulsory for educators to attend a session concerning Child Protection and strategies to combat it annually. Our 
service aims to educate all parties about their roles in child protection and also about signs of abuse and ensure that all 
requirements of child protection requirements are being met. 

If you as a parent have any concerns concerning the protection and wellbeing of your child, please contact the 
Coordination Unit. You can also report any suspected cases of child abuse to the Department of Human Services. 

Important Telephone Numbers 

 
Kids Planet Family Day Care Services 
Address:   66 Botanical Grove, DOVETON VICTORIA 3177 
Phone:   03 8774 4848 
Fax:    03 8774 4848 
Email:       kidsplanet90@gmail.com 
Office Hours:     Monday to Friday – 9:00am – 5:00pm 

 

DEPARTMENT OF HUMAN SERVICES – FAMILY ASSISTANCE OFFICE  
136 150 
www.familyassist.com.au 

 

DEPARTMENT OF EDUCATION AND EARLY CHILDHOOD DEVELOPMENT  
GPO Box 4367 
MELBOURNE, Victoria 3001  
(03) 9637 2000 

 

VICTORIAN OMBUDSMAN 
Level 9, North Tower 459 Collins Street 
Melbourne VIC 3000 
 (03) 9613 6222 

 

FAMILY DAY CARE AUSTRALIA  
PO Box 571 
GOSFORD NSW 2250  
1800 621 218 

 

Attachments: 

1. Kids Planet Family Day Care Services Family-Conduct-Guidelines 
2. Kids Planet Family Day Care Services Parent Payment of Fees policy 
3. Kids Planet Family Day Care Services Termination of Enrolment Policy 
4. Kids Planet Family Day Care Services Termination-of-Enrolment-Procedure 
5. Kids Planet Family Day Care Services Termination-of Enrolment Family Request Form 
6. Kids Planet Family Day Care Services Grievance-Procedure-for-Families 
7. Kids Planet Family Day Care Services Complaints-Grievance Policy 
8. Kids Planet Family Day Care Services Complaints-Grievance-Form 



 

Family Conduct Guidelines (Code of Conduct)  

SUBMIT SERVICE TITLE HERE 

 

 

 

FAMILY CONDUCT GUIDELINES (Code of Conduct)  

National Quality Standard 6: Collaborative partnerships with families and communities  

National Quality Standard 7: Governance and Leadership  

 

 

The Family Conduct Guidelines works in conjunction with the Service’s Grievance Policy, Enrolment 

Form, Parent Handbook, Code of Ethics and Child Wellbeing Arrangements. The Family Conduct 

Guidelines are in place to emphasise the commitment and ethical responsibilities each family adopt 

when enrolling at the Service.   

AIM 

The aim of the Family Conduct Guidelines is to provide a clear pathway, supporting families and the 

Service in communicating and interpersonal skills. This includes acting as an advocate for individual 

children and discussing more complex and challenging issues that call for astute attention and 

respect.  

It is anticipated that all stakeholders within the Service will adopt the following qualities during their 

interactions:  

• Honesty 

• Integrity 

• Inclusivity 

• Democracy 

• Respect 

• Confidentiality 
 

COMMUNICATION 

It is expected that families will collaborate with their child’s Educator/s, working together to support the 

child in their learning and development. Our Educators understand that families are busy and often eager to 

find ways to strengthen the connection between home and the Service. Effective communication builds 

understanding and trust, for Educators working with families building a positive partnership includes sharing 

knowledge and experiences to understand the child.  

We appreciate when families share information with our Educators about the child. This may include, a 

restless night, something the child has disclosed, an activity or experience the child would like to do etc. This 

helps our Educators to support the child throughout the day.  



 

Family Conduct Guidelines (Code of Conduct)  
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Communication is vital within our Service, ensuring children’s needs are being met. We ask that families 

nominate their preferred method of communication which will be amended as required, so we can do our 

best to be open and responsive.  

MEETING WITH EDUCATORS OR MANAGEMENT 

It is not always possible or effective to discuss issues ‘on the spot’.  Usually, the most communication 

between families and Educators occurs at child drop-off and pick-up times. This transition time typically is 

not conducive to meaningful exchanges; families can be rushed, Educators are understandably focused on 

children’s transitions, and in the case of full-day programs, Educators who spend the largest amount of time 

with your child may not be available or not rostered on that day. 

We encourage families to arrange a time away from the learning environment, where the Educator can give 

families their full attention and make decisions that have been given careful consideration. 

RESPECTING OUR EDUCATORS 

We request that all stakeholders involved with the Service are respected. This includes respect for our 

Educators, respect for the children and respect for the families.  

If we work to share information, contribute ideas and together, reflect on practices we will have a network 

for your child that not only supports their time here at the Service, but will also see them thrive.  

We all have a common goal: What’s best for your child. With that in mind, this journey will be rewarding for 

all.  

Grievances 

If there is an incident that has occurred that families are concerned with, we always want to hear and discuss 

the issue. We ask families to be mindful about discussing or talking about sensitive issues in front of others, 

including children.  

Families are encouraged to document their concerns by completing a ‘Complaints / Grievance Form’ 

outlining the incident or concern.  

Confidentiality 

Confidentiality is something we will not waiver on and expect the same from everyone involved, Educators 

and families alike. If you do have concerns regarding your child, please see your child’s Educator to arrange a 

time to meet. The meeting will be in a private area within the Service. If issues are still unresolved, then 

contact our Nominated Supervisor Aasha Ali and reschedule a second meeting.  

Child Care Subsidy Obligation 

We remind families that there are some issues that the Educators have no influence over. There are also 

some issues that the Service has no control over such as Child Care Subsidy, and timing of payments to the 

Service and your account.  

When families enrol their child into the Service, it is the family responsibility to provide us with the required 

information to receive the Child Care Subsidy. This includes the correct Customer Reference Number (CRN) 

and date of birth of the child and parent/guardian the child is linked with.  
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To receive Child Care Subsidy (CCS) families are obligated to confirm the child’s enrolment at the Service. 

This is the final step to complete the Child Care Subsidy. It is important for families to understand that until 

this step is complete, Child Care Subsidy entitlements will not be confirmed.  

Families are required to advise if their circumstances have changed. This includes:  

• Advising if the child begins primary or secondary school for the first time 

• If families recognised activity details have changed 

• The Families income has changed 

• The Care arrangements have changed 

• Personal circumstances have changes  

• There has been a change of address  

• If the family leaves Australia. 
 

Families are advised that most changes can be made using the Centrelink online account through myGov. 

Families may incur a debt if they have not notified the change within 14 days.  

BREACH OF FAMILY CONDUCT GUIDELINES (CODE OF CONDUCT)  

If parents or family members are consistently in breach of these guidelines and following an evaluation by 

the Nominated Supervisor and/or the Approved Provider, any related enrolment/s may be at risk of being 

terminated.  

 



 Payment of Fees  

 

FAMILY PAYMENT OF FEES POLICY 

NATIONAL QUALITY STANDARD (NQS) 

QUALITY AREA 7: GOVERNANCE AND LEADERSHIP 

7.1 Governance  Governance supports the operation of a quality Service  

7.1.2 Management Systems  Systems are in place to manage risk and enable the 

effective management and operation of a quality Service  

7.1.3 Roles and Responsibilities  Roles and responsibilities are clearly defines, and 

understood and support effective decision making and 

operation of the Service  

 

 

EDUCATION AND CARE SERVICES NATIONAL REGULATIONS 

CHILDREN (EDUCATION AND CARE SERVICES) NATIONAL LAW NSW 

75 Information about educational program to be kept available 

158 Children’s attendance record to be kept by approved provider 

159 Children’s attendance record to be kept by family day care educator 

168 Education and care Services must have policies and procedures 

 

PURPOSE 

For parents to gain a clear understanding of the Kids Planet Family Day Care Services fee structure, 

ensuring children’s fees are paid on time and families are aware of their responsibilities in relation to 

payment.  

 

IMPLEMENTATION 

The fee structure of the Service includes: 

 

General Fees  

 Fees are charged daily and vary depending on the Child Care Subsidy (which replaces 

the current Child Care Benefit and Child Care Rebate from 2nd July 2018). The Child 

Care Subsidy will be paid directly to the Service.  



 Payment of Fees  

 Basic requirements that must be satisfied for an individual to be eligible to receive 

Child Care Subsidy for a child include:  

1. The age of the child (must be 12 years or under and not attending secondary 

school) 

2. The child meeting immunisation requirements 

3. The individual, or their partners, meeting the residency requirements  

 Families level of Child Care Subsidy will be determined by:  

1. Combined family income  

2. Activity level of parents 

3. Type of child care Service  

 An educator hourly fees which includes the office administration fee is charged 

 Fees are to be paid fortnightly.  

 Fees are payable for every day that a child is enrolled at the Family Day Care Service. 

This includes the child’s absent days but excludes periods when the educator is on 

holiday or not working 

 Casual days may be offered to families if available. 

 

Payment of fees 

- Families will be issued with a fee statement on a fortnightly basis in accordance with the fee 

payment and Regulatory requirements.  

- The Parent gap should be paid directly to the educator when the fee advice is received every 

fortnight. 

- Parent’s not accessing the government subsidy will pay direct debit to Kids Planet Family Day Care 

Services and the service which will then be passed on to the educators minus the office 

administration fees. 

 

Financial Difficulties  

- If a family is experiencing financial difficulties, a suitable payment plan may be arranged with the 

educator and service.   

 

Failure to Pay  

If a family fails to pay the required fees on time, a reminder letter will be issued after one week and 

then again after two weeks, where the fees are still outstanding. A child’s position will be terminated 

if payment has not been made after the three weeks, to which the family will receive a final letter 
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terminating the child’s position. At this time Kids Planet Family Day Care Services will initiate its debt 

collection procedure, following privacy and conditional requirements.  

 

Change of Fees 

Fees are subject to change at any time provided a minimum of four weeks written notice is given to 

all families. 

 

Termination of Enrolment  

- Parents are to provide two weeks written notice of their intention to withdraw a child from the 

service.  

- If termination from the Service is required without notification, families can lose their Child Care 

Subsidy resulting in the payment of full fees to be charged.   

 

Responsibility of the service and educators 

- The Approved Provider is responsible for the processing of the timesheets, collecting the child 

care subsidy from the government and passing on the payments to educators minus the office 

administration fees 

- The billing and chasing of fees from non subsidy parent’s  

- The educator is responsible to collect the parent gap fee directly from the parent 

- Should families wish to discuss fees, they will need to speak to the educator and service 

 

This document should be read in conjunction with the fee schedule.  
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Termination of Enrolment Procedure   
A decision to terminate care will be discussed and agreed upon with the Nominated Supervisor 

and Educators at the service. 

Once this decision has been made the following procedure will be followed: 

1. Management will arrange to have a meeting with the family  

 

2. All required documentation (observations, indecent reports, etc) will be discussed with 

the family 

 

3. The assessment that leads to the decision will be given to the family outlining the reasons 

why care has been terminated 

 

4. The family will be given two weeks’ notice to assist them in finding an alternative means 

of care, which will be presented, in a formal letter.  

 

5. All money owing and reimbursements will be outlined. 

 

 

The two weeks’ notice period maybe waived should a family become disruptive to other families 

in a way that is damaging to the reputation of the service 

 

 

 



 

Termination of Enrolment 
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FAMILY REQUEST TERMINATION OF ENROLMENT FORM 
 

NAME OF CHILD/CHILDREN  

NAME OF PARENT  

PHONE  EMAIL  

PERIOD OF NOTICE GIVEN  FINAL DATE FOR CARE  

 

Please note: 2 weeks’ notice of termination is required, or fees in lieu of notice.   

REASON FOR TERMINATION 

Any information you can provide will assist us in improving our Service and practices. 

  Change in parent/s employment status. 

  Family moving to another area. 

  Service operating hours no longer meet the family’s needs. 

  Care no longer affordable. 

  Unsatisfied with service (please provide a brief comment below to help us address any dissatisfaction).  

  Remain unsatisfied with service after going through Grievance/Complaint procedure. 

  Other (please provide a brief comment below). 

 

Comments: ________________________________________________________________________ 

__________________________________________________________________________________ 

__________________________________________________________________________________ 

__________________________________________________________________________________ 

EXIT INTERVIEW 

Would you like to have an exit interview with the Nominated Supervisor/Director? 

  No         Yes  ( We will contact you to negotiate a suitable time.) 

PARENT’S SIGNATURE  DATE  



 

Termination of Enrolment 
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OFFICE USE ONLY 

Child/children will be attending the Service throughout the period of notice:   Yes      No 

Fees balance at date of notice of termination:  

  Balanced                  Credit: $_______   Outstanding: $________ 

Bond held: $_______   To be returned     To be used to pay outstanding balance. 

Fee calculations up to and including child/children’s final/termination day: 

  To be paid to Service: $_______         To be returned to family: $_______       

Balance of fees statement to be provided to family within 7 days of receiving notice of termination of enrolment. 

 



 

Grievance Procedure for Families  
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GRIEVANCE PROCEDURE FOR FAMILIES  

National Quality Standard 6: Collaborative partnerships with families and communities  

National Quality Standard 7: Governance and Leadership  

 

We understand that there may be instances where families have concerns about aspects of the 

Service which need to be addressed and resolved. We are committed to creating and maintaining a 

supportive environment where families, educators and staff can work together in partnership to build 

a positive relationship. 

We have developed the following guidelines for families which outline the procedure for submitting 

and resolving a compliant or grievances.  

STEP 1 – RAISING A CONCERN 

Families are encouraged to read through the Service’s Grievance Policy and Family Conduct Guidelines 

to ensure the most effective and appropriate method of communication is used when raising the 

grievance.  

Contacting their children’s Educator directly to make an appointment to discuss the grievance enables 

families to gather information and raise their concerns. (In many cases an informal resolution can be 

achieved by communication and discussion). Grievances should be discussed privately and at an 

appropriate time.  

If families feel uncomfortable approaching the Educator directly, we encourage them to contact 

Service Management to arrange a formal meeting. (Refer to Step 3)  

STEP 2 - IF THE CONCERN HAS NOT BEEN RESOLVED  

If the family feels as though their grievance has not been resolved when approaching the Educator, 

management will be contacted to arrange a formal meeting. They will contact the family within 24 hours of 

receiving the grievance. Complaints / Grievance Form 

STEP 3 - GRIEVANCE MEETING WITH FAMILIES   

The meeting will take place between the family and management. Management will use the Family 

Grievance Management Form during the meeting to fairly and impartially document the grievance.  



 

Grievance Procedure for Families  
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STEP 4 - INVESTIGATING THE GRIEVANCE  

Management will discuss and review the circumstances and facts of the grievance with the associated party. 

Educators or staff members will be given an opportunity to respond to the grievance during the meeting. 

(They are permitted to have a support person present).  

STEP 5 – RESOLUTION   

Management will provide a written response outlining the outcome of the grievance to all involved parties 

within 7 working days of receiving the grievance.  
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KIDS PLANET FAMILY DAY CARE SERVICES GRIEVANCE POLICY 

Feedback from families, educators, staff and the wider community is fundamental in creating an evolving 
Service working towards the highest standard of care.  

It is foreseeable that feedback will include divergent views, which may result in complaints. This Policy details 
Kids Planet Family Day Care Services procedures for receiving and managing informal and formal complaints. 
Parents and Educators can lodge a grievance with management with the understanding that it will be 
managed conscientiously and confidentially. 

PURPOSE 

We aim to investigate all complaints and grievances with a high standard of equity and fairness. We will 
ensure that all persons making a complaint are guided by the following policy values: 

• Procedural fairness and natural justice  

• Code of ethics and conduct  

• Culture free from discrimination and harassment  

• Transparent policies and procedures  

• Opportunities for further investigation 

• Adhering to Kids Planet Family Day Care Services philosophy  

Procedural fairness and natural justice 

Kids Planet Family Day Care Services believes in procedural fairness and natural justice that govern the 
strategies and practices, which include: 

• The right to be heard fairly; 

• The right to an unbiased decision made by an objective decision maker; and 

• The right to have the decision based on relevant evidence 

SCOPE 

This policy applies to children, families, staff, management and visitors of the Service. 

IMPLEMENTATION 

Grievances can transpire in any workplace. Handling them appropriately is imperative for sustaining a safe, 
healthy, harmonious and productive work environment. The Grievance Policy ensures that all persons are 
presented with procedures that:  

• Value the opportunity to be heard; 

• Promote conflict resolution; 



Grievance Policy 

• Encourage the development of harmonious partnerships;  

• Ensure that conflicts and grievances are mediated fairly; and are transparent and equitable 

Privacy and Confidentiality  

• Management and Educators will adhere to our Privacy and Confidentiality Policy when dealing with 
grievances. However, if a grievance involves a staff member or child protection issues, a government 
agency may need to be informed. 

Conflict of Interest  

It is important for the complainant to feel confident in  

• Being heard fairly 

• An unbiased decision making process 

Should a conflict of interest arise during a grievance or complaints that involves the Approved Provider, 
Nominated Supervisor or other Management will be nominated as an alternative mediator.  

Kids Planet Family Day Care Services may also engage the resources of an Independent Conflict Resolution 
Service to assist with the mediation of a dispute. We will ensure that throughout the conflict resolution 
process the Services Code of Conduct must be adhered to. 

The Approved Provider/ Nominated Supervisor will: 

• Treat all grievances seriously and as a priority  

• Ensure grievances remain confidential 

• Ensure grievances reflect procedural fairness and natural justice  

• Discuss the issue with the complainant within 24 hours of receiving the verbal or written complaint 

• Investigate and document the grievance fairly and impartially.  

• This will consist of: 

o reviewing the circumstances and facts of the complaint (or breach) and inviting all affected 
parties to provide information where appropriate and pertinent 

o Discussing the nature of the complaint (or breach) and giving an educator, staff member, 
volunteer or visitor an opportunity to respond.  

o Permitting them to have a support person present during the consultation (for example: 
Union Representative, however this does not include a lawyer acting in a professional 
capacity)  

o Providing the employee with a clear written statement outlining the outcome of the 
investigation. 

• Advise the complainant and all affected parties of the outcome within 7 working days of receiving the 
verbal or written complaint.  

• Management will provide a written response outlining the outcome and provide a copy to all parties 
involves  

• If a written agreement about the resolution of the complaint is prepared, all parties will ensure the 
outcomes accurately reflects the resolution and sign in agreeance.  

• Should management decide not to proceed with the investigation after initial enquiries, a written 
notification outlining the reasoning will be provided to the complainant  
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• Keep appropriate records of the investigation and outcome, and store those records in accordance 
with our Privacy and Confidentiality Policy and Record Keeping and Retention Policy.  

• Monitor ongoing behaviour and provide support as required. 

• Ensure the parties are protected from victimisation and Bullying 

• Request feedback on the grievance process using a feedback form.  

• Track complaints to identify recurring issues within the Service. 

• Notify the Department of Education and Communities within 24 hours if a complaint alleges the safety, 
health or wellbeing of a child is being compromised. 

Educators, staff, volunteers and visitors will: 

• Raise the grievance or complaint directly with the person they have grievance with in a professional 
manner and at an appropriate time. Both parties should try to resolve the issue and develop solutions 
to ensure the problem does not happen again. Discussions should be based on the principles of 
privacy, confidentiality, respect and open-mindedness will not involve other educators, staff, 
volunteers or visitors (e.g. parents) and will take place away from children.  

• Raise the grievance or complaint with the Approved Provider/Management or Nominated Supervisor. 
If they are unable to resolve the concern, or feel uncomfortable raising the matter directly with the 
person concerned. The Approved Provider or Nominated Supervisor (or other manager) may ask for 
the issue to be put in writing.  

• Provide all relevant information, outlining the issue, identifying any other person involved in the 
problem and any suggested solution. 

• Communicate openly about the issue with the relevant parties 

• Raise any grievance involving suspected or actual unlawful activity (including bullying) with the 
Approved Provider or Nominated Supervisor immediately and privately. 

Educators, staff, volunteers and visitors will not: 

• Become involved in complaints or grievances that do not concern them.  

• Raise complaints with an external complaints body, such as a court or Tribunal, without exhausting our 
grievance procedures. 

 



Complaints / Grievance Form 

 

 

 

KIDS PLANET FAMILY DAY CARE SERVICES COMPLAINTS / GRIEVANCE FORM 

 QUALITY AREA 7:  LEADERSHIP AND SERVICE MANAGEMENT 

7.1.2 Management Systems 
Systems are in place to manage risk and enable the effective management 
and operation of a quality service. 

7.2.1 Continuous Improvement  
There is an effective self-assessment and quality improvement process in 
place. 

 

All feedback, complaints or grievances are requested in writing. 

We appreciate your point of view and welcome your input. Information you submit into this form will be 

treated with the utmost professionalism and remain confidential. 

Please refer to our Policy Manual for our Grievance Policy and related procedures.  

 

Name  

Address  

Contact Phone Number   Best time to call  

 

Nature of Feedback / Complaint / Grievance 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

 

Parent Signature  Date  
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Follow Up 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

-------------------------------------------------------------------------------------------------------------------------------------------------- 
 
-------------------------------------------------------------------------------------------------------------------------------------------------- 

 

-------------------------------------------------------------------------------------------------------------------------------------------------- 

 

Initialled by Parent  Educator  Director  

 




