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DEPARTMENT FOR CHILD PROTECTION — COMPLAINTS INVESTIGATION 

Statement by Minister for Child Protection 

HON ROBYN McSWEENEY (South West — Minister for Child Protection) [2.06 pm]: Last night Hon Sue 

Ellery made comments about the waiting times for complaints to be allocated at the Department for Child 

Protection. This was in response to question without notice 401, which was asked on 20 June 2012. Hon Sue 

Ellery named a father and his daughter, with his permission. This man received a letter from the complaints 

management unit of the department on 14 March 2012, stating that his complaint, which had been received on 

10 January, was on hold, pending allocation to a senior complaints investigator. Hon Sue Ellery went on to say 

that her office contacted the man last Wednesday to check whether he had received any response to date since 

lodging his complaint on 10 January; he said that he had not. Hon Sue Ellery stated that it had been 109 working 

days, or 161 calendar days, since January and that since March it had been 65 working days or 99 ordinary days. 

I have always been loath to mention child protection cases by name in Parliament, and for very good reason. 

These are the facts about this particular complaint time line, from 28 December 2011 when the man requested 

that a copy of his tier 1 outcome letter be provided to his legal representative. On 5 January 2012, a tier 1 

complaint outcome letter was sent to the complainant. On 10 January 2012, the complainant telephoned the 

CMU to progress his complaint to tier 2. On 11 January, CMU correspondence was sent to the complainant, 

advising that the complaint had been placed on hold at the CMU, pending allocation to a senior complaints 

investigator. On 8 February 2012, the Ombudsman’s office contacted the CMU to make inquiries in relation to 

the complaint. On 15 February, CMU correspondence was sent to the complainant advising that the complaint 

was to remain on hold, pending allocation to a senior complaints investigator; the same correspondence was sent 

on 14 March. On 22 March, the complainant telephoned the CMU, requesting advice as to when his complaint 

would be allocated. He was advised that his complaint was the next to be allocated. On 23 March, the 

Ombudsman’s office again contacted the CMU to advise of contact from the complainant regarding his 

complaint. On 3 April, the complaint was allocated a CMU investigator. On 4 April, a CMU acknowledgement 

letter was sent to the complainant. On 10 April, a CMU investigator undertook a telephone interview with the 

complainant to discuss complaints and progress the investigation. On 16 April, a CMU complaint outcome letter 

was finalised and sent to the complainant. 

It is very clear from this time line that there has been regular correspondence and outcomes given to the 

complainant. Tier 1 and tier 2 outcomes were finalised, with the last of these being sent on 16 April 2012. On 

18 April I received a letter from the complainant and referred him to the Ombudsman. However, I acknowledge 

that the waiting period between 10 January and 4 April was unacceptable.  

 


