


1. PURPOSE

This document outlines the procedures undertaken at the school to manage complaints from staff,
parents, students, caregivers and the community. The school views complaints as part of an
important feedback and accountability process.

2. SCOPE

Complaint management applies to complaints

Complaint Management Procedure Page 2 of 11
Issue: 05 Date: August 2021



Complaint Management Procedure Page 3 of 11
Issue: 0



4. PROCEDURE

4.1 Complaint Handling Principles

' Complaints are responded to as a matter of priority and will be used as a mechanism for
improving services to all students, parents and members of the public.
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I Include signature, designation of the author, and time and date of the incident/complaint.

Documents related to the complaint are to be kept in accordance with Section 7 — Record
Keeping.

4.2 Complaints Management Phases

There are four key phases in handling a complaint, with the option of a fifth phase for review of a
complaint outcome:

Any member of staff can receive a complaint. All complaints are received
in the following manner:

I Being respectful and helpful.

I Giving the person your undivided attention.
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Tell the complainant that they may use the support of a third party in
progressing the complaint, if they feel this is needed.

Resolve the complaint if possible, or assure the complainant that an
app
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5.0 Monitoring and following up

f Actions identified in the compliant must be carried out. Outcomes are to be monitored
and followed up by the delegated person.

' Documents, procedures and policies may require updating.

I Staff training and consultation may be required.

I Feedback in the complaint handling process is to be sought from families, educations and
staff.

5.0 Early Learning Centre & OSHC

Formal complaints, investigations and outcomes for the ELC & OSHC are to be communicated to
the School Board of Directors (Approved Provider).

5.1 Notification to the Regulatory Authority

The regulatory authority must be notified within 24 hours of any complaint alleging that a serious
incident has occurred while the child is educated and cared for or complaints alleging that the Law
has been contravened.

6.0 Record Keeping

For matters resolved immediately (e.g. a parental concern regarding an assessment perceived as
unfair), a diary note is to be made. For issues of a serious nature (e.g. an employee complaint) a
formal record is to be maintained using the online complaint form located on eCat.

The following information is to be recorded on the Complaint Form:

The name and contact details of the complainant.

The date the dispute was lodged.

A brief description of the dispute, including the names of any other parties involved.
The name and role of the school employee to whom the dispute was lodged.

The actions taken / any outcome or remedy.
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Records of communications with relevant parties and of any actions taken as the dispute
resolution process is undertaken are to be documented. The Complaint Management — Case Notes
form has been developed to assist with the documentation of notes.

Records of a complaint and any referral of a complaint are to be maintained for 7 years after the
last action.
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ELC & OSHC are to maintain records in accordance with their Record Management Procedure.

All school records will be maintained in a secure system/file with restricted access to ensure
confidentiality of information in accordance with the school’s Privacy Policy. Personal information
collected as part of the complaints process will not be released publicly.

7. DEFINITIONS

Complaint - Complaint is an expression of dissatisfaction with a departmental service where the
complainant requires a formal way of having a complaint heard and resolved. A complaint may be
made verbally or in writing.

Complainant - A person who lodges a complaint with The Cathedral School of St Anne or St
James. A complainant may be a student, parent/carer or a member of the community who is

aggrieved about a matter.

5.0REFERENCED & ASSOCIATED DOCUMENTATION
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http://www.comlaw.gov.au/Series/C2004A02868
http://www.comlaw.gov.au/Series/C2004A01302
http://www.comlaw.gov.au/Series/C2004A04426
http://www.comlaw.gov.au/Series/C2004A00274



http://www.fairwork.gov.au/
http://www.acecqa.gov.au/

