Queensland College of Teachers Service Charter

At the Queensland College of Teachers (the College) we are constantly striving to improve our
service and strengthen relationships with our stakeholders. This Service Charter not only
explains who we are and what we do, it details our service commitments and offers advice on
how you can assist us to meet these commitments.

All staff members share the responsibility to maintain high standards and we encourage you to
provide feedback on our performance.

WHO WE ARE

The College is a statutory authority, funded by the teaching profession. It was established by
the Queensland Government on 1 January 2006 under the Education (Queensland College of
Teachers) Act 2005.

The College comprises the Board of the College and the Office of the College.
The purpose of the College, as outlined in our Strategic Plan is to:

¢ promote the importance of teaching as a highly valued and ethical profession;

C regulate entry to and ongoing membership of the profession;

¢ develop and apply professional standards and codes of practice for teachers that reflect
the values, needs and expectations of teachers, students, other educational
stakeholders and society; and

¢ approve and monitor preservice teacher education programs.

WHAT WE DO

The Office of the College contributes to the purpose of the College in a wide variety of ways,
including:

¢’ promoting the teaching profession;

¢ approving and monitoring Queensland preservice teacher education programs;

€ receiving and assessing applications for teacher registration or permission to teach;

€' ensuring ongoing eligibility for registration or permission to teach by approved teachers;

€' maintaining a register of approved teachers;

¢ addressing complaints against teachers where there is a ground for discipline;

¢ conducting investigations into the conduct of approved teachers;

¢ managing disciplinary matters referred to disciplinary committees;

¢ monitoring compliance with the Act and disciplinary orders; and

O  identifying and undertaking research relevant to the work of the College and the

profession;

Further information about the College and its work is published on our website.
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WHAT YOU CAN EXPECT FROM US

The College is committed to:

C

C

C

dealing with all stakeholders in a friendly, courteous, respectful and professional way;
acknowledging that each enquiry is specific and individual;

responding to all enquiries and complaints about our services courteously and
efficiently;

referring enquiries we cannot assist with to the appropriate service area within the
Office of the College or to an external organisation where possible;

respecting privacy and the confidentiality of information provided;

having staff identify themselves and providing their contact details, where appropriate;
answering phone calls promptly and ensuring that unattended phones in key service
areas are redirected or provided with a voice mail service;

communicating in plain English or by other means relevant to the needs and diversity of
our stakeholders;

establishing and defining standards for our most commonly occurring service situations;
applying policies and procedures consistently and equitably, providing stakeholders with
reasons for the College’s decision;

monitoring and reviewing our services and performance;

developing staff who are valued, skilled, motivated and knowledgeable about our
functions, policies and procedures;

adhering to natural justice principles; and

ensuring policies and procedures comply with all relevant statutes e.g. Privacy

Principles, Freedom of Information Act, Anti-discrimination Act.
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HOW YOU CAN ASSIST US TO MEET OUR STANDARDS
You can assist us in serving you more effectively by:

¢ providing the information relevant to your enquiry, including identification or reference
number, in an accurate and concise manner;

C ensuring any changes to personal or professional circumstances are provided
accurately and promptly;

C'  treating staff courteously and with respect;

C contacting the officer nominated on any correspondence;

C making an appointment to discuss complex enquiries or to speak to a specific staff
member;

¢ advising of any special needs you may have;

¢ providing accurate, complete and certified documentation and information, when
requested, within the specified timeline;

¢ acknowledging timeframes required to process applications and respond to your
enquiries; and

€' providing constructive feedback on our services.

COMPLIMENTS AND COMPLAINTS

The Office of the College is committed to improving our performance and actively encourages
all stakeholders to provide feedback, to ensure we are meeting the service commitments
detailed in this service charter.

If you wish to make a suggestion about how to improve our service or compliment us on our
service delivery, please do not hesitate to contact us. Feedback can be provided informally or
formally.

For the purposes of the College’s Service Charter, a complaint is an expression of
dissatisfaction with a decision (outside a structured process), level of service or behaviour of an
employee of the Queensland College of Teachers.

The College also has a formal complaints process and review processes for issues related to
professional standards, professional conduct and compliance specified by the Act regulating
the teaching profession. Information regarding these processes is available on the College’s
website.
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DEALING WITH COMPLAINTS

The College will take all complaints seriously, treat all parties to a complaint with impartiality
and confidentially and will respond promptly.

If you are dissatisfied with our service and believe that the issue cannot be resolved by the staff
member you are dealing with, contact the manager responsible for the service. Should you still
be dissatisfied please contact the Director, giving full details of the complaint.

At any time you may take your complaint to a body which is external to the College, such as the
Queensland Ombudsman, a Member of the Legislative Assembly or the Minister for Education,
Training and the Arts.

MONITORING OUR PERFORMANCE

We will regularly review our Service Charter, in conjunction with other key performance
measures and ensure it remains relevant and accurate. Our performance in maintaining these
service standards will be reported in the College’s Annual Report.

Clients, staff and other stakeholders will be invited to contribute to these reviews. Compliments
and complaints received by the College will also be used in the review process.

CONTACT US

Queensland College of Teachers
Level 10, Sherwood House

39 Sherwood Road

(PO Box 389)

TOOWONG QLD 4066

Toll Free (only in Australia):..... 1300 720 944

Telephone +61 7 3377 4777
Fax: +61 7 3876 7248
Email: enquires@qct.edu.au
Website: www.gct.edu.au

The College website includes answers to a series of Frequently Asked Questions which may
provide you with further information.
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