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GRIEVANCE POLICY
This policy applies to children, families, staff, educators, management, approved provider, nominated
supervisor, students, volunteers and visitors of the Service.

AIM
To ensure principals of natural justice and procedural fairness are applied in circumstances of grievance.
This includes the right to be heard fairly, the right to an unbiased decision made by an objective decision
maker, and the right to have the decision based on relevant evidence.
To ensure a harmonious service culture free from discrimination and harassment.
To provide clear support avenues to resolve interpersonal conflict between employees.

Where a family/parent raises a concern about a staff member:

Parents/caregivers raising concerns will:

¢ Be aware of their responsibilities under the Parent Code of Conduct.

e Raise grievances with the staff member involved and if required set a time where the matter can be
discussed appropriately. Grievances at this level will normally be resolved by discussion and
clarification of the needs or wishes of the family or by clarification of the Centre procedures or policies.
The Director will subsequently be notified about the grievance and its outcome.

e Raise their grievance with the Team Leader, if the previous step does not produce a satisfactory
outcome. Upon resolution, Director will be subsequently nofified about the grievance and its outcome.

o If the grievance is still not resolved, it shall be referred to the Director to research the grievance/
situation and work towards reaching a satisfactory outcome for all parties involved. A management
report form will be used to record any issues that arise and are unable to be resolved immediately.

o If the grievance is unable to be resolved at the site level, can contact the Department for Education,
Customer Feedback Team on 1800 677 435. The Feedback Team aims to respond to any grievance
within 20 days.

e Can conftact Ombudsman SA if they feel their complaint has not been resolved by the site or the
Department or if they feel the process needs external review.

¢ Be aware that they can opt to remain confidential when making a complaint, but this may impact on
the ability of the complaint manager to seek sufficient information to respond/resolve incident.
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Staff will:
e Respond in a positive manner when a parent chooses to raise a concern and maintain confidentiality.
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Acknowledge any complaints or concerns including arranging a time with families to discuss their
complaint (face-to-face, phone)

Raise any parent-related grievance with their Team Leader prior to addressing the grievance with the
parent/guardian.

Seek support from Leadership including escalating the complaint to Leadership level if unable to
resolve or requested by the family.

Communicate in a professional and supportive manner when referring to other members of the staff
team or where making reference to the school staff team. Where parents raise an issue about another
staff member they should be listened to without judgement and encouraged to approach the staff
member directly or line manager if support is required to do so.

Inform Director upon receiving a grievance communicating either resolution or need for further action.

Team leader will:

Bring grievances to the Director/Leadership if they cannot be resolved.

Centre Director will:

Provide written information concerning the Grievance Procedure at enrolment, and explain the policy
to families in a positive, welcoming manner.

Maintain privacy and confidentiality to maximum extent possible and assure families and staff of this.
Communicate with families how the problem arose, what action was taken by the site to rectify and
address the grievance and what steps have been taken to ensure it does not occur again.

Ensure all complaints are documented and stored securely on site

Keep copies of all written grievances and parent complaints.

Ensure information about raising a complaint is available at the site and on the site’s website.

Licise with the Department’s Customer Feedback Team if a grievance raised by a family is unable to
be resolved at the site level.

Contact the Department fo limit escalation of a situation if they feel the complaint is unreasonable or
the proposed solution by complainant is not achievable or reasonable.

Set timelines for review of documents or directions that come about through complaint resolving
process.

Where a staff member raises a concern about another staff member:
Staff will:

Acknowledge any complaints or concerns including arranging a time with other staff to discuss their
complaint (face-to-face, phone)
Aftempt to resolve their concerns informally in the first instance, where appropriate, as this provides the
best opportunity to resolve the issue and move forward constructively. This means:

-having direct conversations

-being open to hearing the perspective of any other people involved

-making reasonable adjustments to behaviors to support a positive and professional relationship.

Not speak in negative terms about staff to other staff members. If a staff member does raise an issue
about another staff member, they should be redirected to either address the staff memlber directly or
speak with the line manager if they need support in doing so.
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e Understand they can submit a written complaint to the line manager of the person they're
complaining about, where personal resolution may not be an option for reasons of individual
sensitivity, power imbalance or the nature or seriousness of the complaint.

e Submit their complaint in writing within 3 months of the suspected or alleged relevant action, behavior
or decision occurring.

o  When writing a complaint, provide information such as:

-a description of the nature of the issues

-give details of the circumstances

-provide evidence where applicable

-state the desired outcome of their complaint

¢ Send their complaint to the next level manager if their line manager is involved in the complaint or
otherwise conflicted in some way

e Complete the ‘Employee Complaint Form’ at appendix 2 for submitting a complaint.

e Be aware that they can opt to remain confidential when making a complaint, but this may impact on
the ability of the complaint manager to seek sufficient information to respond/resolve incident.

e Be aware they can contact the Department Employee Assistance Program for support with mental
wellbeing during complaint resolution process, as either a complainant or respondent.

o If unhappy with outcome proposed by complaint management, can ask for a review within 14 days
of outcome. Review requests must be sent via the online form.

Team leaders will:
¢ Mediate grievances between staff members in their room.
e Bring grievances to the Director/Leadership if a review of the grievance management is requested.

Centre Director will:

o Ensure all staff are aware of their responsibilities when addressing or raising grievances.

e Ensure, where a complaint is raised, all parties involved are aware of their responsibilities and able to
access support during the process (union, legal representation, support person, EAP)

e Seek advice as necessary and/or confer with the Department’s Ethical Conduct Team when
overseeing management of grievances between staff members.

¢ Encourage staff to identify family concerns and ensure such concerns are addressed af the earliest
opportunity.

¢ Investigate all grievances promptly and keep the complainant well informed of progress towards
resolution of the grievance.

¢ Maintain privacy and confidentiality fo maximum extent possible and assure families and staff of this.

e Ensure all complaints are documented and stored securely on site.

e Advise of the outcome of the decision to hear the complaint outside of the 3-month timeframe.

EVALUATION:
This policy is viewed to be working effectively when:

- The correct procedures are being undertaken by staff and parents in addressing grievances.
Procedure:

- Documentation of grievance

- IRMS procedure to reporting.
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Links to National Quality Standards

Quality Area 6: Collaborative Partnerships
6.1 Supportive relationships with families: Respectful relationships with families are developed and
maintained and families are supported in their parenting role.
6.1.2 Parent views are respected: The expertise, culture, values and beliefs of families are respected, and
families share in decision-making about their child’s learning and wellbeing.
6.2 Collaborative partnerships: Collaborative partnerships enhance children’s inclusion, learning and

wellbeing.

Quality Area 7: Governance and Leaderships
7.1.2 Management Systems: Systems are in place to manage risk and enable the effective management
and operation of a quality Service.
7.2.1 Continuous Improvement: There is an effective self-assessment and quality improvement process in

place.
EDUCATION AND CARE SERVICES NATIONAL LAW AND NATIONAL REGULATIONS
S.172 Offence to fail to display prescribed information
$.174 Offence to fail to notify certain information to Regulatory Authority
(2)(b)
12 Meaning of serious incident
84 Awareness of child protection law
149 Volunteers and students
168(2)(0) | Education and care service must have policies and procedures... for
dealing with complaints
170 Policies and procedures must be followed
171 Policies and procedures to be kept available
172 Notification of change to policies or procedures
173(2)(b) | Requires an approved provider to make the name and telephone number
of the person to whom complaints may be addressed clearly visible at the
service
173 Prescribed information to be displayed- education and care service
176 Time to notify certain information to Regulatory Authority
183 Storage of records and other documents

Record of Policy Adoption and Amendment:

Version | Date Details Author Approver
1.0 Jan 2011 | Policy adopted. Ocean Governing
View CC Council
Polices
1.1 June Policy circulated to Policy Review Committee and K Cook
2012 staff for review and suggested amendments
identified, including;
e NQF regulations
¢ DECD phone numbers
e Facilitators inclusion
2.0 Nov 2012 | Suggested amendments put to Policy Review K Cook Policy Review
Committee and adopted, including; Committee
e Asabove
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2.1 Feb 2015 | Reformatted P Murray Policy Review
Dec 2016 | Added section about Team Leaders and Committee
reformatted further.
3.0 May 2020 | Added additional information as per latest Dept P Murray Policy Review
Oct 2021 | advice Committee

Added information about Customer Feedback Unit
as per Dept policy update

4.0 Jan 2025 | Adjusted the policy to separate educator and N Policy Review
family grievances to be clearer. Turnadzic | Committee
Reformatted based on the DfE ‘employee
complaints procedure’

Review: To be reviewed biannually by the Assistant Director and any recommended amendments endorsed
by the Policy Review Committee

Last Reviewed: January 2025

Source: Parent Guide to raising a concern or complaint. DECD 2012. Complaint management overview

Employee complaints procedure DfE 2024. Employee complaints procedure
Forms: ‘Employee Complaint Form’



https://edi.sa.edu.au/the-department/locations-and-contacts/complaint-management/policy-and-process
https://edi.sa.edu.au/library/document-library/controlled-procedures/employee-complaints-procedure.pdf
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Appendix 1 - Employee complaints procedure flowchart
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APPENDIX 2: Employee complaint form —to
submit to complaint manager

*Mote, the employes complaints procedure should be read in full pricr to completing this template.

Your name

Position title

Employee ID

Email

Phone

Site

Line Manager

(This may be different to the complaint manager)

If you have lodged an injury report in relation to this matter, please quote report/reference

number If not, and you wish to lodge an injury report, you can do so here.

Is the complaint being lodged within 3 months of the most recent occurrence? Y I:l M |:|

Complaint lodged with:

MName and position

Date of lodgement

Continued over

Government of South Australia

Departrment for Education
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Have you attempted to resolve this issue directly with those involved? ¥ |:| N D

Please detail any steps you have taken to resolve the issue directly with those involved or, if
vou have not attempted resolution, please detail the reasons. Attach any additional pages as
required.

Have you made a complaint in relation to this matter previously? ¥ |:| N |:|

If yes, please provide details of when and with whom complaint wos made and any outcome.
Attach any additional pages as required.

What is the nature of your complaint?
|:| An employment dacision directly affecting you not excluded from review by legislation
I:' Interpersonal conflict between employees

Suspected or alleged conduct of employees that a reasonable person would view as
I:I inappropriate or unreasonable.

|:| Harassment (including sexual harassment)
|:| Discrimination (including racial discrimination).

|:| Other (refer to scope of Complaints procedure)

Continued over
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Details of complaint

To ensure pour complaint can be processed as quickly os possibie please provide details of each of pour ollegations in
the following format:

Date of occurrence

Locations/s

Who was present

What you are alleging occured

What actions (if any) you took in relation to the allegation/s and what was the cutcome

Any relevant evidence referenced attachad as:

Attach any additional pages to this template as required. Naote, the obove format can be copied and pasted to assist
in detailing addiional alegations.

Continued over

Australia
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Desired Outcome/s

Pre submission checklist

I:I Complaint is being made within 3 months of the suspactad or alleged relevant action,
behaviour or decision occurring.

*Mote: An employee can submit @ complaint outside of this timeframe if there are valid reasons. Employees must
send these requests to education.ecu@so.gow.au with details of the reasons for delay.

|:| MNature of issues dascribed.

I:I Specific details and description of allegations.

|:| Relevant evidence attached.

I:I Desired outcome stated.

Forward the completed form to the appropriate manager who will be in touch with you.

If you have any questions in relation to completing this template or lodging a complaint, contact
Ethical Conduct Unit at education.ecu@sa.gov.au.

Complaining about anocther employea’s suspected or alleged conduct, a conflict with another
employes or being the subject of a complaint can be stressful. Anyone invalved in a complaint
process may be accompanied by a support person during any processes relating to the complaint.

Support is also available via the department’s Employee Assistance Program.




