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Grievance & Complaints Policy & 

Procedure - Families 
Feedback from families, educators, staff and the wider community is fundamental in creating an evolving School 
working towards the highest standard of care.   
 

It is foreseeable that feedback will include divergent views, which may result in complaints. This Policy details our 
School’s procedures for receiving and managing informal and formal complaints. Parents and Educators can lodge a 
grievance with management with the understanding that it will be managed conscientiously and confidentially.  
 

NATIONAL QUALITY STANDARD (NQS) 

QUALITY AREA 7:  GOVERNANCE AND LEADERSHIPS 

7.1.2 
Management 
Systems  

Systems are in place to manage risk and enable the effective management and operation 
of a quality Service.  

7.2.1 
Continuous 
Improvement  

There is an effective self-assessment and quality improvement process in place. 

 

PURPOSE & SCOPE 
This procedure applies to the Farmhouse School in handling and managing complaints made in respect of services 

provided by the school or against staff members, which includes all employees, outside Tutors and External Providers, 

Students on teaching placements and observations, Children and others attending the programs and activities at 

Farmhouse, parents/cares, Contractors, Consultants and volunteers by families.  
 

This procedure does not extend to personal grievances between parents, guardians or other members of the school 

community. 
 

The following procedures are designed to make sure that parents, Directors and staff are supported and informed by 

the appropriate people when a complaint or grievance arises and that issues are dealt with in a professional manner 

to the best advantage of the child and School. The following procedures are designed to provide a transparent and 

consistent process to achieve an outcome which is procedurally fair for all parties involved in and affected by the 

complaint. 
 

The school aims to investigate all complaints and grievances with a high standard of equity and fairness. We will 
ensure that all persons making a complaint are guided by the following policy values: 

• Procedural fairness and natural justice  

• Code of ethics and conduct  

• Culture free from discrimination and harassment  

• Transparent policies and procedures  

• Opportunities for further investigation 

• Adhering to our School philosophy  
 

This procedure does not extend to:  

• complaints which are whistleblowing disclosures, which need to be dealt with in accordance with the 
School’s Whistleblowing policy; or 

• complaints about reportable conduct, which need to be addressed in accordance with the School’s Child 
Protection policy; or  

• complaints regarding unlawful discrimination, harassment or bullying between staff which are generally 
addressed in accordance with the school’s Discrimination, Harassment and Bullying Statement; or  



QA 7                                         Grievance & Complaints Policy & Procedure -Families 

 

Grievance Procedure for Families Policy – Farmhouse Montessori School/ QA Policies/ Quality Area 6 

• personal grievances between parents, guardians, or other members of the school community 
 

OBJECTIVE 

• To ensure that complaints / grievances lodged at this school are resolved in a prompt and efficient manner. 

• To promote the highest standard of professionalism in dealing with our community. 
 

PROCEDURAL FAIRNESS 

Procedural Fairness is a basic right of all when dealing with authorities. Procedural Fairness ensures that everyone 
should have access to an “unbiased decision”. 
At The Farmhouse Montessori School we believe that any person against whom an allegation has been made has the 
right to:  

• Know the allegations related to the specific matter and any other facts which could be taken into account in 
the consideration of the matter.  

• Be aware of the range of possible consequences resulting from the decisions made. • Know the process by 
which the matter will be considered. 

• Have an opportunity to respond to the allegations. 

• Be given an opportunity to have a “preliminary decision” reviewed if there are additional issues which could 
be considered in mitigation before the preliminary decision is confirmed. 

 

Source: Registered and Accredited Individual Non-government School (NSW) Manual – June 2004 
 

WHISTLEBLOWING COMPLAINTS 

This procedure does not extend to complaints which are whistleblowing disclosures. The procedure for processing 

whistleblowing complaints are dealt with in the school’s whistleblowing policy. 

In summary a whistleblowing disclosure is a disclosure which: 

• is made by a board member, staff member, a person who supplies goods or services to the school, including 

a volunteer, an employer of a supplier or a relative of any of these people;  

• involves alleged misconduct, an improper state of affairs or circumstances, or illegal activity, and 

• is made to a senior staff member, or officer of the school, the school’s auditor or a person who the school 

has authorised to collect such disclosures. 

RELATED POLICIES 

• Complaints about reportable conduct will be addressed in accordance with the school’s Child Protection 

Policy. 

• Complaints regarding a grievance between staff members about work matters, including work relationships 

and decision made by other staff members which impact on their work, are addressed in accordance with 

the school’s Staff Grievance Policy. 

• Complaints regarding unlawful discrimination, harassment or bullying between staff are generally addressed 

in accordance with the school’s Discrimination, Harassment and Bullying Statement.  
 

IMPLEMENTATION 
Whilst every grievance will be treated as confidential, management at the School may generalise the details to 
protect the identities of the parties involved, so that staff can be acquainted with the matter and its effect on the 
school. Staff members will be notified of the grievance and action will be taken to resolve the matter at the next staff 
meeting. All staff members will participate in the discussion on school practice to avoid recurrence of the problem. 
Staff will also be reminded of the confidentiality of the matter and the fact that it may not be discussed with any 
person outside of the meeting. 
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Grievances can transpire in any workplace. Handling them appropriately is imperative for sustaining a safe, healthy, 
harmonious and productive work environment. The Grievance Policy ensures that all persons are presented with 
procedures that:  

• Value the opportunity to be heard 

• Promote conflict resolution 

• Encourage the development of harmonious partnerships  

• Ensure that conflicts and grievances are mediated fairly 

• Are transparent and equitable. 
 

COMPLAINTS 
A complaint or grievance is an expression of dissatisfaction made to the school about an educational and/or 

operational matter relating to services provided by the school or the behaviour or decisions of a staff member, 

contractor or volunteer, including misconduct.  
 

If a parent/carer or student has a concern about the conduct of a staff member, they should raise their concern with 

the school in accordance with section 3. If a complaint that concerns the behaviour of a staff member may constitute 

reportable conduct, the matter will be addressed in accordance with the school’s Child Protection Policy in 

accordance with section 1.2. Please refer to the school’s Child Protection Policy for information about reportable 

conduct. Complainants are not required to assess whether their concern meets the threshold of reportable conduct 

before making a complaint. Any concern about a child’s wellbeing may be reported under this policy. 
 

Complaints may be made by a student or parent/carer. 

The school will seek to resolve complaints informally where possible but acknowledges that in some cases a person 

may wish to make a formal complaint. 
 

RAISING A COMPLAINT 

The Complainant: 

Informal complaints may be raised by a complainant directly with the person involved. However, if the complainant 

does not feel comfortable doing so or the matter is one where it may not be appropriate to do so a complaint can be 

made to the Principal. Any complaint about the conduct of a staff member should be raised directly with the 

Principal in the first instance.  

Should the matter not be resolved through informal processes, the complainant may raise the matter formally with 

the school. A formal complaint can be made in writing to the Principal, via email on, 

principal@farmhousemontessori.nsw.edu.au. 

Where a person wishes to make a formal complaint concerning the Principal the complaint should be made in writing 

to the Chairman of the Board. 

In this situation, the references in this policy relating to the role of the Principal should be read as references to the 

Chair of Board/Delegate. 

THE SCHOOL 

The Principal will generally acknowledge receipt of a formal complaint in writing as soon as practicable. 

HANDLING COMPLAINTS 

Assessing a complaint 

The Principal generally will assess the complaint and determine: 

Whether the complaint is one to be addressed under this policy or is a staff grievance or reportable conduct matter 

which are dealt with by the relevant policies, see section 1.2; and the priority of the complaint in accordance with 

the urgency and/or seriousness of the matter raised; and 
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• The School is required to advise the OCG of the findings they have made after completing a reportable conduct 

investigation, including whether they have made a finding of reportable conduct. A finding of reportable 

conduct in relation to sexual misconduct, a sexual offence or a serious physical assault must be referred to the 

OCG's WWCC Directorate. Information must also be referred internally to the OCG's WWCC Directorate if it 

meets the threshold for consideration of an interim WWCC bar, as per Section 17 of the WWC Act, pending a 

formal risk assessment.  

• The School may also be obliged to report, amend or provide additional information to the OCG as outlined in 

the WWC Act and the Children’s Guardian Act. 

MANAGING A FORMAL COMPLAINT 

The Principal generally will manage a formal complaint by: 

• advising the complainant of the likely steps that will be undertaken by the School in relation to the 

complaint; 

• if appropriate, advising the relevant parties of the complaint at the relevant time and providing them with an 

opportunity to respond; 

• collecting any additional information the School considers necessary to assess the complaint;  

• making a decision about how the complaint will be resolved (“resolution decision”); and 

• advising the complainant in writing, and any other relevant parties as appropriate, of the resolution decision 

of the Principal and if appropriate, any proposed action to be taken. 
 

There may be circumstances where some of the steps outlined above are not appropriate and the school will 

determine, on a case by case basis the most appropriate method of handling the complaint. 
 

A complainant and the relevant parties that the complaint is about may choose to have an appropriate support 

person present at any meeting with representatives of the School about the complaint. However, the School 

maintains the right to determine whether the person’s preferred support person is appropriate and may not approve 

the attendance of a support person where they are determined by the School to be inappropriate.   

DEFINITIONS  

Complaint: An issue of a negligible nature that can be resolved within 24 hours, and does not require a 
comprehensive investigation. Complaints include a manifestation of discontentment, such as poor service, and any 
verbal or written complaint directly related to the School (including general and notifiable complaints). Complaints 
do not include staff, industrial or employment matters, occupational health and safety matters (except associated 
with the safety of children).  
 

Complaints and Grievances Register: Records information about complaints and grievances received at the School, 
along with the outcomes. This register must be kept in a secure file, accessible only to educators and Department of 
Early Childhood Education and Care & Department of Education officers on request. The register can provide 
valuable information to the Approved Provider and Principal of the School to ensure children and family’s needs are 
being met.   
 

Grievance: A grievance is a formal statement of complaint that cannot be addressed immediately and involves 
matters of a more serious nature. For example: If the School is in breach of a regulation causing injury or possible 
harm to a child.  
 

Mediator: A person who attempts to make people involved in a conflict come to an agreement.  
 

Mediation: An attempt to bring about a peaceful settlement or compromise between disputants through the 
objective intervention of a neutral party. 
 

Notifiable complaint: A complaint that alleges a breach of the Regulation and Law, National Quality Standards or 

alleges that the health, safety or wellbeing of a child at the School may have been compromised.  Any complaint of 
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this nature must be reported by the Approved Provider or Principal to the Department of Early Childhood Education 

and Care within 24 hours of the complaint being made – (Section 174[2] [b], Regulation 176[2][b]). 

If the Director is unsure whether the matter is a notifiable complaint, it is good practice to contact The Department 
of Early Childhood Education and Care for confirmation. Written reports must include:  

• Details of the event or incident  

• The name of the person who initially made the complaint 

• If appropriate, the name of the child concerned and the condition of the child, including a medical or 
incident report (where relevant) 

• Contact details of a nominated member of the Grievances Subcommittee 

• Any other relevant information 
 

Written notification of complaints must be submitted using the appropriate forms, which can be found on the 
ACECQA website: www.acecqa.gov.au and logged using NQA ITS (National Quality Agenda IT System). 
 

Serious incident:  An incident resulting in the death of a child, or an injury, trauma or illness for which the attention 
of a registered medical practitioner, emergency services or hospital is sought or should have been sought. This also 
includes an incident in which a child appears to be missing, cannot be accounted for, is removed from the School in 
contravention of the Regulations or is mistakenly locked in/out of the School premises (Regulation 12).  
A serious incident should be documented in an Incident, Injury, Trauma and Illness Record (sample form available on 
the ACECQA website) as soon as possible and within 24 hours of the incident. The Regulatory Authority must be 
notified within 24 hours of a serious incident occurring at the School (Regulation 176(2)(a)). Records are required to 
be retained for the periods specified in Regulation 183. 
NOTE: 
The Principal and or Authorised Supervisor are to complete and lodge these forms once completed. 
 

Privacy and Confidentiality  

• Management and Educators will adhere to our Privacy and Confidentiality Policy when dealing with grievances. 
However, if a grievance involves a staff member or child protection issues, a government agency may need to 
be informed. 

 

Conflict of Interest  
It is important for the complainant to feel confident in:  

• Being heard fairly 

• An unbiased decision making process 
Should a conflict of interest arise during a grievance or complaints that involve the Approved Provider, Principal or 
other Management will be nominated as an alternative mediator.  
 

Our School may also engage the resources of an Independent Conflict Resolution Service to assist with the mediation 
of a dispute. We will ensure that throughout the conflict resolution process the Schools Code of Conduct must be 
adhered to. 
 

The Approved Provider/ Principal will: 

• Treat all grievances seriously and as a priority  

• Ensure grievances remain confidential 

• Ensure grievances reflect procedural fairness and natural justice  

• Discuss the issue with the complainant within 24 hours of receiving the verbal or written complaint 

• Investigate and document the grievance fairly and impartially. This will consist of: 
- Reviewing the circumstances and facts of the complaint (or breach) and inviting all affected parties to 

provide information where appropriate and pertinent. 
- Discussing the nature of the complaint (or breach) and giving an educator, staff member, volunteer or 

visitor an opportunity to respond.  
- Permitting them to have a support person present during the consultation (for example: Union 

Representative, however this does not include a lawyer acting in a professional capacity)  

http://www.acecqa.gov.au/
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- Providing the employee with a clear written statement outlining the outcome of the investigation. 

• Advise the complainant and all affected parties of the outcome within 7 working days of receiving the verbal 
or written complaint.  
- Management will provide a written response outlining the outcome and provide a copy to all parties 

involved.  
- If a written agreement about the resolution of the complaint is prepared, all parties will ensure the 

outcomes accurately reflect the resolution.  

• Should management decide not to proceed with the investigation after initial enquiries, a written notification 
outlining the reasoning will be provided to the complainant.  

• Keep appropriate records of the investigation and outcome, and store those records in accordance with our 
Privacy and Confidentiality Policy and Record Keeping and Retention Policy.  

• Monitor ongoing behaviour and provide support as required. 

• Ensure the parties are protected from victimisation and bullying. 

• Request feedback on the grievance process using a feedback form.  

• Track complaints to identify recurring issues within the School. 

• Notify the Department of Education and Communities within 24 hours if a complaint alleges the safety, health 
or wellbeing of a child is being compromised. 

 

Families will: 

• Be informed of our duty of care to ensure that all persons are provided with a high level of equity and fairness 
in relation to grievances and complaints management and procedures. The grievance procedure for families 
ensures fair opportunity for all stakeholders to be heard and promotes effective conflict resolution within our 
School. 

• Attempt to discuss their grievances with the relevant Educator associated with a particular child and/or family. 

• Communicate (preferably in writing) any concerns they may have. 

• Raise any unresolved concerns with the Approved Provider or Principal.  

• Maintain confidentiality at all times.  
 

The Educators will: 

• Listen to the family’s view of what has happened.  

• Clarify and confirm the grievance, documenting all the facts prior to the investigation. 

• Encourage and support the family to seek a balanced understanding of the issue. 

• Discuss possible resolutions available to the family. These would include external support options. 

• Stimulate, encourage, and assist the family to determine a preferred way of solving the issue. 

• Record the meeting, confirming the details with the family at the end of the meeting.  

• Maintain confidentiality at all times. 
 

If the grievance cannot be resolved, it is to be referred to the Principal who will investigate further: 

• If appropriate, collect relevant written evidence. This evidence will be treated in strict confidence 

• Ensure evidence is kept in a secure and confidential place. 

• Involve the Approved Provider or Licensee in the conflict resolution if necessary.   

• Should it be necessary to interview relevant people concerning the grievance, their involvement should be 
kept to the minimum necessary to establish the facts. 

• They must also be made aware that the matter is to be kept confidential. 
  

Should the grievance be lodged against another person(s), these person(s) will be interviewed separately and 
impartially. Individuals must be given the opportunity to respond fully to the allegations and may have another 
person present, as a support person, if they wish. If after investigation, it is concluded that the grievance is 
substantiated: 

• Both parties will be told of the decision and the reason for it.  

• Immediate and appropriate steps will be taken to prevent the grievance from recurring. 
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• If after investigation, it is concluded that the grievance is not substantiated both parties will be told of the 
decision and the reason.  

• The family will be informed that if they are not satisfied with any decision relating to the grievance procedure 
that they should consult with an external body for further advice such as the Department of Education and 
Communities.  

• If the grievance is of a serious nature, the Principal is responsible to inform the Department of Education and 
Communities. 

 

Parent Grievances Procedure 
To ensure fairness for all, these procedures should be followed in order. 
All people involved in the complaint have the right to be heard and informed of the action taken. 
The Complaint Form will be stored in the Complaint Register in a locked file in the Principal’s office at the North Head 
campus and will be updated until the matter is resolved. 
 

The Principal and the Chairman of Manly Warringah Montessori Society will be made aware of every suggestion; 
concern or complaint lodged by a member of the parent body, irrespective of the perceived seriousness of the 
grievance, which and should be shown on the Grievance Form, see Appendix 1. The complaint form should be added 
to every time there is a discussion or action related to this incident until it is fully resolved. 
 

In the event of a grievance the following procedures should be followed - 
Throughout the procedures all parties must be made aware of their opportunity to access the Department of 
Education and Communities at any time. 
 

1. A parent should first lodge the complaint either verbally or in writing to the appropriate person related to 
that concern, e.g. problems regarding:       

- fees should be directed to the Principal 

- the classroom should be directed to the Class Teacher. 
The staff or Manly Warringah Montessori Society Board member needs to fill out the Grievance Form if one is not 
written by the parent. Issues that arise that may lead to further discussion, or a complaint should be noted in a 
Grievance Form for future reference. See Appendix 1 
 

2. If it is within that person's capacity to address the matter to the satisfaction of the parent, that person can 
direct action to avoid recurrence of the problem and report the matter to the Principal and/or the Chairman 
of the Manly Warringah Montessori Society. If the complaint is about a person, that person should be 
informed and solutions discussed. 

 

3. If there is a difficulty in doing this or if the discussions are unsatisfactory or unresolved the matter should be 
referred to the Principal or Chairman by the staff member or parent. 

 

4. If the matter is still unresolved a meeting will be called between all person/s involved in the concern, the 
Principal and the Chairman. Time may be set aside for a meeting to occur without the person the complaint 
is about. That person would then have an opportunity later in the meeting or at a later meeting to present 
his/her account of the incident. 

5. A committee involving the Principal, Chairman and two other Board members may be contacted if the 
situation is still considered unsatisfactory. 

 

6. Further still the issue may then be presented to a Board meeting if still unresolved. This needs to be 
presented to the board secretary in writing by the Wednesday previous to the meeting to ensure it is 
included in the agenda. 

 

7. If issues regarding the management of the school have not been resolved at this level, the parent may wish 
to call an EGM in accordance with the Manly Warringah Montessori Society By-Laws/Constitution. 
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8. If still unsatisfied, the parent or School may contact the Department Education and Communities, for 
information as to further action to be taken in search of a satisfactory resolution for all parties concerned, 
using the contact details below:  

 

Postal address:  Central Licensing, Early Childhood Education and Care Directorate, NSW Department of 
Education and Communities Locked Bag 5107, PARRAMATTA NSW 2124 

Phone:   1800 619 113 (toll free) or 02 9716 2100 Fax: 02 9716 2162 
Email:   cslicensing@dhs.nsw.gov.au 

 

9. If the grievance is about the Principal, or Chairman, a meeting may be organised which may omit that person 
from the proceedings at some point but will always provide the opportunity to present their view of the 
situation. Another member from the Board may be appointed to stand in on meetings in place of one of 
these three people. 

10. Provision may be made to allow the person making the complaint to remain anonymous, if he/she wishes, as 
much as is possible. 

Notification to the department of education and communities 
• If a parent of a child provided with any class of children's service makes a complaint to the approved provider 

about the conduct of the school, the approved provider must, unless the complaint is of an obviously trivial 
nature: 

• Give written notice of the complaint to the Department of Communities and Justice within one week after the 
complaint is made, using the – Notification of Complaints and Incidents form (Other than Serious incidents) 

 

• The Principal must ensure the complaint is recorded on a Grievance Form and stored in the Complaint Register 
(Education and Care Services National Regulations 2011 – Regulation 168(2)(o). 

 

• Should the grievance allege any form of abuse of the child, it is mandatory that the matter be immediately 
notified to the Department of Communities and Justice Helpline:  

- For staff 133 627 ,  
- For parents 132 111  

• The Principal will also notify the Chairman of Manly Warringah Montessori Society. 
 

EVALUATION 
To ensure complaints and grievances are handled appropriately, the Principal will  

• Evaluate each individual complaint and grievance as recorded in the Complaints and Grievance Register to 
assess the satisfaction resolution that has been achieved.   

• Review the effectives of the service policy and procedures to ensure all complaints and grievances have been 
handled fairly and professionally.  

• Consider Feedback from Staff, Educators and Families regarding the policy and procedure. 
 

STORAGE 
• The Grievance and Complaints file is to be stored in the locked files in the office of the school’s North Head 

campus. Access to these files is limited to the Principal, and the Chairman of the Manly Warringah Montessori 
Society and representatives of the Department of Education and Communities and the Board of Studies. 

• Any copies held by a member of the Board in the course of their duties remains confidential to that person and 
should not be forwarded on to the next Board at their end of their term. 

• A representative of the Department of Education and Communities/NESA or other government department 
has the right to read, copy or take away these records to copy. 

 

APPENDIX LIST 
Appendix 1 – Educator/Parent Meeting Form 
Appendix 2 – Administration/Parent Meeting Form 
Appendix 3 – Procedural Fairness Guidelines 
Appendix 4 – Complaints Register 
 

LEGISLATIVE REQUIREMENTS 
Relevant legislation and standards include but are not limited to: 

mailto:cslicensing@dhs.nsw.gov.au
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ACECQA 
Education and Care Services National Law Act 2010 
Education and Care Services National Regulations 2011 (ACECQA): 

• Regulation 168 – Education and care service must have policies and procedures 
o (2) Policies and procedures are required in relation to the following - 

▪ -(o) dealing with complaints 

• Regulation 173 – Prescribed information to be displayed 
o (2) For the purposes of section 172(f) of the Law, the following matters and information are 

prescribed 
▪ -(b) the name and telephone number of the person at the education and care service to 

whom complaints may be addressed 
Link to National Quality Standard, Quality Area 7: Governance and Leadership 
 

NSW EDUCATION STANDARDS AUTHORITY (NESA) 
Registered and Accredited Individual Non-Government Schools (NSW) Manual 

• Section B8 – Safe and Supportive Environment 

• Section B2– School Management and Operation 
 

“The School’s policies which are made from time to time are made pursuant to the requirements set out in section 
47 of the Education Act, the NSW Education Standards (NESA) for registration of the School and the Australian 
Children’s Education and Care Quality Authority (ACECQA). 
 

 

Source 

• Education and Care Services National Regulations, 

• National Quality Standard, 

• Code of Ethics- Early Childhood Australia, 

• Human Rights and Equal Opportunity Commission Act. 
 

Policy Date Modification Review 

Created-
Oct 1999 

 Reviewed: August 2009 
Reviewed: September 2012 
Reviewed: March 2014 
Reviewed: March 2015 
Reviewed Jan 2016 

September 
2017 

changes made with the addition to definitions of terminology to ensure a 
clear understanding when dealing with a compliant and grievance 

2018 

Feb 2018 New Format and Logo added 2019 

Feb 2019 Appendix 1 added 2020 

May 2020 Department name changes added and updated 

Whistleblower section added with grievances 

2022 

November 
2024 

Legislative Requirements section inserted 

Appendix list inserted. 

Appendix 2,3,4 inserted 

Address update for Central Licensing. Early Childhood Education and Care 

Directorate, NSW Department of Education and Communities. 

BOSTES replaced with NESA. 

Formatting updated and changed 

2026 
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APPENDIX 1 

EDUCATOR/PARENT MEETING/GRIEVANCE FORM 

CONFIDENTIAL 

Name:               

Address:              

Phone (H):      (Mob):        

(W):      Fax:        

Email:               
 

Are you: (Please tick) 

 Parent : ___________________________Students name:       

 Student’s Teacher:            

 Staff: Position:            

 Business Associate: Name of company:          

 Other (Please specify):            
 

Is the complaint about: 

 Events on school grounds?           

 School policy or procedures?           

 Events off site: Where?            
 

Please state the complaint and the outcome you are seeking? 

If space is insufficient please attach to the back.  

               

               

               

Have you spoken to the person responsible? Please state their name 

 Class teacher for class issues:           

 Principal:             

 Board Member:            

 Class Parent:             
 

If yes please state a brief outline of the discussion and outcome.  

               

               

               
 

Signature:        Date:     
 

Mail this form or hand it in at your school office when complete. 

Privacy Notice: The information provided on this form will be used to follow up your complaint. The information may be 

provided by Farmhouse to OCG or DOCJ any other Authorised reporting body who monitor the services, 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 person to whom you submit this form. 
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APPENDIX 2: 

ADMINISTRATION/PARENT MEETING FORM 

CONFIDENTIAL 
 

Record of Complaint             

Date and Time              

Stage of Meeting (i.e. first,second)            

Name of Complainant             

Contact Telephone Number            

Details of Complaint             

              

              

              

              

              

              

              

               

(Continue on blank sheet of paper if more space is required) 

Any Relevant Dates/Incidents Leading to the Complaint (if applicable)       

              

              

              

               

Witnesses (if any)             

               

Name of Person Handling Complaint           

               

Follow up action/s            
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APPENDIX 3 

PROCEDURAL FAIRNESS GUIDELINES 

Procedural fairness must be observed in all aspects of the complaint and grievance handling process. 

In practice, procedural fairness involves: 

• Ensuring that there is proper investigation of the facts; 

• Informing relevant parties of any allegations made against them, as appropriate; 

• Ensuring that all parties are informed of the procedures under which the complaint or grievance is handled 

and have access to the relevant policy; 

• Ensuring that all parties are heard and those who have had a complaint or grievance made against them are 

made aware of the details, as appropriate; 

• All people who have had a complaint or grievance made against them are given an opportunity to respond; 

• Ensuring that all relevant submissions and any mitigating factors are given due and proper consideration; 

• Thorough consideration is given before any conclusions are reached or any action is taken; 

• Advising all parties, that if the complaint or grievance is of a serious nature, disciplinary action may follow; 

• The facts revealed during an investigation into the complaint or grievance may be used in any subsequent 

disciplinary proceedings; 

• Impartiality on the part of the Investigator and/or Decision Maker in the process; 

• The Investigator/Decision Maker must exclude themselves if there is any bias or conflict of interest; 

• On any occasion when the complaint/grievance is to be discussed, both parties 

(complainant/grievant and/or respondent) may choose to be accompanied by a support person. 
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APPENDIX 4:  

COMPLAINTS REGISTER 

Register of complaints/grievances 

Records of reports and responses from authorities, outcomes of investigations and actions taken by the School. 

 

Complaint 

Received (Date) 

Risk 

Assessment/Discussion 

Conducted (Date) 

Acknowledge 

Complaint (within 

3 working days) 

(Y/N) 

Information 

Gathered 

Outcome of 

Investigation 

Actions Taken Resolved or 

referred to the 

Chairman of the 

Board 

       

       

       

 

 

 

 

 

 


