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Your feedback helps us to shape our service to support children and young people as well as 
possible. 

YAC staff and volunteers must follow our Code of Conduct. You can request a copy of our Code of 
Conduct from our office. 

YAC has zero tolerance for child abuse and harm. 

Client Complaints 
Here are the steps if you would like to make a complaint to YAC about a worker or the service you 
received here at YAC. 

After you make a complaint, YAC will get back to you within 7 days. 

YAC takes all allegations of child abuse and harm seriously and will respond to concerns promptly, 
thoroughly and efficiently.  All incidents, concerns and complaints will be investigated promptly, 
thoroughly and efficiently, by an Investigator who is appropriately trained to respond to allegations 
of child abuse and harm in a child-focused and trauma-informed manner. 

At times, concerns may be raised which require YAC to notify the Department of Families, Seniors, 
Disability Services and Child Safety and/or Police in line with its legal reporting obligations. 

We will also let you know the outcome of your complaint at the end of the complaints process. 

Step 1: Talk to the YAC Worker 
If you feel comfortable, you can talk to the YAC worker who has been working with you to see if they 
can explain what has happened and why. 

YAC staff are appropriately trained to respond to child safety and wellbeing concerns in a child-
focused and trauma-informed manner. 

Step 2: Contact YAC Office and CEO 
If you are not comfortable raising the complaint with the YAC worker directly, or if you are not happy 
with how the worker responded, you can contact YAC’s CEO by: 

• Email: admin@yac.net.au 
• Phone: 07 3356 1002 
• Completing an online contact form: https://yac.net.au/contact-yac/  
• Or visiting our office at level 4, 16 Peel Street, South Brisbane.  

mailto:admin@yac.net.au
https://yac.net.au/contact-yac/
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Step 3: Contact Management Committee 
If you are still not happy with how your complaint has been handled by YAC, you can contact the YAC 
Management Committee: 

By phone: 

Call 07 3356 1002 and say that you want to speak to someone from the Management Committee 
about a complaint 

By email: 

Email admin@yac.net.au and say that you want to speak to someone from the Management 
Committee about a complaint. You can also attach your complaint as a document and ask that the 
CEO doesn’t read it. 

Or send a letter to: 

The Chair 

Management Committee 

Youth Advocacy Centre Inc 

Level 4, 16 Peel Street 

SOUTH BRISBANE Q 4101 

Remember to mark the envelope “Not to be opened by a staff member” 

The Management Committee will deal with your complaint fairly and listen to what you have to say. 
Being fair means that they will ask the staff member what they have to say as well.  

The Management Committee will let you know what they decide to do about your complaint. 

If you need support to make a complaint, or when talking to the CEO or a person from the 
Management Committee, you can ask a trusted adult to attend any meetings you take part in. 

Step 4: External complaint 
If you are not happy with what the Management Committee tells you or does or you don’t feel they 
have addressed your complaint, you can ask for the details of the agency which provides the funds 
for the services you used at YAC and the CEO must give them to you. You can then complain to the 
funding organisation. 

Positive Feedback 
If you've had a great experience with a YAC worker, we’d love to know! 

You can do this by: 

• Completing our online contact form: https://yac.net.au/contact-yac/ 
• Sending an email to admin@yac.net.au   
• Sending a text to 0456 223 751. 
• Texting your YAC worker and asking them to pass it on to our office 

  

mailto:admin@yac.net.au
https://yac.net.au/contact-yac/
mailto:admin@yac.net.au
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Simplified – How to Complain to YAC 
 

If you want to make a complaint to YAC, you can: 
 

���� 
Do a form online 

www.yac.net.au/contact-yac/  

�� 
Call our office on 

07 3356 1002 

�������� 
Email us at 

admin@yac.net.au 

 

• We will listen to you. 
 

• You will still be able to work with YAC. 
 

• You can ask a trusted adult to help you. 
 
 
Step 2: Management Committee 
If you don’t like what we say when you complain, you can ask 
to talk to our Management Committee.  
 
 
Step 3: Other people 
If you don’t like what we say, you can ask what other people 
you can complain to. 

http://www.yac.net.au/contact-yac/
mailto:admin@yac.net.au

	How to make a complaint about YAC’s services
	Client Complaints
	Step 1: Talk to the YAC Worker
	Step 2: Contact YAC Office and CEO
	Step 3: Contact Management Committee
	Step 4: External complaint

	Positive Feedback
	Simplified – How to Complain to YAC


