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Factsheet for Families
Communicating with your
Child Care Service
Families should feel that they can work in partnership with child care professionals to promote the
best outcomes for their children. At times families may have some concerns, or may experience
dissatisfaction with aspects of a service’s policies or practices. Alternatively they may want to ask the
service to adopt specific, individualised practices or strategies in the care of their child. The following
information may assist families to communicate effectively with their child care service.

Requesting specific child care
practices or strategies
When considering families’ specific requests
regarding care practices, child care
professionals must:
•b
 alance meeting individual family needs with
providing quality care for all children
• t ake into account recommended practices
as well as regulatory requirements
 onsider how a particular practice will affect
•c
the wellbeing of the whole group of children,
as well as the individual child.

Rasing a concern
The following tips may assist families to raise a
concern with their child care service:
• f ollow the steps outlined in the service's
complaints or grievance procedure
 rrange mutually acceptable time to meet
•a
with the relevant person or persons to discuss
your concerns
• if it is not possible for you to meet in person,
try to arrange a time to discuss the issues
over the telephone.
 learly explain your concerns in a calm
•c
manner and avoid making accusatory or
inflammatory statements.
 xplain how you would like to see the issues
•e
resolved, and offer possible solutions
 e prepared to negotiate how your concern
•b
will be resolved.

Reaching an agreed solution
The following tips may assist families to work
collaboratively with child care professionals
to reach agreement regarding the child care
practices implemented for their child:
• clearly explain the practice or strategy you
want used and the reasons for this. This may
assist child care professionals to come up
with alternative strategies.
• if your request cannot be met, ask the for a
clear explanation for this, and ask to view
any relevant written policies or procedures
relating to this decision be prepared to
consider the point of view or situation of
others, including the care of other children in
the service
• where possible offer alternative strategies
that the service may be able to consider
• avoid becoming emotional or feeling that
you are being victimised

Would you like information about our
service's grievance procedures?
For information and a copy of our grievance
handling procedures, please speak to:

If you cannot talk to us in person, please telephone
us on:



© Australian Government 2008. This extract may be reproduced by child care services for the purpose of information sharing amongst staff, carers and families. At all other times
written permission must be obtained in writing from NCAC. The information contained in Putting Children First is provided by NCAC in good faith. Information published in past
issues of Putting Children First may no longer be relevant to NCAC policy or procedures, or considered best practice. Users should obtain further appropriate professional advice or
seek current recommendations relevant to their particular circumstances or needs. NCAC advises users to carefully evaluate the views, guidelines and recommendations in past issues
of Putting Children First for accuracy, currency and completeness.

