How to get heip with a concemn or piaint
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We all want the best outcome for vou and your child.

bCI'IDUI-WIUB concern
(start here)

ne Parent Compiaint
or information, adv

Your comulamt may IEUUIIIB dan IFIEIEDEI‘IUEI'II review D\j
external agency, This will be determined by the circums

i§ g
(=]
B

Contact your regionai office

Parent Compiaint Unit of the
Deparlm ent for Educatlon

Further information is availabie at www.ombudsman.sa.jov.au.
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The Pines School
tel 8281 2199
email dl.1777.info@schools.sa.edu.au

Northern Adelaide
tel 8256 8111
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Education and quality care are vital
for your child's success

We are committed to delivering high quality education and
cans, Working with you to resolye any concarns or complalms
18 1 kay part of how wa will del.var on this commimant,

Bu: we recogniss that sometimes things po wrong and you may
feal that vour exrectations for your chikd &re not belng met,

If you heva an urresolved Issut o & complaink. then you ars
ancouraged to raisa 1. It 18 Important to work togathar, talk, listan
and find solutions so that we can Improve your child's epedence
and lsaming, and Improve our sarvicss Lo the community,

Wrile this gulda alms to halp you ratse concams, kasp In wing
that wa also welcome your pasitive feadback and compliments,
which can somatimas be overiooked In our Busy Ives,

Use thie gulda 1o help you think about what you are concemad
aheut and how to resolva the matter respentlilly and effect vely.

A complaint may be mada by a parant If thay
think that the school has, for axampla;
® gono somothing wrong

« falled to do somathing It showkl have done
o gcled unfalrly or Impoiltaly.

Your congsm or eomplaint may ba about:
= tha bype, Javel or quallly of sardces
e tha behaviour and decisiors of staff
# g palicy, procedure or praciice.
Sometimas a complaint ia about something we hava to do becausa of

gtato or fodoral law, In such casos wo ano abb to talk to vou about tho
mtier gng hely vou undersland the reguiranants wnd why ey adst.

What to do if you have a complalint

So that wa can al work 1ogether to gl the bast outcome for
your chikl, thara are soma simpia staps to keap in mind If
you have a compkint about public sducation and cara.

Kuap I mind that you are weicome to conta the Daparment
for Education and Child Development's Parani Complalnt Unit
heting cn 1800 677 435 at any ima for disz.ssion or advice.,

Biage 1 = Talk to the school

The achoal or preschand shonld always he your first paint af
cortact, Find an eppropriate tire to talk to your child's class
teachor or othor rolovant staff membor (counsolior, yoar lovel
cecrelingtor) to discuse your cancem or compiaint. The schonl
front offica may be abde to arange a tima for you to mast
vidth tha taacher or have & discussion over the phons,

Ii your concarn |8 about & isasher than you may prefer to
talk to the principal or direstor. I your comglaint Imvovas the
principal o diractar than cortart vanr [neal reglonal offics of
tha Departmant for Education a1d Child Devalopmant,

The teacher will Isok Inio your concerns and get back fo you. However,
it you are still not satistiad, vou may choose o follow up your complaint
vith tha principal or drector, They will work with you and the staff
manber fo resoive tha Issua. Tc do this. you may choosa to writa 1o
tho princlpal or director fwho will thon acknowladpo rocolpt of vour
corplalni with a written respanse as soon a3 possibla). or elaphona
tha schnal to maka A tima t mart with tha pancipal oe dirsctor

The echoal or preschool will alm to resolve your concem
or complalnt Kea by within 15 working days,

Stage 2 — Contact your regional office

It you are not salsfied that your complaint hes bean resolvad
by the achoal = or If tha princlgal ls the subject of your
complalnt = you may choosa to contact your ragional office
for help, The reg onal office will review your complaint,

Tho roglonal offieo will alm o resoivo your concorn
or complelnt within 20 working days.

Stage 3 — Parent Complaint Unit

This unit hes & dual function:
» Ta provide avice and support Lo parants
about thair concam or complaint
» Ta chjoctivoly roviow complaints that have net boon
resoived et the school or ragional level,

Advios and support

Yo can contact tho unit's hotlng (1800 677 435) at

any tima Lo discuss your congam or complalnt or Lo seek
advica about soking school problams, Steff will follow up
with you at a later stage to chack aboul progross,

Impartial review

If tha complelnt has rot bean able ta ba rasoived by the schacl and
regional office, the unit will assess your complaint and decids what
aclon s neaded. Statl will discuss what has basn done with your
complalnt, and when you can expact 1o haar about the outcome.

Tre dapartment’s Head af Schools or the Hard of Early Chikinoed
Dovalopment and the Chiat Exscutive's office will be advised by
the Parant Comglaint Unlt of the autcome of ha raview. Ong of
thesa eenior leaders will make a decigion about your comp alnt.

You can expect Mat you will hear of a declglon
wilhin 35 working days In mos: cases.



