GRIEVANCE
PROCEDURE

Reynella Primary School
55-63 Concord Drive
Old Reynella SA 5161

phone: (08) 8381 1493
fax: (08) 8322 2939
email: dl.0379.info@schools.sa.edu.au

www.reynellablogs.com.au
www.reynellaps.sa.edu.au

At Reynella Primary School we believe that effective relationships between the school and its community give

children a greater chance of success. Sometimes things do go wrong and family / community members may feel

their expectations have not been met.

The policy basis and further details of this procedure can be found in the DECD Policy — ‘Consumer Complaints
management and resolution policy’ and ‘Consumer Complaints Management and Resolution Procedure’.
Every effort will be made to resolve complaints at the school level.

Principles

Fairness — transparent process, assistance provided where needed, mutual respect

Effectiveness — working together to find solutions, open communication, supports education al attainment and

wellbeing of children

Efficiency — prioritized, within a reasonable timeframe (within a month, no more than 6 weeks)

Complaint is assessed and prioritized

based on its substance.

o Isit within the scope of the policy?

o lIsthe safety and protection of
individuals in jeopardy?

The complaint is investigated or further
enquiries are made.

Complainant is advised how the complaint was
followed up and the outcomes, within the
requirements of legislative and other
requirements regarding privacy and
confidentiality.

J

Complaint made: Complaint acknowledged by site within 2
o facetoface | | working days via the same mode as

o v?a telep.)hone complaint was made.

e via email Complex / serious complaints

e via written letter acknowledged in writing.

e viatext

Complaints and actions to manage and respond are documented.

directed to alternative means of

Where the complaint does not fall within
the scope of the DECD policy, the
L __ complainant will be contacted and
addressing their concerns.

For complex / contentious issues, or if
there is a delay, complainant will be kept
-->| | updated approximately every two weeks.
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If the complainant is not satisfied with the response:
Complainants are advised of further avenues to

pursue i.e. DECD Complaints Unit or through

Resolved | _______Cooeeoooo----3 Ombudsman SA




