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

Community Complaints and Grievance
Resolution Policy

1. Purpose

Mt Hira College is committed to fostering a respectful, inclusive and collaborative school community in
which concerns, complaints and grievances are addressed promptly, fairly and constructively.

Effective and accessible complaint resolution processes:

e strengthen relationships between the College and its community

e support transparency and trust

e reduce conflict and escalation

o contribute to a safe and positive learning environment for all students

This policy provides a clear, structured and community-friendly framework for raising and resolving
concerns and grievances in a respectful and timely manner.

This policy operates alongside the College’s Complaints Handling Policy, which governs formal complaint
processes and ensures compliance with the Victorian Child Safe Standards and Ministerial Order 1359.

Where there is any inconsistency, the Complaints Handling Policy and Child Safety Program prevail.

Where a concern involves child safety, suspected abuse, grooming, reportable conduct or risk of harm, it
must be reported immediately and managed in accordance with the College’s Child Safety and Wellbeing
Policy and Child Safety Program.

2. Scope

This policy applies to concerns, complaints and grievances raised by members of the College community,
including:

e students

e parents and carers

o staff (in relation to community-facing matters)
e volunteers

e contractors and service providers

e visitors and members of the wider community

Page 10of7



Complaints may relate to matters including:

e student behaviour and wellbeing

e communication concerns

e interpersonal conflicts

e classroom or learning matters

e administrative or operational matters

e school environment or facilities

e decisions made by the College
This policy supports the informal and early resolution of concerns wherever appropriate.
Exclusions
This policy does not apply to:

e employment-related grievances raised by staff

o child safety complaints (managed under Child Safety policies)

e reportable conduct matters

e matters governed by legislation or other specialised College policies
Staff grievances are managed under the Staff Grievance Policy.

3. Definitions

Concern
An issue raised informally with the aim of resolving or improving a situation.

Complaint

An expression of dissatisfaction about a decision, behaviour, act or omission requiring clarification,
resolution or redress.

Grievance

A complaint relating to perceived unfair, unreasonable, discriminatory or inappropriate conduct or
decisions.

In this policy, the term complaint includes concerns and grievances.

4. Guiding Principles

Complaints and grievances are managed in accordance with the following principles:

Respect

All parties will communicate respectfully and engage in good faith throughout the process.

Early Resolution

Concerns should be raised and addressed as early as possible to prevent escalation.
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Student-Centred Approach

The safety, wellbeing and educational interests of students are the primary consideration in all complaint
resolution processes.

Students are encouraged and supported to raise concerns directly with trusted staff. The College ensures
that student concerns are handled in a child-safe, age-appropriate, culturally responsive and trauma-
informed manner, consistent with the Child Safe Standards.
Procedural Fairness
All complaints will be handled in accordance with procedural fairness, including:

e theright to be informed of concerns

e the opportunity to respond

e impartial and unbiased decision-making

e decisions based on relevant evidence

Confidentiality

Information will be handled sensitively and shared only with those necessary to resolve the matter or meet
legal obligations.

Constructive Resolution

The focus of the process is to resolve concerns effectively, restore relationships where possible, and
improve outcomes.

5. Expected Standards of Conduct
Members of the College community are expected to:
e raise concerns respectfully and constructively
e engage in the resolution process in good faith
o avoid aggressive, abusive or threatening behaviour

e respect confidentiality and privacy

Parents and carers are expected not to approach other students or families directly regarding school-
related concerns.

Any behaviour that undermines a safe and respectful environment may be addressed in accordance with
relevant College policies.

All staff are required to take concerns seriously and must not ignore, minimise or dismiss complaints. Staff
must act in accordance with the College’s complaint handling and child safety procedures.
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6. Raising a Concern

The College encourages concerns to be raised at the earliest appropriate level.

Step 1 - Direct Communication

Where appropriate, concerns should first be raised with the person directly involved, such as:

e classroom or subject teacher
o relevant staff member

Many issues can be resolved quickly through respectful discussion and clarification.
Step 2 — School Leadership
If the concern is not resolved, it may be escalated to:
e Year Level Coordinator
e Head of Wellbeing
¢ Head of Learning Support
These staff may facilitate discussions or provide guidance.
Step 3 — Deputy Principal
Where the matter remains unresolved, it may be escalated to the Deputy Principal.
Step 4 — Principal (Formal Complaint)
If unresolved, a formal complaint may be submitted to the Principal for review and resolution.
Step 5 — External Advice
If a complainant is not satisfied, they may seek advice from:
e Independent Schools Victoria (ISV)
e Victorian Institute of Teaching (VIT)
e Victorian Registration and Qualifications Authority (VRQA)
Child Safety Escalation

Any concern involving:

e risk of harm to a child
o abuse, grooming or inappropriate conduct

must be reported immediately to a Child Safety Officer or the Principal and managed in accordance with
mandatory reporting obligations and the College’s Child Safety Program.
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7. Contacting the College
Community members may contact the College for assistance in raising a concern.
The College will direct concerns to the appropriate staff member, which may include:
e Teacher
e Year Level Coordinator
e Deputy Principal
e Principal
All staff are authorised to receive concerns and assist in directing them appropriately.
8. Complaint Investigation Process
Where a formal complaint is required, the College may:
Gather relevant information
Inform the person concerned and provide an opportunity to respond
Interview relevant parties where necessary

Review all information impartially
Determine appropriate actions or outcomes

oE e

All processes will be conducted in accordance with procedural fairness and respect.
9. Confidentiality and Privacy
Complaints will be handled with appropriate confidentiality.
Information may be shared only with:
o relevant staff managing the complaint
e individuals involved in resolution
e external authorities where required
Records will be maintained in accordance with:
o the College’s Child Safety Records Management Policy
e privacy legislation
e Public Record Office Victoria (PROV) requirements
10. Timeframes
The College aims to:
o acknowledge complaints within 2 working days
e commence review within 5 working days

o resolve complaints within 20 working days, where reasonably practicable
e provide updates where delays occur
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More complex matters may require additional time.
11. Vexatious or Malicious Complaints
Complaints are assumed to be made in good faith.

Where a complaint is found to be malicious, vexatious or lacking in substance, the College may determine
not to proceed with a formal investigation. Such complaints will still be documented.

12. Possible Outcomes
Outcomes may include:
o clarification or explanation
e agreement or resolution between parties
o mediation
e support or counselling
e behaviour monitoring
e additional training
e disciplinary action (where appropriate)
13. Review and Appeal
If a complainant is dissatisfied, they may request a review.

The review will consider:

o whether the process was followed correctly
e whether the outcome was reasonable

The review will be conducted by the Principal or another appropriate leader not previously involved.
14. Continuous Improvement and Governance
Mt Hira College values feedback and uses complaints to strengthen practice.
Complaint data may inform:
e policy and procedure improvements
e staff training and supervision
e communication strategies

e risk management practices

Where relevant, complaint trends are incorporated into the College’s Child Safe Standards Risk Register
and reported to leadership and the College Board to support governance oversight.
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RELATED DOCUMENTS
e Complaints Handling Policy
e Child Safety and Wellbeing Policy
e Child Safety Code of Conduct
e Child Safety Records Management Policy
e Positive Behaviour Management Policy

e Staff Code of Conduct
e Whistleblower 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:

A

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

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