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EXECUTIVE DIRECTORS
DISTRICT DIRECTORS
DIRECTORS
COMPLAINTS MANAGEMENT TOOLKIT
As part of the implementation of the Whole of Government Complaints Management
Strategy, the Government has made a formal commitment to the principles of the
Australian Standard on Complaints Handling (AS 4269). Consequently, by 1
January 2005, all agencies, including the Department of Education and Training are
required to have in place a complaints management system that conforms to the
principles of the Australian Standard. This obligation applies to each worksite across
the Department. The Department of Premier and Cabinet will audit compliance with
this initiative in 2005.
It is acknowledged that a number of worksites have in place complaints management
processes that comply with the Standard. However, where this is not the case it
presents a significant risk for the Department. As a consequence, a Toolkit has
been developed to assist schools and other worksites to ensure that their complaints
management processes are site specific and comply with or exceed the Australian
Standard. The Toolkit is designed to clarify the requirements of each component of
the Standard and to provide a simple checklist for compliance purposes. In addition,
support materials have been prepared to assist worksites, where necessary, in
developing site-specific policy and parent information.
From a risk management and service improvement perspective, it is important that
all worksites have processes in place that will complement the systemic database,
once implemented, and there is a demonstrable commitment on the part of all line
managers to the principles of complaints management and to engage in and support
the process to ensure the Department’s legislative and corporate responsibilities are
met.
As complaints management now forms part of the school review and audit process,
this support document will facilitate the development of processes in schools, and
other worksites, that comply with the Standard.
This information will also be placed on the Regulatory Framework for the 2005
school year.
In the interim, I would appreciate District Directors and Directors forwarding this
information on to schools and work areas for which you have responsibility.
PAUL ALBERT
DIRECTOR GENERAL
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INTRODUCTION
The information in this document is provided as background information to assist
schools and other worksites when developing complaints handling procedures that
are compliant with the Australian Standard 4269.
The Director General has a legislative responsibility under the School Education Act
1999 to ensure that the Department has in place mechanisms to address disputes
and complaints that may arise in the agency. As such, policies have been
developed to assist worksites in establishing complaints management processes.
In addition, and as part of the implementation of the Whole of Government
Complaints Management Strategy, the Government has made a formal commitment
to ensure that agencies reflect the principles of the Australian Standard 4269 on
Complaints Handling in any complaints processes developed (AS 4269).
This commitment requires that by 1 January 2005, all Government agencies:
z
z

have in place a complaints management system that conforms to the principles
of AS 4269; and
have a direct link on the front page of the agency’s website to allow people to
access information assisting them in making a complaint about the agency.

In order to meet its legislative requirements and to accommodate the government’s
commitment to the Standard the Department of Education and Training has taken
the following steps:
z
z

complaints management will form part of the school review process and will be
monitored by District Directors throughout the year; and
complaints management now forms part of the School Audit process.

The New South Wales Ombudsman has developed the Complaint Handlers Toolkit,
which provides definitive guidance on the major aspects of complaint handling. It
reflects the essential elements of the AS 4269, upon which our toolkit is based, and
was utilised as a reference for the development of this documentation.
This toolkit provides schools with information and assistance on the steps required to
meet the compliance requirements of AS 4269 (Appendix A and B). The
Department’s Complaints Management Unit will work with staff in schools and district
offices to support the development of complaint procedures.
Whilst this Toolkit has been designed specifically with schools in mind, the principles
can equally be applied to all worksites across the system. As such, the word
‘schools’ can be changed to reflect any work area including central office team
areas.
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DEFINITION OF COMPLAINT
AS 4269 defines a complaint as “any expression of dissatisfaction with a product or
service offered or provided”.
The Department’s Disputes and Complaints Policy and Procedures defines a
complaint as:
The expression of dissatisfaction with any aspect of government education and
training. It may be general in nature or relate to particular staff, a part of the
organisation, a policy or a decision. Any person may lodge a complaint, however
staff employed by the Department of Education and Training cannot use this process
if they are acting in an official capacity. A complaint must contain sufficient detail to
enable it to be addressed and recorded.
For school purposes the following additions to the above definition are suggested as
being helpful:
z

z
z
z

A complaint is any expression of dissatisfaction or concern made to the school
by or on behalf of an individual, group or government agency that concerns
any aspect of the school’s operation.
A complaint may be made verbally in person or on the phone, and in writing by
fax, email or letter.
All complaints are to be treated with equal seriousness, regardless of the form
in which they are lodged.
For the purposes of data collection, as required both by the Department, and
the Standard, a complaint is required to be recorded when:
{
{

it is a specific complaint about some aspect of the school’s operation and
is not a policy interpretation question or query; and
it requires more than a single action to be dealt with.

For example, a parent who rings up unhappy with the fact that their child received a
suspension, but who accepts, however reluctantly, the school’s explanation for the
circumstances of it, would not be a complaint that needs to be recorded.
In the same circumstance however, where the parent did not accept the phone
explanation, and sought an additional meeting with the principal, to take the matter
further, this would constitute a complaint that would need to be recorded.

3

EFFECTIVE COMPLAINTS HANDLING
Compliance with AS 4269 enables government agencies to demonstrate that they
have an efficient, fair and accessible process for addressing complaints related to
any government related activities.
Effective complaints handling at the school level increases community confidence in
a school’s willingness to address concerns. It also prevents escalation of the
complaint to other areas of the Department and contributes to the perception of the
worth of the specific school, and public education in general, together with a closer
engagement with the school’s community.
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AUSTRALIAN STANDARD 4269
AS 4269 is a proprietary document prepared by the Standards Council of Australia
(Standards Australia 1995). The Standard specifies 13 essential elements, which
are required to make an effective complaints handling process.
These elements are:
1. Commitment. The organisation should be committed to an efficient and fair
resolution of complaints. The policy on complaints handling shall be in writing.
2. Fairness. The recognition that fairness relates both to the complainant and the
complainer.
3. Resources. Adequate resources must be available to resolve complaints.
4. Visibility. The process must be made known to interested parties.
5. Access. The complaints management process must be accessible to all, including
being available in plain language.
6. Assistance. This must be made available to complainants to enable them to
formulate and lodge complaints.
7. Responsiveness. The process must be quick and involve courtesy to the
complainant.
8. Charges. Complaints management should be free.
9. Remedies. The process must include the capacity to implement remedies.
10. Data Collection. Systematic recording of complaints and their outcomes.
11. Systematic and Recurring Problems. These should be identified to enable
systemic rectification.
12. Accountability. Reporting of complaints handling against documented
performance standard.
13. Reviews. The process must be reviewed regularly for efficiency and
effectiveness.
(Source AS 4269 Standards Australia p6)

4.1

DEVELOPING AND MAINTAINING AS4269 COMPLIANCE IN THE SCHOOL.
Step 1: Use the checklist Measuring Current Compliance (Appendix A) to establish
an understanding of the current practices.
Step 2: Use the information from this checklist to identify areas where improvements
are needed to establish processes that are compliant.
Step 3: Use the attached proforma, as required, to develop a site-specific complaints
management process.
Step 4: Use a review process, preferably annual, to monitor the school complaint
handling processes to ensure that they are compliant with the Standard. The original
checklist may be useful in this step.
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Step 5: Report on complaints handling to the District Director during the school
review visits.

4.2

GUIDELINES TO SUPPORT THE USE OF THE CHECKLIST
AS 4269, being designed to apply to all organisations that perform some kind of
customer service role, does not deal in absolutes. This means that there is no
absolute measure of compliance with the Standard. Rather, there are a set of
general indicators, which, when combined with organisation-specific information and
subsequently aggregated, provides evidence of compliance.
The Checklist for Compliance, together with these guidelines, aims to provide
schools with the means to demonstrate compliant complaints handling procedures
within this context, in a framework that uses language relevant to public schools.
1. Commitment
Commitment is a concept that is implied rather than measurable. The thing to
consider when establishing the level of commitment within the school is real
commitment rather than lip service. Strong leadership from the administrative team
is a key sign of real commitment, and is indicated by a genuine interest to see
complaints satisfactorily resolved.
The existence, documentation and dissemination of a school complaints handling
process provides strong evidence of commitment, as would the orientation of all new
staff, in these procedures.
2. Fairness
Fair complaints handling procedures are evident in schools where processes are
known about, confidentiality is the norm and decisions and the reasons for them are
made available to the stakeholders.
The phrase “open, transparent and capable of review”, used in the compliance
guide, comes from the Public Sector Standards on Human Resource Management,
and refers to the need for ‘procedural fairness’ in the management of complaints.
Processes that are procedurally fair are ones in which:
z
z
z
z

decision makers act fairly and provide reasons for decisions;
the person affected is given a fair hearing;
all parties have an opportunity to put their case; and
all relevant arguments are considered.

3. Resources
The main component of the resources element of AS 4269 is that there are sufficient
staff available, preferably trained, for the effective handling of complaints. Good
complaints handling procedures will also reflect the following:
z
z

easy access to the most appropriate person, so that callers for example, are
not put through to several people before finding the relevant person; and
ensuring that staff who are taking complaints directly have sufficient autonomy
so that they can act directly to resolve, or help resolve complaints.

Compliant processes are not about absolutes, but about the effective use of existing
resources.
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In addition to the human resources aspect, the Standard requires that due
consideration is given to physical resources such as record storage ability,
photocopying, communications systems such as telephones and reference
materials. Given that schools are resourced in this regard, and that there is access
to key Departmental documentation via both the CD and Web-based Regulatory
Framework, this aspect is not usually required to be considered here.
4. Visibility
Good complaints handling processes are highly visible, both to school staff, the
school community including parents and any official visitors such as Directors and
other visiting Departmental staff.
Visible processes are accessible, made specific to each school and written about
and reported on in a range of school documents such as strategic plans, annual
reports information brochures for parents and so on.
A good indicator of a visible complaints handling process is where information on
that process is included as a part of ordinary school communications such as the
school website where one exists and general publicity to parents and the community.
5. Access
Accessibility is essential for an inclusive complaints management process. Access
needs to be seen as a broad concept in this regard, one that includes both being
able to find and use the process as well as ease of actually following the complaints
handling process.
Complaints handling processes that are accessible provide assistance to those who
for whatever reason are unable or unwilling to write their own complaint.
The point to be watchful for in ensuring an accessible complaints handling process at
the school level is that the nature of the process does not unknowingly exclude
people with disabilities and those who do not have a lot of perceived personal power.
6. Assistance
In rating the school’s compliance level on assistance, both active assistance, in
which complainants are facilitated to make a complaint and passive assistance
through a complaints handling process that does not have unnecessary barriers,
should be considered. Passive assistance will include such things as complainants
not having to explain their story to a number of different people and frontline staff, for
example, those who answer the telephones, having a very clear procedure to follow
in the handling of an initial call.
Active assistance will include evidence that clear advice on lodging a complaint is
readily available upon enquiry, for example via a brochure or from a staff member.
7. Responsiveness
Basic responsiveness involves schools setting time limits that they define as
“reasonable” for each stage of the complaint. An important part of this involves
determining what each stage of the process is and for each stage making a local
decision on what is an acceptable time limit.
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As a starting point for determining what is reasonable, the Guide to Good Practice
(www.dpc.wa.gov.au/psmd) refers to timeframes for acknowledging and resolving
complaints. These figures were drawn from international and national standards and
are suggested as useful guide to schools.
It is important to remember that a major component of responsiveness is to keep
regular contact with complainants and this includes informing them should any of the
time limits be exceeded. People are more likely to accept extended periods that are
sometimes necessary to resolve complex complaints if they are regularly contacted
just to be kept up to date as to where the complaint is up to.
NOTES:
1. In some circumstances, for example a Ministerial enquiry, time limits are set externally.
2. School-established time limits are obviously only able to be applied to those which are
managed wholly within the school and which are therefore under school control. Even those
complaints, which are to be handed on, can however be managed up to that point within the
school-set time limits.

8. Charges
The Standard states that complaints handling shall be at no charge to the
complainant but it is important to remember that statutory charges, for example,
Freedom of Information requests, still apply. Generally the District Office or Central
Office will handle questions of this nature.
9. Remedies
At the school level, in kind remedies such as refunds or replacements are sometimes
possible. School remedies within the meaning of AS 4269 should reflect, where
appropriate, such things as acceptance that the complainant is correct, provision of
an apology and clear evidence that practices have changed as a result of the
complaint being made. Generally, many complainants are simply after an assurance
that what happened to them will not happen to somebody else. For these people
therefore, a remedy will be considered to be some evidence that as a result of their
complaint, things are being done differently.
NOTE:
The next four elements all centre around the gathering of data on complaints, its subsequent
analysis, reporting and most importantly, the use of this information to ensure better school
practices both in complaints handling itself, and in the conducting of those practices that are
the source of complaints. To a degree, although listed under four different headings in the
Standard, these headings are not clear cut and some actions could logically come under any
or all of these headings.

10. Data Collection
The aim of systematic data analysis is to analyse data for patterns which may
indicate systemic problems in certain practices in the school. Such school-level
data, aggregated across the District, can also provide evidence of systemic patterns
of complaints. The aim of identifying systematic problems is to enable changes to be
made at the system level which will reduce the problems and hence the complaints.
The key element of data collection is that complaints are recorded systematically.
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A HRMIS-based complaints handling database has been trialled and will be
implemented across all schools and District offices during 2005. Once implemented,
it is essential that all sites record complaints data on this database to facilitate
aggregation and analysis and enable systemic improvements to occur. Support
materials will be available to facilitate the implementation of the systemic database
across all worksites. In the interim, schools should establish procedures that allow
all complaints to be recorded in the ways described by the Standard. A paper-based
system is satisfactory.
11. Systematic and Recurring Problems
AS 4269 requires that complaints be classified so as to allow the identification of
systematic and recurring problems.
The systemic database will make provision for this to occur. It is still up to the school
however, to monitor and make sense of their lodged complaints. This aspect will be
facilitated by the availability of a range of reports that will accompany the
implementation of the systemic database. The element of responsiveness under the
Standard means that the sooner that systematic and recurring problems are
identified and strategies put in place to address them the better.
For this reason, both compliance with this element, and best practice in this area are
defined in terms of changes in practices that have been made as a result of this
analysis.
12. Accountability
The key element of accountability under the Standard is the requirement that schools
report the operation of their complaints handling processes against performance
criteria, or benchmarks. Acceptable compliance with this element would be the
demonstration that a school has a complaints management process in place
including the capacity to systematically collect basic information about complaints
received at the school on an annual basis, and analyse the data for improvement
purposes. A suggested basic data set that would fulfil these requirements would see
the collection and reporting of:
z
z
z

the number and nature of complaints received;
the amount of time taken to resolve the complaint; and
service improvements made as a result of the complaints received.

13. Reviews
The Standard requires that complaints handling processes should be reviewed
regularly. As most schools operate on a calendar year planning cycle, this is
suggested as an appropriate interval. Furthermore, making this an annual reporting
and review cycle, like most other school operations, will also meet the element of
accountability in terms of reporting processes.
Acknowledgement
The developmental work of this resource is attributed to Mr Don Barnes, Manager
Operations, Fremantle/Peel District Education Office
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APPENDIX A MEASURING CURRENT COMPLIANCE (A GUIDE FOR SCHOOLS)
1. Commitment
Complaints handling procedures are compliant with the essential element
‘commitment’ if the following criteria are met:
Relevant staff receive training in effective complaints handling, including the
use of relevant policies and procedures from the Department and other
agencies as appropriate.
New staff are oriented in complaints handling procedures.
Complaints handling processes are listed in relevant school documents.
Complaints handling processes are promoted within the school and community.
2. Fairness
Complaints handling procedures are compliant with the essential element of
‘fairness’ if the following criteria are met:
All complaints are taken seriously, for example, by being managed through the
formal complaints handling processes.
Expectations of staff with respect to confidentiality are set and made known.
Recognition that the principle of fairness applies both to the complainant and
where relevant, the person or persons being complained about.
All parties to a complaint are informed of the decision and the reason for it.
Processes for handling complaints are demonstrably fair, transparent and
capable of review.
3. Resources
Complaints handling procedures are compliant with the essential element resources
if the following criteria are met:
There are identified school staff who have complaints handling as part of their
brief.
Identified staff have sufficient power to handle complaints OR quick access to
those who do have the necessary power.
Physical resources are available to accommodate complaints management.
4. Visibility
Complaints handling procedures are compliant with the essential element of
‘visibility’ if the following criteria are met:
Complaints handling processes are promoted within the school community.
The process is made available through applicable school documentation.
School-specific pamphlets describing the complaints handling processes exist,
are on display at the school and are readily available to those who want one.
Complaints Management Toolkit
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5. Access
Complaints handling procedures are compliant with the essential element of ‘access’
if the following criteria are met:
The following ways to make a complaint exist:
•
verbal, both in person and by phone;
•
email;
•
written.
Information on the lodging of complaints is available in plain language.
Sensitivity in the management of complaints is evident, for example, culturally
appropriate procedures, supported access for people with disabilities and those
from culturally and linguistically diverse backgrounds.
6. Assistance
Complaints handling procedures are compliant with the essential element of
‘assistance’ if the following criteria are met:
Advice on the process is available for example:
•
Telephone advice;
•
Written advice such as an explanatory brochure.
Complainants are not required to repeat their information to a number of
different staff.
An officer from the school is available to facilitate the lodgement of a complaint,
including helping the complainant frame the complaint.
Specific support is available for people with disabilities, those from culturally
diverse backgrounds and any other complainants who may have special needs.
7. Responsiveness
Complaints handling procedures are compliant with the essential element of
‘responsiveness’ if the following criteria are met:
Benchmarks are established for the time taken for each stage required in the
complaints handling process.
The processes at the school meet these benchmarks.
8. Charges
No charges are to be applied to complaints handling.
9. Remedies
Complaints handling procedures are compliant with the essential element ‘remedies’
if the following criteria are met:
Acknowledgement/apology when a complaint has substance.
Providing options for the resolution of the complaint.
Providing a complainant with evidence that a complaint has been addressed in
an open and transparent manner.
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10. Data Collection
Complaints handling procedures are compliant with the essential element ‘data
collection’ if the following criteria are met:
Complaints are recorded systematically and in a standard way.
Records of complaints include sufficient information to allow subsequent
analysis. This information should include:
•
The nature of the complaint.
•
Source of complaint.
•
Response times as per section 7 above.
•
Action taken.
11. Systematic and Recurring Problems
Complaints handling procedures are compliant with the essential element of
addressing ‘systematic and recurring problems’ if the following criteria are met:
Recorded complaints are analysed to determine what, if any patterns and
consistencies appear in complaints made to the school.
There are demonstrable changes to school practices as a result of such data
analysis.
12. Accountability
Complaints handling procedures are compliant with the essential element
‘accountability’ if the following criteria are met:
Performance criteria are set. For example, criteria related to:
•
Number of complaints received.
•
Responsiveness to managing complaints.
•
Monitoring and evaluation processes.
There is reporting on complaints handling against these criteria, for example in
the school’s annual report.
13. Reviews
Complaints handling procedures are compliant with the essential element ‘reviews’ if
the following criterion is met:
Reviews occur regularly on a known timetable.
Reviews result in demonstrable changes in practices.
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APPENDIX B COMPLAINTS MANAGEMENT POLICY AND PROCEDURES
MANUAL - SCHOOL SITE-SPECIFIC
This is suggested format/content only and can be amended to suit individual school
requirements.

B.1

OBJECTIVE
To ensure that complaints lodged at this school are resolved in a prompt and
efficient manner.
To promote the highest standard of professionalism in dealing with our community.

B.2

POLICY
Staff at this school are responsible for managing the resolution of disputes and
complaints lodged with us.
We will make every effort to promptly resolve disputes and complaints lodged with us
according to the principles of procedural fairness.
Where we cannot resolve a complaint, the complainant, Principal or District Director
can forward a written complaint to the Director General of the Department of
Education and Training.
NOTE:
The Department of Education and Training’s Disputes and Complaints Policy and Procedures
details the Departmental procedures to be followed in the management of complaints. This
document details the procedures to be followed for local management of complaints at this
school.
For more information, see the Talking to Your School brochure available from Our Policies
website at http://policies.det.wa.edu.au/

As outlined in Australian Standard AS 4269-1995 our Complaints Handling Policy
demonstrates:
1. Commitment:
We are genuinely interested in having complaints resolved at the school level.
We recognise a community member’s right to complain and to have their complaint
dealt with seriously and fairly.
We actively seek comments about our performance from our parent community.
2. Fairness:
We understand the need to be fair in our complaints handling processes.
We follow procedural fairness principles when responding to a complaint.
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Decisions made, and the reason for them will be made available to all parties directly
involved in a complaint.
3. Resources:
We use school resources to effectively manage complaints.
We have adequate resources for effective handling of complaints.
Relevant staff at this school receive training in the management of complaints.
Complainants will have easy access to the person at our school that will be dealing
with the complaint.
4. Visibility:
Our complaints handling processes are available on our website at www…………
Brochures explaining our complaints handling processes are available from the
school office.
Complaints handling processes are explained regularly in our school newsletter.
5. Access:
We accept complaints lodged by telephone, fax, in writing and via email.
We facilitate people with special needs to access our complaints handling system.
Our complaints handling processes recognise cultural diversity and take into account
the particular needs of our parent community.
6. Assistance:
Upon request, we will provide a complainant with the support needed to formulate
and lodge a complaint.
Trained staff are available to help complainants formulate and lodge a complaint.
7. Responsiveness:
Complaints will be dealt with quickly and efficiently.
We will maintain regular contact with complainants to keep them informed of the
progress of their complaint.
8. Charges:
There will be no charge to the complainant for the raising of a complaint with us.
NOTE:
Where relevant, statutory charges, for example, Freedom of Information requests, still apply.

9. Remedies:
Our complaints handling system has the capacity to determine and put in place
remedies.
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Where a complaint results in the identification of changes that should be made to our
processes, those changes will be made.
10. Data Collection:
Complaints received, and their outcomes will be recorded under our school name in
the Department of Education and Training’s complaints handling database.
Data about complaints lodged with our school is collected and stored.
11. Systemic and Recurring Problems:
Complaints are regularly analysed for the identification and addressing of systemic
and recurring problems.
We analyse our Complaints Register to identify areas where changes are required to
address systemic and recurring problems.
12. Accountability:
We report our complaints handling processes against our documented performance
standards.
We report on our complaints handling processes as a part of our school review and
evaluation procedure.
Complaints lodged and their outcomes are reported to the District Director as part of
the school review process.
We report on complaints lodged and their outcome in the school’s Annual Report.
13. Reviews:
We review our complaints handling process annually.
We review our complaints handling process regularly.

B.3

DEFINITIONS
Complaint
The expression of dissatisfaction with any aspect of government education and
training. It may be general in nature or relate to particular staff, a part of the
organisation, a policy or a decision. Any person may lodge a complaint, however
staff employed by the Department of Education and Training cannot use this process
if they are acting in an official capacity. A complaint must contain sufficient detail to
enable it to be addressed and recorded.
Locally Managed Complaint
A verbal or written complaint made in relation to a school, or staff member and
managed by the school.
Centrally Managed Complaint
A complaint lodged in writing with the Director General of the Department of
Education and Training, and managed at Central Office.
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Complainant
A person or persons who lodge a complaint.

B.4

RECEIVING A COMPLAINT
Complaints are to be received and recorded as outlined in this policy.
All complaints are treated equally regardless of the manner in which they are lodged.
Where necessary the complainant is to be given help in the framing, writing and
lodgement of a complaint.
In all cases complainants are to be treated with courtesy and the contact is to be
conducted and ended in a positive way.

B.4.1

VERBAL COMPLAINTS
Be courteous and positive to the caller at all times.
Assure the caller that their call will be taken seriously.
Listen to the caller at all times and without admitting any liability, display empathy
with what they are saying.
Repeat the substance of their complaint to check your understanding of their
position.
Explain the course of action that will now follow.
Identify yourself as the caller’s contact person with regard to this matter.
Record information on Complaint Recording Form / Complaint Recording Database.

B.4.2

WRITTEN COMPLAINTS
Record the complaint on Complaint Recording Form / Complaint Recording
Database noting that it is a written complaint.
Write an acknowledgement letter to the complainant, ensuring that the complainant
will receive this within the school’s identified timeframe.
In the letter, explain the course of action that will now follow and identify
yourself/relevant person as the complainant’s contact person with regard to this
matter.

B.5

RECORDING AND REGISTERING A COMPLAINT:
It is the responsibility of the person who is the complaint contact person to record the
complaint and file it on the School Complaints Register / School Complaints
Database. The outcome of completed complaints must be recorded.
The Register / Database is used to track and analyse complaints.
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RESOLVING A COMPLAINT:
z

z

Local complaints should be resolved within 14 school days where practical.
This should be seen as the maximum time and should be less wherever
possible.
Where outside support is required or it is judged that the complaint needs to be
handled external to the school (District Office or Central Office) this
determination will be made as soon as possible and all relevant material is to
be forwarded promptly.
NOTE:
The Department’s Disputes and Complaints Policy and Procedures details the
circumstances under which a complaint is to be managed externally to the school.

z

z

z

B.7

Where there are likely to be unavoidable delays, the complainant should be
contacted and kept informed of the status of their complaint. This contact may
be made by telephone.
For verbal complaints lodged by complainants who do not wish to be formally
identified and who do not wish to lodge the complaint in writing, resolution can
only be attempted directly with the caller. A written record of the nature of the
complaint and the attempts for its resolution should still be recorded.
Where the Principal makes a judgement that a complaint is vexatious, trivial,
without substance or does not warrant further action then the complaint is not
investigated and the complainant is informed of this decision in writing.

REMEDIES
Possible remedies for resolving local complaints include:
z
z
z
z
z
z

B.8

Providing options for the resolution of a complaint;
Acknowledgement when a complaint has substance;
Providing a complainant with evidence that a complaint has been addressed in
an open and transparent manner;
Apprising the complainant of changes in practices as a result of the complaint;
Provision of a written apology- where necessary; and,
Offering remedies to others who may have been affected in the same way, but
who did not make a formal complaint.

ESCALATION
Should a complainant be clearly unsatisfied with the school’s attempts to resolve a
complaint, the following process applies:
Advise the complainant of their right to take the matter further by writing to the
school’s District Director.
Provide the complainant with the name and postal address of the School’s District
Director.
Offer the complainant support in the formulation, writing and lodgement of the
complaint with the District Director.
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As outlined in the Australian Standard AS 4269-1995
our complaints handling policy demonstrates:
Commitment:
We recognise your right to complain and to have your
complaint dealt with seriously.
Fairness:
We understand the need to be fair in our complaints
handling processes.
Resources:
We have adequate resources for effective handling of
complaints.
Visibility:
Our complaints handling processes are available from
our website on: www.localschool.wa.edu.au
Access:
We accept complaints lodged by phone, fax in writing
and via email.
Assistance:
Upon request, we will provide a complainant with the
support needed to formulate and lodge a complaint.
Responsiveness:
Complaints will be dealt with quickly and efficiently.
Charges:
There will be no charge to the complainant for the
raising of a complaint with us.
Remedies:
Where a complaint results in the identification of
changes that should be made to our processes, those
changes will be made.
Data Collection:
Data about complaints lodged with our school is
collected and recorded.
Systemic and Recurring Problems:
Complaints are regularly analysed for the identification
and addressing of systemic and recurring problems.
Accountability:
We report our complaints handling processes against
our documented performance standards.
Reviews:
We review our complaints handling process annually.
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<Local Primary School Name>

Complaint
The expression of dissatisfaction with any aspect
of government education and training. It may be
general in nature or relate to particular staff, a
part of the organisation, a policy or a decision.
Any person may lodge a complaint, however
staff employed by the Department of Education
and Training cannot use this process if they are
acting in an official capacity. A complaint must
contain sufficient detail to enable it to be
addressed and recorded.

Optional School Site
Photo or Emblem

Locally Managed Complaint
A verbal or written complaint made in relation to
a school or staff member, and managed by the
school.

Complaints Handling Policy
Information for Parents

Centrally Managed Complaint
A complaint lodged in writing with the Director
General of the Department of Education and
Training, and managed at Central Office. Such
complaints may be redirected to the local level to
be managed if it is deemed appropriate.
Complainant
A person or persons lodging a complaint.

<Local Primary School Address>
Phone:
Fax:
Email:
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Local Primary School Complaints Handling
Objectives:
To ensure that complaints lodged at this school
are resolved in a prompt and efficient manner.
To promote the highest standard of
professionalism in dealing with our community.
Policy:
Staff at this school are responsible for managing
the resolution of disputes and complaints lodged
with us.
We will make every effort to promptly resolve
disputes and complaints lodged with us
according to the principles of procedural
fairness.
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Minimum information when making a
complaint:
You should provide the following information
when making a complaint:
• your name and contact details;
• copies of any relevant correspondence or
documents relating directly to the complaint;
• the nature of the complaint; and
• what you consider is needed to resolve the
complaint.
In the case of a verbal complaint, where you do
not want to be identified or to lodge the
complaint in writing, we will endeavour to work
directly with you to resolve the matter.
Responsiveness:

Where we cannot resolve a complaint, the
complainant, Principal or District Director can
forward written complaints to the Director
General of the Department of Education and
Training.

We will acknowledge written complaints within 5
school days. We seek to resolve local
complaints within 14 days. If because of the
serious nature of the complaint, it is deemed
necessary to forward it on to another section of
the Department, we will do this without delay.

Making a Complaint

In all cases you will be kept informed of the
progress of your complaint.

Complaints can be made:
verbally;
by letter;
by email; or
by fax.
Help is available at the school to support
complainants to formulate, write and lodge a
complaint. Complaints can be lodged with the
school using any of the contact methods listed
above. Written complaints should be addressed

Effective: 2 March 2005
We will advise you verbally or in writing of the
outcome of the complaint. The outcome of all
written complaints will be provided to you in
writing.
When a complainant is unhappy with the
outcome of a complaint:
If you are unsatisfied with our attempts to resolve
your complaint, you may wish to express your
concerns to the District Director. To do this
contact:
Mr/Ms ________________________________
Insert contact details of relevant District Director
While this request can be made verbally, it is
preferable that it is made in writing. Help in
making this request will be provided by us, or the
district office, upon your request.
Rejecting a Complaint:
Complaints judged to be vexatious, trivial or
without substance, or where it is judged to not
warrant further action, will not be progressed.
You will be advised of this decision in writing.

Enquiring on a complaints progress:
You may enquire as to the progress of your
complaint at any time by directly contacting the
appropriate person. At the time of lodging a
verbal complaint, or in the acknowledgment letter
for a written complaint, this person will be
identified for you.
Outcome of a complaint:

“PRIVATE AND CONFIDENTIAL”
(Insert school’s address)
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