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Complaints Policy



The College will seek to resolve complaints informally where possible but acknowledges that in
some cases a person may wish to make a formal complaint.

EXPECTATIONS
Principal

= Will create an online receptacle to hold and register the complaints.

= Will be informed of all complaints listed on the complaints register.

=  Will receive complaints that have been requested for review.

= Will make a final determination on the complaint and inform the complainant and subject of
the outcome.

= Will ensure there is procedural fairness in every investigation of a complaint.

Leadership

= Will receive the complaints that have been triaged for investigation.
= Will oversee the investigation conducted by the Coordinator.

Coordinators

= Will receive the complaints that have been triaged for investigation.

= Will conduct the investigation.

=  Will inform the subject of the complaint, where relevant.

= Will notify the complainant that they are investigating the complaint.

= Records the outcome of the complaint.

= Notifies the complainant and the leadership member of the outcome.
= Resolves and records the outcome of the complaint.

= Manages the process within an anticipated timeframe, where relevant.

= Ensures the process is transparent, that confidentiality is upheld and the outcome is unbiased.

Teachers/Support Staff

= Will accept complaints without bias.

= Will log the complaint on the complaints register.

= Will request the complaint is put in writing or records the complaint.

= Clarifies the complainant wishes to lodge the complaint formally.

= Asks the complainant what action they are seeking.

= Triages the complaint by determining the best person to direct the complaint to.
Students

= Will direct complaints to the relevant Coordinator.

General
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= All complaints will be handled confidentially.

= Prior to 6 January 1984, complaints can be directed to the Sisters of the Good Samaritan.

= Anonymous complaints will be considered carefully and responded to appropriately, where
possible.

= The complainant will be informed about progress, the reasons for any decisions and the
outcomes that will be implemented.

= The College is committed to reviewing recurring/common issues arising from complainants
and report annually on the complaint trends and resolutions.

= The College may access other complaint handling org
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PROCEDURES

Complainant brings complaint to staff member
via phone, email, writing or face-to-face

Staff member:
details of the complainant and the nature of the complaint
Child Protection Policy)

= Asks the complainant what action they are seeking
= Forwards the complaint to the relevant authority

= Logs the complaint in the complaints register, recording the name and contact
= Determines if this is a Child Protection concern — escalate to the Principal (refer to

= Requests that the complaint be put in writing or records the complaint
= Clarifies with the complainant if they wish to lodge a formal complaint
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Business Manager: KLA Coordinator:; Year Coordinator:
= Accepts complaints = Accepts complaints = Accepts complaints
relevant to support staff, relevant to teaching and relevant to student
College site and business learning wellbeing
transactions
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= Investigates the complaint received
misconduct, criminal conduct

= Records the investigation
= Informs the Principal/Assistant Principals of the complaint

relevant
= Records the outcome of the complaint
= Notifies the complainant of the outcome

= Refer to a specialist area if the complaint is about Child Protection, corrupt conduct,

= Notifies the complainant that they will be determining an outcome

= Notifies the subject of the complaint of the complaint and its outcome, where

Principal:

determination
= Reviews and, if necessary, further investigates the complaint

= Notifies the complainant of the outcome

= Receives a complaint or receives a request to review a prior complaint

= Records information of the complaint and records the outcome of the complaint
= Notifies the subject of the complaint and the outcome, where relevant
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APPENDICES
The Complaints Policy works in conjunction with:

= Child Safe Standards
= Children’s Guardian Act 2019

and the following College policies:

= Personal Protection and Respect Policy
= Child Protection Policy

= Work Health and Safety Policy

= Grievances and Disputes Policy

= Parent-College Partnership
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