CONCERNS AND COMPLAINTS POLICY
STATEMENT:
A timely and professional response to parent and community complaints is an effective means of
encouraging communication, building trust and resolving issues for the betterment of all concerned.
RATIONALE:
To develop and implement a process by which parents and the community can confidently raise
concerns in the knowledge that they will be listened to and their concerns will be professionally
managed in a timely, confidential and appropriate manner.
These procedures cover concerns and complaints about:


General issues of student behaviour that are contrary to SMRSS’s code of conduct



Learning programs, assessment and reporting of student learning



Communication with parents



School fees and payments



General administrative issues



Any other school related matters except as detailed below

This policy does not apply to matters where rights and processes for review and appeal already exist.
These include:


Student discipline matters involving expulsions.



Complaints about staff that if upheld would constitute misconduct.



Student critical incident matters.



Other criminal matters.

IMPLEMENTATION:
SMRSS will develop its procedures to address concerns and complaints in collaboration with parents
and the school community through the School Council.
SMRSS expects a person raising a concern or complaint to


Do so promptly, as soon as possible after the issue occurs



Provide complete and factual information about the concern or complaint



Maintain and respect the privacy and confidentiality of all parties



Acknowledge that a common goal is to achieve an outcome acceptable to all parties



Act in good faith, and in a calm and courteous manner



Show respect and understanding of each other’s point of view and value difference, rather
than judge and blame



Recognise that all parties have rights and responsibilities which must be balanced

These expectations will be communicated through the school newsletter and website to the school
community.
SMRSS will address any concerns and complaints received from parents


Courteously



Efficiently



Fairly



Promptly, or within the timeline agreed with the person with the concern or complaint



In accordance with due process, principles of natural justice and the Department’s
regulatory framework. Refer to Appendix A and B.

SMRSS will record the following details of all complaints received, even if the complaint appears to
be minor:


Name and contact details (with permission) of the person with a concern or complaint



The date the concern was expressed or complaint made



The form in which the concern or complaint was received (such as face-to-face, by
telephone, in writing, by email)



A brief description of the concern or complaint



Detail of the school personnel responding to the concern or complaint



Action taken on the concern or complaint



The outcome of action taken on the concern or complaint



Any recommendations for future improvement in SMRSS’s policy or procedures.

However, in the first instance, when the complaint is easily resolved in a telephone call, a brief note
in the SMRSS’s/principal’s/teacher’s diary recording the issue and the resolution may be all that is
required.
SMRSS will make every effort to resolve concerns and complaints before involving other levels of the
Department.
SMRSS will give a complainant a copy of its complaint’s procedures.
SMRSS will determine whether a concern or complaint should be managed through SMRSS’s
concerns and complaints process or through other complaints processes of the Department.
If a concern or complaint is substantiated in whole or part, SMRSS will offer an appropriate
response.

Where a complaint is found to be justified, SMRSS is able to resolve complaints by:


An apology or expression of regret



A change of decision



A change of policy, procedure or practice



A refund of parent payments



Offering the opportunity for student counselling or other support.

SMRSS will implement the response as soon as practicable.
If a person with a concern or complaint is not satisfied with outcome determined by SMRSS, they
should contact the Department’s North Western Regional office.
REFERENCES:


Parent Complaint Policy 2019
https://www.education.vic.gov.au/Documents/school/principals/spag/community/policyparentsconcerns.pdf



DET ‘Expulsions’ 2020
https://www2.education.vic.gov.au/pal/expulsions/policy



DET Complaints, Unsatisfactory Performance and Misconduct’



DET Student Critical Incident Advisory Unit



DET Police – Department Protocols



DET Decision Making Responsibilities for Students.



DET ‘Creating Respectful and Safe School Communities’

Appendix A Procedures for Dealing with Complaints.
Appendix B Parent Complaint Flowchart.

EVALUATION


This policy will be reviewed as part of the school’s three-year review cycle.

THIS POLICY HAS BEEN RATIFIED BY SCHOOL COUNCIL
Jo Nolan………………………
Principal
Date: 22.3.2021

Mark Davies………………………..
President of School Council
Review due: March 2024……………………

Appendix A – Procedures for Dealing with Complaints.
In the first instance, a complaint should be made to SMRSS. The complainant should
telephone, visit or write to:
 The student’s teacher about learning issues and incidents that happened in
their class
 The campus principal/assistant principal if students from several classes are
involved
 The principal about issues relating to school policy, school management, staff
members and complex student issues.
Call the Sunbury office on 9744 4879 or the Bullengarook office on 5428 9222. If you are not
sure who to contact, contact the Campus Principal or the Assistant Principal at Bullengarook
or the Assistant Principal at Sunbury.
Complainants can seek the services of an advocate when they feel they are unable to
express their concern clearly. An advocate can be a friend or someone who is available
through an appropriate support organisation.
All parties involved in addressing a complaint may seek the services of a mediator when
there is difficulty coming to an agreement.

Appendix B

