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New NCAC resources for services
By Angela Owens

Factsheets for services
NCAC has developed five new Factsheets for
each service type. These were posted to services
in May 2008, and are also available from the
‘Resources’ section of the NCAC website. When
developing the Factsheets, NCAC considered
information and feedback received from child
care professionals, as well as data from recent
Quality Trends Reports that indicate where
services may benefit from additional support.

Frequently Asked Questions section on
the NCAC website.

New Factsheet titles
For family day care schemes:
• Positive toileting and nappy changing

NCAC’s Child Care Advisers have developed a
set of Frequently Asked Questions and answers
for a new section on the NCAC website. The
questions and responses will be updated on a
monthly basis, and will be informed by the most
common calls that have been recently received
at NCAC from child care professionals and
families.

• Skills and knowledge to support quality
• School readiness and transition to school
• Child protection
• Managing complaints

For long day care services:
• Recruiting child care professionals
• Skills and knowledge to support quality

This resource has been developed to enhance
NCAC’s support for customers, by providing
them with clear information about commonly
asked questions which they can access at their
own convenience. This resource is not designed
to replace telephone support from Child Care
Advisers, and NCAC encourages telephoning
NCAC to discuss or clarify any aspect of the
CCQA systems.

• School readiness and transition to school
• Positive toileting and nappy changing
• Dressing children in child care

For outside school hours care services:
• Recruiting child care professionals
• Skills and knowledge to support quality
• Transition into OSHC programs

As information about frequently asked questions
will be available for both child care professionals
and families, website users will be able to access
the Frequently Asked Questions page through
both the ‘Child Care Professionals’ and ‘Families
and Children’ sections of the site. NCAC would
also appreciate any constructive feedback or
ideas about this new resource n

• Child protection
• Managing complaints n
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Managing complaints
By Angela Owens

Outside school hours care services may need to manage a complaint raised by families, children or child care
professionals. The issues can range from being a minor concern to a major problem. Dealing with a complaint
about your service can be a difficult experience. However, effective complaints handling procedures can help
to resolve issues promptly and turn the situation into an opportunity to improve practice.

Complaints often occur during periods of change,
for example, when a service is undergoing a
change of management or is implementing
new procedures. This is because people can
experience fear, anxiety and stress in response to
change, particularly when they are faced with an
‘unknown quantity’ such as new management or
new procedures. Negative reaction to change

School readiness
and transition to school

often occurs when people have different views
or when they fear they will be unable to cope.
It is important for services to ensure that change
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When considering a child’s readiness for school,
families should be encouraged to make decisions
 State and territory governments have varying legal requirements for the maximum and minimum age of children commencing school. Families can be directed to the department of
education website in their state or territory for information about
the compulsory school age.

Rather than seeing these experiences as time away from important learning experiences, it is valuable for child
care professionals to recognise these times as wonderful opportunities to promote children’s learning, to meet
their individual needs and to develop strong relationships with children. This Factsheet explores ways to do this
during nappy changing and toileting experiences in long day care.

Why do nappy changing and toileting
routines matter?
In addition to meeting children’s physical needs,
nappy changing and toileting are an important
time to:
• have one to one interactions with children, and
to give them your full attention;
• build trusting and caring relationships with
children;
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Health, hygiene and safety
Supporting children’s health and safety by ensuring
that practices are hygienic is fundamental to
good quality care. Child care professionals need
to regularly update their knowledge of currently
recommended practice in the areas of health
and hygiene. These should be reflected in written

policies and specific procedures and displayed in
the nappy change or toileting areas as reminders.
Staff can help each other carry out procedures in
a safe and hygienic way. Policies and procedures
should be regularly reviewed and updated when
necessary.
Nappy changing. Nappies should be changed in a
designated place. The nappy change table must
have a surface that can be cleaned easily and
thoroughly after each nappy change and there
should be a sink nearby for adults and children to
wash their hands. Both adults and children should
wash their hands after a nappy change.
Nappy change and toileting supplies should be
easily accessible to adults, but out of reach of
children. Child care professionals need to consider
the use of high shelves or child proof cupboards to
store dangerous items such as nappy pins, barrier
creams, cleansers and plastic bags.
To minimise the risk of injuries from falling, it is
critical that child care professionals keep a hand
on the child the entire time they are on the nappy
change table.
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Complaints are often triggered by poor
communication or lack of information sharing
between stakeholders, who include children,
families, child care professionals and service
management. Complaints can arise when people
feel that their ideas and perspectives are not
sought or valued by the service. Services can
reduce these types of complaints by ensuring that
all stakeholders receive clear information about
the service, including its policies and procedures,
and specific activities such as children’s excursions
or social functions. It is also important to give
stakeholders genuine and consistent opportunities
to provide feedback and to raise issues about
service practice.
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Why do complaints occur?
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