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1.0
POLICY


Ensure that all problems are routinely reported, so that the need for any immediate corrective action can similarly be considered and implemented.


To investigate the cause of grievances and problems, analyse processes and records to detect and eliminate causes, initiate preventive action, apply controls and implement and record changes resulting from corrective or preventive action 

To ensure that problems and grievances are raised and resolved in a fair and respectful manner free from retribution. 

2.0
SCOPE


All situations and operations where grievances or problems may occur.


All occurrences, including system changes, where opportunities for improvements are suggested, preventive action is recommended or long-term corrective action is required to be undertaken.


Identify risks.  

3.0
PROCEDURE

3.1
Complaints, Corrective & Preventive Action and Opportunities for Improvement 

3.1.1
All personnel shall raise an Improvement Notice in the following circumstances:

· Receipt of a complaint;

· An internal problem occurs due to a persons’ failure to comply with internal management operation procedures;

· A staff member feels that they have a grievance or problem that should be formally recorded and 
     advised to Management;

· Potential hazards within the workplace;

· The need to eliminate the cause of a potential problem is identified;

· An opportunity for improvement is identified;

· A particular grievance/problem continues to occur thereby indicating a possible system failure;

· A system fault is identified with existing approved procedures that may be deficient;

· Survey results dictate a need for corrective action;

· Details of any documents or forms that may require amendment.

3.1.2
In each of the above circumstances, this procedure shall be implemented in full.

3.1.3
The Improvement Notice shall detail:

· The opportunity for improvement of the potential problem;

· Identification of the plan to overcome the identified problem;

· Details of how the improvement or preventive action shall be initiated;

· Identify controls that are required to ascertain effectiveness; and

· Details of any documents or forms that may require amendment.

3.2
Reporting

3.2.1
Improvement Notices are available at the office and to all staff.

3.2.2
When a grievance or problem is identified, the appropriate staff member shall raise an Improvement Notice.

3.2.3 The staff member shall pass the Improvement Notice to the Principal to be registered in the Improvement Notice Register.

3.3
Review and Disposition

3.3.1
On receipt of an Improvement Notice, the Principal shall review the notice with appropriate personnel to ascertain immediate corrective action.

3.3.2 Immediate action may include (but not be limited to): 

· Meeting with the appropriate staff and/or student and/or family to resolve a problem;

· Undertaking a risk management process (section 12 of this manual);

· Enacting the Child Protection Policy (section 7 of this manual);

· Referral to the Board;

· Advising complainant of alternative independent organisations that can assist with the grievance.

3.3.3
The approved short term corrective action shall be recorded on the Improvement Notice by the reviewer or designate.

3.3.4
On completion of approved short-term corrective action, the Improvement Notice shall be securely stored in the Complaints Register and reported to the Board.

3.4
Review by the Board of Governance 

3.4.1 The Board shall review each completed Improvement Notice at their monthly meeting to ascertain: 

· Type of improvement recommended;

· Ensure complaints have been actioned;

· Individual and/or universal problems;

· Closed out status;

· Effectiveness of short term corrective action.

3.4.2 The Principal shall ensure that any personal and/or sensitive information will not be presented to the Board as part of their review role.

3.4.3
When appropriate, approval of the actions indicated in the Improvement Notices shall be made after discussion with the Board of Governance.
4.0
DOCUMENTATION


Improvement Notices


Improvement Notices Register
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