How to get help with a concern or complaint

Help with a concern or complaint |_ .
Al department staff ~ teachers, principals, preschool ’. . - *‘L ‘
directors, regional and Central Office staff — will help l" "l . T
you to agree on a plan of action and a timeframe, mm Contact teachar 1
\start

These peaple will help:

» explain and guide you through the resclution process Concem resolved 7

» gather information about policies and Q

procedures and explain them 10 you o

& clarily the problem and help you make your complaint

= follow up on the progress or outcome of your complaint. A ﬁ\
We all want the best outcome for you and your child, E? - » -]
Yous can 2lso callthe Parent Compaint Unit hotline at any stage e e o
on 1800 677 435 for information, advice and support.
Other options “"‘“’o" i Solving concerns in
Sy s BN i . public education
external agency, This will be determined by the circumstances g schools and DFGSChGO'S
of the complaint. =
You afso have the ight 1o refer any educational and care concem ﬁl Y
toan external agency, such as the South Australian Ombudsman. STAGE

Contact your reglonal office . Georgetown Primary School

The South Australian Ombudsman 8662 4013

You can make a complaint to the SA Ombudsman info@gtownps.sa.edu.au
about any action or inaction by an agency within the
Dmbudsman's jurisiction.

Parent Complaint Unit of the

Further information is available al www.ombudsman sa.90v.aL. Departmant lor Education

Concam resolved ?
No
and Child Development
1800 677 435 (Freecall)
Contact Parent
Complaint Unit

Yorke and Mid North
8632 0600

Standard call charges apply
fram mabile phones

DECD_parentcomplaint@sa.gov.ay
www.decd. 54 gov.awparentcomplaint
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Education and quallty care ars wital
for your chiids success

Wia are conunittied o defhvaring bigh quality education and
cane. Working with you to resolwe any concems o pomplaints
k& & key part of how we will deliver on this commitment.

But we recognise Mal sometimas hings Qo wiong and you may
feel thal your expectations for your child are nol being met.

¥ you have an unrescived issue or & complsint, then you e
encouraged to raise i I is important to wosk tngother, talk, lisien
and find solutions so- that wa Can linprove your child's epariance
and leaming, and Improve our Sirvices 10 the commuity.

Whila this guide sims to halp you raise concems, keep in mind
That we: also weicoms your positive feedback and compliments,
which can somafimes ba overlockad in our basy bees.

Usa this guide o help you think sbhoul what you am concamed
aibout and howr to resolve the maties respectiully and affectvely.

mﬂ-ﬂ'“
A compiaint mey be made by a parent H they
fhink that the school has, for example:
= done something wiong
+ falied fo do something it should have done
* actad unfakly of impolfeh.
Your concem or complaint may be about:
» Tha type, level or quallty of senvices
= fhe hehaviour and decisions of stalf
= a pollcy, procedure or practice.
Sometimes a complaint |s about something we have i0 do becauss of
sints or federal lew In such <ases wea ane able to bk fo you aboul the
matter arid help you understand the requirements and why they sdst.

What 1o do B you have 8 compiaint

Sothatt we can all work tngother in get the bast outcoma for
your child, there ans some sinpls steps to keep In mind if
you haves & conplaint about pubis education and care.

Keap In mind that you are welcome i confect the Department
for Education and Child Development's Pasant Complaint Link
holline on 1800 67T 435 at any ime for discussion or advice.

Stage 1 - Talk io the school

The school of preschool should aleays be your first point of
contact. A an appeoprate e i talk o your chil's class
feachar or othar relvant staff mamber (counsallor, year leval
coondinator) to discess your concem or complaint. The school
front office may be able fo amanga 4 timé fior you to mest
with the teacher or have a discussion over he phone.

If your concam i ahout & taacher than you may prafer o
ik 1o the prineiea o« divecion I your complaint invohees the
principal or divector then contect your local reglonal office of
the Department for Education and Chid Development.

The teachar will ook into your concesns and get back o you However,
If you are sifll not salisfied, you may chooss o follow up your complalnt
with the priacipal or director. Thay will work with you and the siaff
memibar to resolve the issue, To do this, you may chooss to wifie lo
the peincipal or director {wiha will then acionowisdge receipt of your
compiaint with a writtan response a8 s00n as possible), or telephone
the school 0 malks a time 1 meed with the principal or direcior.

The schoo! or preschool will aim fo resobvwe your concem
OF compiaint ideally within 15 working days.

If you are not satisfiad thal your compiaind has bean resolved
by the school —or if the principal & the subject of your
complaint —you may chooss o contact vour raglonal office
for help. The regional ofice will review your complaint.

The regiona office will gkm 1 resoive your CoNpemM
o compiaint within 20 working days.

Stage 3 — Parent Compiaint Unit
This unit has a dual function:
= To provdicle: advice and support to pamnts
about halr CORCE oF Compiaint
« To objsciively review complaints that liave not been
resoived af the school or regional level,

Advice and support

You can contact the mil's holine (1800 677 435) at
any time to discuss your concem or complaint or in sesk
athice about schving school problems. Stall will follow up
with you at a later stage tn check aboul prograss.

Impastial reviaw

If the compiaint has not been shis to be resoived by the scheal and
regional office, the unil will assess your complaint and dacids what
action s neaded. Staif will disciss what has bean done with your
compiaint, and whan you can axpect 1o haar about the cutcome.

The department’s Head of Schools or the Head of Eavly Childhood
Devedopment and the Chief Fxacutive’s. office will be advisad by
the Parent Complaint Unit of the outcome of the review. One of
hese senios leadars wil maks & decision about your compialat.

You can expect that you will hear of a decision
within 35 working days in most cases.



