
        

CONCERNS AND COMPLAINTS POLICY 

Managing and Recording Complaints 

Definitions 
A complaint is an expression of dissatisfaction with a real or perceived problem. 
A concern is an expression of a worry. 

Any member of the school community (parents, staff and student) is welcome to raise 
a complaint or concern about what they consider to be unfair or inequitable 
treatment relating to themselves, their employment, a child in the school, or another 
member of the wider community associated with the school.  

A complaint may be made if an individual believes that the school has: 
• Done something wrong; 
• Failed to do something it should have done; 
• Acted unfairly or improperly; or 
• Ignored their concern. 

A complaint may be made about: 
• The school as a whole, or a particular department or faculty within the 

school; 
• A member of the school community; 
• A member of staff; or 
• A particular practice or action undertaken, or not undertaken. 

Aim 
The School’s aim is: 

• To resolve complaints in a fair, equitable and prompt manner; 
• To clearly identify a process to be followed to resolve complaints; and 
• To minimise the effect of a complaint for the individuals concerned, as well 

as on the operation and level of service being provided by the school.  

Key Principles of Handling Complaints 
• Resolution of the matter is to be sought. 
• The school is to be open to the concerns of staff, parents and pupils. 
• Complaints are to be received in a positive manner. 
• Confidentiality is respected and maintained so far as is possible. 



• Schools are not obliged to give complainants explicit information on what 
action has been taken, but rather provide an assurance that action has 
been taken. 

• Staff, parents and pupils can expect to be taken seriously and can approach 
any member of staff about their concerns. 

• Concerns are dealt with as quickly as possible, and those who have raised 
them are kept informed of progress within a given timeframe. 

• It is not acceptable for complainants to receive adverse treatment because 
of their complaint. 

• Clear confidential files and a log are kept in Principal’s office, on student 
files and on the school server. 

• Staff training covers the handling of complaints. 

Fair Process 
Fairness, which must be accorded to both the complainant and the person against 
whom the complaint is made, requires that: 

• Each party has an opportunity to be heard, in person or in writing as 
appropriate and to respond to the allegations and/or evidence offered by 
the other; 

• Issues or facts which are disputed are investigated; 
• The investigator is free from bias or the perception of bias and, in 

particular, is not ‘judge in his or her own cause’; 
• Any complaint outcome is supported by the evidence, necessitating a 

finding on the balance of probabilities in the event of a dispute of fact; 
• The complaint outcome is finalised by an adjudicator, who may also be the 

investigator, who is free from bias or the perception of bias; 
• The outcome is consistent with established school policy. 

Principles of Natural Justice 
The following principles of natural justice apply to all members of our school 
community: 

• Anyone associated with the grievance must have the opportunity to put 
forward their case and have it considered unless advised otherwise by law 
enforcement agents; 

• The individuals concerned must be made aware of any allegation/s made 
against them and those to whom the allegation has been directed must be 
given the opportunity to comment unless advised otherwise by law 
enforcement agents; 

• No individual should suffer victimisation as a result of accessing the 
grievance resolution process; 

• Any records held in relation to the grievance resolution procedure are to be 
held in a confidential file in the Principal’s office and/or placed in the 
appropriate student’s file if appropriate; 

• Where necessary, an external authority such as the Department for Child 
Protection, AISWA, an Industrial Body or the Western Australian Police 
Service must be sought for advice or for immediate action; 
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• Actions and procedures associated with a complaint and the associated 
process should always be reviewed.  

Procedures 
In seeking a resolution to a grievance, either an informal or formal process may be 
undertaken.  If possible however, grievances should be resolved as informally, and as 
quickly, as possible by the people directly involved. Procedures need to be flexible in 
order to handle both formal and informal complaints. 

The grievance procedure, whether informal or formally handled, is completed once 
the parties concerned reach a mutually agreed solution, or a decision is reached.  
A grievance and complaints folder will be maintained by the school for review. 

Complaints to the Director General 
Where complaints have been submitted to the Director General, the complainant 
may be referred to the school’s complaints policy for resolution through the 
published procedures, if that process has not already been followed. Information 
received by the Director General in connection with a complaint will be 
evaluated and actioned as follows: 
• If a child abuse concern is raised the matter will be immediately referred 

to the Department for Communities (Child Protection and Family Support 
division) and Western Australia Police Force; 

• If another child wellbeing matter is raised it may be referred to a relevant 
agency under the Department’s information-sharing protocols; 

• If possible teacher misconduct or incompetence is raised it will be referred 
to the Director, Teacher Registration for appropriate action; 

• If a non-compliance with a standard or other requirement is alleged, 
including this standard, the Director General may inquire into whether the 
school is observing the standards and other requirements.  

The Director General does not have the power to resolve a complaint or 
determine the outcome of a complaint made to a school. The Minister has a 
power under the Act to review a decision as to an individual student (s.223). The 
Minister may, but is not obliged to, conduct a review under this section. Where 
complaints have been submitted to the Minister, the complainant may be 
referred to the school’s complaints policy for resolution through the published 
procedures, if that process has not already been followed. 
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PVS gives consideration to the following when dealing with student complaints and 
grievances (adapted from the Commissioner for Children and Young People’s 
guidelines): 

• Students are acknowledged and respected as service users; 
• Students are made aware of their right to make a complaint by means and 

in language which takes into account their age, language background or 
other relevant factors; 

• Students can choose how to make a complaint, including speaking to 
someone face-to-face; 

• The school creates opportunities for students to give feedback and discuss 
their experiences; 

• The complaints process and possible outcomes are outlined in a publication 
or publications which are developmentally suitable for and appealing to the 
students of the school, including by illustrations or other visual material; 

• The school enables an advocate to complain on behalf of a student and, 
when that occurs, makes sure the student can participate directly to the 
extent he or she wishes; 

• Students are provided with an advocate, independent from the complaint 
investigation and management process, when they do not have one; 

• A student’s complaint is promptly acknowledged; 
• Staff handling students’ complaints, and those reviewing the outcome of a 

complaint, have training in working with children; 
• Understanding, helpfulness and responsiveness is demonstrated towards 

student complainants; 
• Students’ understanding of information provided about the complaints 

process is checked; 
• Student complainants are given choices about how they wish to be kept 

informed about the progress of their complaint; 
• The policy provides confidentiality and obtaining the student’s consent in 

relation to the complaint; 
• Student complainants are made aware of the limits of confidentiality as the 

process progresses; 
• Staff are trained in the school’s complaints procedures, particularly as they 

apply to student complainants. 

The school will periodically review the child-friendliness of the complaints policy.  

Distribution Internal/ External

STUDENT COMPLAINTS PROCEDURE 

!  4



Student complaints raising potential child wellbeing concerns are prioritised and 
brought to the attention of the principal, and if necessary, referrals to appropriate 
authorities will be made as a result of a complaint (for example, to the Western 
Australia Police Force or the Department of Communities Child Protection and 
Family Support division). 
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