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What is a complaint?

A complaint is an implied or expressed statement of dissatisfaction
where a response is sought, reasonable to expect or legally required.

A complaint is not an expression of opinion, a request for service or action

to be taken, or a request for information or an explanation. SN LIS ET A Il e M
complaints are managed within schools. This

develops cohesion and trust with families. The
Complaints Management Policy recognises the central
role of schools in the management of complaints and
facilitates a partnership approach with families.
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Why is complaints An effective and robust complaints management system fosters a positive culture where complaints are
- valued as a key mechanism to support school and system improvement. The Education Directorate is
management Important? committed to and values a complaints management system that gives a mechanism that fosters these values.
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Culture is key Tiers and Triaging
The Directorate’'s complaints The Directorate has clearly defined levels of complaints.
moi?t?\?::ﬁ'?tfrgiv?:::oézriu Fl)a?i(r)\;is a Tier 1: refers to complaints that are managed and resolved at a
gre valued. It does this by P school level. This may be with the classroom teacher, executive
highlighting the key values of: teacher or the principal.
Procedural fairness Tier 2: refers to complaints that are managed by Feedback and
Complaints within The Directorate. The complainant can lodge a
Respect complaint via the online form or call the Feedback and
Integrity; and Complaints line.
Improvement Tier 3: refers to complaints where a sustainable outcome cannot

be achieved. Feedback and Complaints will initiate further
investigation.
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