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Introduction 

Purpose 
These procedures support the implementation of the Concerns, Complaints and Disputes Policy. 
Kerry Street Community School encourages open communication and early resolution of concerns 
wherever possible. Most concerns can be resolved through respectful discussion between the people 
directly involved. 

Where concerns cannot be resolved informally, the school provides clear processes for formal 
complaints, investigation, resolution and review. 

These procedures apply to concerns and complaints raised by students, parents/carers and members 
of the school community. 

Staff employment matters are managed separately through the Staff Grievance and Dispute Policy. 

Scope 
These procedures apply to: 

A. Students 
B. Parents and Carers 
C. Members of the school community 
D. Staff and Board receiving concerns or complaints 

 
 
Concerns may relate to:  

 The school as an organisation 
 School programs or activities 
 Decisions or actions of staff 
 Interactions between members of the school community. 

 
Record Keeping and Privacy  
Kerry Street Community School maintains records of concerns and complaints to ensure matters are 
managed appropriately and in accordance with legislative and registration requirements. 

Review and Monitoring 
Concerns and complaints may be reviewed periodically by school leadership to identify patterns, 
systemic issues or opportunities for improvement. 

Anonymised/summary information about concerns, complaints and disputes will be reported termly to 
the Board to support governance oversight and continuous improvement.  
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Raising a Concern 

 Concerns may be raised verbally or in writing. 
 Concerns can be raised by: 

o Speaking with a staff member 
o Telephoning the school 
o Emailing the school 
o Submitting feedback through the school website 
o Writing to the school. 

 Where appropriate, concerns should first be raised with the staff member most closely 
connected to the issue. 

 Students may raise concerns with any staff member they feel comfortable speaking with. 
 Staff receiving concerns should: 

o listen respectfully 
o clarify the concern 
o attempt to resolve the issue where appropriate 
o refer the matter to leadership if necessary. 

 All concerns should be treated seriously. 
 

Informal Resolution 

 Many concerns can be resolved informally through respectful discussion. 
 Staff are encouraged to address concerns within their area of responsibility where appropriate. 
 Informal resolution may include: 

o clarification of information 
o discussion between the parties involved 
o facilitated conversations 
o adjustments to school processes or expectations. 

 Where a concern cannot be resolved at this level, the matter should be referred to the  
Deputy Principal or Principal. 

 Even where a concern is resolved informally, a brief record may be kept. 
 

Formal Complaint 

 A complaint may become formal when: 
 a concern cannot be resolved informally 
 the issue is serious 
 the complainant requests a formal process. 

 
 Formal complaints may be made by: 
 speaking with the Principal 
 telephoning the school 
 sending an email to the school 
 writing to the school 
 submitting feedback through the school website. 

 
 All formal complaints will: 
 be recorded 
 be acknowledged in writing 
 be allocated a priority and target resolution timeframe. 

 
 Where possible, complaints will be acknowledged within five school days. 
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Investigation of Complaints 

 The Principal is responsible for managing the investigation of complaints. 
 Where the complaint concerns the Principal, the matter will be referred to the Chair of the 

Board. 
 Investigations may include: 
 reviewing documentation 
 speaking with individuals involved 
 gathering additional information 
 considering relevant policies and procedures. 
 Complaints will be investigated in accordance with procedural fairness, ensuring that: 
 all relevant parties have an opportunity to respond 
 decisions are made without bias 
 decisions are based on available evidence. 
 Where a conflict of interest exists, another appropriate person may manage the 

investigation. 
 

Outcomes and Resolution 

 Following investigation, the school will determine an appropriate outcome. 
 Possible outcomes may include: 

o clarification of school processes 
o facilitated discussion between parties 
o changes to school practices or procedures 
o corrective action 
o an apology or acknowledgement. 

 Due to privacy obligations, the school may not provide specific details about actions 
taken in relation to staff or students. 

 The complainant will be informed of the outcome. 
 

Record Keeping and Privacy 

 Kerry Street Community School maintains records of concerns and complaints to ensure 
matters are managed appropriately and in accordance with legislative and registration 
requirements. 

 Staff who receive a concern or complaint are expected to record the matter as soon as 
practicable using the school’s Concerns and Complaints Register or designated reporting 
form. Recording concerns helps ensure consistent responses, appropriate follow-up, and 
the identification of patterns or systemic issues. 

 The register is managed by school leadership. Leadership may review entries to determine 
whether further action is required and to ensure concerns are addressed in a timely 
manner. 

 Complaint records are be reviewed periodically by leadership, and anonymised, 
aggregated data is shared with the Board termly to support governance oversight and 
continuous improvement. These reviews focus on trends and patterns rather than 
individual matters. 

 All complaint records are stored securely and accessed only by authorised staff involved in 
managing the matter. Information collected during the complaints process is handled in 
accordance with the school’s Data and Information Management Policy. 

 Records relating to complaints involving child safety or allegations of abuse are retained in 
accordance with regulatory recordkeeping requirements. 
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 Staff may seek guidance from the Principal or leadership team if they are unsure whether 
a concern should be recorded or how it should be managed. 
 

Review of Complaints 

 If a complainant is not satisfied with the outcome of a complaint, they may request a review. 
 Requests for review should be submitted in writing to the Principal. 

 Where the complaint concerns the Principal, the matter may be directed to the Chair of the 
Board. 

 The review process may involve: 
o reconsideration of the investigation 
o review of the process followed 
o further discussion with relevant parties. 

 Following review, the school will provide a final response. 
 Where a complainant remains dissatisfied following the review, they may request that the 

matter be escalated to the Board. The Board’s role is to consider whether the policy and 
process have been followed appropriately, rather than to reinvestigate the complaint. 

 The Principal may refer a complaint to the Board where it involves significant risk, complexity, 
or matters relating to governance. 

 

Anonymous Complaints 

 Anonymous complaints may be received by the school. 
 The Principal will determine whether the complaint can be investigated based on the 

information provided. 
 Anonymous complaints will still be recorded in the complaints register. 

 
Complaints Involving Child Safety 

 Complaints involving allegations of abuse, grooming or child safety concerns will be managed 
in accordance with the Child Safety and Wellbeing Policy. 

 Where required, the school will: 
o make mandatory reports 
o notify relevant authorities 
o follow the direction of investigating agencies. 

 The school will not investigate allegations in a way that may compromise external 
investigations. 
 

Students’ Complaints 

 Students are encouraged to raise concerns with any trusted staff member. 
 Students may: 

o speak directly with a teacher or staff member 
o ask another adult to assist them 
o bring a support person to discussions. 

 Staff will: 
o listen respectfully 
o explain the process clearly 
o keep the student informed of progress where appropriate. 

 Students will be informed of any limits to confidentiality. 
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Complaints About the Principal or Board  

 Complaints about the Principal may be directed to the Chair of the Board. 
 Complaints about a member of the Board should be directed to the Chair of the Board. 

Where the complaint relates to the Chair, it should be directed to the Vice Chair. 
 Complaints involving members of the Board will be managed in a manner that ensures 

procedural fairness, appropriate governance oversight, and separation from individuals 
directly involved in the matter. 

 

Role of the Director General 

 The Director General of the Department of Education is responsible for ensuring that the 
school observes the registration standards, including the standard relating to complaints 
handling. 

 Any student, parent or community member may contact the Director General with 
concerns about how the school has dealt with a complaint. 

 While the Director General may consider whether the school has breached the registration 
standards, they do not have the power to intervene in individual complaint outcomes. 

 

Supporting Forms and Documents 

 The following documents support these procedures:  
 Concerns, Complaints and Disputes Flowchart 

o Concerns and Complaints Review Form 
o Child-Friendly Complaints Guide 
o Child-Friendly Complaints Poster (for Staff) 
o Child-Friendly Complaints Poster (for Students)  

 Complaints Information for Students 

 

 


