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Responding to a child protection report or 

child wellbeing concern 

This section is a guide for agencies about how risk of significant harm reports 

(ROSH) and non-statutory concerns (non-ROSH) may be managed.  

Section 30 of the Children and Young Persons (Care and Protection) Act 1998 (the 

Act) identifies Family and Community Services (FACS) as the agency responsible 

for the assessment of reports relating to a child or young person suspected of being 

at ROSH. 

NSW Practice Framework 

The NSW Practice Framework shows how FACS works with children and families in 

NSW. It includes the principles, values, mandates, approaches and systems that 

underpin our work. 

Practice First Principles 

The five practice principles are the fundamental truths that inform the way we work 

every day. They are the cornerstone of all our work with and for children, young 

people, families and communities.   

1. Culture is ever-present  

We respect all cultures. We are deeply sorry about the impact of the Stolen 

Generations. Being sorry means we are committed to making sure we do not 

repeat past injustices. 

 

2. Language impacts on practice 
We will speak to families with respect, and speak about them as if they were 
in the room. 
 

3. Relationships create change and restore dignity 

It is our job to build relationships that connect families and children to useful 

help. We persist and take responsibility for the quality of the relationships we 

form.  

 

4. Critique leads to improved practice 

We are open to the possibility that we may not always get it right and we will 

be courageous in giving feedback to, and accepting alternative views from 

families, carers, agency partners and colleagues. 

 

5. Ethics and values are integral to good practice 

We work to put ourselves in the shoes of those we are here to help; our skill 

base and integrity is as useful to children as our statutory power.  

 

 

 

http://www.legislation.nsw.gov.au/fullhtml/inforce/act+157+1998+FIRST+0+N?
https://www.facs.nsw.gov.au/providers/children-families/child-protection-services/practice-framework
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Shining a light on good practice tells the real stories of children, young people, 
families and their work with FACS child protection practitioners. 

Each of the videos below demonstrates one of the principles from the NSW 
Practice Framework. At their heart, all of the videos demonstrate the principle of 
Relationships create change ad restore dignity. 

 

Sarah and Laura's story 

Diane and Jane's story 

Adam and Jodie's story 

 

Child Protection Helpline (the Helpline) 

"A child’s journey within Family and Community Services commences at the 
Helpline" 

 

The Helpline is a 24/7 telephone service that receives information from reporters and 
undertakes an assessment of information on significant child protection concerns.  

Mandatory reporters should complete the Mandatory Reporter Guide (MRG) to 
determine whether a report to the Helpline is needed, or identify alternative ways to 
support vulnerable families. These concerns can include the following: 

 Physical abuse e.g. child presenting with a serious non-accidental injury, child 
intervening in domestic violence, credible threat of injury  

 Neglect e.g. lack of food, habitual school non-attendance, unsafe housing, 
inadequate supervision, lack of medical treatment  

 Sexual abuse e.g. disclosed sexual harm of a child, child or young person at 
risk of sexual abuse or of sexually harming another child  

 Psychological harm e.g. diagnosed mental illness due to a pattern of 
parent/carer behaviour  

 Danger to self or others e.g. child or young person is demonstrating suicidal 
or self-harming behaviours  

 Relinquishing care e.g. parent or carer states they will not or cannot continue 
to provide care  

 Carer concern e.g. a child is significantly affected by carer concerns such as 
substance abuse, mental health or domestic violence  

 Unborn child e.g. you are concerned for the welfare of an unborn child at birth 

 

If the MRG outcome is for the mandatory reporter to contact the Helpline then, 
depending on the urgency, they can: 

 phone 132 111 (members of the public can also contact this number) 

 send an eReport  

 
 
 

https://www.facs.nsw.gov.au/providers/children-families/child-protection-services/practice-framework
https://www.facs.nsw.gov.au/providers/children-families/child-protection-services/practice-framework
https://shiningalight.facs.nsw.gov.au/sarah-and-laura-lees-story
https://shiningalight.facs.nsw.gov.au/dianne-and-janes-story
https://shiningalight.facs.nsw.gov.au/adam-jodies-story
https://www.facs.nsw.gov.au/families/Protecting-kids/mandatory-reporters
https://reporter.childstory.nsw.gov.au/s/mrg
https://reporter.childstory.nsw.gov.au/s/
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The Helpline Caseworkers 
 

When screening child protection reports, caseworkers take into consideration: 

 the nature of the concerns (extent of harm)  

 if there is forensic evidence that needs collecting or the child requires urgent 
medical intervention  

 if the person believed to be causing harm has previously seriously harmed a 
child  

 if the family is likely to move to avoid investigation  

 an established pattern of behaviour by the person believed to be causing 
harm to the child  

 the age of and/or the level of functioning of the child  

 if a High Risk Birth Alert (HRBA) exists and a safety assessment is required at 
the time of delivery 

 

What is involved in an assessment?  

Structured Decision Making (SDM) assessment tools are used to inform critical 
decision-making points. 

Included in the suite of SDM tools are:  

 Mandatory Reporter Guide (MRG) 

 Screening and Response Priority Tool (SCRPT) 

 Safety Assessment, Risk Assessment and Risk Re-assessment tools (SARA) 

 Restoration tool 

 
Determining a response time for a report of risk of significant harm 

Once the Child Protection Helpline has determined that a report meets the ROSH 

threshold the report is considered for a response by FACS. 

What is a response priority?  

A response priority is the time within which investigation, assessment or other action 

on the report should be initiated.  

Determining a response priority assists Community Services Centres (CSC) and 

Joint Child Protection Response Teams (JCPR) in prioritising and allocating reports 

having regard for the urgency of the situation.  

How is a report allocated a response priority?  

The Helpline applies a Response Priority Tool of the SCRPT as well as professional 

expertise to assess how quickly a response is needed.  

Response priorities are:   

 within 24 hours (< 24 hours)  

 within 3 days (< 72 hours)  

https://reporter.childstory.nsw.gov.au/s/mrg
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 within 10 days (< 10 days).  

Feedback to mandatory reporters 

Feedback to mandatory reporters will ensure that mandatory reporters know their 
reports have been assessed by the Helpline and whether any action is proposed.  
 
Feedback regarding the outcome of a report can assist in guiding the nature and 
intensity of the mandatory reporter’s ongoing intervention with the child or young 
person.  
 
The feedback will include:  

 whether a report about a child or young person met the statutory ROSH  

 any action or ongoing involvement FACS may have with the child and his/her 
family.  

 
The Helpline aims to provide written feedback within 24 hours following screening 
and assessment processes.  

If the report does not meet ROSH threshold  

The mandatory reporter will receive written feedback advising that the report does 

not meet the required ROSH threshold.  

 

This feedback is a prompt for mandatory reporters to carry out other necessary tasks 

such as referring the family directly to local services, offering alternate support 

services, seeking additional information under the information exchange protocols or 

continuing their involvement with the family.  

 

This approach ensures concerns about children and young people, where these are 

below the statutory ROSH, still receive an appropriate response.  

 

If a report does not meet the ROSH it may still be forwarded within FACS, for 

example if it relates to information already known (multiple reports) or FACS is 

already working with the family.  

 

In these instances the mandatory reporter will receive written feedback advising that 

the report has been forwarded within FACS and provided with relevant contact 

details. 

Child protection investigation and assessment 

When a report is assessed by the Helpline as requiring further action, it will be 
forwarded to a CSC or a JCPR for possible further investigation and assessment.  

Community Services Centre  

Triage assessment 

The triaging process helps to make sure that children and young people at the 

highest risk are given priority to be allocated for a field response.   
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Reports forwarded to the CSC are normally reviewed at least twice a day. A decision 

is made to allocate, transfer, refer or close a report within 28 days of being received 

at the Helpline. 

If a report can’t be immediately allocated but needs a response, the matter can go to 

the weekly allocation meeting (WAM).  

The CSC gives advice to mandatory reporters by phone, email or letter about the 

triage decision. Advice is also provided to non-mandatory reporters if they have 

requested it.  

Assessing safety and risk 

After the triage process, an assessment is undertaken when it is decided that a field 

response needs to occur to assess the safety and risk to a child or young person. 

A pre-assessment consultation (PAC) is held between the allocated Caseworkers 

and other relevant practitioners including Aboriginal and Torres Strait Islander staff if 

appropriate to discuss what actions are required.  

Risk assessment   

A Risk Assessment is required (in most cases) regardless of the safety decision, and 

this needs to be completed within 30 days from the safety assessment.  

Ongoing work with the family 

If it is decided that the family needs ongoing support, consideration is given as to 

whether FACS-funded services (e.g. Brighter Futures, Intensive Family Support) are 

able to provide this service, or whether FACS is best placed to provide ongoing 

support. 

If FACS will be providing the ongoing casework, a Family Action Plan for change  

(FAP) is developed within 45 days of the Safety Assessment being completed. 

A Risk Reassessment is completed within 90 days of the completion of the FAP and 

evaluated a family’s progress toward the plan goals.  

Joint Child Protection Response Team  

JCPR is made up of FACS, NSW Police Force and NSW Health professionals who 

undertake joint investigation and assessment of child protection matters. 

By working together, JCPR staff provides a more comprehensive response to reports 

of serious child abuse which may constitute a criminal offence. 

Effective joint communication and planning between agencies aim to provide the 

best outcome for children, young people and their families. 

For more information see Joint Child Protection Response Program     

After Hours Crisis Response Team 

The After Hours Crisis Response Team (CRT) provides casework for urgent ROSH 
referrals that require FACS’ intervention after hours. These reports are received as 
referrals from the Helpline. 

https://www.facs.nsw.gov.au/providers/children-families/oohc/jirt?merge_chapters=true#chapter-547410
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CRT works overnight and on weekends, including public holidays when CSCs are 
closed. 

The team works within the Sydney Metropolitan area. For non-metropolitan areas, 
FACS field staff are rostered “on-call” and can be activated at any time of the night or 
over the weekend.  

CRT provides assistance and support to local CSCs after hours by: 

 responding to urgent child protection reports where there is imminent risk of 
significant harm  

 facilitating local placement options for children and young people in need of 
care and protection  

Placement prevention and out-of-home care services 

A number of strategies may be undertaken to reduce risks to and ensure the safety 

and wellbeing of children and young people. These strategies can be categorised as 

immediate and long term.  

Immediate actions to ensure safety  

Medical examinations  

Medical examinations of children and young people can provide important 
information about the type and extent of injuries, diagnose an illness and/or 
determine necessary treatment/s.  
 
They can also assist in the assessment of alleged abuse or neglect. If a parent or 
guardian is unable or unwilling to consent to a medical examination, FACS or NSW 
Police Force may serve a Notice Requiring Medical Examination if they believe on 
reasonable grounds that the child or young person is in need of care and protection 
[section 173 of the Children and Young Persons (Care and Protection) Act 1998 (the 
Act).  
  
This notice requires the person who has the care of a child or young person to 
present them for a medical examination at the nominated health service.  

Apprehended violence orders  

The Apprehended Violence Order (AVO) is used by NSW Police Force to protect a 
person against threats and acts of violence (such as physical assault), non-physical 
abuse (such as harassment or intimidation) or damage to property.  

An AVO is a less intrusive option for intervention in protecting a child or young 
person. In a case where there is an immediate danger of abuse, an AVO can be 
used against a person associated with causing ROSH - requiring them to stop 
certain behaviours and/or to leave the house.  
 
There are two kinds of AVOs:  
 

 Apprehended Domestic Violence Order: used in relation to parties who are 
or have been in a domestic relationship.  

 

http://www.legislation.nsw.gov.au/fullhtml/inforce/act+157+1998+FIRST+0+N?
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 Apprehended Personal Violence Order: used against parties not covered 
above, such as neighbours or work colleagues.  

 
Removing a child or young person from their family   

 
There are times when FACS or the NSW Police Force have to remove a child or 
young person from their parents or carers. This step can only be taken when there 
are reasons to suspect that the child is at immediate risk of serious harm and an 
AVO will not be sufficient to protect the child or young person from harm. 
 
For more information on court processes see Guide to court processes involving 
children and young people (hyperlink to updated chapter on court processes of the 
Interagency Guidelines) 
 
Assuming care responsibility without a court order 

FACS may assume a child or young person’s care responsibility where it is believed 
on reasonable grounds that they are at risk of serious harm and it is not in their best 
interests to be removed from their current location (such as a hospital, respite care, 
or other service).  

Actions following a removal or assumption of care: 

Where a child or young person has been removed or their care responsibility has 

been assumed the following actions occur: 

 Information is provided to the child or young person 

 Parents or usual carers are kept informed  

 A placement for the child or young person is arranged 

 An application is filed in the Children’s Court within 3 working days after 

removing a child or young person or assuming their care 

 Provisions are made to facilitate contact between the child or young person 

and their family and other people significant to them. 

Emergency care and protection order 

An application for an emergency care and protection order (ECPO) may be 

considered if issues involving immediate risk of significant harm are likely to be 

addressed quickly. 

An ECPO places the child or young person in the care of the FACS Secretary or the 

person specified in the order while in force. The order is for a maximum period of 14 

days, unless extended for a further 14 days. 

A care application may be filed with the Children’s Court following an ECPO if risk of 

significant harm remains and further protective action is required.   

Aboriginal and Torres Strait Islander principles 

There are particular principles in the Act relating to Aboriginal and Torres Islander 

children and young people (sections 11-14 of the Act) 
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These principles focus on clients’ self-determination, the need/requirement for 

participation in decision making and support for continued connection of children and 

young people to their family, kin, community and culture.  

If Aboriginal or Torres Strait Islander children and young people require OOHC 

placements, these placements must occur in line with both the permanent placement 

principles and the Aboriginal and Torres Strait Islander Child and Young person 

placement principles (section 13 of the Act).  

See also Aboriginal child placement principle and Aboriginal and Torres Strait 

Islander Child Placement Principle 

Longer term actions to ensure safety 

There are a number of different strategies that can be implemented in the longer 

term to ensure the safety, welfare and wellbeing of children and young people. They 

include the provision of supports, where there is a risk for the child to enter OOHC. 

For a list of services and support and information about FACS-funded programs 

such as Brighter Futures and Staying Home Leaving Violence see:  

Programs, Services and Support for Families 

Permanency Support Program 

The Permanency Support Program provides tailored services to vulnerable children 

so that they can grow up in stable, secure and loving homes. 

It is one of the most significant changes made to the NSW child protection and 

OOHC systems in decades. 

The program brings together government and non-government partners as part of a 

new vision in child protection and OOHC. 

For more information see Permanency Support Program 

Out-of-home care 

Children and young people are sometimes not able to live safety at home. This may 

be because they’ve experienced significant harm, are at risk of abuse, or their 

families can’t care for them because of disability, drug and alcohol abuse, domestic 

violence or mental illness.  

For more information about OOHC such as the types of care and placement types 

see Out-of-home care in NSW 

Further information: 

 Visit FACS website www.facs.nsw.gov.au 

 Contact your local CSC Community Services Centres    

https://www.facs.nsw.gov.au/families/permanency-support-program/paths
https://www.facs.nsw.gov.au/families/permanency-support-program/paths
https://www.legislation.nsw.gov.au/#/view/act/1998/157/whole
https://www.legislation.nsw.gov.au/#/view/act/1998/157/whole
https://www.absec.org.au/aboriginal-child-placement-principle.html
https://www.snaicc.org.au/wp-content/uploads/2015/12/03167.pdf
https://www.snaicc.org.au/wp-content/uploads/2015/12/03167.pdf
https://www.facs.nsw.gov.au/families/support-programs
https://www.facs.nsw.gov.au/families/permanency-support-program
https://www.caring.childstory.nsw.gov.au/out-of-home-care-in-nsw/a-safe-home-for-life/types-of-care
http://www.facs.nsw.gov.au/
https://www.facs.nsw.gov.au/about/contact/csc

