Complaints Handling Guidelines

PURPOSE

These guidelineprovide guidance to employees when dealing with complaints and ensures that all
complaints are dealt with in a responsive, efficient, effective and fair vidg.Guidelineshould be
read in conjunction with the Complaints Handling Policy.

PROCEDURE

STAGE 1

Informal discussion and negotiation

Wherever possible, the School aims to res@wacerns and complaints informally through informal
discussion and negotiation. A person wishing to make a complaint is encouraged to approach the
staff member concerned and attempt to resolve the complaint, taking into consideration the
Parental and Visitor Code of Conduct and STaifle of Conduct. Thisay be conducted in person,

via phone or in writing.

Wherever possible, staff should attempt to directly regobvconcerror complaint raised by the
complainantby providing feedback or relevant information. Staff should also attempt to resolve
issues
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X Both parties vill be requested to support any outcome; and
x Sign what was agreed upon.

7 If an investigation takes place:

X An independent investigator will be engaged. The investigator will attend the
school to interview both parties and relevant witnesses as nominated by
Complainant, Respondent and identified by the investigator. NB. Witness
names and statements are NOT made available to either the Complainant|or
the Respondent;

X The outside investigator makes a writtegport with findings and
recommendations to the Principal. Tfiadings and easons are provided to
the complainant and espondent

8 The Principal will inform the partiegithin 20 working day# writing of
X the decision taken by the School
X asummary of the reasons for the desmn made and
x what and when followup action, if any, is to be taken.
If disciplinary outcomes are required this may involve a formal warning, request for arn
apology, demotion, termination of enrolment or termination of employment

9 The Principal will pdate the complaints register with the information above. If resolvec
the complaint should be closed.

The decision of the School following this complaint process constitutes the conclusion of the matter
in terms of the Complaints Handling Policy. If the matter remains unresolved or in the event of a
dispute, the complainant mgyursue external resolution alternatives refer the complaihto the

Board Chaias outlined below.
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SUPPORTING DOCUMENTS

X X X X X X X X X X X X X

Code of Conduct

Code ofConduct- Stuartholme Board
Communication Protocols

Complaints Handling Policy

Complaints Register

Enterprise Bargaining Agreement

ICTL Policy and Staff Guidelines

Privacy Policy

Student Positive Expectations and Behaviour Guideline
Student Protection Presses & Guidelines
Whistleblower Policy

Work Health and Safety Policy

Workplace Discrimination and Harassment Policy

REVIEW

Thisprocedurewill be reviewedevery three yearsor as necessitated by legislation.
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