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COMMENTS & COMPLAINTS
Principle:
Our ethos is to provide all enrolled students with the highest quality education. 

Statement of Intent:
We are committed to giving careful attention and a courteous, timely response to your suggestions, comments or complaints so that we can learn from them and continuously improve our school.  

What is a Complaint?
A complaint can be defined as an expression of dissatisfaction, made by a parent/guardian, member of public or partner agency/organisation. Complaints may be made in writing, by phone, in a face-to-face meeting or by a third party acting on behalf of the parent/guardian, member of public and partner agency. 

Policy and Procedure:
· All complaints must be made to the Principal.
· They will be dealt with in an open and impartial manner.
· The complaint will be documented and remain confidential.
· The complaint will be investigated to assess if the school has breached our policy and procedures. 
· Every attempt will be made to resolve the matter as quickly and amicably as possible, and to the parents’/guardians’ satisfaction.
· The parent will be sent an acknowledgement that the complaint has been received and told how it will be dealt with, by whom and within a time frame specified by the Principal.
· The Principal will keep dated records summarising what was said and by whom.
· In the case of a complaint made against a teacher or other staff member, the teacher involved will be informed that a formal complaint has been made and given full details.
· The Principal will arrange to meet with the teacher (or other staff member) and discuss the lodged complaint.
· The Principal will keep a record and document what was discussed.
· The Principal will review the complaint and consider all the relevant information as discussed and a decision will be made and recommendations, if necessary.
· If a complaint involves a child protection concern, a separate reporting procedure will be followed in line with our child protection policy.
· The Principal will inform all parties involved of the outcome of the complaint made.
· If the complaint is unresolved within twenty-eight [28] days, it will be escalated to the Board.
· The Board may appoint an external mediator to handle unresolved complaints or appoint someone from the board itself or a panel of people from the board. 
· If the complaint is unresolved, the complainant will be informed where to refer the complaint to an external agency.
· All complaints will be kept on file and will be open to inspection.
· All complaints letters will be retained within the school.
If a complaint is not resolved by the School the complainant will be directed to external relevant sources, if applicable. 
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