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This document describes the systemic approach in the management of complaints received by the 
College. 
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1.0 Purpose 

The College values feedback from parents and the community. Acting on both affirmative and critical 
feedback demonstrates commitment to address the issues of concern. Complaints about any aspect of 
the College operations, service or personnel will be handled responsibly, openly and in a timely manner. 

The purpose of this procedural document is to provide a system for the management of complaints about 
educational and administrative issues made by students, parents/guardians, College staff or other 
interested persons. 

The aim is to:- 

 Provide  an  efficient,  open,  honest,   transparent  and  accessible  mechanism  for  
addressing complaints, in accordance with the principles of natural justice; 

 Ensure  that  fairness  towards  both  complainants  and  respondents  is  upheld  throughout  
the complaints management process; 

 Deal with complaints as swiftly and comprehensively as possible; 

 Provide  sufficient opportunity  for  any  complaint  to  be  fully  discussed  and  addressed 
through dialogue and mutual understanding; 

 Enhance  the  level  of  parent/guardian  satisfaction  with  the  College  and  the  relationship  
of parents/guardians and students with teachers; 

 Ensure that complaints information as well as affirmative and critical feedback, is integrated 
into the College’s ongoing improvement processes; 

 Ensure the complaints management process is accessible. 

This document must be read in conjunction with the Complaints Management in Anglican Schools Policy 
and Procedures document issued by the Anglican Church Southern Queensland (ACSQ). 

 

2.0 Exclusions 

These procedures do not apply where a complaint relates to: 

 The abuse of a College staff member or other person not enrolled at the school and is an 
allegation of sexual assault. Such complaint will be dealt with in accordance with the 
Professional Standards Canon which is available from the ACSQ website. 

 Alleged workplace bullying, discrimination, physical assault, harm, harassment or sexual 
harassment.  Such complaint will be made and dealt with in accordance with the Administrative 
Guidelines for Discrimination, Sexual Harassment and Workplace Bullying which is available 
from the Anglican Schools Commission (ASC) website. 

 The abuse of an enrolled student under 18 years of age and is an allegation of sexual abuse or 
likely sexual abuse, significant harm or unacceptable risk of harm or inappropriate behaviour. 
Such complaint shall be made and dealt with in accordance with the Student Protection in 
Anglican Schools Policy and Procedures which is available from the College and ASC websites. 

  

https://s3-ap-southeast-2.amazonaws.com/digistorm-websites/wmac-au-qld-114-website/documents/Policies/complaints.pdf?mtime=20151110094502
https://s3-ap-southeast-2.amazonaws.com/digistorm-websites/wmac-au-qld-114-website/documents/Policies/complaints.pdf?mtime=20151110094502
http://www.anglicanchurchsq.org.au/images/pdf/resources/canon.prof_.standards.2009.pdf
http://www.anglicanchurchsq.org.au/images/pdf/resources/canon.prof_.standards.2009.pdf
http://anglicanchurchsq.org.au/
http://ascqld.org.au/wp-content/public/Discrimination-Sexual-Harrassment-Workplace-Bullying.pdf
http://ascqld.org.au/wp-content/public/Discrimination-Sexual-Harrassment-Workplace-Bullying.pdf
http://ascqld.org.au/policies-and-church-law-2/
http://ascqld.org.au/wp-content/public/Student_Protection_PP2015.pdf
http://ascqld.org.au/wp-content/public/Student_Protection_PP2015.pdf
https://www.wmac.com.au/
http://ascqld.org.au/
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To relevant staff member (issue may be resolved at this point) 

Student issues 
For example: 
Pastoral care 
Uniform 
Behaviour  
Theft 
Illness / health 

Head/Deputy 
Head of School 
Head of Year 

House Co-ord. 

International student  
For example: 
Pastoral care 
Behaviour / conduct 
Illness / health 
Homestay / host 
concern 

Director of 
International 

Student Programs 

Teaching / 
learning 
For example: 
Course work 
Home learning 
Assessments 
Teaching 
practice / 
standards 
 

Director of 
Curriculum or 

Head of 
Department 

Financial, 
grounds or 
business  
For example: 
Accounts 
Work Health 
& Safety 
Facilities 

Business 
Manager or 

Facilities 
Manager 

HR matters 
For example: 
Teacher 
conduct 
Ancillary staff 
issues 

Deputy 
Principal 

Extra-curricular 
Sport issues 
For example: 
Coach issue 
Program 
Training 
Permissions 

Dir. of the Arts 
& ECA 

Head of Sport 

Learning 
resources 
For example: 
Text book 
hire 
iPad 

Knowledge 
and Learning 
Resources 
Manager 

If not resolved 

The Principal 

3.0 Complaints Management Procedures Chart  

Most College complaints will be managed as follows:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

3.1 What you should do 

Where possible, you should raise your complaint/issue with the person directly concerned (for instance, 
if it is an issue that your child’s teacher is responsible for, raise it with him or her) as quickly as possible. 
The aim is for you and the person responsible to agree a course of action to address your concern so 
that we can maintain and/or rebuild a strong relationship for the benefit of your family and the College 
Community. 

If this isn’t possible or appropriate, you should raise the issue with that person’s supervisor, as soon as 
possible. You can find a list of supervisor’s in the College diary and via links on the College website 
“Contact” page. 

If you aren’t satisfied with the outcome of this discussion, you can then raise it with the Principal. The 
Principal may deal with the matter directly or ask you to discuss the issue with someone better suited to 
address the issue (e.g. the Deputy Principal, Heads of School or other Senior Administration Team 
member. 

If you are still not satisfied, you can raise the issue with the Chair of Council. 

If the internal processes of the College do not provide you with satisfaction, you can raise the issue with 
the Archbishop. 

3.2 What we as a community do 

 We shall treat you and your family with respect and courtesy, taking the complaint seriously. 

 We will acknowledge problems where they occur and always seek to rectify shortcomings. 

 We will keep accurate notes of meetings and phone calls, including action plans. These will be 
shared with you and the supervisor of the staff member involved. 

 The supervisor will escalate the issue if necessary. 

 When we agree an action plan, we will keep our end of the agreement. 

Complainant 

https://www.wmac.com.au/contact
https://www.wmac.com.au/contact
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3.3 Our expectations of you 

 You will treat us with respect and courtesy. While we understand problems with our children can 
be emotionally upsetting, this does not give anyone the right to intimidate or denigrate another. 

 You will listen with an open mind and heart to other points of view presented in any discussions. 

4.0 Complaint Resolution Principles 

 

4.1 Responsiveness 

Complaints will be managed openly and responsibly. All written complaints will be acknowledged in 
writing, and addressed within a reasonable time depending on the nature, complexity and timing of the 
issue. 

4.2 Fairness 

The College’s complaints management process endeavours to be fair to both the person making a 
complaint, and the person/s against whom the complaint is being made. The process shall be based on 
the principles of natural justice, including the right of the person making the complaint to: 

 be heard; 

 have their complaint treated seriously; 

 be informed of the processes of complaints handling; and 

 be informed of the College’s decision, and reasons for that decision. 

The person or section of the College about whom the complaint is made shall have the right to: 

 be informed of the processes of complaints handling; 

 collect sufficient detail to enable them to prepare a response to the complaint; 

 have the opportunity to respond to the person reviewing the complaint, and have their response 
taken seriously; 

 be informed of the outcome of the review, the decision and reason for the decision. 

Complaint

Resolution

Principles

Early resolution

Responsiveness 
and natural 

justice

Fairness and 
transparency

Privacy and 
confidentiality

Simplicity

Timely 
management

Co-operation 
and mutual 

respect

Accurate 
communication 

records 
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Individuals making a complaint are advised that those handling complaints will be independent of the 
issue which is the subject of the complaint.  If a conflict of interest arises for the staff member involved 
in the receipt or management of a complaint, the Principal will arrange for an independent person to 
hear the complaint. 

If the complaint involves the Principal: 

 the Principal shall inform the Chair of the College Council of the complaint, or alternatively 

 the Chair of the College Council shall inform the Principal of the complaint. 

4.3 Privacy and confidentiality 

To protect confidentiality and privacy, all parties must ensure at all times that information relating to a 
complaint is restricted only to those who genuinely need to be aware of the information in order to deal 
with the complaint. Notwithstanding, in certain circumstances, some information about the specific 
complaint may need to be disclosed to others in accordance with legal and/or regulatory requirements. 
The person making the complaint needs to be informed of this, if this is the case. 

Personal information collected as part of the complaints process will not be released publicly. 
Anonymous complaints will be accepted. There are generally three types of anonymous complaints: 

 where the person making the complaint refuses to supply their own name; 

 where the identity of other persons involved has not been supplied by the person making the 
complaint; and 

 where  the  identity  of  the  person making the  complaint  is  known  to  the  recipient  but  is  
not provided to the respondent. 

Please note that in these circumstances:- 

 a formal response cannot be made in cases where the person making a complaint does not 
provide their contact details; 

 value of the information may be lessened because it is anonymous; and 

 in order to fully proceed with the complaint, it may be necessary to make the identity of the 
person making the complaint known to the respondent. 

4.4 Records 

Records of complaints are maintained and due process is followed in accordance with the principles 
outlined above. 

5.0 Complaints Proceedings 

5.1 Information required in order to handle complaints 

A person making a complaint is required to: 

 provide the College with complete and factual information in a timely manner and be aware that 
refusal  to  supply  certain  relevant  information  may  be  a  significant  barrier  to  the  ability  
to adequately review a complaint; 

 deliver the complaint in a non-threatening manner; 

 not include deliberately false or misleading information; and 

 not make frivolous or vexatious complaints. 

Persons making complaints and respondents should be aware that, if a complaint is made about a staff 
member, in most instances the staff member will be informed of the complaint and offered the right of 
reply. 

Respondents will be informed of any complaint made against them and will be given an opportunity to 
respond to the complaint. Respondents should: 

 provide the College with complete and factual information in a timely manner and be aware that 
refusal  to  supply  certain  relevant  information  may  be  a  significant  barrier  to  the  ability  
to adequately review a complaint, 

 deliver the response to the complaint in a non-threatening manner, 
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 not include deliberately false or misleading information, and 

 not make frivolous or vexatious comments. 

Persons making complaints and respondents should also be aware that they have the right to have a 
support person present throughout any interview process. 

5.2 How to prepare a written complaint 

When documenting a complaint, the person documenting the complaint should: 

 use objective language clearly stating the facts; 

 provide information in chronological order, to the extent that is practically possible; 

 use quotation marks where appropriate and necessary (e.g. to identify actual words and 
statements used by people); 

 write neatly and legibly in ink or using electronic means and in clear unambiguous language; 

 include, where necessary, initialled and dated corrections; and 

 include signature, name of the author, and time and date of the incident/complaint. 

5.3 Feedback 

 Receipt of the complaint is to be acknowledged promptly by telephone, in person, by email, or 
in writing.  

 The outcome of a verbal complaint will be communicated verbally to the respondent and to the 
person making the complaint.   

 The outcome of a written complaint will be communicated in writing to the respondent and to 
the person making the complaint. 

5.4 Process 

Each complaint will be treated on the information available and actions that are appropriate to the 
individual complaint. 

5.5 Delegations 

The following positions are delegated the responsibility and authority to determine whether a complaint 
is frivolous or vexatious: 

 College Council 

 Principal 

The College Council or Principal may delegate to an external person or agency the authority to 
investigate a complaint and report the result of the investigation to the College Council or Principal as 
applicable. 

  



WEST MORETON ANGLICAN COLLEGE 

Complaints Management College Procedures last amended 2017.02.14.docx Page 7 of 9 

6.0 Definitions 

Alleged A complaint made against a person which has yet to be resolved. 

Allegation Information or an assertion which is still to be proved. 

Archbishop The present Archbishop of the Anglican Church of Australia in the Diocese of Brisbane 
his successors in office and any person acting as Commissary or exercising the 
powers of the Archbishop under the provision of the Constitution. 

Assault (s245 CC) 

‘Any person who strikes, touches or moves, or otherwise applies force of any kind to, 
the person of another, either directly or indirectly without the other person’s consent, 
or with the other person’s consent if the consent is obtained by fraud, or who by any 
bodily act or gesture attempts or threatens to apply force of any kind to the person of 
another without the other person’s consent, under such circumstances that the 
persons making the attempt or threat has actually or apparently a present ability to 
effect the person’s purpose, is said to assault that other person, and the act is called 
an assault.’  

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/CriminCode.pdf 

Bullying Bullying is the repeated less favourable treatment of a person by another or others in 
the workplace or learning environment which is considered an unreasonable and 
inappropriate workplace practice. It includes behaviour that intimidates, degrades, 
humiliates or offends a person and is generally persistent, systematic and ongoing 
behaviour. 

Canon A ruling enactment of the Synod. 

Complaint A grievance, problem, difficulty or concern that is made either verbally or in writing 
regarding another student and/or member of College staff. 

Complainant A person who makes a complaint. 

Diocese The Diocese of Brisbane is an an all-encompassing term that covers the activities and 
central organisation of the Anglican Church that occur in the geographical area of 
Southern Queensland: the area in Queensland below a line starting at the mouth of 
the Kolan River (north of Bundaberg) heading generally west to the border between 
Queensland and the Northern Territory. 

Discrimination Refer to the Administrative Guidelines for Discrimination, Sexual Harassment and 
Workplace Bullying. 

Employees Office holders and staff members who work in a paid (full time, part time or casual) or 
voluntary capacity in Anglican schools. This term may include a “church worker”. 

Grievance A concern or complaint about an act, behaviour, omission, situation or decision that 
someone thinks is unfair or unjustified. 

 Harm (s9 CPA) 

1) Harm, to a child, is any detrimental effect of a significant nature on the child’s 
physical, psychological or emotional wellbeing. 

2) It is immaterial how the harm is caused. 

3) Harm can be caused by- 

a) Physical, psychological or emotional abuse or neglect; or 

b) Sexual abuse or exploitation. 

4) Harm can be caused by- 

a) A single act, omission or circumstance; or 

b) A series or combination of acts, omissions or circumstances. 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/ChildProtectA99.pdf 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/CriminCode.pdf
http://ascqld.org.au/wp-content/public/Discrimination-Sexual-Harrassment-Workplace-Bullying.pdf
http://ascqld.org.au/wp-content/public/Discrimination-Sexual-Harrassment-Workplace-Bullying.pdf
https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/ChildProtectA99.pdf
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Inappropriate 
Behaviour College employee conduct (which may include words) towards a student, regardless 

of age, which is inconsistent with the relevant Professional Standards, Staff Code of 
Conduct, Volunteer Code of Conduct and College policies, which is considered to be 
improper by the person making the complaint. 

Natural Justice Principles of natural justice will apply to all decisions made under these procedures.  
As the consequences of any decision (that is, the effect/s on a person’s rights, 
interests or legitimate expectations) for any individual become more severe, so the 
importance of demonstrably acting fairly increases. The fundamental principles of 
natural justice are: 

 the right to be given a fair hearing and the opportunity to present one’s case; 

 the right to have a decision made by an unbiased decision-maker; and 

 the right to have that decision based on logically probative evidence. 

Parent (s10 EGPA) 

1) A parent, of a child, is any of the following persons-  

a) the child’s mother; 

b) the child’s father; 

c) a person who exercises parental responsibility for the child. 

2) However, a person standing in the place of a parent of a child on a temporary 
basis is not a parent of the child. 

3) A parent of an Aboriginal child includes a person who, under Aboriginal tradition, 
is regarded as a parent of the child. 

4) A parent of a Torres Strait Islander child includes a person who, under Island 
custom, is regarded as a parent of the child. 

5) Despite subsections (1), (3) and (4), if- 

a) a person is granted guardianship of a child under the Child Protection Act 
1999; or 

b) a person otherwise exercises parental responsibility for a child under a 
decision or order of a federal court or a court of a State; 

then reference in this Act to a parent of a child is a reference only to a person 
mentioned in paragraph (a) or (b). 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/E/EducGenPrA06.pdf 

Sexual Abuse (s364 EGPA) 

Sexual abuse, in relation to a relevant person, includes sexual behaviour involving the 
relevant person and another person in the following circumstances- 

a) the other person bribes, coerces, exploits, threatens or is violent toward the 
relevant person; 

b) the relevant person has less power than the other person; 

c) there is a significant disparity between the relevant person and the other 
person in intellectual capacity or maturity. 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/E/EducGenPrA06.pdf 

Sexual 
Harassment Behaviour which: 

 subjects another person to an unsolicited act of physical intimacy; or 

 makes an unsolicited demand or request (whether directly or by implication) for 
sexual favours from the other person; or 

 makes a remark with sexual connotations relating to the other person; or 

 engages in any other unwelcome conduct of a sexual nature in relation to the 
other person. 

  

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/E/EducGenPrA06.pdf
https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/E/EducGenPrA06.pdf
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Significant 
Harm (s13 CPA) 

Any detrimental effect of a significant nature on the child’s physical, psychological or 
emotional wellbeing. Harm can be caused by physical, psychological or emotional 
abuse or neglect, or sexual abuse or exploitation, and is immaterial how the harm is 
caused. S13C CPA provides further considerations for guidance in this regard. A 
professional may use their knowledge, training and expertise in identifying significant 
harm, which recognises that professionals may detect an impact of harm that non-
professional people may not. 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/ChildProtectA99.pdf 

Synod The Corporation of the Synod of the Diocese of Brisbane. Essentially, the Archbishop 
Clergy and Laity constituting the governing body which oversees the activities of the 
Anglican Church Southern Queensland. Management of Anglican schools is 
delegated to the Anglican Schools Commission under the Diocesan Governance 
Canon, while governance and strategic direction are delegated to the College Council 
under the Schools Regulation Canon and through the College Constitution. The 
ongoing daily management of the College is overseen by the Principal. 

https://www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/ChildProtectA99.pdf
https://pulse.wmac.com.au/ourcollege/cyclicalReview/Cyclical%20Review%202015%20Document%20Library/Diocesan%20Governance%20Canon.pdf
https://pulse.wmac.com.au/ourcollege/cyclicalReview/Cyclical%20Review%202015%20Document%20Library/Diocesan%20Governance%20Canon.pdf
https://pulse.wmac.com.au/ourcollege/cyclicalReview/Cyclical%20Review%202015%20Document%20Library/Schools%20Regulation%20Canon.pdf
https://pulse.wmac.com.au/ourcollege/cyclicalReview/_layouts/WordViewer.aspx?id=%2Fourcollege%2FcyclicalReview%2FCyclical%20Review%202015%20Document%20Library%2FWMAC%20Constitution%20as%20at%2022%20May%202013%2Edoc&source=https%3A%2F%2Fpulse%2Ewmac%2Ecom%2Eau%2Fourcollege%2FcyclicalReview%2FCyclical%2520Review%25202015%2520Document%2520Library%2FForms%2FAllItems%2Easpx%3FPaged%3DTRUE%26p%5FSortBehavior%3D0%26p%5FFileLeafRef%3DStudent%2520Belongings%2520and%2520Confiscation%252edocx%26p%5FID%3D143%26PageFirstRow%3D181%26%26View%3D%7BE668B2CE%2DBCB3%2D4FCA%2D9D00%2DD59D0062968B%7D

