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PURPOSE

Merrimac State High School appreciates and acknowledges that parents, carers, students and
community members have a right to make a complaint. This document outlines how Merrimac
State High School will manage these complaints.

We are committed to ensuring that all complaints are dealt with in a fair and equitable manner.
There are processes and support structures in place to enable parents/carers and students to
work through any issues they may have with services from the school. Our aim with all complaints
is to find a resolution. Therefore, when making a complaint - and in the best interest of complaint
resolution the complainant should provide complete and factual information in a timely manner;
deliver the complaint in a non-threatening and non-abusive manner and not make frivolous or
vexatious complaints or include deliberately false or misleading information.

WHAT IS A COMPLAINT?

When a complaint is made about a staff member, in most instances the staff member will be
told of the complaint and offered the right of reply.

In our school, the person making a complaint will usually be a parent, carer, student or other
school community member, but could also be anyone else directly impacted by something at
our school.

Some complaints must be managed using different processes. These include:

e issues about harm, or risk of harm, to a student attending a state school, which must be
managed in accordance with the Student protection procedure; and

e complaints about corrupt conduct, public interest disclosures, or certain decisions made
under legislation — refer to the Excluded complaints factsheet for more information.

ROLES AND RESPONSIBILITIES

We treat everyone with respect, courtesy and fairness, and aim to act compatibly with human
rights. Our responsibilities include:

¢ following the complaints management framework, policy and procedure when managing
complaints;

e resolving complaints promptly; and
e providing information about our processes, timeframes and any available review options.
If someone makes a complaint, they also have responsibilities, including:

e cooperating respectfully and understanding that unreasonable conduct will not be
tolerated;

e Qiving us a clear idea of the issue or concern and a possible solution;
e providing all relevant information when making the complaint;
¢ understanding that addressing a complaint can take time; and

e letting us know if something changes, including if help is no longer needed.
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http://ppr.det.qld.gov.au/education/community/Procedure%20Attachments/Student%20Protection/student-protection.pdf
http://ppr.det.qld.gov.au/pif/policies/Documents/Excluded-complaints-factsheet.pdf
http://ppr.det.qld.gov.au/pif/policies/Documents/Customer-Complaints-Management-Framework.pdf
http://ppr.det.qld.gov.au/pif/policies/Documents/Customer-complaints-management-policy.pdf
http://ppr.det.qld.gov.au/corp/governance/Procedure%20Attachments/Customer%20complaints%20management/Customer-complaints-management.pdf
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COMPLAINTS MANAGEMENT PROCESS

At Merrimac State High School, our complaints management process involves the following
steps:

RECEIPT

The complaint should be made where the problem or issue arose. At our school, we ask
parents, carers, students or community members who would like to make a complaint to

1. DISCUSS THE COMPLAINT WITH THE CLASS TEACHER/HEAD OF DEPARTMENT

When a complaint relates to an issue concerning a school experience, an appointment should
be made with the relevant teacher as soon as possible through the school administration. The
complainant may invite a support person to participate in the process.

After discussion of the problem, both parent/carer and teacher should take steps to resolve
the problem at this level. The teacher will make an electronic record of the complaint and
outcome.

2. DISCUSS THE COMPLAINT WITH THE DEPUTY PRINCIPAL

Where the teacher/Head of Department has been approached as above, but the issue remains
unresolved, the Deputy Principal may be asked to participate in further discussion in an
attempt to resolve the problem.

When a complaint is related to the school more generally, involving issues of school policy or its
compliance or non-compliance, the complaint should be raised directly with the Deputy Principal
or his/her delegate. For example, the principal may refer a complaint to a deputy principal or
business services manager. The staff member will make an electronic record of complaints and
work to resolve issues.

Complaints to the Deputy Principal may be lodged in person, by telephone, writing or via
electronic format through office@merrimacshs.eq,edu.au

3. DISCUSS YOUR COMPLAINT WITH THE PRINCIPAL

The Principal will deal with complaints involving the Deputy Principal, matters so severe as to
warrant the Principal’s immediate attention, or when previous issues remain unresolved.

Complaints to the Principal may be lodged in person, by making an appointment, by
telephone, writing or an email to the.principal@merrimacshs.eq.edu.au . You may expect a
response within 48 hours.

We accept anonymous complaints, however it is important to understand that this could limit
how a complaint is assessed and resolved, and it may also prevent an outcome being provided.

ASSESSMENT AND MANAGEMENT

We will examine the issue(s) raised and try to resolve the complaint. We aim to do this promptly,
but understand that we have many other responsibilities and it may not be possible to make
contact or resolve a complaint immediately.

PROVIDING AN OUTCOME

Once we finish examining the complaint, we will let the person who has made the complaint
know the outcome and any available review options.
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REVIEW OPTIONS

If the person who has made the complaint is dissatisfied with the outcome or the way we
handled their complaint, they can contact the regional office to ask for an internal review. A
Request for internal review form should be completed and the request should be submitted
within 28 days.

There is also an external review option (for example, the Queensland Ombudsman or
Queensland Human Rights Commission), which becomes available once the department’s
complaints process has been exhausted.

MORE INFORMATION AND RESOURCES
The following resources contain additional information:

e Customer complaints management framework, policy and procedure

¢ Compliments, suggestions and customer complaints website

e Making a customer complaint: Information for parents and carers.

ENDORSEMENT
Effective date: Current

Review date: Annually
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https://education.qld.gov.au/contact-us/state-schools-regional-contacts
http://ppr.det.qld.gov.au/corp/governance/Procedure%20Attachments/Customer%20complaints%20management/Request%20for%20internal%20review%20form.docx
http://ppr.det.qld.gov.au/pif/policies/Documents/Customer-Complaints-Management-Framework.pdf
http://ppr.det.qld.gov.au/pif/policies/Documents/Customer-complaints-management-policy.pdf
http://ppr.det.qld.gov.au/corp/governance/Procedure%20Attachments/Customer%20complaints%20management/Customer-complaints-management.pdf
https://qed.qld.gov.au/contact/customer-compliments-complaints
http://ppr.det.qld.gov.au/corp/governance/Procedure%20Attachments/Customer%20complaints%20management/information-for-parents-and-carers.doc
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Customer complaints management framework

How we handle
customer complaints

We try to resolve customer
complaints as quickly as possible

at the point where the complaint is
received or after it is re-directed to
the appropriate business area. If a
complainant is dissatisfied, they may
be able to ask for a review.

Ourapproach to handling complaints
is based on the Australian/New
Zealand Standard on complaints
management (AS/NZS 10002:2014).

Early resolution

Frontline handling and
resolution of customer

complaints

Resolving at point of receipt

* We always try to manage and resolve customer
complaints quickly at the frontline or the point where
the complaint is received so we can fix issues locally.

q Strategy and Performance
Analysis. Evidence. Insight.

External review

Dissatisfied customer

. seeks external review
Internal review

Dissatisfied customer

seeks internal review Requesting an external review

Complainants can ask an external agency, such
as the Queensland Ombudsman or Queensland
Human Rights Commission, to review the
department’s handling of their customer
complaint if they are dissatisfied.

Requesting an internal review

¢ Complainants can request an internal review
if dissatisfied with the outcome of their
complaint and/or the way the department
handled the complaint.

Complaint categories

The department uses set categories to record customer complaints at
the organisational level. This helps us analyse customer complaints to
identify trends and issues to improve our services. The categories are:

¢ Health and safety

¢ Services

¢ Staffand volunteers

¢ Policy and procedure

¢ Third parties

e Assets, infrastructure and information technology

¢ Procurement, fees and charges

e Privacy
e Other
Resources e Customer complaints management .
policy and procedure

DoE 3121415

Excluded complaints

Some complaints are outside the scope of this framework
and will be managed through different processes:

* complaints underthe Education and Care Services Act 2013
and the Education and Care Services National Law

* complaints about certain decisions made under legislation
« complaints about decisions made undera contract

* employee complaints about their employment (Public Service Act 2008
and Public Service Commission Directives)

« complaints involving corrupt conduct (Crime and Corruption Act 2007)

« publicinterest disclosures (Public interest Disclosure Act 2010)

Internal review procedure * Information sheets ¢ Compliments and customer

complaints website

Complainant responsibilities

Customers making a complaint are responsible for:

¢ cooperating respectfully and understanding that unreasonable
conduct will not be tolerated, including abusive, aggressive or
disrespectful behaviour

¢ providing a clearidea of the problem and the desired solution
¢ providing all relevant information when the complaint is made

¢ understanding that some decisions cannot be overturned or
changed under the framework approach

* informing the department of changes affecting the complaint
including if help is no longer required.

¢ Excluded complaints factsheet ¢ Information for parents
and carers factsheet
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