
      

 

 

 

 

 

 

 

 

 

Complaints Management 
Policy 

©FOUNTAIN COLLEGE 2018 

 

 

 



 2 

 

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 have 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. A student, 
parent or community member may have a complaint about any school decision or school-related 
behaviour. 
 
 

Aim 
To have a safe and effective process of addressing, managing and resolving grievances, complaints 
and conflict, that may include: 

• Issues related to student discipline procedures. 
• Issues related to learning and teaching. 
• Damage/loss of personal property. 
• Matters related to a person’s safety, welfare and wellbeing, including bullying and 

harassment. 
And to provide a child friendly complaint process. 

 
Scope 
This policy applies to all staff and students of FOUNTAIN College and serves as a guide to the College 
community.  To assist in the effective management of grievances and complaints, this policy should 
be read in conjunction with the Health and Safety policy, Mandatory Reporting policy, Enrolment 
Policy, Behaviour Management and Child Protection policies and procedures. 
 

Implementation 
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. 

 
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 must 
not 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 complaint 
If a problem or concern that arises within the school cannot be resolved by firstly approaching and 
discussing the issue with the person involved, 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. Fountain College will accept a complaint in whatever form it comes. 
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Making a 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.  
 
Who may use this procedure? 

• Students enrolled at the school 
• Parents of students enrolled at the school 
• Members of the wider community 

 
How to make contact? 

• Class Teacher: Face to face or via email. The teachers email address can be found on CoolSIS. 
The email format is always firstinitialsurname@fountain.wa.edu.au. Alternatively contact 
the school office on 08 9458 3555 to make an appointment. 

• Team Leader: Face to face or via email. 
• Principal: Contact office via 08 9458 3555. Email is principal@fountain.wa.edu.au 
• Board Chair:  A letter addressed to the Board Chair which can be delivered via board 

secretary through school office or via direct email. Email is boardchair@fountain.wa.edu.au  
 
Child Friendly Complaints System 
WA Comissioner for Children and Young People (WA CCYP)’s ‘Top Tips for making a complaint’ is 
being implemented. The following guidelines have been adapted from the framework “Are You 
Listening?: Guidelines for making complaints systems accessible and responsive to children and 
young people, WA Commissioner for Children and Young People, June 2013”: 

• students are acknowledged as service users; 
• students are made aware of their right to make a complaint by means and in language 
which take into account their age, language background and other relevant factors; 
• students can choose how to make a complaint, including by speaking to someone who 
they feel most comfortable with,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; 

• Telling parents regularly that if their child is unhappy that they should get them to talk to (or write to) 
any teacher they are comfortable to communicate with…and telling parents that they can speak on 
behalf of their child if the child is not happy to complain. 

• Placing age appropriate posters with messages/pictures in classrooms that tell children how to 
complain. 

• Students being inducted/informed about the complaints process. 

Making sure the process is on the website and in the parent handbook. 
• 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; 
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• 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 appropriately for maintaining 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; and  
• staff are trained in the school’s complaints procedures, particularly as they apply to 
student complainants. 

 
Complaints raising potential child wellbeing concerns should be prioritised and referrals to 
relevant authorities (such as Western Australian Police Force or Department of 
Communities) made whenever necessary.  
 
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 assured 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 complaint. 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 you found it 
offensive/hurtful/not acceptable. For staff members, 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. For some, an 
inquiry at the school reception may be the first point of contact for expressing a complaint. You will 
be advised as to the person designated to deal with the nature of the complaint. For staff members, 
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your line manager, member of the management team, principal or board secretary may be 
addressed. The designated persons will advise you about what your options are and advise you 
about the complaints process.  
 
What happens next? 
 
The designated person will then interview you or organise another appropriate person to interview 
you. During this interview you will have opportunity to give your side of the complaint and 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.  
 
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.  
Remaining Anonymous 
Anonymous complaints may be where there is no name or address supplied, or where the complainants 
say that they do not wish to be identified.   
 
Complainants should be encouraged to give their names and should be given reassurance on the issue 
of confidentiality.  If they persist in wishing to remain anonymous, it is at the Principal’s discretion as 
to what action, if any, should be taken, depending on the nature of the complaint.  Irrespective of 
whether any action is taken, anonymous complaints should be recorded in the complaints log for review, 
as, over time, they may contribute to an identifiable pattern.  
 
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. 
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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 the 
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 
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 if the Principal is unable to resolve an issue they will 
refer the matter to the Chairman of the School Council and inform the parents or staff members 
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. 
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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 if 
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 may 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 arbiter. 
 
Referral to a Conciliation Committee 

 
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. 



 8 

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. 

 

 

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 confirm the 
nature of the agreement before the meeting disperses.  The agreement should be recorded, 
copied and circulated as soon as possible. 

 

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.    

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.   

 
 
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. However, if you 
feel more comfortable talking to a different person then please feel free to talk to that person about 
your complaint.  
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Flow Chart For Complaints 
 

 
Review 
The FOUNTAIN College management team will review the Managing Grievances and 
Complaints Policy and Procedures, and related documents in collaboration with staff 
representatives as part of the College’s review process. 
 
This policy was reviewed by the following members of the policy review committee in 
September 2018  

Mr. Murat Sevil 
Mr. Omer Demirbas 
Ms. Alper Ciftci 
 

Policy Review Date:     September 2018 
 
Next Review Date:  September 2020 

 
 
 

Appendices 
Appendix 1.  Complaint Form 
Appendix 2.  FOUNTAIN College Complaint Action Form 
Appendix 3. FOUNTAIN College Complaints Register Template 
  

Ensure you have all 
available information 
about the complaint

Educational matters

Refer to and meet 
with class teacher to 

discuss concerns

If unresolved discuss 
with or refer to 

principal in writing

Non Educational 
matters

Discuss with relevant 
person or principal

If unresolved refer to 
school board in 

writing

Educational Staff

Meet with or refer to 
principal in writing

If unresolved refer to 
a mutually agreed 

arbiter or mediator

Principal

Discuss with principal 
if possible

If unresolved refer to 
school board in 

writing

If unresolved refer to 
mutually agreed 

independent arbiter 
or mediator
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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) 
q Student 
q Parent or Caregiver (Name of student)......................... 
q Staff 
q Other (Please specify)................................................ 
 
3. Have you discussed your matter with a designated staff member or someone else? 
q Yes               q 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: qForm q Letter qPerson qPhone qFax qEmail 
 
SECTION 1 – Is the complaint about … (select main area) 
Aq Enrolment 
Bq Course content 
Cq Quality of teaching 
Dq Assessment or exam 
Eq Awards, reports, or certificates 
Fq Facilities or equipment 
Gq Special education needs 
Hq Another student 
Iq Student discipline 
Jq Staff member, volunteer or contractor 
Kq OTHER please specify ................................................................................................................. 
 
SECTION 2 – What is the appropriate procedure q 
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 q 
 
MEDIATION 
If the complaint is about a person but is not about an alleged serious breach of legislation, policy 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:  qForm q Letter qPerson qPhone qFax qEmail 
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: qForm q Letter qPerson qPhone qFax qEmail 
Details of action taken:  
 
....................................................................................................... 
 
....................................................................................................... 
 
....................................................................................................... 
 
 
 
 
 
 


