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Wirreanda Public School Complaints Procedure

Addressing Concerns and Complaints

Procedure for Raising and Resolving Concerns

At Wirreanda Public School, we are committed to working with parents and carers to address
concerns in a respectful, timely and fair manner.

Our procedures align with the NSW Department of Education Complaints Handling Policy and
the School Community Charter to ensure concerns are managed consistently and
appropriately.

The school will aim to resolve concerns in a timely, respectful and fair manner.

The school may require concerns to be addressed through scheduled meetings rather than
email or messaging where the matter is complex or ongoing.

Parents and carers are encouraged to follow the process below so that concerns can be
addressed at the most appropriate level.

Step 1- Raise the concern with the appropriate person

e |In most situations, concerns should be discussed with the relevant staff member,
usually the class teacher, as soon as possible.

e Please provide clear and accurate information so the matter can be understood and
addressed.

e Ifthe concern relates to a whole-school matter, the school office can assist in directing
the concern to the appropriate staff member.

Step 2 - Discussion and initial resolution

e Staff will listen to the concern and discuss possible ways to resolve the matter.

¢ Additional information may be requested to ensure the situation is fully understood.

e Wherever possible, concerns will be resolved informally while considering the wellbeing
of all students and staff.

Step 3 — Referral to school leadership
If the concern is not resolved, or requires further support:

e Contact the Assistant Principal.
e If required, the matter may be referred to the Deputy Principal or Principal.
¢ A meeting may be arranged to discuss the concern in more detail.


https://schoolsnsw.sharepoint.com/sites/WirreandaExecutive/Shared%20Documents/Policies/1.Current%20Policies/Community%20complaint%20procedures
https://education.nsw.gov.au/public-schools/going-to-a-public-school/school-community-charter
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Step 4 - Formal complaint
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If the concern remains unresolved after following the steps above:

e A formal complaint may be submitted in writing via the school email:
wirreanda-p.school@det.nsw.edu.au

e The Principal, or their delegate, will review the concern and determine an appropriate
course of action.

e A response will be provided outlining findings and recommendations.

Step 5 - Department of Education support

If the matter cannot be resolved at the school level, parents and carers may contact the NSW
Department of Education.

Information about the Department’s feedback and complaints process can be found at:

https://education.nsw.gov.au/your-feedback

You can ask a question or raise an issue by contacting the school directly or through the
department's online complaint form.

How the school responds to concerns

When a concern is raised, the school will follow a consistent process to ensure the matter is
managed fairly and respectfully:

Acknowledge the concern.

Gather relevant information.

Consider Department guidelines and school procedures.
Determine an appropriate course of action.
Communicate with those involved.

Work towards a fair and reasonable resolution.

Follow up where required.
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Anonymous complaints may not be able to be investigated where there is insufficient
information to allow the matter to be properly considered.

All communication must remain respectful and in line with Department of Education
expectations.

Review

This procedure will be reviewed annually or as needed in response to Department of
Education changes or school community feedback.

Updated February 2026.
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