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Concerns or Complaints

At Umina Beach Public School, we aim to create a positive culture that encourages feedback and
open discussion. We recognise that there may be times when a parent/carer or member of the
community may wish to seek further understanding about school practices, procedures or policies
or may wish to raise a concern or complaint. We recognise that our community have a responsibility
to be heard and have their concerns genuinely considered. We seek to respond to concerns
promptly with a focus on successful, positive resolution.

Important information:

e Community members can raise their concerns in person, by telephone, email or via the
online complaint, compliment, and suggestion form.

e |n addressing your complaint, you can expect to feel supported, heard and valued. Our team
are committed to addressing issues or concerns with respect, and a focus on resolution.

e Raise your concern as soon as possible, outlining your concern politely and respectfully.
Provide details of your concern, including any relevant and available information about the
situation and outline the outcome sought.

e The principal will assess the nature and seriousness of the concerns and may delegate the
management of a complaint.

e The principal or delegate will seek to identify and understand the concerns raised, clarify
expectations, explain resolution processes, and provide information about the expected
timeframe.

e As aguideline, your complaint should be acknowledged within 3 business days, finalised
within 20 business days, and followed up within 20 days of being finalised.

e When determining an outcome to a complaint, the principal or delegate will provide clear
reasons for their determination, reinforcing a positive feedback culture that encourages open
communication about concerns with respect and a focus on resolution.

e Where required, the principal will determine the best options for addressing any related
concerns or issues and make decisions in relation to reviewing or amending any related
school policy, procedure, process, or system.

e After the complaint outcome is communicated, you can request a review of the handling of
the complaint by contacting the Director, Educational Leadership on 4357 5300.

Expectations for Respectful Communication:

We believe that respectful communication is essential for fostering a positive school community.
We ask that all interactions, whether in-person, via email, or on social media, remain constructive
and courteous. Please keep in mind that every member of our school community deserves to be
treated with respect and kindness. If you have concerns or complaints, we encourage you to
address them directly and respectfully.

For any questions or further assistance, please contact the school office.
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