You can ask for your identity to be confidential when
making a complaint. However, keep in mind:

e this may limit options for investigating and
negofiating a resolution

e this may limit the ability of staff to follow up with
you about your concerns

e there are situations where staff have to disclose
that you have made a complaint.

Other options

If you concern or complaint is not satisfactorily
resolved, you also have the right to refer any
education or care concern to an external body such
as the South Australian Ombudsman or the
Education and Early Childhood Services Registration
and Standards Board

Tanunda Primary School

Principal: Ms Michelle Barnes

Deputy Principal: Nicholas Wuttke

Unit Leader: Mrs Karen Underwood
Phone: (08) 8563 2318

Fax: (08) 8563 2187

Street Address: 2> Research

Road Tanunda SA 5352
Postal Address: PO Box 271 Tanunda SA 5352
Region: Barossa

Email: dl.0427_info@schools.sa.edu.au

Concerns & Complaints Process

1. Raise your concern with your child’s teacher.

If it is not resolved &

2. Write to or make an appointment to see a
member of the leadership team. (eg Unit
Leader/Deputy Principal)

If it is not resolved @

3. Write to or make an appointment fo see the
principal

If it is not resolved g

4, Contact the Education Complaint Unit on
1800677435

For further information, please visit

Tanunda
Primary School
& Disability Unit
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Raising a concern or complaint

A parent or student can raise a concern or
complaint if they think that the school or a staff
member has:

e done something wrong
e failed to do something it should have done
e acted unfairly orimpolitely.

Your concern or complaint may be about:

e the type, level or quality of services
e the behaviour and decisions of staff
e a policy, procedure or practice.

Teachers, principals, preschool directors, and other
education department staff will work alongside you
to agree on a plan of action and a timeframe for
resolving your issues or concerns.

Sometimes a complaint is about something we have
to do because of state or federal law. In such cases
we are able to talk to you about the matter and help
you understand the requirements and why they exist.

Before you begin

There are some points to keep in mind if you have a
complaint about public education and care:

o Clearly identify the issue and let us know what
you would like us to do about it.

e  Write down key points to refer to when you
report the problem.

e A friend or representative from a support
organisation can attend any meeting with you.
This person is not there to speak for you or to
answer questions on your behalf. It's important
that it's your opinions and feelings that are
voiced and heard by all parties.

o [f aninterpreteris required, please let us know
prior to any meeting.

e  Wiritten or verbal complaints should focus on the
facts or details of what happened - avoid
personal insults, inflammatory statements, and
threatening or intimidating comments.

e |f's best to only discuss your complaint with
people directly involved in the complaint or
resolution process. This will help limit damage
that can be caused by rumours or posts to social
media.

e When alawyer is engaged by one of the parfies,
the issue becomes a legal matter and will be
referred to the Legal Services Unif of the
department.

Making a complaint
1. Tell the school or preschool first

Contact the school to arrange a time to meet with
the teacher or have a discussion with them on the
phone. They will look into your concerns and get
back to you as soon as possible.

If the matter is not resolved, or if your complaint is
about a teacher, you may want to meet with or write
to the deputy principal or principal. They will work
with you and the staff member to resolve the issue.

The school or preschool will aim to resolve your
concern or complaint as soon as possible - ideally
within 15 working days.

2. If you are unsatisfied contact the Education
Complaint Unit

If you concern or complaint has not been resolved
satisfactorily, contact the Education Complaint Unit.

Email: DECD.EducationComplaint@sa.gov.au
Phone: 1800 677 435 (standard call rates apply for
calls from mobile phones).

The complaint unit will:

e qassess your complaint

e decide what action is needed

e et you know what has been done and when
you can expect to hear about the outcome.

The department's chief education officer or the
executive director of the Office for Children and
Young People, and the Chief Executive's office will
be advised by the Education Complaint Unit of the
outcome of the review. One of these senior leaders
will make a decision about your complaint.

In most cases you can expect to hear of a decision
within 35 working days.

Where to get help

You can contact the unit on 1800 677 435 to discuss
your concern or complaint, or to seek advice about
resolving school problems. Staff will follow up with you
to check about progress.

Will I be treated fairly?

You will not be discriminated against if you make a
complaint. All staff are bound by the Code of Ethics
for South Australian Public Sector which requires staff
to actimpartially, fairly and equitably.
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