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contact the mother by a return call to the prison without first making arrangements with QCS to enable this. 
Given current caseloads, this tends not to be a priority for CSOs.  

• In our experience, timeframes in CS legislation and practice guidelines frequently are not met when they 
relate to mothers in prison. This includes requirements for and time limits around family group meetings 
and provision of case plans. Mothers often don’t know about these requirements or that they can complain 
about non-compliance. 

• In our experience, most incarcerated mothers do not know there is a CS complaints process, what kinds of 
complaints can be made, or how they can be made. The CS number that women have access to in prison is 
to make enquiries about this child, it does not provide an option to make complaints. Being time limited, 
even if they were able to be transferred to a complaints line they would be unlikely to explain their concern, 
be transferred, and register their complaint within 15 minutes. Women in prison cannot access online 
systems and forms.  

• Even if they knew where to send complaints, mothers are restricted to sending letters which come at a 
significant cost to them, and which rely on QCS to forward the letter in a timely way. Mothers in our 
program report that such letters are often lost between the two systems. 

• In our direct experience working with close to 36 families over the past 18 months, no CSO has attended a 
prison to meet face to face with a mother in our program, or has facilitated access with a mother, without 
our direct advocacy. No CSO has accepted or advised on a complaint direct from a mother.  

 

Practical barriers to complaints by women when released to the community 

• Mothers face system overload on release, including the need to find housing, replace identity documents, 
access income support, meet any reporting requirements, meet health needs, and other factors. They often 
have limited capacity to add to this load by making CS complaints, and they lack confidence that any such 
complaints will be dealt with appropriately.  

 

Barriers for complaints by support services, such as TCTL 

• Despite holding appropriate written authorities to act on mothers’ behalf, our experience is that CS team 
leaders or managers are reluctant to respond to our concerns or escalate issues raised in an appropriate or 
timely way. There appears to be no clear process for accepting complaints from service providers, and 
limited regard for the expertise of our program staff (all highly experienced and qualified practitioners). This 
leaves incarcerated mothers voiceless.  

 

Barriers to making complaints because of a fear of consequences  

• In our experience, many mothers do not want to make complaints even where we believe they are justified. 
Almost always mothers want to have or resume contact with their children as soon as possible. Mothers fear 
that complaints will stigmatise them within CS, and negatively affect their ability to have or resume contact 
with their children.  

 

 
 






