
Complaints Handling Procedure 

Purpose: The purpose of this procedure is to ensure that student, parent and employee 

complaints and disputes are dealt with in a responsive, efficient, effective and fair 

way. 
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term and casual employees, as well as contractors, volunteers and people 

undertaking work experience or vocational placements. 
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What is a Complaint?  

A complaint is an expression of dissatisfaction made to or about The Village School Gold Coast, related to 

its services, staff, operations, or the handling of a complaint, where a response or resolution is explicitly or 

implicitly expected or legally required. 

The Village School Gold Coast’s Commitment 

The Village School Gold Coast is committed to ensuring that student, parent, employee and general public 

complaints are dealt with in a responsive, efficient, and effective and fair way. The School views complaints 

as part of an important feedback and accountability process. The Village School Gold Coast acknowledges 

the right of students, parents, employees and the general public to complain when dissatisfied with an 

action, inaction or decision of the school and the school encourages constructive criticism and complaints. 

The Village School Gold Coast recognises that time spent on handling complaints can be an investment in 

better service to students, parents and employees. 

 The Village School Gold Coast is committed to handling complaints effectively and efficiently. To manage 

complaints effectively, staff are encouraged to share complaints reported at staff meetings and the 

resolution, this ensures the effectively capture, management and report on complaints. This also ensures 

that there is a regular analysis of complaints received and the implementation of rectification action, 

allowing deficiencies to be identified. Our internal complaints handling process is available at no cost.  

Informal Complaints Resolution  

Most issues causing concern in schools can be resolved quickly and through informal discussions with 

appropriate staff member as indicated in the table below. Even if an issue is able to be resolved informally, 

all staff are required to report the complaint and the resolution, so any systemic issues arising can be 

identified and appropriate rectification action can be taken.  

The following guidelines relate to the process:  

1. Complaints may be raised verbally or via written correspondence, including email. All complaints 

must be raised in a respectful manner that is open, non-offensive and unbiased.   

2. The Complainant will be advised that the Respondent is entitled to receive full details of the 

complaint, including the name of the Complainant.  

3. Every endeavour will be made to handle complaints in a confidential, timely and supportive manner, 

utilising conflict resolution actions in accordance with the values and ethos of the School.   

4. The Complainant and Respondent should attempt to resolve the matter personally through a 

discussion of open and honest dialogue.  

5. A third party may be required to assist with a resolution.  

6. The outcome and remedies should be determined by mutual agreement between both parties.  

7. It is expected that most complaints will be resolved at this stage.  

 

 

 

 

 

 



Complaints Guidance Table 

ABOUT / ISSUE WHO TO CONTACT HOW 
- Classroom activities 
- Friendship issues 
- Student/parent communication 
- Learning programs, assessment 
and reporting of student learning 

 
 
The relevant Teacher 

Email: 
hello@thevillageschoolgoldcoast.c
om.au 
Phone: 0493 123 700 or  
(07) 56 200 413 
In person: Make an appointment 
to ensure there is enough time 
and a quiet location available to 
talk about the issue. 
Appointments with teaching staff 
are available between 3:15pm-
4:00pm, Monday-Wednesday and 
Friday. 

- Complex student issues  
- Student welfare  
- Staff-members’ Code of Conduct 
- Harassment and discrimination 
- Privacy breaches  
- School policy, management, and 
administration  
- School fees and finances  
- Enrolment and general matters 

 
 
 
The Principal 

Physical, emotional or 

sexual abuse 

The Principal in accordance to 
The Village School Gold Coast’s 
Child Risk Management Strategy. 

Disability The Principal in accordance to 
The Village School Gold Coast’s 
Disability Policy. 

The Principal The Chairperson of the Board of Directors in writing to: 
The Village School Gold Coast, PO BOX 995, Coolangatta, QLD, 4225 

The Board of Directors Contact the Non-State Schools Accreditation Board: 
http://nssab.qld.edu.au/Complaints/index.php  

 

Procedure for Parents and Guardians   

In the first instance parents or guardians are encouraged to directly raise their concern with the member 

of staff their complaint is about. This is best achieved through making an appointment to meet with the 

individual member of staff.   

In all instances, the School’s representative will record the issues and steps which have been taken to 

resolve the complaint. The School’s representative may choose to meet with student/s, without a 

parent/carer being present, as part of due process and procedural fairness.   

Procedure for Staff Members   

In the first instance, complaints should be resolved between the staff member and the Respondent.  

Another staff member may be called upon by either party to act as an impartial facilitator. The facilitator 

should be agreed upon by both parties. If the complaint is not resolved the complaint should be raised 

with the Principal.   

At any stage of process, the Complainant or Respondent may nominate a support person to attend 

meetings or interviews.  

In all instances, the School’s representative will record the issues and steps which have been taken to 

resolve the complaint.  
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Procedure for Students   

Students have the right and responsibility to raise issues with staff in an appropriate manner where they 

feel they have been treated in an unfair manner by a member of staff of the School. It is important that 

matters are discussed in private and in a way that reflects respect for each person involved in the 

discussion.  

The following guidelines may assist you if you have a concern. For some issues, particularly where a student 

believes that a teacher has behaved unfairly or if you are worried about talking to a teacher, it may be 

better to discuss the matter directly with the Principal. 

Student Guideline Table 

WHAT TO DO NOTES WHY? WHEN IS THIS 
USUALLY DONE? 

1. Arrange a meeting to 

talk to the teacher you 

are having a problem 

with. 

You can ask another 
adult to be with you for 
support (teacher or   

parent/carer). 

∙ So the teacher can 

focus on you  

∙ So you can talk 

about the problem 

in private 

Within 3   

days 

2. If the meeting did not 

fix your problems, let 

your parents know and 

arrange a meeting with 

the Principal. 

You can ask another 
adult to be with you for 
support. 

May lead to:  

∙ the situation is 
monitored;  

∙ further discussions 

with the people 

involved;  

∙ outside support for 

the child or family  

Within 3   

days 

3. If the meeting did not 

fix your problems, let 

your parents know and 

arrange a meeting with 

the Chairperson of the 

School Board. 

You can ask another 
adult to be with you for 
support 

May lead to:  

∙ the situation is 
monitored;  

∙ further discussions 

with the people 

involved;  

∙ outside support for 

the child or family 

Within 5  

days 

NOTES:  

● Each time you arrange a meeting please let the person know what you want to talk about.  

● You need to speak up. If you don’t let the teacher or the School know that you are still unhappy 

after a meeting, they will think everything has been resolved.  

● It is important that grievances are kept as confidential as possible. Sometimes you might need to 

talk to a friend or another support person. You need to try not to talk to too many people and also 

try not to hurt others by sharing too much.   

 



Procedures for General Public  

Members of the general public have the right to raise issues with the School in an appropriate manner 

where they have a concern with the School. It is important that matters are discussed in private and in a 

way that reflects respect for each person involved in the discussion.  

Please call the School on 0493 123 700 or (07) 56 200 413 report your concern, giving as much detail as 

possible. These grievances will generally be investigated by the Principal.  

Anonymous complaints are taken seriously, recorded and considered as far as practically possible as they 

can at times lead to a productive outcome. As there are limitations on investigation and resolution of 

anonymous complaints, Complainants are encouraged to identify themselves.  

If you have a grievance with the Principal and do not feel that you are able to approach him/her directly, 

please raise your concern with the School Board Chairperson.  

 

Complainants:  

- Raise your concern or complaint as soon as possible;  
- Give detailed information (which may be requested in writing);  
- Keep and respect everyone’s privacy and confidentiality;  
- Be calm, courteous, honest and sincere;  
- Recognise everyone has rights and responsibilities that must be balanced;  
- Avoid judgement and blame;  
- Value differences and respect each other’s point of view;  
- Acknowledge that the common goal is to achieve an outcome acceptable to everyone 

involved. 

 

Employees Receiving Complaints:  

1. (If the complaint is written) respond within 2 working days of initially receiving the complaint;  

2. Remain calm, respectful, helpful, and positive;  

3. Clarify the issues raised to make sure you understand what the complainant is telling you;  

4. Empathise and acknowledge the complainant’s feelings;  

5. Ask what the complainant wants to happen as a result of the complaint;  

6. Resolve the complaint if possible, or  

7. Tell the complainant that you will pass their complaint on to the appropriate person;  

8. Thank the complainant for their feedback; and  

9. Lodge the complaint in the ‘Complaints and Grievances Register’ within 2 working days. 

  



If a Complaint or Grievance Remains Unresolved  

If a matter remains unresolved, or a complaint is of a serious nature, the Complainant may make an 

appointment to meet with the Principal. If this meeting brings about no resolution, the Complainant may 

make an appointment to meet with the Chairperson. If the complaint is against the Principal, the matter 

should be referred directly in writing to the Chairperson of the School Board.  

When complaints or grievances are raised with the Principal the following guidelines are to be followed.  

Step 1 – All formal complaints are logged and brought to the attention of the Principal.  In 
the case of complaints against the Principal, the Chairperson of the School Board will be 
notified. Complaints are to be made in writing and signed. It must contain sufficient detail for 
it to be addressed and recorded, including:  

- the full names of both the Complainant and Respondent;  
- the Complainant’s contact details;  
- the nature and details of the complaint, including dates, times and any witnesses; 
- any previous attempts to resolve the matter; and  
- the Complainant’s desired outcome or suggestions for resolution.  

 

Step 2 – All complaints will be acknowledged in writing, as soon as practicable, and allocated a status, 
priority and target resolution date. It is our commitment, where possible, to resolve all disputes within 14 
business days.  
 

Step 3 – The Principal shall investigate the issues raised by reviewing any relevant documents (e.g., injury, 

incident, or behaviour reports, reading and referencing any relevant policies, procedures, legislation, or 

appropriate peak-bodies; and/or meeting with relevant parties to confirm events), following principles of 

procedural fairness, and make a determination. All parties are invited to have support persons at any stage 

of the process. 

Step 4 - Following the determination, if appropriate, the Principal shall formulate a resolution and provide 

a written response to the complainant. The matter will be closed if this response is accepted.  

Step 5 - If the initial response is not accepted, the matter will be reviewed internally by the Chairperson, 

who may seek additional information or submissions from the relevant parties. The Principal or 

Chairperson seek to resolve all disputes within 14 business days from the date that the review process is 

initiated. The matter will be closed if the response of the Principal or Chairperson, is accepted.  

Step 6 - All complaints received will be entered in our Complaints Register and, where appropriate, a 

corrective action request will be made to address any underlying processes which the complaints 

investigation reveals may require improvement.  

Step 7 - If the matter remains unresolved, the complainant may pursue external resolution alternatives, 

such as the Non-State Schools Accreditation Board, and request unbiased assistance which could mean 

mediation from an impartial third-party or legal proceeding. This step should be viewed as the last resort, 

once all the previous stages have been undertaken. 

 

Confidentiality 

Confidentiality applies with respect to both information relating to the person making the complaint, and, 

if relevant to a person against whom a complaint is made. The School is committed to maintaining the 

confidentiality of information throughout the complaints process. Personal identifiable information about 

a complainant will only be made available for the purpose of addressing the complaint and (unless the 

complainant consents) will be actively protected from disclosure. 


