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[image: image5.emf]Help for non-English speakers

If you need help to understand the information in this policy please contact Natimuk Primary School (0353871367)
Purpose

The purpose of this policy is to:

· provide an outline of the complaints process at Natimuk Primary School so that students, parents and members of the community are informed of how they can raise complaints or concerns about issues arising at our school
· ensure that all complaints and concerns regarding Natimuk Primary School are managed in a timely, effective, fair and respectful manner. 
Scope
This policy relates to complaints brought by students, parents, carers, or members of our school community and applies to all matters relating to our school. 

In some limited instances, we may need to refer a complainant to another policy or area if there are different processes in place to the manage the issue including:  

· Complaints and concerns relating to fraud and corruption will be managed in accordance with the department’s Fraud and Corruption Policy
· Criminal matters will be referred to Victorian Police

· Legal claims will be referred to the Department’s Legal Division

· Complaints and concerns relating to child abuse will be managed in accordance with our Child Safety Responding and Reporting Obligations Policy and Procedures
Policy
Natimuk Primary School welcomes feedback, both positive and negative, and is committed to continuous improvement. We value open communication with our families and are committed to understanding complaints and addressing them appropriately. We recognise that the complaints process provides an important opportunity for reflection and learning. 

We value and encourage open and positive relationships with our school community. We understand that it is in the best interests of students for there to be a trusting relationship between families and our school. 

When addressing a complaint, it is expected that all parties will: 

· be considerate of each other’s views and respect each other’s role 

· be focused on resolution of the complaint, with the interests of the student involved at the centre
· act in good faith and cooperation

· behave with respect and courtesy

· respect the privacy and confidentiality of those involved, as appropriate

· operate within and seek reasonable resolutions that comply with any applicable legislation and Department policy.
· recognise that schools and the Department may be subject to legal constraints on their ability to act or disclose information in some circumstances. 
Complaints and concerns process for students
Natimuk Primary School acknowledges that issues or concerns can cause stress or worry for students and impact their wellbeing and learning. Natimuk Primary School encourages our students to raise issues or concerns as they arise so that we can work together to resolve them. 

Students with a concern or complaint can raise them with a trusted adult at school, for example, with their classroom teacher, other staff or Education Support staff. This person will take your concern or complaint seriously and will explain to you what steps we can take to try to resolve the issue and support you.

You can also ask your parent, carer or another trusted adult outside of the school, to talk to us about the issue instead. Information about our parent/carer complaints and concerns process is outlined further below. The parent/carer process also applies to students who are mature minors, refer to: Mature Minors and Decision Making.

Other ways you can raise a concern or complaint with us include:

· talking to a member of the Junior School Council about your concern and any suggestions you have for resolving it

· participating in our Attitudes to School Survey (for Grades 4-6)

· participating in Circle Time held twice every term

· writing a note and leaving it anonymously for the Principal
Further information and resources to support students to raise issues or concerns are available at:

· Report Racism Hotline (call 1800 722 476) – this hotline enables students to report concerns relating to racism or religious discrimination

· Reach Out
· Headspace
· Kids Helpline (call 1800 55 1800)

· Victorian Aboriginal Education Association (VAEAI) 

Complaints and concerns process for parents, carers and community members
Preparation for raising a concern or complaint

Natimuk Primary School encourages parents, carers or members of the community who may wish to submit a complaint to: 

· carefully consider the issues you would like to discuss

· remember you may not have all the facts relating to the issues that you want to raise

· think about how the matter could be resolved

· be informed by checking the policies and guidelines set by the Department and Natimuk Primary School  

Support person

You are welcome to have a support person to assist you in raising a complaint or concern with our school. Please advise us if you wish to have a support person to assist you, and provide their name, contact details, and their relationship to you.  
Raising a concern

Natimuk Primary School is always happy to discuss with parents/carers and community members any concerns that they may have. Concerns in the first instance should be directed to your child’s teacher or Principal. Where possible, school staff will work with you to ensure that your concerns are appropriately addressed. 
Making a complaint

Where concerns cannot be resolved in this way, parents or community members may wish to make a formal complaint to the Principal. 

If you would like to make a formal complaint, in most cases, depending on the nature of the complaint raised, our school will first seek to understand the issues and will then convene a resolution meeting with the aim of resolving the complaint together. The following process will apply: 

1. Complaint received: Please either email, telephone or arrange a meeting through the front office with the Principal, to outline your complaint so that we can fully understand what the issues are. We can discuss your complaint in a way that is convenient for you, whether in writing, in person or over the phone. 

2. Information gathering: Depending on the issues raised in the complaint, the Principal may need to gather further information to properly understand the situation. This process may also involve speaking to others to obtain details about the situation or the concerns raised.

3. Response: Where possible, a resolution meeting will be arranged with the Principal to discuss the complaint with the objective of reaching a resolution satisfactory to all parties. If after the resolution meeting we are unable to resolve the complaint together, we will work with you to produce a written summary of the complaint in the event you would like to take further action about it. In some circumstances, the Principal may determine that a resolution meeting would not be appropriate. In this situation, a response to the complaint will be provided in writing. 

4. Timelines: Natimuk Primary School will acknowledge receipt of your complaint as soon as possible (usually within two school days) and will seek to resolve complaints in a timely manner. Depending on the complexity of the complaint, Natimuk Primary School may need some time to gather enough information to fully understand the circumstances of your complaint. We will endeavour to complete any necessary information gathering and hold a resolution meeting where appropriate within 10 working days of the complaint being raised. In situations where further time is required, Natimuk Primary School will consult with you and discuss any interim solutions to the dispute that can be put in place. 
Please note that unreasonable conduct (e.g. vexatious complaints) may need to be managed differently to the procedures in this policy.
Resolution 

Where appropriate, Natimuk Primary School may seek to resolve a complaint by:

· an apology or expression of regret

· a change of decision

· a change of policy, procedure or practice

· offering the opportunity for student counselling or other support

· other actions consistent with school values that are intended to support the student, parent and school relationship, engagement, and participation in the school community.

In some circumstances, Natimuk Primary School may also ask you to attend a meeting with an independent third party, or participate in a mediation with an accredited mediator to assist in the resolution of the dispute. 

Escalation 

If you are not satisfied that your complaint has been resolved by the school, or if your complaint is about the Principal and you do not want to raise it directly with them, then the complaint should be referred to the Community Liaison Officer - SWVR intake phone number 1300 333 232 and ask to speak to a CLO. Natimuk Primary School may also refer a complaint to the Ballarat Office if we believe that we have done all we can to address the complaint. 

For more information about the Department’s parent complaints process, including the role of the Regional Office, please see: Raise a complaint or concern about your school. 

Record keeping and other requirements

To meet Department and legal requirements, our school must keep written records of:

·  Serious, substantial or unusual complaints

·  Complaints relating to the Child Information Sharing Scheme and Family Violence Information Sharing Scheme, to meet regulatory requirements - refer to Child and Family Violence Information Sharing Schemes for further information 

Our school also follows Department policy to ensure that record-keeping, reporting, privacy and employment law obligations are met when responding to complaints or concerns.
COMMUNICATION

This policy will be communicated to our school community in the following ways:
· Available publicly on school website
· Included in staff induction processes
· Annual reference in school newsletter 
· Hard copy available from school administration upon request
FURTHER INFORMATION AND RESOURCES 

The Department’s Policy and Advisory Library (PAL):

· Complaints - Parents
The Department’s parents’ website:

· Raise a complaint or concern about your school
· Report racism or religious discrimination in schools
Policy review and approval
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Role of Conduct and Ethics

The role of Conduct and Ethics is to provide advice in relation to complaints and under performance of DET employees in particular the role of the Complaints and Investigations Unit is to provide advice on formal processes where the complaint is to be dealt with as a serious misconduct issues.  These issues include:
1.1 Allegations of sexual offences.

1.2 Allegations of criminal behaviour.

1.3 Allegations of other serious incidents.  Examples of serious incidents include:

· Harassment of other staff members, students or the public.

· Serious negligence.

· Behaviour which endangers others.

· Striking a student, other employee or member of the public, or otherwise inflicting pain.

Conclusion

It is important that every school (and even though we are a very small school, Natimuk is no exception) needs to educate staff and the community in regard to appropriate procedures and protocols for raising issues and concerns at the local level.  In addition schools should ensure that school community members fully understand their rights and responsibilities.

All issues and complaints should be resolved at the school level if possible with the Principal the key person involved in seeking a satisfactory outcome.
Find attached the following:

· Complaints Management Relevant Legislation.
· Appropriate Support Policies – Complaints Management School Level.
· Complaints Management Contacts.

· Council Procedure for Complaints Management – Parents

· Council Procedure for Complaints Management – Staff

· School Council Procedure for Complaints Management

· Ideas for Coping with people who are angry
· How to deal with Difficult People/Other – Considerations when dealing with difficult people

· Statement on Natural Justice

· Managing Complaints Letter Writing 1

· Managing Complaints Letter Writing 2

· Trespass letter

· Acknowledgement of Complaint Letter

· Letter Regarding Complaint Outcome(s)

· Developing School Displan procedures in relation to Complaints Management

· EO Policy

· Sexual Harassment Policy

· Critical Incidents Flow Chart
The Racism Policy (2001), Return to Work Policy (2005) School Council Policy (1999) and Privacy Policy (2004) support this policy initiative.
Ideas for coping with people who are inappropriately angry
· Above all 'Keep a strong sense of yourself'. Be centred, appear calm, focused and breathe in a controlled calm way (rather than pant, or hold your breath).

· Keep a sense of emotional separation or semi‑detachment. Try to imagine a glass wall between you and the other person.  Sir Humphrey Appleby style of nodding 'Yes Minister' is a useful role model. Think of yourself as standing with the angry person but not being part of their anger.  Try not to reflect their anger rather take a semi‑detached, impartial stance.

· Reflect back what they say in a way to clarify and distil the meaning down to the main points.  If possible use who, what, where, when, questions to clarify.  Be non‑judgmental. Maintain eye contact, nod and give the message that you are listening.  If you have a note pad take a few points down, pausing to make sure you write down what they say (also this is pausing to give them a few seconds to calm down and you a few seconds to think) use their words not your own.  Checks with them that you have written down what they said, correct it as often as needed.

· Try to bring the issues into the present, not the past or future.  Keep your own issues out of the 'discussion' and focus on the central immediate points being made.

· Make no promises about being able to fix the problem.  In fact try not to talk much at all, rather let them 'ventilate'. (This also means that the 'discussion' does not go on and on).

· Sit down or take a lower physical position. Maybe with a barrier between you both, such as a note pad, book, or coffee table.  (Be aware of the layout of the room and where the exit is, be nearest the exit if possible).  If there are two, or more, try to have someone with you (possibly to just stand next to you and say nothing so that you are in control but not alone).

· If possible start the conversation on a safe, equal topic, the weather, football or humour about something that does not provoke.  If it's a parent talking about their child say something, anything, positive about him/her.  (Do not laugh at the angry person, only use humour if appropriate).

· If the issue goes on for too long (five minutes may even be too long) say calmly 'At the moment I have another person waiting to see me, can we make an appointment

· Afterwards attend to your own self‑care.  Find a trusted friend or colleague for debriefing, or supervision (in the mentoring sense). Say what you felt like saying or doing at the time but held down. Give voice to the emotions that you were experiencing but not showing.  This is connecting the two sides of your brain and linking your emotions (right side) with verbal (left side) expression so that denial, or repression, of unresolved inner conflict is reduced and therefore reducing the chance of unresolved issues emerging the next time you meet an angry person, or an unwitting passer‑by. Aim not to take the conflict home with you.

· Above all 'Keep a strong sense of yourself, their anger is not your anger.  You are a separate person, possibly the human face of a big powerful system that the other person cannot control or influence.  It's not about you. Even if they 'play the man' don't play it back.

· If you are brooding on the confrontation, not sleeping, or aware of other non‑coping indicators being present for more than a week, seek psychological counselling.  Consider attending an assertiveness training program or individual coaching where you can practice and develop your style, skills, own sense of self and identity.

Neil Blick

How to deal with difficult people

There are many techniques to be found in books, journals and training programs. Some are long, many are complex and most are difficult to recall in the stress of a conflict situation.
The approach below appears to be at the heart of all of these techniques. It has the advantage of being short, easily remembered and suitable for all forms of conflict situations.

AQUA:
	
	
	Pay attention to the other person. Acknowledge

	
	
	their right to have their problem heard. Listen to them.

	A
	Acknowledge
	Make eye contact (but do not stare fixedly at them).  Make listening noises (Aha, Yes, I see, Go on, etc.)  Hear them out.

	
	
	Ask questions to:

	
	
	· fill in the gaps in their story

	Q
	Question
	· explain the parts you found confusing

· to uncover further relevant information

	
	
	This demonstrates that you have been listening

	
	
	and are interested in them and their issue.

	
	
	This is where you demonstrate your

	
	
	understanding of their problem. You paraphrase or

	
	
	summarise what they have said, for example:

	
	
	· “Let me see if I’ve got this right…”
· “OK.  So as I understand it…”

	U
	Understand
	People don’t care how much you know until they know

	
	
	 how much you care.

	
	
	Provide the appropriate options, advice or

	
	
	assistance.

	A
	Advise/Assist
	When the other person knows that you know and understand what their problem is, they are far more likely to accept and follow your advice.


Strangely enough, this approach is also the foundation of all sales techniques.

Other Considerations When Dealing With Difficult People
Verbal

· Keep your voice calm and steady 

· Talk slightly slower and softer than normal 

· Use a firm and strong manner of speaking ‑ do not verbally cower 

· Use assertive statements (i.e. using "I" or I feel" is non‑threatening) 

· Use open questions (be careful with "'Why?". stick to "'facts") 

· Get specific information 

· Terminology ‑ make sure that you both have the same meanings 

· Do not take abuse or ridicule personally ‑ ignore it (if it continues you may want to point out the annoying behaviour and ask for it to stop) 

· Rephrase aggression in acceptable words 

· Avoid excitement 

· Avoid deception 

· Ask the other person for their opinion or ideas

Non‑Verbal
· Maintain eye contact; remove your sunglasses 

· Stand with your feet at 45degrees to the difficult person; this decreases the physical threat 

· Do not invade the "personal space" of the other person 

· Avoid clenched fists, arms folded across your chest or hands on hips 

· Do not point your finger at a person 

· Avoid placing a clipboard between you and the other person 

· Sit down with the difficult person 

· Do not display doubt, even non‑verbally 

· Write information down ‑ this shows the other person that you are taking their concern seriously 

· Do not touch the other person 

· Break defensive gestures by asking them to hand you something or shaking their hand

Physical

· Separate yourself and the person from an audience. A person will generally be more forthcoming in private. An audience provides the opportunity for 'grandstanding" and increases tension and emotions. 

· Put distance and a barrier (e.g. a counter) between you 

· Identify and keep open an escape route 

· Do not block the other person's escape route or exit path. To do so can make them feel trapped and become more agitated.

Other

· Ignore the behaviour and focus on the issue, problem or difficulty

· Take a deep breath

· Let the aggressor vent or run out of steam

· Do not antagonize aggressor

· Observe if the other person is affected by alcohol, drugs or is behaving in a bizarre

Manner ‑ positive intervention at this point is probably fruitless, so call for police and

Merely listen until support arrives

· Call for support when needed
Statement on Natural Justice and Procedural Fairness Definition
Natural justice is the right of a person to be heard before an unbiased decision maker before decisions are made and actions taken which affect that person.  The more commonly used term of procedural fairness is broader and more comprehensive than natural justice.   It is based on principles of good administrative practice and good decision making.  It establishes an ethical and rational framework for administrators who have responsibility for making decisions that affect other people’s rights, interests or legitimate expectations.

The basic principles of natural justice are as follows:

· Informing the person affected of the case against them

· Allowing the person affected to exercise their right to provide a response to that case

· Allowing individuals  to exercise their right to representation

· Ensuring that individuals are given a fair and impartial hearing in any internal process. For example, it is up to the Department to prove a case against employees, not for employees to prove their innocence, and

· Informing individuals of progress and the outcome of the process.

        Natimuk Primary School
       Managing Complaints Letter Warning 1

Dear

I am writing in relation to the incident that occurred on Wednesday ……………… when you verbally assaulted …………… at …………… School …………………

This assault was witnessed by a number of people as well as ………………

It is not acceptable to address any staff or members of the School Community in this way, and I cannot condone such behaviour in this school.  It is not consistent with School Council policy for management of school complaints.

It is my desire to work professionally and cooperatively to resolve any issues at the school level.  However if behaviour such as that which occurred last Wednesday is repeated I may need to implement Department Guidelines in relation to Trespassers on School property.

Please contact me and make an appointment if you wish to discuss this matter further.

Principal

              Natimuk Primary School
          Managing Complaints Letter Warning 2
Address

Date

Dear

I have received some reports concerning the way you have approached staff at the school.  Last Friday, for example, it was reported to me that you were verbally aggressive and abusive in the way you dealt with a matter concerning your son.  Your approach made it virtually impossible to resolve the issue and both the front office staff and the staff you were dealing with expressed serious concerns over your manner and approach.

Unfortunately, this has happened on previous occasions and has sometimes also involved students, other parents and visitors to the school being exposed to unpleasant and unacceptable behaviours.  While I understand that you have legitimate concerns you wish to discuss with members of staff, it is not unacceptable to address front office and other staff in this way.

It is my desire to work professionally and cooperatively with you to resolve any issues concerning (student’s name).  I am asking, therefore, that in future you desist from such behaviour.

As has been said to you on previous occasions, you can communicate your concerns in a reasonable manner and the school will treat them seriously.  I would also appreciate it if you could make a prior appointment with relevant staff rather than assuming they will be immediately available.

However, I must inform you that if such behaviour as occurred last Friday is repeated, any interview will be immediately terminated and I may need to implement the Department Guidelines in relation to Trespassers on School Property.  

Please contact me and make an appointment if you wish to discuss this matter further.

Yours sincerely

Natimuk Primary School
                 Trespass Letter

WARNING UNDER SECTION 9 OF THE

SUMMARY OFFENCES ACT 1966
TO:
…………………………….….[insert name (and if known the address) of person to whom warning is being given]
I am authorised to exercise the powers of the occupier of the.................... Natimuk P.S. and I am authorised to permit and deny entry to the above premises.
You are hereby warned not to enter onto the premises of.................................... (Natimuk P.S. at 265 Ralston’s Road) for a period of one year from the date of this notice, unless you have a legitimate purpose or lawful excuse.
If you breach this notice, you may be charged with the offence of trespass under section 9 of the Summary Offences Act 1966.
Signed: …………………………………..
Position:………………………………

Print name:………………………………..
Date……………………………………

[Notes:

1. Where the principal Principal has authorised another person (such as a teacher) to give a warning and the warning is given by that person, the following should be added: This warning is given on behalf of and with the authority of the principal (or, where appropriate, Principal)
2. It is optional to give any reason why the notice is being issued.  Reasons can be given if they are available, however it is important not to make the notice depend on the validity of the reasons.  An example of reasons is as follows -

Without affecting the validity of the warning in this notice, on.............................. [insert date/s of alleged trespassing you were seen on the premises of this school without authority, legitimate purpose or lawful excuse, and causing a disruption .
See Executive Memo No 94/071 Trespassers in schools.
Acknowledgement of complaint
       Natimuk Primary School

CONFIDENTIAL

Date  …………………

Dear …………. (parent who made complaint)

Thank you for your letter dated …………. where you expressed your concern regarding the actions of  ……………. (teacher’s name) in relation to your child  …………. (child’s name)

The Department of Education and Training has clear procedures when complaints against teachers are made.  Your complaint is being managed in accordance with these procedures.

I will inform you of the outcome of your complaint as soon as the process is complete.

Yours sincerely

(Principal)

Natimuk Primary School
Letter Regarding complaint outcomes

Confidential

Date

Dear………(parent who made complaint)

Thank you for your letter dated ______________ where you expressed concerns in relation to the alleged actions of _____________ (Teachers Name) in relation to your child ___________.

I have thoroughly investigated your complaint in accordance with Department Guidelines.

This process has involved interviews with persons involved with the alleged incident, as appropriate, and examination of other available evidence.

On the basis of the outcomes of my investigations I have found that your allegation(s) _________ is confirmed / is not able to be confirmed in this instance.

The teacher has been informed of the outcomes of this investigation, and appropriate action has been taken.

Should you have any further queries in relation to this matter please contact me for further assistance.

Yours sincerely
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School

In larger schools, if the matter
is not resolved with the teacher,
you could be asked to speak
with a year level coordinator or

home group teacher. Check your
YES < Concern resolved ? school’s complaint procedures.
Parent complaints are
addressed by the school NO
in the first instance.

The Principal might ask another
staff member to help you, or
ask you to speak with your
child’s teacher if you haven't
done this already.

YES <——— Concernresolved ?

NO
Region

The region will assess the complaint, which can result in the following decisions:

e allow more time for resolution at the school

. provide assistance to reach a resolution through regional support
. undertake aregional review

e  arrange for an independent investigation

YES  <——— Concernresolved ?

NO
Central Office

The office will assess the complaint, which can result in the following decisions:

e allow more time for resolution at the region or school level
. refer the complaint to School Operations and Governance Unit for a process review

When a complainant is dissatisfied
with the outcome or response to their
complaint the matter can be referred
to the Victorian Ombudsman
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Natimuk Primary School is committed to being a Child Safe school


