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Foreword

All complaints received by an officer either by verbal or written means must be saved in TRIM using these procedures.

Storage and archiving of complaints

It is a requirement of the CMR-PR-001: Complaints Management - State Schools procedure that a record will be kept of each complaint received by a school, the region or department. Complaints are stored electronically within TRIM. There are seven regional complaint containers in the TRIM Corporate File 20/23/720.

Each complaint record may contain a number of records received that relate to the complaint. Records might be verbal (Record of Complaint), written (letters, faxes or emails) or file notes saved in TRIM by staff.

A complaint record can be linked or associated with other records in TRIM. For example, a complaint may be received by telephone and logged in TRIM. When actioning this complaint an officer may identify a child protection issue and subsequently refer the complaint to the relevant Central Office/Regional work unit. The original complaint can be linked to additional records in TRIM that sit within another unit.

Right To Information

Under the Right to Information Act 2009 (Qld) (RTI) is the department's commitment that information held by DET should be released to the public administratively as a matter of course or with formal application under the RTI Act. This makes good recordkeeping in TRIM an important aspect of the work of all public servants.
Verbal (telephone or face to face)

Opening Stage:

1. Record all relevant information, including details of the complaint in Record of Verbal Complaint template. 
2. To save the document use ‘save as’ and name the document by: 
Region name - School name - Complainant name.

3. Select the following options (highlighted by italics) from each field in the save as document window in TRIM:
· Incoming Correspondence to Department

· Document type - External correspondence
· Author - enter complainant’s name
· Addressee - Executive Director (School Operations)
· Responsible action officer - Regional Director (RD)
· Issue - Complaint - type of complaint
· Container - see Corporate File 20/23/720
· tick the Enclose box

· action access controls if necessary to include the region, the Ministerial and Executive Services Unit (MESU) and Office of Education Queensland (OEQ) as a minimum

· Select OK.
4. Record the TRIM reference number and ensure that it is noted on the saved document.

5. Ensure the TRIM record is checked in and add instructions in TRIM notes, if necessary, for the action officer.

Action Stage:

6. Move the TRIM record electronically to the Regional Executive Services Officer (RESO).

7. The RESO should move the TRIM record to the identified complaints officer in the Region for action.

8. The complaints action officer should save the complaint in their TRIM Work Tray to monitor actions and for follow up and closure.

9. All staff are to ensure that any additional correspondence that is related to the complaint or complainant is saved within the container of the original complaint.

Closing Stage:

10. Detailed information must be recorded in TRIM notes by the complaints action officer regarding progress with each stage of the complaint management process.

11. Final approval must be provided by the RD and recorded in TRIM notes.
12. TRIM notes are updated to indicate the complaint is finalised with the complaint record then enclosed within the complaints container.

Complaints Management Flowchart

Region and Central Offices

Action Stage





Closing Stage





Opening Stage





Records associated with the complaint are stored in TRIM








Complaint moved to Region or Branch








Senior officer approves content of the response and the complaint is finalised








The complaint is managed by a nominated action officer








Log complaint into TRIM

















Incoming complaint received


(verbal or written)











Uncontrolled copy. Refer to CMR-PR-001: Complaints Management at http://education.gov.au/strategic/eppr/community/cmrpr001/  for master
                                                                                                                                           TRIM 10/388118     Page 2 of 3


