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External Disputes and Complaints Resolution Policy  
 

Rationale The College is characterised by a commitment to responding positively to 
complaints from external parties (community members), such as 
Parents/Guardians, students and/or volunteers regardless of whether they are 
current or former members.  

 
 The partnership between community members of the College should be a 

strong and reliable feature of any school. All College community members must 
be confident that their needs are valued and that their concerns will receive a 
fair hearing. 

 
It is the intention of the College to work with community members to achieve 
outcomes that are in their best interests and in the best interests of the students 
in our care. Each enquiry, concern and complaint made will be dealt with 
promptly, fairly and contribute to continuous improvement. 

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

1. The process is accessible to all aggrieved parties from outside of the 
College including former parents/guardians, former students or past 
community members. 
 
For parties that are employed by the College, the Internal Complaints/ 
Grievance Resolution Procedures (Staff) should be utilised. For 
current students, the Child Friendly Complaints Policy should be 
followed. 

2. Procedural fairness must be afforded to both the complainant and the 
person against whom the complaint is made. This requires that both 
parties receive a fair hearing and that the final decision is made without 
bias. 

3. The resolution to a dispute or complaint must exhaust all reasonable 
attempts at conciliation prior to an imposed arbitrated result occurring. 

4. Individual cases must be examined on their own merits. 
5. Appropriate confidentiality must be respected by all parties in 

accordance with the Privacy Policy of the College. 
6. The Principal has the responsibility to attempt to resolve a dispute or 

complaint with the parties directly involved in the first instance. 
7. Parties may appeal to Helena College Council if dissatisfied with the 

decision made by the Principal. 
8. Processes are to be straightforward and align to Helena College policies. 
9. Information about the process for making enquiries, raising concerns 

or complaints is to be available to parents, students and members of the 
local community. 

10. Parties have the right to appeal to the Minister for Education in 
accordance with the School Education Act (1999). 

 
Procedural Fairness A critical part of procedural fairness is the ‘hearing rule’. Fairness demands that 

a person be told the case to be met and given the chance to reply. In line with 
procedural fairness, the person concerned has a right – 

 
• To receive all relevant information in order to prepare a reply (this may 

be done by way of a summary - original documents and the identity of 
confidential sources do not necessarily need to be provided); 

• To a reasonable chance to consider their position and provide a reply;  
• To an opportunity to reply in a way that is appropriate; 
• For their reply to be received and considered before any decision is 

made; 
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• To genuine consideration of any submission.  
 
The College will provide support to the parties of the complaint should they 
request it.  This may be in the form of a person who is not involved in the 
complaint. 

 
If there is a situation involving the Police, the Principal or next most senior 
staff member (if the Principal is unavailable), must take responsibility for 
action in the school and the Chair of Council must be informed as soon as 
possible. 

 
 

Responsiveness Helena College takes all complaints seriously and will – 
• Acknowledge the matter promptly (usually within five days); 
• Confirm the nature of the matter and what is concerning the complainant; 
• Keep the complainant informed, as is appropriate, on what is happening in 

relation to the concern or complaint and where possible provide a date by 
which the College’s response can be expected.  

 
Confidentiality Confidentiality is an important issue for students and parents.  Any complaint 

will be treated in a confidential manner and with respect. 
 

It is the school’s practice that complaints made by parents will not rebound 
adversely on their children and similarly that complaints raised by students 
will not rebound on them or on other students. There is no requirement that all 
the information provided needs to be disclosed, except in rare cases such as a 
serious risk to personal safety or public funds. 

 
The question of confidentiality will be discussed sensitively and on an 
individual basis with the parents and the school’s policy will be provided 
and carefully explained. 

 
Record Keeping The school will keep an effective log of complaints and other parental 

concerns because: 
• it may become the cause of legal action in the future; 
• patterns in the record may indicate a need for action; 
• the log can be used to report regularly to the College Council. 

 
Implementation Guidelines The External Disputes and Complaints Resolution Policy will be available to 

parents via the College website and SEQTA. 
1. In the case of a dispute or a complaint Helena College policies/ procedures 

shall be followed. 
2. Each dispute or complaint resolution procedure shall ensure that all 

relevant parties: 
• are informed of the dispute or complaint 
• have the opportunity to place their version on record 
• hear all parties to the matter and consider submissions 
• have the opportunity to be represented if they so wish. 

3. Where a dispute or complaint involves the Principal the matter may be 
referred directly to the Chair of Helena College Council. 

4. Anonymous and/or unsubstantiated complaints shall be investigated at 
the discretion of the Principal. 

5. The Principal shall maintain an annual complaints register, records of 
the procedure followed and details of the resolution to any formal 
dispute or complaint. These will include any statements made by the 
parties involved. 
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6. It is the responsibility of the Principal to attempt to reach a resolution 
between the parties where possible. 

 
Disputes and Complaints 
Resolution Process –  
Informal Process 
Step 1: Local resolution process between the parties directly involved 
 

When a dispute or complaint arises at the College, the parties involved shall 
attempt to resolve the issue between themselves in the first instance. This will 
involve: 
• all parties having the opportunity to state their position in the matter, 

allowing each party the opportunity to fully understand the other 
party’s/parties’ position; 

• a willingness to compromise in order to reach an agreed solution; 
• resolution should be sought within five working days; 
• both parties should maintain notes recording the interactions and 

agreed outcomes; 
• staff (dealing with a complaint) must inform their line manager about 

the matter of concern; 
• the line manager may decide to refer the matter to Executive team for 

resolution. 
 

Step 2: Principal - Resolution  
 

 Note: Where the dispute / complaint is of a serious nature that in the opinion 
of the Principal requires a formal resolution, he/she shall proceed 
directly to the formal resolution process. 

 
Where the parties directly involved cannot reach a resolution, the Principal 
should be approached to assist in the resolution of the matter. A meeting must 
take place as early as possible, but no later than three weeks of the 
complainant’s written application.  
 
If it is deemed that the issue may impact on the health or welfare of any 
individual or the matter is of a child protection nature, then the prompt action 
must be taken with referral to the College’s Child Protection Policy and 
Procedures and act in accordance with relevant legal obligations. 

 
The Principal shall initially deal with the parties by: 
• providing all parties with the opportunity to state their position in the 

matter to allow the Principal to gain a thorough understanding of each 
party’s position and then deal with the specifics of the matter by: 
§ asking the necessary questions to obtain a detailed response 
§ asking what resolution would resolve the matter 
§ agreeing on a resolution between the parties where possible 
§ setting a timeline when actions to reach the resolution shall be 

taken 
§ reporting to the parties when the resolution actions have been 

taken 
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Disputes and Complaints 
Resolution Process –  
Formal Process 
Step 3: Principal – Formal Resolution process 

 
Note:  The parties to the dispute/complaint shall be provided by the Principal 

with a copy of the policy, flowchart and guidelines, at the 
commencement of this process. 

 
When an informal resolution fails or when the Principal decides to move to 
the formal resolution process immediately, the Principal shall: 
• record the specifics of the dispute/complaint including: 

(a) date the issue was raised 
(b) the nature of the dispute/complaint 
(c) the parties involved 
(d) the parties’ views of the matter and their suggested resolution 
(e) any substantiation provided 
(f) the provision to the parties of a proposed timeline for 

resolution 
(g) witness statements 

• make a decision based on the merits of the case 
• discuss the decision with the parties and provide the decision in 

writing within the proposed timeline. 
 

At any stage prior to a decision being made by the Principal any party may seek 
the assistance of the Chair of Helena College Council. 

 
The Principal may offer outside mediation, prior to any decision being made. 

 
The Principal may refer the matter to an outside authority. 

 
Where a party to the dispute does not accept the Principal’s decision that party 
may appeal the decision to the Chair of Helena College Council. 
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Step 4: Appeal Process to the Chair of Helena College Council 
 

Where an appeal to the Chair of Helena College Council is lodged by a 
complainant the following information must be provided within the written 
complaint: 
• date the issue was raised 
• the nature of the complaint 
• the person / campus against whom the complaint is made 
• any substantiation of the complaint 
• the complainant’s proposed resolution to the matter 
• details of any procedures undertaken by the parties or Principal.  

 
The Chair will respond to the complainant, notifying them that he/she is 
reviewing the matter, asking them if they wish to add anything further and 
providing a date by which they may expect a response. 

 
The Chair’s response will be clear and detailed, and should offer a meeting if 
the complainant remains in dispute. 

 
If a meeting is requested then Chair will meet the complainant at a time 
convenient to them.  Parties to be involved are: 

 
• the Chair of the School Council 
• the Principal and at the most, one other member of staff 
• the complainant 
 

The complainant is permitted to bring with them a supportive friend who is 
not involved with the complaint.  Legal representation is not encouraged at this 
stage. 

 
 

Step 5: If deemed appropriate the complaint may proceed to an independent 
arbiter. 

 
As a final step in the disputes and complaints procedure, an independent 
arbiter may be brought in to resolve the issue. The arbiter would have to be: 
• Agreed by both parties 
• Remunerated by both parties (if appropriate) 
• Assured both parties will accept the arbiter’s decision. 

 
Note:  Under the School Education Act 1999, an individual has the right to 

make an appeal to the Minister for Education with regard to a 
dispute/complaint. An appeal will only be heard on a breach in process 
and will not be a re-examination of the merits of the case. 

 
Further Action At all stages of a complaints resolution procedure the complainant m a y  

seek legal advice if they wish, especially at the point where the school has 
done all it can to reach a resolution. 

 
Student’s Complaints The principles that apply to parental complaints should also be applied to 

complaints and concerns from students.  
There are, however, differences in approaches. One important difference from 
the handling of parental complaints is that pupils should be able to raise 
concerns with any member of staff with whom they feel comfortable, whether it 
is the homeroom teacher, a member of the support staff or the College 
Counsellor. 
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In more complex situations, once the matter is resolved, the outcome should 
be discussed with the student by a member of staff. To make sure that it 
is fully understood, a written record may be shared. 

 
Complaints that appear trivial still need to be handled seriously. Young people 
may test the complaints procedures on relatively minor issues before finding 
the confidence to raise something painful, such as bullying. 

 
If the issue is a painful one, or if exploration of it is taking time, a student 
may need support from another pupil or from an adult. Students should be 
encouraged to choose a person with whom they feel comfortable to provide 
support. 
 

 Please refer to the Child Friendly Complaints policy for further 
information. 

 
Appendix A   External Disputes and Complaints Flow Chart 
Appendix B   External Disputes and Complaints Guidelines 

 
Review: 
 

Authors Date Comments 
Risk & Compliance Officer 12/8/2019 1. Correct terminology ‘Restorative justice’ to 

Procedural Fairness and include definition. 
2. Update step 2 – clarify response timeframe and 

action if Health, Welfare or CP issue. 
3. Expand confidentiality to clarify how information 

will be managed. 
Risk & Compliance Officer 1/10/2019 1. Amend Parent & Students to External 

Community Members 
2. Amend Rationale paragraph to reflect current 

and former community members in line with 
Standard 11.4. 

 
 

 
 
 



Appendix A 

 

 

External Complaint Flow Chart 

Resolution 

Classroom or homeroom teacher 
Head of Department or  

Executive Team member 

Please make an appointment so that the staff 
member can concentrate on your concern. 

 Principal / Head of 
Junior School 

Please make an appointment 
through administration. 

Resolution 

Resolution 

Resolution 

Chair of Council 
Please write to: 

Chair of College Council 
C/O Business Manager 

Secretary to Council 
PO BOX 52 

GLEN FORREST WA 6071 

Arbitration 

If appropriate you may ask for an 
independent arbiter to help resolve the 

issue. 

External Party 
lodges a  complaint 

or concern 
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Helena College External Disputes and Complaints Policy
Helena College welcomes suggestions and comments from parents and external community members (both 
current and former) and takes seriously complaints and concerns that may be raised. This flier will show you how 
to use our complaints system.

A complaint will be treated as an expression of
genuine dissatisfaction that needs a response.
We wish to ensure that:

• Persons wishing to make a complaint understand the�
process for doing so

• We respond to complaints within a reasonable time and in�a 
courteous and efficient way

• We listen and take complaints seriously
• We do take action, where appropriate

What is the process for making a complaint?
When you contact the Darlington or Glen Forrest Campus be as 
clear�as possible about what is troubling you.

All members of staff will be happy to help. Parents are�
requested to start with the person most closely concerned with�
the issue – for example:

• the classroom teacher at the Junior School
• the homeroom teacher at the Senior School
• Head of Department
• Deputy Head of Junior School, Director of Middle or

Upper School
These staff members may be able to sort things out quickly,
with the minimum of fuss. 

If, however, the matter is not resolved it may then be referred to
a more senior member of staff - for example:

• Head of Junior School
• Senior School Deputy Principals
• Principal

Frequently asked questions:
‘I don’t want to complain as such, but there is something
bothering me. What do I do?’.

The College is here for you and your son or daughter, and we
want to hear your views and your ideas. Please contact a
member of staff, as described above.

‘I am not sure whether to complain or not’.
If as a community member you have concerns, you 
are entitled to raise them. If in doubt, you should the 
contact the College, as we are here to help. 

‘What will happen next?’
If you raise something face-to-face, by e-mail or by 
telephone, it may be possible to resolve the matter 
immediately and to your satisfaction.

If you have made a complaint or suggestion in writing, 
we will contact you within five working days, to respond to 
your concerns and explain how we propose to proceed.

In many circumstances, the person you contact will 
need to discuss the matter with a colleague and 
consider it further before responding. You will be given 
a date by which time you will receive a response. If a 
detailed exploration of the issue is needed, a letter or 
report will be sent to you as quickly as possible. This 
will tell you of the outcome of your complaint. It will 
explain the conclusion, the reasons for it, and any 
action taken or proposed. 

In some cases the College will not be able to discuss the 
details of action taken as it would be inappropriate. For 
example, if the action involved staff discipline.

‘What happens about confidentiality?’

Your complaint or concern will be treated in a 
confidential manner and with respect. Knowledge of it will 
be limited to the Principal or Head of Junior School and 
those directly involved. The Chair of the College Council 
may also need to be informed. It is the College’s policy 
that complaints made will not rebound adversely on those 
parties concerned. 

We cannot entirely rule out the need to make third 
parties outside the College aware of the complaint and 
possibly also the identity of those involved. This would 
only be likely to happen where, for example, a student’s 
safety is at risk or if it becomes necessary to refer 
matters to the police.  

While information relating to specific complaints will be 
kept confidentially on file, we point out that anonymous�
complaints may not be pursued.

‘What if I am not satisfied with the outcome?’

We hope that you will feel satisfied with the outcome, or 
at least that your concerns have been fully and fairly 
considered.

If you are not satisfied, the Principal or Head of Junior 
School will offer to refer the matter to the Chair of the 
College Council. Alternatively, if not satisfied, you may 
then wish to write directly to Council, care of the 
Secretary to Council. The Chair of Council will call for a 
full report from the Principal or Head of Junior School, 
and will examine matters thoroughly before 
responding. This may result in a satisfactory solution, but 
if it does not, the Chair of Council will invite you to a 
meeting. You may wish to be supported by a friend, but 
legal representation would not be appropriate at this 
stage.

If the meeting does not bring about a resolution, the 
matter would be referred to an independent arbiter. It is 
his/her task to look at the issues in an impartial and 
confidential manner. You will be invited to a meeting with 
the arbiter. You will be asked if there are any papers you 
would like to have circulated beforehand. As with the 
Chair’s meeting, you will be invited to bring a friend with 
you.

The College recognises and acknowledges your�entitlement 
to complain and we hope to work with you�in the best 
interests of all students in our care.

H E L E N A  C O L L E G E
Bringing out the best together


