Dealing with Complaints
Aim:

To resolve conflict between parents and staff and / or committee members.

Procedure:

Parent Complaint against staff member
· When a parent has a grievance with a staff member or something to do with the care of their child, the complaint is to be reported verbally or in writing. If the grievance is of a serious nature the grievance should be put in writing. The complaint should be reported to the director immediately.

· The Nominated Supervisor will ask the parent what solution they are looking for.

· The Nominated Supervisor will speak to the staff member involved and ask them to:

· Advise if they were aware of any grievances, if so

· State the nature of the problem

· Advise of the possible causes

· What they believe should be done to rectify the grievance

· The Nominated Supervisor and staff member will try to come up with a solution to the grievance.

· The Nominated Supervisor will report back to the parent with this solution. The Nominated Supervisor is to receive feedback from the parent and if they are happy with the suggested outcome the grievance will be resolved.

· If the parent is not happy with the suggested solution then a meeting will be organised with the staff member, parent, Nominated Supervisor and an executive committee member attending.

· Each person will have the opportunity to speak without interruptions. This meeting will be held with fairness, consistency, objectivity, confidentiality and patience.

· The Nominated Supervisor will seek clarification of each person’s ultimate goal regarding the conflict, which in turn will generate alternative solutions and formulate actions to solve the grievances.

· The parent and staff member will agree on a solution after weighing up the advantages and disadvantages of the solution.

· The Nominated Supervisor and committee member will both have to agree on this solution and this will be put into writing and both parties will sign to say they agree on the outcome.

· If no agreement can be reached, the matter will be handed over to the Executive management Committee and decisions involving both conflicting parties will be made.

Parent complaint against committee member

If a parent has a grievance with the committee it is to be put in writing and given to the president of the management committee. An executive committee meeting will be arranged to discuss the grievance. The parent with the grievance may also be invited to the meeting. Resolution of the grievance occurs through a process of negotiation.

Note: Any complaint made by a the parent of a child, about the conduct of the service, the management committee must (unless the complaint is of a trivial nature) must be reported to the Early Childhood Directorate via the ACECQA  NQA IT system online. Approved: Aug 2006, Reviewed: Aug 2009
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