Make a complaint about a state school

There is a 4-step process to help you and the school reach an outcome that is in the best
interests of your child. You must go through each step before progressing to the next.

The 4 steps are:

Discuss your complaint with the class teacher*.

Discuss your complaint with the principal or their delegate.
Contact your regional office.

Request an independent review.

PonE

*You should speak directly to the principal if your complaint relates to general school matters
or school policy.

1. Discuss your complaint with the class teacher

Most complaints should be resolved at the local level. The teacher will make a record of your
complaint and report your meeting and any outcomes to the school principal.

Contact the school to make an appointment with your child's teacher. School contact details
are available by phoning 13 QGOV (13 74 68) or searching the schools directory.

2. Discuss your complaint with the principal or their delegate

If you can't resolve your concerns after speaking to your child's teacher you can raise your
complaint with the school principal. The principal, or their delegate, may also be able to help
you and the teacher resolve the problem if you weren’t able to after your initial discussion.

Complaints to the principal can be submitted in person, by telephone, in writing or via email.
School contact details are available by searching the schools directory or phoning 13 QGOV
(13 74 68).

3. Contact your regional office

If you have not reached a resolution through steps 1 and 2, you should contact your regional
office.

You can lodge your complaint by telephone or in writing.
Your complaint should outline the steps you have taken to resolve the issue and include your
full name and address. You should also sign and date it. It is a good idea to keep a copy of

any correspondence for your own records.

Your name and the nature of your complaint will be sent to the principal of your school.
Regional office staff will then work with you and your school to seek a resolution.

Anonymous complaints will only be acted on if enough information has been provided to
allow for follow-up with the relevant school principal.

4. Independent review
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If your issue has still not been resolved through the above process, you can lodge your
complaint with the Queensland Ombudsman.

Contact details are available on their website.

Employee misconduct

The Ethical Standards Unit manages complaints about misconduct by all employees of the
Department of Education and Training (including state school staff).

To make enquiries and/or seek advice about making a complaint, contact the Ethical
Standards Unit on (07) 3055 2950 or email ethicalstandards@dete.qgld.gov.au.

How do | make a complaint?

Contact the principal to lodge your complaint if it concerns any alleged wrongdoing or
student harm matter involving state school staff. The principal will then refer it to the Ethical
Standards Unit for assessment and consideration.

If your complaint concerns the principal, lodge it with the principal's supervisor at the
regional office. They will then refer your complaint to the Ethical Standards Unit for
assessment.

You can also:

e email ethicalstandards@dete.qld.gov.au

e call (07) 3055 2950

e post a letter to the Director, Ethical Standards, Department of Education
and Training, PO Box 15033 City East QLD 4002

e send a fax to (07) 3055 2996

e contact the Crime and Misconduct Commission.

What information should | include?

When you make your complaint, you should include:

e your name and contact details (complaints may also be made anonymously)

o the name and workplace address of the employee you are complaining about

e a brief summary of your complaint including the names of the parties involved (if
known)

e any other information you believe may assist in the assessment of your complaint.

Read more about the misconduct complaints process.

Feedback
Feedback from parents and the community is welcome.

To provide feedback about Queensland state schools:

e contact your school—school contact details are available by phoning 13 QGOV
(13 74 68) or searching the schools directory.

Complaints about non-state schools
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All complaints about non-state schools should firstly be made to the principal of the school
and/or the school’s governing body.

Non-state school contact details are available in the schools directory.

For further advice about making a complaint or to find out the contact details for a governing
body:

e phone 13 QGOV (13 74 68)
o email officeofnonstateeducation
@dete.qgld.gov.au.

State schools complaints procedure

Read the procedure we follow to deal with complaints about Queensland state schools.

School-run services

Complaints about services that are run or managed by the Parents and Citizens Association
(P&C) at your school (e.g. after-school care or the tuckshop) should be sent to the P&C.
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