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COMPLAINT MANAGEMENT POLICY AND
PROCEDURE

Last zydafed’ /A/_/y 2026

PU!"POS@

At Risdon Park Primary School, we believe the we”being and success of every child is supporfed by positive, respechcul re/aﬁonships
between students, families, staff and the wider community. S)‘rong pam‘nerships are central to the high—qua!ify education and care we
deliver.

We value open and respechful communication, and encourage all members of our community to offer feedback or raise concerns. We view
all feedback, including complaim‘s, as opporfunh‘ies for improvemem‘ and 9row+h.

Sometimes, Hn'ngs may not go as expecfed. If this happens, we are committed to responding to concerns or complainfs in a way that is
accessible, +ransparen+, fair, and confidential. We exp(mL all interactions in these processes to be consistent with our school values and

the Deparfmen’r for Education's poh’cies.

All concerns will be taken seriously, assessed prompﬂy and resolved wherever possible at the local level. We will communicate clearly and
work fogefher to find solutions, always with the best interests of our students in mind.

We are committed to h'sfem'ng, learm’ng and working in parfnership with you to conﬁnuaﬂg improve our school.

What is a complainf?

A complaimL is when someone expresses dissatisfaction about the school's services, staff, decisions, or how a previous complainf was

handled, and expects a response or solution.
You can make a complaint if you feel that our school has:
e Done something wrong,
o Failed to do something they should have,
e Acted unfairly or discourteously.
Complaints may relate to:
o The quality or type of service,
e Staff behaviour or decisions,
o Policies or procedures.
If your concern relates to something required by law, we will explain the reasons behind it.

Where possible, you will be able to discuss your concern direcﬂg with the staff member involved, who will arrange a time to talk with you.

We are kind. We are brave. We are proud of what 1y, e
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Process for making a cornplaimL
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We are committed to supporting you at every step.

We are kind. We are brave. We are proud of what we do.

Level | - School-Based Resolution

I. Contact the Relevant Staff Member
Raise your concern direcﬂy with the person involved (such as your child's teacher, year level coordinator depufy

principal, or principal).

2. Discussion and Initial Resolution
The staff member will make time to discuss your concern, listen to your perspec’rive, and work towards a solution as

quickly as possib’e.

The S"'G'FIC member Wl” record HOUY‘ concern and any agreed actions.

3. Escalation within the School
If the issue is not resolved with the staff member, you may escalate your concern to a member of the Ieadershtp team

(depufy principal or principal).

The principal (or delegafe) will meet with you to further explore the issue and seek a resolution

o are kind. We are brave. We are proud of whqt we g
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- The school will document all steps and outcomes.
iy, Communication
- You will be informed of the outcome and any actions to be taken, and provided with a timeframe for resolution.

- If an immediate resolution is not possible due to complexify, you will be kep’r updafed on progress.
Level 2 - Department for Education Customer Feedback

- If your complaint is ot resolved at the school level, you can contact the Department for Education’s Customer Feedback Tean.
o Lodge via the online form or by calling 1800 677 435.
The Customer Feedback Team wil
o Aduise on the next steps,
o Check whether school and department policy have been followed,

o Liaise with the school to assist in resolving the complaimﬂ

Level 3 - External Resolution and Review

Ifall depcu*fmemL options are exhausted and you remain dissatisfied, you may seek an inclepenclemL review fhrough Ombudsman

SA. Phone: (08) 8226 8699

Unreasonab/e COf']dUC'lL

Staff scnfefy and we”being is vital when deah’ng with unreasonable conduct at a school or preschool. There's a need to balance the righf

for someone to make a compluimL with the righfs of staff safefy and respecf, and the righfs of others to equal time and resources.
There are a number of actions that can be taken by the school or preschool if a person making a complaint is unreasonable.
Unreasonable may include:

constant phone calls, visits or emails to staff

swearing, ye”ing, intimidation or offensive remarks

making demands to staff on how the complaint should be managed.

Depending on the severify and frequency of the behaviours, actions can range from changing or Iimh‘ing access to staff, students and
school premises through to involving police. You can find out more about unreasonable conduct when making a complaint in appendix % of
the com'plaimL managemenf 'policy (PDF 263KB).

Our Commitment

We know that when we can work Jrogefher, Hn'ngs can be better. We are committed to a resolution: we have experience in 9eHin9 fhings
righf and we want the opportunity to resolve issues in a fair and ﬁme!y manner. Be assured, we take customer feedback and complainfs

serious/y.

We are kind. We are brave. We are proud of what 1y, e
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https://www.education.sa.gov.au/feedback
https://www.education.sa.gov.au/policies/shared/complaint-management-policy.pdf
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Supporﬁng Information
Key Definitions

- Complaim‘: An expression of dissatisfaction with a service, decision, action, or staff member, where a response or resolution is
expecfed.
- Concern: An issue or question that may not require a formal comp/aimL but seeks attention or action.

- Feedback: Input (positive or negative) intended to improve practices.
Contact Details
School Contacts:

- Principal: Julie Petersen
Department for Education - Customer Feedback

- Phone: 1800 677 435
- Online: Submit a Com'plaimL Form

- Email: educaﬁon.cusfomers@sa.gov.au

Ombudsman SA:

- Phone: (08) 8226 8699
- Website: Ombudsman SA

References and Links

- Comp!ainf managememL 'poh'cy (De’parfmenf for Education)

- Complainf management procedure

- SA Ombudsman Complaim‘ Ich

Privacy and Record—Keeping

All complainfs and supporﬁng information will be documented and stored securely. Personal information will be kepf confidential and only
shared with relevant staff, in line with the Deparfmenf for Education privacy policy. Records will be disposed of according to

deparfmenfal records managemem‘ procedures.

Policg [nformation
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