
 

Document Name: Concerns, Complaints and Disputes Policy  
Revision Date: 12/03/2026 1 of 4 Next Review: S1, 2027 

 

 

Purpose 
Kerry Street Community School is committed to maintaining a respectful, collaborative and responsive 
community where concerns can be raised and addressed constructively. 
 
This policy ensures that concerns, complaints and disputes raised by students, parents/carers and 
members of the school community are managed in a fair, timely and transparent manner. The policy 
supports early resolution of concerns where possible and provides clear processes for escalation when 
required. 
 
The school aims to resolve concerns respectfully while maintaining the wellbeing, safety and dignity of all 
members of the school community. 

Scope and Application 
This policy applies to concerns, complaints and disputes raised by the following people, both on school 
grounds and during offsite school events or activities:  

A. Students 
B. Parents/Carers 
C. Volunteers 
D. Visitors to the school 

Staff employment matters are managed separately through the school’s staff grievance processes.  

Responsibilities  
A. Board 

1. Endorse and review this policy.  
2. Monitor the effectiveness of the school’s complaints management processes through 

anonymised reporting.  
3. Consider complaints relating to the conduct or actions of the Principal.  
4. Ensure the school maintains appropriate governance and oversight of complaint management 

systems.  
 

B. Principal 

1. Oversee the implementation of this policy and associated procedures. 

2. Ensure concerns and complaints are managed fairly, respectfully and in a timely manner.  

3. Promote early resolution of concerns where appropriate.  

4. Ensure complaints are recorded, investigated and resolved in accordance with the school’s 
procedures.  

5. Maintain a confidential complaints register. 

6. Monitor patterns of concerns or complaints to identify potential systemic issues and support 
continuous improvement.  

7. Report significant or recurring issues to the Board where appropriate.  

8. Ensure appropriate review processes are available where concerns or complaints remain 
unresolved.  
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9. Ensure complaints involving child safety concerns are managed in accordance with the Child 
Safety and Wellbeing Policy and relevant reporting obligations.  

C. Employees and Volunteers 
1. Respond to concerns respectfully and professionally.  
2. Attempt to resolve concerns at the earliest appropriate level where possible.  
3. Escalate concerns to leadership where resolution cannot be achieved or where the matter is 

serious.  
4. Follow the Concerns, Complaints and Disputes Procedures.  
5. Maintain confidentiality and professional boundaries during complaint handling processes. 

 
D. Parents/Carers and Community Members 

1. Raise concerns respectfully and in a timely manner.  
2. Follow the school’s Concerns, Complaints and Disputes procedure.  
3. Provide relevant information to assist the school to consider and respond to the matter.  
4. Treat staff, students and other members of the school community respectfully throughout the 

process.  
 

E. Students 
1. Tell a trusted adult at school if they have a concern or feel something is not right.  
2. Raise concerns respectfully where they feel safe to do so.  
3. Participate honestly in conversations that aim to resolve concerns or complaints 
4. Seek support from a trusted adult or support person if they need help raising a concern.   

Procedural Fairness 
Kerry Street Community School is committed to complaint handling processes that are impartial, respectful 
and procedurally fair. The school will ensure that: 

 Concerns and complaints are considered on their merits 
 Conflicts of interest are identified and managed  

 All parties are given an appropriate opportunity to be heard 
 Decisions are made without bias and based on relevant information 
 Review processes are available where a complaint remains unresolved. 

Recordkeeping and Monitoring 
The school maintains secure records of concerns and complaints in accordance with legislative, privacy and 
record keeping requirements. 

Complaint information may be reviewed periodically to identify patterns, systemic issues and opportunities to 
improve school practices. 

Director General of Education 
The Director General of the Department of Education is responsible for ensuring that the school observes 
the registration standards, including the standard about its complaints handling system. 

Students, parents/carers or members of the school community may contact the Director General if they have 
concerns about how the school has managed a complaint. 

Information about the Department of Education’s complaint process is available on the Department’s website. 
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Related Legislation  
A. Disability Standards for Education 2005 (Cth) 

B. Equal Opportunity Act 1984 (WA) 

C. Privacy Act 1988 (Cth) 

D. School Education Act 1999 (WA) 

E. School Education Regulations 2000 (WA) 

F. Working with Children Act 2004 (WA) 

Related Policies and Procedures  
A. Concerns, Complaints and Disputes Procedures  

B. Child Safety and Wellbeing Policy 

C. Community Engagement and Communication Policy 

D. Data and Information Management Policy 

E. Human Resource Management Policy 

F. Codes of Conduct 

G. Enrolment and Fees Policy 

Definitions 
A. Complaint – an expression of dissatisfaction made to the school about its services, decisions, actions, 

or those of its staff, or about the complaint management process itself.   

B. Concern – an expression of dissatisfaction made to the school. Non-Government School Regulation 
(NGSR) considers that, in the spirit of the provision of a safe school environment, the expression of a 
concern or a complaint equates to an expression of dissatisfaction and both should be managed and 
recorded in the same manner. For this reason, throughout this document, the use of the terms concern 
and complaint are used interchangeably. 

C. Dispute – is a pursued unresolved complaint that has been escalated, either internally and/or externally 
to the school.   

D. Procedural Fairness – a process that ensures all parties are heard, decisions are made impartially 
and matters are considered based on relevant information.  

Contact Person 
Enquiries relating to this policy should be directed to the School Principal or Board Chair. 
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Version Control and Review 

Version Date Reviewed Reviewed By Changes Made Next Review 

1.0 13/01/2006 KSCS Board Policy Created  

2.0 03/09/2017 KSCS Board 
Revised to incorporate new Complaints Procedure 

developed in conjunction with the reive of the KSCS 
Constitution 

S1, 2019 

3.0 01/07/2019 KSCS Board 
Revised to incorporate new requirements relating to 

child-friendly complaints system. Formatting changes, 
and edits to improve scope. 

S1, 2021 

4.0 01/06/2021 KSCS Board 

Reviewed and updated to simplify and clarify the 
complaints handling procedure. Staff Grievances 
procedure removed gto form a new policy. Name 
change from Concerns and Complaints Policy to 

Concerns, Complaints, and Disputes Policy. 

S1, 2024 

4.1 22/04/2024 
Principal and KSCS 

Board 
Minor Formatting Changes  S1, 2026 

5.0 13/03/2026 
Principal and KSCS 

Board 

Comprehensive rewrite to align with AISWA complaint 
handling guidelines and current legislative 

requirements. Policy reformatted to KSCS template 
with operational procedures separated into a 

standalone document. 

S1, 2027 

 

 
 


