...the choice for quality, harmony, safety and care.

Complaints Handling Policy

1. Purpose

Mt Hira College is committed to maintaining a safe, respectful and supportive school environment in which
concerns and complaints are addressed promptly, fairly and respectfully.

This Complaints Handling Policy establishes a clear, transparent and accessible process for students,
parents, carers, staff, volunteers, contractors and members of the broader community to raise concerns or
complaints relating to the College.

The purpose of this policy is to ensure that:

- Complaints are taken seriously and managed appropriately

- Concerns are addressed promptly and fairly

- The safety and wellbeing of children and young people is prioritised

- Complaint processes are accessible, culturally safe and child-focused

- Procedural fairness and natural justice principles are upheld

- The College complies with the Victorian Child Safe Standards and Ministerial Order 1359

- Complaints contribute to continuous improvement of the College’s practices, policies and services

Where complaints involve concerns about child safety or the conduct of staff towards students, the matter
will be managed in accordance with the College’s Child Safety and Wellbeing Policy and other relevant child
safety procedures.

Zero Tolerance Statement

Mt Hira College has zero tolerance for conduct that places a child at risk of harm. All complaints involving
child safety concerns will be taken seriously and responded to promptly in accordance with the College’s
Child Safety Program and relevant legislative obligations.

2. Scope
This policy applies to complaints raised by:

- Students
- Parents and carers
- Staff members
- Volunteers
- Contractors and external education providers
- Visitors
- Members of the wider community
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Complaints may relate to matters including:

- Student wellbeing and safety

- Student behaviour

- Staff conduct

- Bullying or harassment

- Discrimination or unfair treatment

- Breaches of College policies or procedures
- Communication concerns

- Administrative or operational matters

- Service delivery

- Child safety concerns

Where a complaint relates to suspected child abuse, grooming or reportable conduct involving staff or
volunteers, the matter will be managed in accordance with the College’s Child Safety and Wellbeing Policy,
Reportable Conduct Policy and relevant legislative obligations.

3. Guiding Principles
Mt Hira College manages complaints in accordance with the following principles.

Child Safety

The safety and wellbeing of children and young people is the College’s highest priority. Any complaint
involving potential harm to a child will be addressed immediately and managed in accordance with child
safety legislation and the College’s Child Safety Program.

Accessibility

Complaint processes must be accessible, inclusive and understandable for students, parents and
community members. The College ensures that complaint processes are explained in clear language,
students can raise concerns in ways appropriate to their age and development, and appropriate supports
are available for individuals who require assistance, including students with disability or families from
culturally and linguistically diverse backgrounds. Students will be informed about how to raise concerns
through age-appropriate information, wellbeing programs and communication from trusted staff.

Respect and Fairness
All parties involved in a complaint will be treated respectfully and fairly. The College aims to resolve
complaints in a manner that preserves relationships where possible.

Procedural Fairness

Where a complaint involves allegations about an individual, that person will be informed of the concern
and provided with an opportunity to respond before decisions are made. Procedural fairness includes the
right to be informed of allegations, the opportunity to respond, impartial decision-making, and decisions
based on relevant evidence.

Confidentiality

Complaints will be handled sensitively and confidentially. Information will only be shared with those who
need to know in order to manage the matter appropriately.
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Timeliness
The College aims to acknowledge complaints promptly and resolve matters as quickly as reasonably
possible.

Continuous Improvement
Complaints are considered valuable feedback that helps the College strengthen systems, improve practices
and enhance student wellbeing outcomes.

4. Raising a Concern or Complaint

Members of the College community are encouraged to raise concerns early so that issues can be resolved
quickly and effectively.

Concerns may initially be raised with:

— A Classroom Teacher

— AYear Level Coordinator

— The Head of Wellbeing

— The Head of Learning Support
— A Deputy Principal

— The Principal

— A Child Safety Officer

Students are encouraged to speak with a trusted adult at the College if they feel unsafe or wish to raise a
concern.

The College provides several ways for students to raise concerns, including speaking with a trusted staff
member, contacting the Head of Wellbeing or Child Safety Officers, or raising concerns through student

leadership or wellbeing staff.

Where appropriate, parents and carers are encouraged to discuss concerns directly with the relevant staff
member before escalating the matter.

If the complaint relates to the Principal, the concern may be raised with the Chair of the College Board.
Complaints may be raised verbally or in writing.

The College will acknowledge receipt of complaints as soon as reasonably practicable.

The College recognises that children and young people may find it difficult to raise concerns. Staff are
expected to actively support students to express concerns and respond in a supportive, trauma-informed
and age-appropriate manner.

Students may raise complaints independently of their parents or carers where appropriate. The College
ensures that children and young people are supported throughout the complaints process, including access

to a trusted support person and communication that is age-appropriate, trauma-informed and culturally
sensitive.
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5. Child Safety Complaints
If a complaint relates to:

- Child abuse

- Grooming behaviour

- Inappropriate behaviour towards a student

- Breaches of the child safety code of conduct

- Conduct that may place a child at risk of harm

the concern must be reported immediately to a Child Safety Officer or the Principal.

The College will respond to child safety concerns in accordance with:

Child Safety and Wellbeing Policy
Child Safety Code of Conduct
Reportable Conduct Policy
Failure to Disclose Policy

Failure to Protect Policy

Where required, the College will notify the appropriate authorities, which may include:

- Victoria Police
- Department of Families, Fairness and Housing (Child Protection)
- The Social Services Regulator under the Reportable Conduct Scheme

Mandatory reporting obligations must be followed immediately upon forming a reasonable belief that a
child is in need of protection.

Where a concern relates to the conduct of the Principal, the matter must be reported to the Chair of the
Board.

Where a child may be at immediate risk of harm, the College will take prompt action to ensure the child’s
safety while the matter is reported and investigated.

All staff must take complaints seriously and are required to act on any concern raised. Staff must not
ignore, minimise or dismiss complaints and must follow the College’s reporting procedures, particularly
where concerns relate to child safety.

6. Complaints Resolution Process

The College aims to:

e Acknowledge complaints within 2 working days

e Commence review or investigation within 5 working days

e Resolve complaints within 20 working days, where reasonably practicable
e Provide regular updates where matters require extended timeframes
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Informal Resolution
Many concerns can be resolved quickly through respectful discussion with the relevant staff member or
school leader. Where appropriate, the College may facilitate discussions or mediation between parties.

Formal Complaint
If the concern cannot be resolved informally, a formal complaint may be made to the Principal.

Formal complaints should include:

- Details of the concern or incident

- Individuals involved

- Relevant dates or circumstances

- Any actions already taken to resolve the matter

The College will acknowledge receipt of the complaint and determine the appropriate process for
addressing it.

Investigation

Where required, the College may conduct a formal investigation. This may involve gathering information
from relevant individuals, reviewing documentation or evidence, interviewing relevant parties and
consulting relevant policies or procedures. Investigations will be conducted in accordance with procedural
fairness and natural justice principles.

Outcome

Following the investigation, the College will determine an appropriate outcome. This may include
clarification, mediation, changes to procedures, additional support for students or disciplinary action where
appropriate. The complainant will be informed of the outcome where possible, subject to privacy and
confidentiality requirements.

7. Anonymous Complaints

The College will assess anonymous complaints where sufficient information is available. While anonymous
reports may limit the ability to investigate fully, the College will take reasonable steps to assess potential
risks and respond appropriately, particularly where child safety concerns are involved.

8. External Complaints

If a complainant is not satisfied with the outcome, they may seek external advice or lodge a complaint with
relevant bodies, including:

e Victorian Registration and Qualifications Authority (VRQA)
e Social Services Regulator (SSR)

e Victorian Ombudsman

e Department of Education (where applicable)

9. Confidentiality and Privacy

Complaints will be handled with appropriate confidentiality. Information will only be shared where
necessary to investigate the matter, ensure child safety and wellbeing, or meet legal or regulatory
obligations.
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All records relating to complaints will be managed in accordance with the College’s Child Safety Records
Management Policy, privacy legislation and Public Record Office Victoria retention standards.

10. Protection from Victimisation

Mt Hira College promotes a culture in which individuals feel safe to raise concerns. No person will suffer
adverse consequences for raising a complaint in good faith. Any form of victimisation or retaliation against
a person who raises a complaint is strictly prohibited and may result in disciplinary action.

11. Record Keeping

All complaints and actions taken will be documented and stored securely in accordance with the College’s
record-keeping procedures.

Records may include:
- Complaint details
- Investigation notes
- Decisions made
- Actions taken

- Follow-up actions

Where a complaint relates to child safety, records will be maintained in accordance with Public Record
Office Victoria retention requirements.

Where relevant, complaint trends and findings are incorporated into the College’s Child Safe Standards Risk
Register to inform risk mitigation and prevention strategies.

12. Continuous Improvement and Governance Oversight

Mt Hira College regularly reviews complaint data to identify emerging risks, systemic issues and
opportunities for improvement.

Findings may inform updates to policies and procedures, staff training, supervision arrangements and risk
management practices.

Complaint trends and child safety data are reported to the College Board as part of governance oversight
and risk management monitoring.

Where appropriate, the College will seek feedback from complainants on the process to inform
improvements.

The Board monitors the effectiveness of complaint handling systems and ensures appropriate oversight of
the College’s Child Safety Program.
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RELATED DOCUMENTS

- Child Safety and Wellbeing Policy

- Child Safety Code of Conduct

- Child Safe Standards Risk Register

- Staff Code of Conduct

- Reportable Conduct Policy

- Failure to Disclose Policy

- Failure to Protect Policy

- Mandatory Reporting Policy

- Child Safety Records Management Policy
- Child Safe Recruitment and Screening Policy
- Child Safety Risk Management Policy

- Wistleblower Policy

Policy Governance Information

Review Date: February 2026

Approved by the Board on: March 2026

Next Scheduled Review: February 2027
Responsible Person for Implementation: Principal

Chairperson: Mr Tugrul Usta Signature/

This policy will be communicated to staff, parents, students and the wider community through one or more
of the following channels: the College website, newsletters, assemblies, staff meetings and information
sessions.

This policy will be reviewed as part of the College’s annual review cycle.
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