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Rationale 
At FOUNTAIN College we are committed to providing a safe and supportive work and learning 

environment for all employees and students. We acknowledge that employees, students and 

parents can sometimes feel aggrieved about something that is happening at the school which 

appears to be discriminatory, constitute harassment or cause concern. A student, parent or 

community member may have a complaint about any school decision or school-related behaviour. 

 

Sometimes the aggrieved person can address the issue by raising the complaint directly with the 

person involved with the issue. However that is not always possible, and sometimes several 

attempts at local or face-to-face resolution have been attempted or have taken place with little 

success. Whilst most issues can be resolved through direct discussion with the parties, there may be 

instances in which to take up the issue with the other person on a face -to-face basis is not possible. 

 

Aim 
To have a safe and effective process of resolving conflict, complaints and grievances such as:  

 Issues related to student discipline procedures. 

 Issues related to learning and teaching. 

 Damage/loss of personal property. 

 Bullying and harassment. 

 

Scope 
This policy applies to FOUNTAIN College and serves as a guide to the College community.  This policy 

should be read in conjunction with the Health and Safety policy, Mandatory Reporting policy, 

Enrolment Policy, Behaviour Management policies and procedures. 

 

Implementation 
Making a complaint 

Some complaints, because of the seriousness of their nature, should be referred immediately to the 

Principal – eg complaints about behaviour which places others at risk of serious harm. Parents are ill 

advised to approach the children of other families with a school related complaint. This is often a 

sensitive area and in order to protect all the parties it is advisable to work through the relevant 

teacher or member of the school leadership. 

 

Before making a formal complaint 

If a problem or concern that arises within a school cannot be resolved with the  person involved with 

the issue, then it would normally be raised with an appropriate staff member with a view to 

discussing the issue and seeking resolution of such problems or concerns. 

 

Making a formal complaint 

If the above process of raising the concern, obtaining the facts, and obtaining resolution is not 

producing a satisfactory outcome, the following procedure can be used.  The purpose of this 

procedure is to offer a process by which students/parents/community members can have 

complaints addressed. For example, if you feel that you are being harassed or discriminated against, 

this complaints handling procedure is available to you so your concerns can be dealt with in an 

appropriate manner. 
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Who may use this procedure? 

 Students enrolled at the school 

 Parents of students enrolled at the school 

 Members of the wider community 

 

Key elements of our complaints handling procedure 

Impartiality 

If you make a complaint, it will be investigated in a fair and impartial manner. No judgements or 

assumptions will be made, and no action will be taken until the investigation is complete. If a 

complaint is made against you, your rights will be protected and you will be given an opportunity to 

tell your side of the story. 

 

Confidentiality 

You can feel secure that if you do make a complaint under this procedure it will  remain confidential. 

The only people who will have access to information about the complaint will be the person making 

the complaint, the person to whom the complaint is made and the person investigating the staff 

members who may be involved. The person about whom the complaint is made also has a right to 

be informed. 

 

Timeliness 

Each complaint will be finalised within as short a period of time as possible.  

Complainants will be advised in writing if the matter cannot be finalised within one month. 

 

What to do if you have a complaint 

Approach the person involved 

In many situations, the most appropriate thing to do first is to tell the person who is the cause of the 

complaint how you feel. If the complaint is about their behaviour, tell them that it is 

offensive/hurtful/not acceptable. If it is about a work decision, tell them why you think it is 

discriminatory or harassment or so unreasonable. Telling the person will give them a chance to stop 

or change what they are doing or explain what they had decided and why. 

 

Contact FOUNTAIN College 

Where you feel you cannot approach the person directly or you are not happy with their response or 

reaction, then you can explain the problem to the appropriate person at the school. An inquiry at the 

school reception may be the first point of contact for people with complaints. You will be advised as 

to the person designated to deal with the nature of the complaint. The designated persons will 

advise you about what your options are and what will happen if you make a formal complaint. 

 

What happens next? 

 

The designated person will then interview you or organise another appropriate person to interview 

you. During this interview a number of things will be explained to you, such as what will happen if 

the complaint is found to be supported by the evidence, or if it is found to be not supported by the 

evidence.  
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The designated person will then speak to the person about whom the complaint is made to hear 

their side of the story. Any witnesses will also be interviewed. These interviews will be conducted 

separately and impartially. Written reports about the complaint may be requested. The importance 

of confidentiality will be stressed to all parties and they will be warned of the consequences if there 

is a breach of confidentiality (e.g. possible defamation action, initiation of a complaint for 

harassment).  

The designated person will then tell you what the other people said and discuss what should be 

done to sort out the problem. You should tell the person what action you would like taken, e.g. a 

written apology/explanation from the person, a written warning, etc. This allows the designated 

person to understand, from your perspective, what you believe you need from the process . 

However, it will not dictate the remedy that might ultimately apply .  
 

Review 

If the complaint remains unresolved, it will then be reviewed by the Principal. The Principal will make 

a final decision as to the outcome of the complaint. Note that this review step will only be possible if 

the Principal has not been acting as the designated person. 
 

Possible outcomes 

If the complaint is upheld or sustained, the following are possible outcomes depending on the 

nature of the complaint: 

 An agreement between the parties 

 A written explanation 

 A verbal apology 

 A written apology 

Where staff members are the subject of a complaint, action can be taken by the Deputy Principal. 

Where students are the subject of a complaint, action taken may be as stated in the Behaviour 

Management policy. 

 

If a complaint is not upheld or not substantiated (e.g. there is insufficient evidence) but some issues 

come out of the investigation that are required to be addressed then, possible outcomes include:  

 Relevant training for employees and/or students; and/or 

 Monitoring of the behaviour of employees and/or students 

 Counselling for the aggrieving person 

 Mediation at the local level. 

 

If the complaint is proved not to have happened at all, or if there is evidence that the complaint was 

made with the main purpose or intent of causing distress to the other named as the source of th e 

grievance, the following are possible outcomes: 

 Counselling for the person who made the complaint 

 A written apology from the person who made the complaint.  

 Referral for disciplinary action for students and staff  

The relevant designated person will make sure that whatever outcome is decided upon actually 

happens. The designated person or the school Principal (unless they are the object of the complaint 

or grievance) will also assess the effectiveness of the outcome from time to time.  

 

Appeals 

There are several avenues of appeal if you feel that the complaints procedure has 
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not been followed properly, or that the outcome is unacceptable to you.  

 

 

Appeals at school level 

 To the Principal if the Principal has not been involved in investigating or  examining the 

complaints, or is not the person named as the source of the grievance  

 

The appeal will consider: 

 The way the complaint was handled and examines the outcome  

 If the principal believes it was handled properly and that the outcome was appropriate ; no 

further action will be taken 

 If the principal thinks that the complaint was not handled properly, or that the outcome was 

inappropriate, the principal will organise for the complaint to be looked at again. 

 

Appeals to the Chairman of the School Council 
 

In most cases, the procedure will be that the Principal refers the matter to the Chairman of 
the School Council and informs the parents that this stage has been reached.  However, a 
situation may arise where the complaint seems to the parent to have been mishandled by the 
Principal.  In those circumstances, the parent may write directly to the Chairman. 
 
The Chairman should discuss the matter fully with the Principal and be provided with relevant 
documentation.  If a briefing is required from a member of staff, this should occur in the 
presence of the Principal. 
 
The Chairman should respond to the parents, notifying them that he/she is reviewing the 
matter, asking them if they wish to add anything further and providing a date by which they 
may expect a response. 
 
The Chairman may be able to offer a new approach to the matter, and this may satisfy the 
parents.  The Chairman’s response should be clear and detailed, and should offer a meeting i f  
the parents remain troubled. 
 

Meeting with the Chairman of the School Council 
 

If a meeting is requested, the Chairman offers to meet the parents at a time convenient to 
them.  Those involved are: 
 

 the Chairman of the School Council 

 the Principal and, at the most, one other member of staff  

 the parents 

 
Parents should be permitted to bring with them a supportive friend who is not involved with 
the complaint.  Legal representation is not appropriate at this stage.  
 
The Chairman, after questioning and listening to the parents and the Principal, may be able  to 
find a solution.  If this is not possible, and the parents wish to take the matter further, the 
Chairman could recommend seeking the advice of an independent arbitrator. 
 
Referral to a Conciliation Committee 
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The School may establish a Conciliation Committee and the following sections define the 
model for the committee and a set of protocols for its operation. 
 
 The Independent Arbiter is a Governor, other than the Chairman. 

 Other than the Independent Arbiter there are up to four other members, of whom at 
least two are Board Members. 

 Three members, including the Independent Arbiter, constitute a quorum for an individual 
case. 

 Members are committed to keeping the proceedings of the Committee confidential and 
to operating in a fair and objective manner – their aim is to conciliate. 

 In accepting appointment, members accept that they may never be called upon to meet.  

The Chairman of the School Council, in consultation with the Principal, decides when to refer a 
complaint to the Conciliation Committee, and invites the Independent Arbiter to call a 
meeting. 
 
The Chairman has no further involvement until the Independent Arbiter reports back at the 
end of the Committee’s deliberations. 
 
Meeting with the Conciliation Committee  
 
Those involved in the meeting are: 
 

 up to five Committee members, 

 the Principal, and possibly a key member of staff 

 the parents, who are invited to bring a supportive friend, as for the meeting with the 
Chairman of the School Council. 

 

A sufficient amount of time is committed to the meeting, in case it is needed. 

 

The parents and the Principal are asked in advance whether there are any papers they would 

like to have considered at the meeting, bearing in mind the need for all to keep the 

proceedings confidential.  The papers are copied and distributed before the meeting. 

 

The Independent Arbiter emphasises that he or she is concerned to reach a positive conclusion 

and invites first the parents, then the Principal to speak.   

 

If more time is required, it may be necessary to convene a second meeting.  If so, Committee 

members must commit themselves to attend, as continuity is essential.  

If a positive solution is reached, the committee should summarise the outcome and confi rm 

the nature of the agreement before the meeting disperses.  The agreement should be 

recorded, copied and circulated as soon as possible. 
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At the end of the Committee’s deliberations, the committee makes a full report to the 

Chairman of the School Council and informs the parents that this is being done.  The Chairman 

would expect to endorse the Committee’s decision. 

 

An Independent Arbiter 

As the final stage in the complaint process, the school and/or board chair may refer the case to an 

independent arbiter.  

 

Record Keeping 

Records of complaints, interviews and other documentation relating to a complaint are kept at the 

School) in a separate complaints file and stored in a secure location. If the complaint is about a 

person, documents are placed in a restricted access file. If there are considered to be serious 

ongoing management or care issues relating to a complaint, there will need to be a cross-reference 

to the restricted file on the staff member or student file. 

 

Designated Persons for Complaints 

At FOUNTAIN College there are designated people responsible for dealing with complaints in specific 

areas of the school. Managers, Parents, Staff and Students are reminded that the first contact step is 

the class teacher or the teacher concerned. Then they will instruct you who to see.  
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Recommend separate flow chart for staff complaints 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1. Parent 

2. Student 

1.2  Student 

2. Staff: (members) 
a. Secretary 

b. Teacher 
c. Bus Driver 

 

3. Principal 

COMPLAINTS AND PROCEDURES FLOW CHART 

What is the nature of the complaint? 

Referred to class teacher 

or Principal. 

 Referred to the Chairman 
of the School Council 

 Referral to Conciliation  
 

Referred to the Principal. 

   Independent Arbiter 
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Review 
The FOUNTAIN College management team will review the Complaints Policy and Procedures, and 

related documents in collaboration with staff representatives as part of the College’s review process. 

 

 

Policy Review Date:     August 2016  

 

Next Review Date:  February 2018 

 

 

 

Appendices 
Appendix 1.  Complaint Form 

Appendix 2.  FOUNTAIN College Complaint Action Form 

Appendix 3. FOUNTAIN College Complaints Register Template 
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COMPLAINT FORM 

1. Your details 

 

Family Name: ............................................................. 

 

Given Name(s): ........................................................... 

 

Address: .................................................................... 

 

Phone Number (home): .................... (work): ...................................... 

 

(mobile): .................................................. 

 

2. Are you a…(Please tick box) 

 Student 

 Parent or Caregiver (Name of student)......................... 

 Staff 

 Other (Please specify)................................................ 

 

3. Have you discussed your matter with a designated staff member? 

 Yes                No 

 

If Yes when?................................... Who dealt with the matter?............................. 

 

What was the result?....................................................................................................................... ........ 

 

4. Please give details of the complaint and outcome you are seeking 

..................................................................................................................................................................

...................................................................................................................... ............................................ 

 

Date:...........................   Name and Signature:............................................................. 

 

Please mail this form or hand it in at the school office. 

Privacy Notice: The information provided on this form will be used by the college to follow up your 

complaint. The information may be provided by the school to other support services who monitor the 

services provided by the school or to the police for law enforcement purposes. The provision of this 

information is voluntary. It will be stored securely. You may correct any personal information 

provided at any time by contacting the school office 
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FOUNTAIN College COMPLAINT ACTION FORM 
Attach this action form to the Complaint Form or to other source record . 

 

Name of person lodging the complaint:............................................. 

Received by: Form  Letter Person Phone Fax Email 

 

SECTION 1 – Is the complaint about … (select main area) 

AEnrolment 

BCourse content 

CQuality of teaching 

DAssessment or exam 

EAwards, reports, or certificates 

FFacilities or equipment 

GSpecial education needs 

HAnother student 

IStudent discipline 

JStaff member, volunteer or contractor 

KOTHER please specify ...................................................................................................... ........... 

 

SECTION 2 – What is the appropriate procedure  

REMEDY AND SYSTEMS IMPROVEMENT 

If the suggestion or complaint is not about a person but is of a general nature (eg delays or 

processes) then you can initiate this procedure  

 

MEDIATION 

If the complaint is about a person but is not about an alleged serious breach of legislation, pol icy or 

procedure refer the complaint to the Principal or Coordinator responsible for the person and they 

will initiate this procedure  

 

INVESTIGATION 

If the complaint is about a person and is about an alleged serious breach of legislation, policy or 

procedure refer the complaint to principal. 

 

SECTION 3 – Using this form 

1. Inform the person making the complaint what action you will take. If it cannot be resolved quickly, 

keep the complainant informed of progress. 

2. Complete/check the details in Section 1 and 2 above 

3. Fill out Section 4 below 

4. If no further action is needed, file this form plus the Complaint Form on the official complaints file  

at the office. 

5. If further action is needed copy these documents and file copy. Send originals to the person you  

are referring the matter to. If complaint is about a person, mark the envelope ‘confidential’.  

6. Recipient checks that the appropriate procedure is selected in Section 2, then follow the 

procedure as set out in Complaints Handling Procedure and complete the next section of this form. 

7. When action completed and person notified, file documents on the official complaints file, or on a 

restricted access file if appropriate. 
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SECTION 4 – Initial Assistance given by: 

 

Date received: .................................................. 

Staff Member’s Name: ...................................... Position: ...................................................... .. 

Date your action finished: ................................. Signature: ................................ ....................... 

Complainant informed of action by 

(Staff Member’s Name): ................................... Date person contacted: .................................... 

Contact made by:  Form  Letter Person Phone Fax Email 

Details of action taken: .............................................................................................................. 

.......................................................................................................................................... ........ 

 

 

SECTION 5 – Further action taken by: 

Date received: ............................................... 

Staff Member’s Name: ................................... Position: ......................................................  

Date your action finished: .............................. Signature: ................................................... 

Complainant informed of action by (Staff Member’s Name): ................................  

Date complainant contacted: ...................... 

Contact made by:Form  Letter Person Phone Fax Email 

Details of action taken:  

 

....................................................................................................... 

 

....................................................................................................... 

 

....................................................................................................... 

 

 

 

 

 

 


