11.1

SCBC Disputes and Complaints Policy
for Parents

Talking to your school; useful information for parents
The relationship between home and school plays a very important part in a child's education.
We cannot overestimate the critical role parents play in successful learning: parents contribute
much to their child's development and are among the most important influences on the way
in which the child approaches learning.
Teachers are responsible for the more formal aspects of children's learning, and successful
teaching builds on the home experiences of the child. This is most effective where there is an
active partnership with parents.
Two-way communication is a critical factor in the partnership between parents and the
college. Where a partnership exists, it is easier for parents to feel confident about the teaching
and learning taking place in the classroom and to solve problems.
You are welcome to talk to your child's teacher whenever you need to. However, you should
make an appointment to talk with the teacher, to avoid disrupting the learning program.

What can you do if you have a concern, problem or complaint?
•
•
•
•

Seeking information as early as possible can solve many problems. If you have any
questions or concerns about your child's progress, the homework set or assessment
procedures, contact the class teacher.
You can have a friend or adviser present during any discussion.
You may prefer to take the matter to a more senior member of staff, for example the Head
of Primary, Head of Secondary or the Principal.
Parents have the opportunity for greater involvement in the College in different activities
and events. These provide the opportunity for parents to express opinions on relevant
Policy issues in the College.

What to do when you have a problem
•
•

Try to identify the problem clearly before coming to the College. If there is more than one
problem, list them to ensure that the extent of the problem is clear to the College.
Decide whether the problem is a concern, an enquiry or a complaint. This will help in
finding a solution.
1|P a g e

•

•

Make an appointment to talk with the teacher. If your concern is about the conduct of a
teacher, make the effort to speak with the teacher concerned so they can reflect and
respond. If it doesn’t resolve, speak to their Line Manager and/or the relevant Head of
School. If you concern relates to a non-teaching staff member, try speaking to the staff
member first so they can have an opportunity to respond. If it’s unresolved, you may prefer
to discuss the matter with the non-teaching staff member’s line manager.
Try to stay calm. Even if you don't feel it, being calm will help you to get your concerns
across more clearly than if you are upset or angry. It may help to take someone with you.

Rationale for the Disputes and Complaints Policy
A commitment to responding positively to complaints characterises South Coast Baptist
College. In particular, the partnership between parents and the College is a strong and reliable
feature of our college community. Parents and other school community members must be
confident that staff will listen and respond to their needs and concerns.
We have an 'Open Door' policy at South Coast Baptist College, where parents are valued and
involved with the school, and are encouraged to voice their concerns. It is better to have a
direct complaint to a member of staff than to have parents sharing their dissatisfaction with
others.
This Policy sets out the process sets out the process for students, parents, members of the
community and College staff to have enquiries, concerns, and complaints addressed by the
staff, the management team, Education Enterprise Team, and/or the Chairperson of The
Board.
Resolution of complaints will be addressed at the classroom, by management, the College’s
Education Enterprise Team, and/or the College Board. Complaints of various kinds may also
be lodged outside the College with agencies such as the Equal Opportunity Commission, the
Western Australian Police Service and the Crime & Corruption Commission.

Principles Underlying the Policy
The following principles apply to the management of all complaints:
•
•
•
•
•
•
•

•
•

The process is accessible to all aggrieved parties and is underpinned by a commitment to
co-operate on the part of South Coast Baptist College staff.
Procedural fairness is afforded to all parties.
The subject of the complaint is informed of the substance of the complaint.
Vexatious, trivial or previously finalised issues are not pursued.
Warranted investigation will be pursued with or without the active involvement of the
complainant.
Confidentiality is maintained, to the extent that it is consistent with legislative requirements
and the other principles outlined in this section.
Complaints are monitored and their management evaluated so as to reduce the
occurrence of systemic and recurring problems. It is the responsibility of an Enterprise Team
member (e.g. Principal, Director of Childcare, Director of Finance & Operations, Head of
Primary or Head of Secondary) to ensure that this evaluation occurs, although in certain
instances this review and evaluation process can be delegated. Evaluation of the
management process of a complaint should occur within one (1) month of final resolution
and any recommendation(s) considered for inclusion in Policy revision.
In all matters, the educational wellbeing of students is the first priority and guiding
imperative.
All persons in the College community including students, parents, administrators, teachers
and support staff, have a right to be treated with respect and courtesy.
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•
•

Complainants are able to make enquiries, raise concerns or lodge complaints about the
provision of education or the conduct of South Coast Baptist College staff and have these
dealt with efficiently, fairly and promptly.
Information about the process for making enquiries, raising concerns or complaints is to
be available to parents, students and members of the local community.

Procedures
Who may complain?
Students, parents, members of the community, and South Coast Baptist College staff are
entitled to have their complaints addressed by teachers, management, the Education
Enterprise Team, and/or the College Board.

What may be complained about?
A complaint is an expression of dissatisfaction with a real or perceived problem. A complaint
may be made about:
a)
b)
c)
d)

The provision of education;
Failure to meet expectations;
Perceived unfairness or impoliteness; or
The conduct of any South Coast Baptist College employee.

How the complaint will be handled?
Complaints will be handled promptly, within five (5) business days, confidentially and in
accordance with procedural fairness and the principles of natural justice (e.g. the right to be
heard and the right of response; and that the decision maker should not be biased or be seen
to be biased).
Persons who are the subject of a complaint, who make a complaint or provide information in
the course of an investigation into a complaint shall not be subject to prejudice, intimidation,
and harassment or be subject to any detriment because of their involvement.
The outcome of formal disciplinary processes commenced against an employee as a
consequence of a complaint being received is confidential between the employee and the
employee's line manager/s at the time. Complainants will not be informed of the outcome in
such matters due to confidentiality requirements.
Appropriate confidentiality is to be observed in any discussion of complaints. This means that
the College these matters must remain confidential between the employee and his/her line
manager and any other parties who have a legitimate interest in the process. Such parties
may include support persons, professional associations, more senior line managers, the
Principal, and may include the College Board Chairperson.

Lodging a Complaint
A person may complain verbally or in writing to a Teacher, Head of School, the Principal, or in
writing to the Chairperson of the Board.
A person lodging a complaint may choose to have a friend present.
A person making a written complaint must provide his or her name, address and details of the
complaint. The email address to send your complaint is: complaints@scbc.wa.edu.au.
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Where the complaint involves possible criminal implications and child protection issues, the
matter will be referred to the appropriate investigating body (Police, Child Protection
Agencies).

Withdrawal of a Complaint
A person who has made a complaint may withdraw the complaint at any time. A written
complaint should preferably be withdrawn in writing. However, a signed and dated notation
on the complaint by an employee that it has been withdrawn by the complainant will suffice.
A verbal complaint may be withdrawn verbally and a notation made to that effect.
The staff member who received the complaint is to give notice in writing to any parties
affected by the complaint that it has been withdrawn. Complaints that warrant investigation
must be pursued even though the complaint has been withdrawn.

Management of Complaints
When a Teacher, Head of School, and/or an Education Enterprise Team member receives a
complaint, that officer will implement strategies to resolve the complaint, if appropriate to do
so. An Education Enterprise Team member may provide advice to the complainant on possible
strategies to resolve the matter.
Employees who are the subject of a complaint are to be informed of the substance of the
complaint with three (3) business days. Complaints against employees should be sufficiently
detailed so as to enable the employee to respond to the allegations against them. A detailed
description of the incident/s, the alleged time and place where the incident/s allegedly
occurred and the names of any possible witnesses to the incident/s should be provided,
wherever possible.
Documenting/recording the substance and process of resolving these complaints must occur.
If a verbal complaint is complex or very serious, the complainant may be required to restate
the complaint in writing or sign a written summary prepared by an Education Enterprise Team
member.
All written complaints lodged with an Education Enterprise Team member will be
acknowledged in writing within five (5) business days and shall include what action is being
taken to remedy or resolve the nature of the complaint. Thereafter the complainant will be
informed of subsequent actions should this not breach any other policy, law or endanger the
welfare of others. A written report will be provided to the complainant signed by the Education
Enterprise Team member.
An Education Enterprise Team member can reject a complaint that in their opinion is vexatious,
trivial or without substance; or does not warrant further action taking into account the
provisions of this Policy. Details of these complaints should be recorded in case there is a
pattern of complaints that warrant consideration at a later date.

Responsibility for Management of Complaints
Classroom Teachers
Classroom teachers are responsible for:
•
•
•

Maintaining confidentiality in dealing with each matter.
Maintaining records of meetings and agreed outcomes.
Resolving parent concerns and complaints where possible.
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•
•

Communicating outcomes of parent concerns and complaints to a member of the
Management Team where appropriate.
Referring parent enquiries, concerns and complaints to a member of the Management
Team where appropriate.

College Education Enterprise Team (e.g. Principal, Head of Secondary, Head
of Primary, Director of Childcare, Director of Finance & Operations)
The College’s Education Enterprise Team are responsible for:
•
•
•
•

•
•
•
•

Maintaining confidentiality and impartiality in dealing with each matter.
Ensuring, wherever appropriate, that concerns and complaints are resolved at the school
level.
Developing and implementing a process for registering, responding to and managing
parent enquiries, concerns and complaints.
Ensuring the process for managing complaints includes recording and monitoring of
complaints and their outcomes to enable improvements to be identified and
implemented.
Ensuring that enquiries, concerns, and complaint procedures are communicated clearly
to parents and community members.
Ensuring that school policies and procedures are modified, where necessary, to address
areas of concern.
Ensuring that complainants and respondents are aware that they can have a friend or
adviser present during any discussion.
Referring the complaint, where appropriate, to the Chairperson of the College Board for
further resolution or management.

College Board
The College Board are responsible for:
•
•
•
•
•
•
•

Providing advice and support to the College’s Education Enterprise Team.
Providing advice and support to Teachers.
Providing advice and support to parents.
Maintaining records.
Referring the matter for external mediation in consultation with the Education Enterprise
Team Member.
Maintaining confidentiality and impartiality in dealing with each matter.
Ensure a fair process has been followed.

Guidelines for the Management of Complaints
Verbal Complaints
The College will:
•
•

•
•

Maintain confidentiality at all times.
Take the matter seriously. Be non-judgemental. Listen attentively and courteously.
Determine whether the matter is an enquiry, a concern, a request or a complaint.
Complainants should be provided the opportunity to have a friend or adviser present
during any discussion.
Repeat your understanding of the problem, acknowledging the complainant's feelings or
clarifying the problem. It is important to focus on the problem and not on finding fault or
blame.
Respond to all issues raised by the complainant.
5|P a g e

•
•
•

Agree on action and timelines.
Record the complaint, the action and the outcome.
Review the situation and confirm with the student/parent/staff member that the matter is
resolved.

Written Complaints
The College will:
•
•
•

•
•
•

Maintain confidentiality at all times.
Assess the seriousness of the complaint.
Acknowledge the enquiry, concern or complaint with a prompt written reply, even if a
resolution is not available at this stage. As soon as possible, clarify your understanding of
the problem, identify action and timelines in writing and include a name and contact
number. Respond to all issues raised.
Take action within agreed or appropriate timelines.
Record the complaint, the action and the outcome.
Review the situation and confirm with the student/parent/staff member that the matter
has been resolved.

Guidelines for Mediation and Conciliation
The primary focus of mediation is to reach a fair and workable agreement the parties in
conflict. It should be a voluntary process with parties agreeing to mediation and taking
responsibility for making decisions throughout the process.

Pre-Mediation
The process of pre-mediation involves:
•
•
•
•
•
•

The mediator meeting with each party individually and listening to their perspective on
the situation.
Checking the person's 'emotional readiness' to participate in mediation.
Discussing and finalising the agenda for the mediation; what are the primary concerns
and what requests do they wish to make of the other party? How best 'might they phrase
these concerns and requests to ensure the best possible outcome?
Anticipating what the other party might raise and how the individual will respond.
Discussing the ground rules for successful mediation.
Seeking commitment to the mediation process.

If parties are in agreement, then mediation proceeds. Only two people are generally involved
in mediation. Therefore, with three parties, either two or three mediators will be required.

Mediation
•
•
•
•
•
•
•

Brief meetings are held with each party immediately prior to joint meeting to confirm the
parties' readiness to proceed and that agenda is still appropriate.
Mediator introduces the process to the parties.
Ground rules developed and/or reinforced.
Each party presents a statement or request from the agenda in turn and clarifies as
necessary.
Parties develop options to address/resolve the point being discussed (only move on to
next point when some agreement or understanding is demonstrated).
A written document is developed stating the outcome of the mediation, agreement
reached between the parties and recommendations for further action.
A review period is agreed.
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If appropriate, the line manager can be invited in at the end of the mediation meeting to be
advised of the outcome, discuss their role in monitoring the agreement to clarify any
outstanding organisational issues.
Figure 1: Complaint Resolution Flow Chart – General Flow Chart

Complaint Flow Chart
A complaint will be treated as an expression of genuine
dissatisfaction that requires a response. All complaints will be
treated confidentially.
Contact the College
Be as clear as possible about what is troubling you and the nature of the
complaint: e.g. Homework, Teacher, Uniform etc.
(Response will be within 5 working days)

Complaint or
concern regarding
what is being
taught / academic
standards referred
to Classroom or
Specialist Teacher
or Head of
Curriculum.

Complaint or concern
bullying / student
care / behavioural
management –
Referred to Classroom
Teacher, Year
Manager or Head of

Pastoral Care

If further follow up is required the matter is
referred to the relevant Head of School
(Primary or Secondary)

Complaint or
concern regarding
particular Teacher,
non Teacher or
member of the
College’s BETeam –
Referred to the
College Principal

Complaint or
concern
regarding the
Principal –
Referred to the
Board Chairman.

If the complaint is not resolved
in full, a report will be
submitted to the Board
Chairman

If further follow up is required the matter is
referred to the College Principal. The
Principal will manage complaints involving
any member of the College’s BETeam.

If the complainant is still
dissatisfied the concern may
be referred to an independent
mediator agreed to by both
parties
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Figure 2: Complaint Resolution Flow Chart – Specific to Classroom Matters

YES

Could the Class
Teacher assist?

Arrange for a meeting
to discuss

Resolved

Arrange for a meeting
to discuss

Resolved

Arrange for a meeting
to discuss

Resolved

NO

Unresolved

YES

Could the Head of
School assist?

NO

Unresolved

YES

Could the Principal
assist?

NO

Unresolved

Could the Chairperson
as representative of
the College Board
assist?

YES

Arrange for a meeting
to discuss

Resolved

NO

Unresolved, move to
external process

Note: If the complaint/grievance is between the Head of School and Principal or the
complaint involves the Principal, the matter is to be placed in the hands of the Board
Chairperson.
At times there may be a decision to refer a matter to the Equal Opportunity Commission, the
Western Australian Police Service, Child Protection Agencies and the Crime & Corruption
Commission. In such instances the Principal will be part of the decision making and action
taken with expedience.
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Figure 3: Complaint Resolution Flow Chart – Specific to Unresolved Complaints

Unresolved Complaint

Refer to Independent
Mediator (agreed to
by both parties)

Arrange for mediation

Resolved

Unresolved

Arrange to provide
documentation/
information

Resolved

Refer to Director
General

The Director General of the Department of Education is responsible for ensuring that the school
observes the registration standards, including the standard about its complaints handling
system. Any student, parent or community member is entitled to contact the Director General
with concerns about how the school has dealt with a complaint. Information is available on
the Department of Education website. While the Director General may consider whether the
school has breached the registration standards, she does not have power to intervene in a
complaint or override the school’s decision.
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