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GRIEVANCE POLICY
AND PROCEDURE



Dara School recognises the principles of justice, equity, and fairness as critical in
resolving issues around concerns, complaints, and grievances.

All stakeholders have the right to a safe environment and to be treated with dignity and
respect.

The purpose of this policy is to encourage stakeholders to:
e raise their grievance without fear of victimisation or disadvantage.
e promote the timely resolution of complaints.

e ensure there is a fair process in resolving complaints.

Dara School is committed to maintaining an environment which is trusting, open, and
promotes effective communication between all stakeholders, including students,
parents, staff, and volunteers.

e Privacy and confidentiality — only people directly involved in the grievance, or in
managing it can have access to information about the grievance. Stakeholders
involved within the grievance should not discuss the matter with any other
person subject to any legal requirements for disclosure.

e Fairness — all parties to the complaint will have the opportunity to present their
side of the matter. No assumptions will be made, or action taken until all relevant
information has been collected and considered. All parties will have access to
support if required.

e Freedom of victimisation — all necessary steps are taken to ensure that those
involved in a grievance are not victimised by anyone for coming forward with the
grievance or for helping to manage it. Any victimisation will lead to disciplinary
action.

e Timely —all grievances are dealt with in a timely manner.

Neither the Minister for Education, Training and Skills nor the Department for Education
has any power to directly intervene in any complaints relating to the operations of a non-
government school (Funding Deed).

Complaints may be minor in nature, or readily resolved, and may arise from a genuine
misunderstanding and/or issues relating to communication.

When a matter becomes of concern, the aim is to seek and resolve the complaint in an
informal and polite manner. This is best done through direct communication by and
between parties concerned.

Formal procedures for the resolution of complaints should only be invoked when a
matter is of a serious nature and cannot be resolved by the parties themselves through
informal means.




6.1. Complaints that cannot otherwise be resolved informally or are of a serious
nature may be referred to the principal in writing.

6.2. Assoon as practicable after a formal written complaint has been lodged, a

process will be put in place by the school to investigate the complaint.

6.3. The investigation process in relation to a formal complaint will include:
=  Gathering all relevant information relating to the complaint

Ll Review meetings previously convened to discuss complaint and

outcomes.

Ll Convene additional meetings if required to discuss complaint and

outcomes.

6.4. If a resolution cannot be found, a determination will be made by the school,
based on the investigation, as to whether the complaint will be upheld.

6.5. If the complaint is substantiated or inconclusive, all parties will be notified
formally along with any follow up counselling or other actions.

6.6. Legal obligations relating to child abuse may limit Dara School’s ability to
undertake a comprehensive investigation. This particularly applies to the
mandatory reporting requirements outlined in the Children and Young People
(Safety) Act 2017 (SA). South Australia Police (SAPOL) involvement in some
investigations may also limit the nature and scope of the school’s investigation.

In such cases, the school will seek guidance from SAPOL as to what can or cannot
be done while SAPOL are involved in the matter.

7.1 Generally, the Chair of the School Board and members are not directly involved in the
first instance, except for complaints arising within the School Board itself.

7.2 Inthe instance where a complaint is made about the Principal, a person may feel that the
matter cannot be resolved or raised effectively, therefore they may lodge a formal
compliant to the Chair of the School Board.

7.3 The Chair will expeditiously take all reasonable steps to have the complaint fully
investigated and facilitate a resolution.

Information about complaints can be obtained from three chief sources: witnesses,
other persons with relevant knowledge or information, and written records.

Dara School will keep a record of the complaint which will include the following detail:
e Date when issue was first raised.

e Name of parent(s).




e Name of student(s).

» Detailed statement of concern/complaint including:
o Nature of complaint.
o lIdentity of person(s) involved; and
o Time of allegation.

e Description of the procedures applied and the time frame for reporting on the
outcomes of any investigation.

e Statement of outcomes; and
* Names of staff member(s) handling complaint.

Dara School acknowledges that documents created during the investigation and handling
of a complaint might have to be produced in legal proceedings. Therefore, records will
contain clear and accurate notes of conversations with parents, students, and staff. It is
important that all records are created contemporaneously.

It is critical that all records are appropriately and securely stored. A Complaints Register
is kept and managed by the Principal’s Assistant.

There may be occasions where anonymous complaints are received. There are
limitations to the extent that an anonymous complaint can be investigated. The principal
will determine how to manage these complaints on a case-by-case basis.

It also raises issues in relation to procedural fairness for those who have a complaint
made about them as they have a right to know the particulars of the complaint in order
to be able to respond in an informed manner. The school therefore cannot guarantee
that anonymous complaints can or will be dealt with.

Grievance/Complaint s an expression of dissatisfaction with a real or perceived situation or
outcome. The dissatisfaction may be based on a perception that a
student, parent, or staff member has done something wrong, or failed
to do something he/she should have or acted unfairly or
inappropriately.

Informal grievance a grievance made verbally.
Formal grievance a grievance made in writing.
Support person a person to assist the person to prepare for an investigation

interview and to be with them in the meetings to provide
industrial advice (if attending in that capacity) and to take notes.
They cannot speak on the person’s behalf.

Procedural fairness lack of bias, use of evidence to support decisions, process
directed by procedures, investigation appropriate to the
circumstances and history.

Natural justice ensuring all parties affected by a grievance have a fair hearing
prior to attempting a resolution.




Investigation process  standardised system of enquiries designed to discover the facts
of a series of events. Repeatable, consistent process.

Complainant a person who makes a complaint against another party, alleging
harm by that person.

Respondent a person called upon to issue a response to a communication
made by another, such as a complaint.

School leaders will provide ongoing support and monitoring of the school’s compliance
with this policy.

The Dara School Board of Governance will maintain oversight of the policy’s relevance,
and the policy is to be reviewed every 5 years by the school leadership.

This policy supports criterion 3.9 of the Standards for Registration and Review of
Registration of Schools in South Australia. The school has in place, and implements,
policies and procedures for managing complaints and grievances from students, parents,
caregivers, and the community.

1.3 Mandated Reporting Procedure

3 Against Bullying, Discrimination, Harassment and Violence Policy
23 Privacy and Confidentiality Policy

26 Human Resource Policy

26.1 Staff Code of Conduct Guidelines

30 Partnership with parents Policy

30.2 Parent code of conduct

Funding Deed Between Minister for Education and Child Development and Dara Village
School Incorporated (A42126), dated 18th September 2017, Minister for Education Child
Development Education Centre, 31 Flinders Street, Adelaide, SA 5000

Children and Young People (Safety) Act 2017 (SA) accessed 30 November 2023

Privacy Act 1988 (Cth) accessed 30 November 2023

Education and Children’s Services Act 2019 (SA) accessed 30 November 2023

Equal Opportunity Act 1984 (SA) accessed 30 November 2023




Title

Grievance Policy

Policy Reference Number

04

Responsible for review

School Leadership /Board

Policy approved on

20 June 2017

Policy amended and approved on

20 May 2018

Policy reviewed and approved on

19 February 2024

Policy to be reviewed

September 2028




Procedures exist to provide positive, clear, and effective processes for resolving concerns
between parents and the School. Please see the flow chart below. A complaint becomes
formal once it is taken to the Principal.

1. All concerns are to be kept confidential.

2. Communication and resolution processes should always be based on all parties acting
in good faith, exercising good judgement, being open and honest and focusing on the
issue, not the person(s).

3. Each complaint will be dealt with on its circumstances and merits and any settlement
reached or determinations made through the resolution process will not necessarily
constitute any binding precedent for future or similar cases.

4. Inresponding to a complaint every reasonable effort shall be made to ensure that
natural justice and procedural fairness are afforded to all parties. This means in
practical terms that:

a) All parties are entitled to be heard and treated with respect.

b) All parties should participate fully in the resolution process to achieve an outcome
that is realistic and reasonable.

c) A person who is the subject of a complaint should be informed of the substance of
the complaint and given an opportunity to present their perspective.

d) All parties have a right to seek advice and support. If bringing a support person to
a meeting, this should be advised beforehand as a matter of courtesy.

e) Investigations and proceedings must be conducted fairly, thoroughly and without
bias or undue delay.

f) Parties should provide all relevant, material and information, documents or other
evidence relating to the complaint.

5. All formal discussions and processes involving complaints will be documented.




Flow of Formal Grievance procedure

Make a time to contact
the staff member
concerned
(Meeting or phone)

Gather the facts.
Establish what you
want to achieve

Outline your concerns

Concern resolved

Receive the response. No further action.

Concern
unresolved

Further discussion with Concern resolved
the staff member.

No further action.

Concern
unresolved

Make time to see a Concern resolved
senior staff member.

No further action.

Concern
unresolved

Make time to see the Concern resolved
Principal.

No further action.

Concern
unresolved

Write to the Chair of the Concern resolved
Board/Council.

No further action.
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