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Complaint Management in Organisations). Within a school this would usually equate to an
expression of protest, objection, dissatisfaction with a real or perceived problem, accusation, or
criticism and is usually dealt with in a formal manner. More commonly a complaint would be
expected to be in the form of a written communication, a letter or email, addressed directly to the
relevant staff member, their supervisor, and finally the Principal. However, it should be noted that
complaints, of a serious nature, may also be made verbally (in person or by telephone) and it
would be inadvisable for a school to dismiss the matter because ‘it wasn't written down.’

Grievance
A grievance is a belief

e by an employee that their complaint about treatment in the workplace has not been treated
seriously or has been mis-handled by the school and/or CEO resulting in the complainant
still feeling aggrieved; they should complain in writing to the Board who may engage the
Grievance Committee to review processes used (see Appendix 4)

e by a parent and/or association member that their complaint about their school or an
association matter has not been objectively handled or resolved by the school principal
resulting in the complainant still feeling aggrieved — they should lodge a complaint with
either the CEO or Board Chair in writing (see Appendix 5). The Board may engage the
Grievance Committee to review processes used.

Complaint Lodgement/Reporting

For the purposes of this policy and procedures the term ‘reporting’ will be used broadly to mean
‘lodging a complaint’.

Good Faith

Good faith is evident when a report is made without malice or consideration of personal benefit
and the person has a reasonable basis to believe that the incident is true. A report does not have
to be proven to be made in good faith. However good faith is lacking when the complaint is
known to be malicious or false.

Culturally Safe Complaints Management

A culturally safe environment for making a complaint includes the cultural group’s own
assessment of their safety and capacity to engage meaningfully on their own terms with a person
from a different cultural group. For an Aboriginal or Torres Strait Islander person (Australian
Indigenous person) this means with a non-Indigenous person or organisation.

Guiding Principles
This policy and its procedures, is based on the following principles:

e The safety and educational wellbeing of children and young people is our first priority.

e Students, parents, staff, volunteers and contractors have the right to be treated with
respect and courtesy.

e Parents have the right to raise concerns and complaints about their school or preschool
life and be supported to do so, regardless of their cultural background

e Wherever possible, students, parents and staff complaints should be resolved at the
school (or preschool) level.
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Every complaint must be treated in a respectful and confidential manner. Parents, in particular,
often request assurance that their child will not suffer as a result of their complaint. Similarly, staff
seek assurance that their employment, reputation and treatment will not be adversely affected as
a result of their complaint while students often fear that other students will suffer as a result of
their complaint. Fears of any retribution or adverse repercussions should be clearly and
respectfully allayed. Training offered by the SCEA Office or school leaders should help staff deal
with complaints made to them or about them. Schools must be prepared to offer support to staff
against whom a complaint has been made.

If there is a situation involving the Police, then the Principal or their delegate (if Principal is
not available), must take responsibility for the action to be taken within the school and the
CEO should be informed as soon as possible.

Training
SCEA Office and Schools should offer awareness training to ensure that all staff, including

support staff, carry out their responsibility to support and implement this policy. Training should
cover:

e The documented complaints procedure and what information to give complainants;

 Knowing how to recognise complaints and be proactive in responding promptly and
appropriately to expressions of dissatisfaction, in accordance to the policy;

e Complaints that are associated with child protection matters;

e Staff members roles, responsibilities and authorities in respect to complaints

e Communication skills such as listening, questioning and calming;

» Respectfully and courteously handling complaints, negotiation and mediation skills;

e Skills in observing, recording and reporting; and

e The benefits of handling complaints well and the consequences of handling them badly.

Redress

Sometimes putting something right in relation to a complaint may be challenging or seemingly
impossible. Organisations may choose to seek legal advice on options for rectification or redress
in these situations. Some options might include:

e Mediation between parties
e Making changes to processes and procedures to make sure the problem does not reoccur
e Waiving fees, charges or debts (for parents)

Keeping Records

SCEA Office and schools need to keep records of complaints, reports and allegations received,
actions taken, decisions made and outcomes. Records should contain simple but clear notes of
all communication with the complainant, including friendly chats and telephone conversations, as
misunderstandings can easily arise. There should be a clear statement of what is concerning the
complainant. Such notes can be agreed with the complainant.

It is important that the SCEA Office and each school develops a procedure for identifying,
gathering, classifying, maintaining, reviewing, storing, securing and disposing of complaint-
related records. Complaints and allegations must be recorded in such a way as to enable the
detection of any patterns emerging over time. Training for staff on the school's dedicated
complaint recording process is vital for consistency.
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Appendix 5: Flowchart for making a complaint
(Parents/Association Members)
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documentation, interview transcripts, records of meetings,
relevant policies and any third-party contributions
e The Committee considers procedures and communications in
terms of
0 Method used
o0 Comprehensiveness and thoroughness
o Triangulation of sources: written/oral/ between
complainant and investigator and from third party
witnesses
o Fairness and lack of bias
0 Obijectivity
0 Respect shown to the complainant
The Committee considers the final ruling concerning the complaint
by the CEO and SCEA Board; the majority of the Committee must
support the ruling of the CEO on the complaint for it to be upheld
Decision by Grievance | The Committee informs the Board of their decision
Committee
Board Chair considers | Board Chair considers the decision by the Grievance Committee
the decision by | and makes final ruling

Committee
Complainant informed | < Ruling made; complainant informed in writing
of Board’s ruling = All records of process and decision are managed and stored

confidentially

Complaints Management Policy — Published 10/12/2018
I:\P - POLICY\Policies approved (new and updated) but not Published\Complaints Management Policy.docx
Swan Christian Education Association Inc.












Page 31 of 38

Child Friendly
Complaints Procedure

PAGE

Complaints Management Policy — Published 10/12/2018
I:\P - POLICY\Policies approved (new and updated) but not Published\Complaints Management Policy.docx
Swan Christian Education Association Inc.



Page 32 of 38

1.What is a complaint? 3

2.What should | do before | make a complaint? 3

3.How can | make a complaint? 4
4.Who should | complain to? 5
5.Steps in making a complaint 6
6.Keep notes 7
7.Keep at it 7

8.Complaint form for children and young
people 8

1. What is a complaint?
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At school you have the right to feel safe and secure and to tell
someone how you feel, including if you are unhappy or have a concern
about your care.

I T you are not happy with something that happened, or is happening,
at school, you have a right to complain about it. This means explaining
and describing something that happened to you that you didn't like.

2. What should 1 do before |
make a complaint?

You might talk to someone else about it first - to another student or
friend or to a teacher or adult at the school - someone you trust.

Making a complaint can be scary, so you could ask them to come with
you when you make the complaint if you like.

3. How can I make a complaint?
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