Definitions

Actionmeansanyactbigor smalltakento rectify a problem.
Complainiis an expression of dissatisfaction with the organisation. It may be about staff, services, activities,
piib des treatmobatidasdbatkequires a resolution or response. Where no resolution is required, the complaint

ExternalStakdnoldersare those outside of Alesco Secondary College who are indirectly affedted by

decisions and outcomes. This can include students, parents/casgg@eernment agencies, members of
the public and community groups.

Levell complainiis definedasthe provisionof informationto the Head of Campus






1.21 If the complaint will take in excess of 60 calendar days to finalise Alesco Secondary College will
inform the complainanin writingprovidingthe reasons why morthan 60 calendardaysare
required. The complainant will also be provided with regular updates on the progress of the
complaint.

1.22 Victimisatiorof complainantsyespondent®r anyoneoneelseinvolvedin the complaintresolution

process will not be tolerated.

2. Level 1 Complaints

2.1 External stakeholders can raiseoanplaintwith the Head of Campus via emalil, text, phone or
conversation.

2.2 Head of Campus is responsible for responding to the matter and ntakitagt notes in the Student
Management System.

2.3 Where aHoC is unable to satisfactorily resolve a level 1 complaint, the matter may be escalated to a
level 2 complaint.

3. Level 2 Complaints

3.1 External stakeholders can raise a complaint by emailing eiheplaints@atwea.edu.aar
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In all Policies and Procedures “Atwea” should be taken to mean “Workers Educational Association — Hunter” and all its associated trading names unless otherwise specified.


mailto:complaints@atwea.edu.au
mailto:principal@atwea.edu.au
mailto:ceo@atwea.edu.au
https://www.nsw.gov.au/education-and-training/nesa/registration-and-compliance/non-government-schools/complaints
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-1990-008




