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1.

Related Supporting Documents

This document is part of a framework of Policies and Guidelines that act as a Child
Protection framework adopted by Seventh-day Adventist Schools (SQLD) Ltd.
This framework aims to ensure a school’s compliance with:
1. all Child Protection related legislation in Queensland; and
2. the Adventist Schools Australia Child Protection framework and Policy.
Guidelines found within this framework have been designed around a number of
categories based on audience. These are:
Type

Suffix

Audience

Roles,
Responsibilities
and Processes

-RRP

A guideline for all staff who have
responsibility in the implementation of
the guideline

Information for
Staff.

-IFS

A guideline in a Frequently Asked
Question Style for Staff that explains
how the school will implement the
guideline

Information for
Student, Parents,
Staff and
Members of the
community

-IFC

A guideline in a Frequently Asked
Question Style for Student, Parents,
Staff and Members of the community
that explains how the school will
implement the guideline

Information for the
Public

-IFP

A guideline in a Frequently Asked
Question Style for members of the public

The Adventist Schools Australia framework and policy is designed not merely to be
compliant by rather strive for best practice. As such the QLD Child Protection framework
addresses more guidelines than the traditional Child Protection areas. It is for this reason
that this guideline on handling complaints and appeals is seen as an important element of
the framework.
The table below show the existing and planned elements of this framework.
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IFS

Working with Children Check Guidelines

☐

☐

Guidelines for Handling Complaints and Appeals



Guidelines for Investigations into Alleged
Inappropriate Staff Conduct

☐

☐

Guidelines on the development of community
support mechanisms

☐

☐

☐

Guidelines on the development of a Healthy Child
Safe Culture

☐

☐

☐

IFC

RRP
☐

Item
Core Child Protection Guidelines
Mandatory Reporting Guidelines

☐
☐

☐
☐

Guidelines that support the Child Protection Framework
☐

Human Resource Management Guidelines
Continuous Improvement Guidelines

☐

Guidelines on the Development and Maintenance
of Policy

☐

Auditing of Compliance Guidelines

☐

☐

☐

☐

☐

Privacy Guidelines
Risk Assessment Guidelines

☐

☐

☐
☐

 = Draft Guideline developed in this project
☐ = Scheduled for development in this project
� = Existing Guidelines developed prior to this project
This guideline on the handling of complaints and appeals aims to be all encompassing in
that it will handle:
1.

complaints made about the conduct of students, staff members and persons
and organisations engaged by the school by students, their families, staff and
members of school and wider community.

2.

appeals by stakeholders about any decision made by the school.

This guideline on complaints handling should be read in conjunction with the “Guidelines
for the investigation into alleged inappropriate staff conduct” which outlines how
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investigations into allegations should be handled. This guideline addresses the complaint
handling culture and processes in the organisation.

2.

Rationale

The Schools’ Company and its schools are committed to the continuous improvement of
its school’s curriculum planning and delivery, teaching and learning capabilities and the
development and delivery of its other programs and events. This commitment is partly to
show compliance to the Adventist Schools Australia’s Child protection policy which states
that:
“3.1.1
Schools’ Companies will develop systems for the
adaptation, innovation and continuous improvement of policies
and procedures that includes (e) systems to implement
recommendations from the review of internal incidents,
complaints, investigations and audits that relate to policy and
procedures.”
A continuous improvement culture relies on better practice processes for handling
complaints. It is inevitable within any educational community that complaints will arise.
Poor mechanisms for addressing complaints only marginalises community members
leaving them with a sense of frustration and alienation. Good complaints handling
mechanisms allow the complainant to be heard and for the school to listen and implement
improvements. As such the schools’ company and its schools welcome complaints and
are committed to the process of complaints handling to maintain school community
support and build loyalty.
As a Christian Educational community modelled on the teachings of Christ the school is
committed to conflict resolution in an effort to restore relationships and clear-up any
misunderstanding. This is evident in Jesus’ admonition in Matt 18:15 “If another believer
sins against you, go privately and point out the offence. If the other person listens and
confesses it, you have won that person back.”
A good complaints handling process is an important element of Child Protection. Failures
in Child Protection in the past have been partly due to a lack of transparency around how
an organisation will handle complaints. If I raise a serious complaint will it be taken
seriously or swept under the carpet? Will I be valued and supported or marginalised? The
Schools’ Company is committed to creating complaints handling guidelines that are
transparent to the wider community.
A Christian Education Community is not only committed to justice but to social justice.
Incidents and decisions that are unfair need to be corrected but even more importantly
incidents and decisions that happen to the vulnerable or more marginalised members of
the school community not only need to be corrected but they may need extra assistance
and advocacy in accessing the school’s complaints processes. The Schools’ Company is
committed to creating complaints handling guidelines that are responsive to the special
needs of the more marginalised members of the community.
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In keeping with Jesus’ admonition in Matt 18:15 mentioned above the School’s company
has both and informal and formal complaints handling processes available to members of
the school community.
These complaints handling guidelines are based on the following principles:
1.

complaints will be dealt with impartially.

2.

complaints will be dealt with confidentially.

3.

the process must be transparent.

4.

the process is easily accessible through a variety of methods.

5.

extra assistance is available for those more vulnerable.

6.

unreasonable complainant behaviour is managed professionally.

7.

the school will seek all available and necessary evidence on which to base its
decision

8.

a decision on the complaint will be done on the evidence available.

Any decision made by the Schools’ Company or its schools is open to appeal. This appeals
process provides an internal mechanism for appeal. Appeals to external bodies are also
available to members of the school community

3.

Aims

This Guideline aims to:
1.

Create a school culture where complaints are seen as positive and provide an
opportunity to correct misunderstandings, poor service delivery and reestablish a working relationship.

2.

deal with complaints impartially

3.

deal with complaints confidentially

4.

create transparency in the complaints handling process.

5.

ensure that vulnerable complainants are supported through the process

6.

ensure that procedural fairness is afforded all parties involved in the
complaints process

7.

ensure that complaints handling staff are protected from unreasonable
complainant behaviour and that this is managed professionally

8.

ensure that records about the complaint and its handling are maintained

9.

ensure that the complaints handling process is completed in a timely way

10.

ensure that the decision about the complaint is made on the relevant evidence
gathered and the result is communicated to complainant.

11.

report allegations of investigable conduct to AdSafe on the receipt of the
allegation and the finding and any employment action on the conclusion of the
investigation.
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4.

12.

for teachers, report allegations of investigable conduct to the Queensland
College of Teachers on the receipt of the allegation and the finding on the
conclusion of the investigation.

13.

for teachers, report to the Queensland College of Teachers any employment
action taken where, in the opinion of the Schools’ Company, calls into question
the teacher’s competency to be employed as a teacher.

Basis of Complaint

Not all conduct by a person can form a legitimate basis for complaint. Appropriate staff
conduct is outlined in a number of sources. These are:
1.
Australian and State legislation including legislation about child protection,
discrimination, bullying and harassment, work health and safety, privacy and
business practices.
2.
An employer’s Staff Code of Conduct, Enterprise Agreement and
employment contract.
3.
A school’s Student Code of Conduct, policies and guidelines.
While stakeholders are free to make complaints, complaints about conduct not related to
these above matters may not be considered legitimate and as such investigated.
The following table outlines the types of staff conduct relevant to complaints handling.
Type of conduct

Definition

Inappropriate
Behaviour

Conduct contrary to the expectations set out in the
School’s Policies, Guidelines and Handbooks

Professional
Misconduct

Conduct contrary to the Staff Code of Conduct

Investigable
Conduct

Investigable conduct is defined as:

Criminal Conduct

1.

any sexual offence, sexual misconduct or
exploitation committed against, with or in the
presence of a child (including a child
pornography offence or an offence involving
child abuse material);

2.

any physical, psychological or emotional
abuse or neglect.

3.

Investigable conduct is conduct that if alleged
must be:

4.

reported to AdSafe,

5.

investigated by the Schools’ Company using
the Police, , an external investigator or an
internal investigator.

Any criminal act
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The following diagram gives an overview of the process that will be followed in addressing
the complaint

.
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5.

Definitions

Term

Definition

AdSafe

Organisation set up by the SPD that is concerned with
physical and sexual abuse of children and vulnerable
persons on its property or by its employees, persons in
leadership or volunteers holding positions. This is done
by:
1.

safeguarding the organisation by the development
and implementation of policy and providing training
for persons with responsibility who interact with
children and vulnerable persons.

2.

supporting survivors and their families

3.

coordinating independent investigations into
allegations

4.

managing known offenders and persons of concern

5.

providing advice about safeguarding measures,
support and risk mitigation

Adventist
Schools Australia
(ASA)

The Education Department of the Australian Union
Conference of the Seventh-day Adventists Church. This
Department provides strategic direction and support to
the Schools’ Companies across Australia.

Allegation

All complaints raised will be treated as allegations until
the investigation returns a final finding

Appeal

A request to someone in authority to reconsider a
previous decision. Appeals are usually made to the
supervisor of the original decision maker.
Appeals are considered on the basis of:
1.

A fair hearing wasn’t granted before the decision was
made.

2.

The decision maker showed bias.

3.

Not all the evidence was considered.

4.

The decision was unfair

Appellant

A person or group of persons who appeals against a
decision made by the school

Complaint

An expression of dissatisfaction about the school’s action
or lack of action or about the standard of a service,
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Term

Definition
whether the action taken or the service provided was by
the School itself or a body acting on behalf of the School.

Complainant

The parties who are making the complaint

Criminal Conduct

Any criminal act

Employee

For the purpose of this guideline an ‘employee’ includes
employees, contractors, volunteers, trainee teachers,
work experience participants, ministers of religion, and
chaplains who are engaged at schools. In this guideline
where there is a reference to an employee it includes all
of these persons.

Enquiry

Request for further information

Formal
Complaint

A formal complaint involves a third party investigation, a
written report with findings and recommendations.

Grievance

A grievance is another term used for a complaint
generally raised by an employee about the conduct of
another employee including senior administrative staff in
the organisation

Head of Agency

Senior Officer appointed by the Schools’ Company who is
required to:
1. set up systems within the Company to ensure that they
are advised of any investigable allegations or
convictions against their employees.
2. ensure that allegations of investigable conduct are
reported to AdSafe, investigated and that the
investigation is properly conducted resulting in a
written report with recommended findings.
3. ensure that as the result of the investigation findings
appropriate action is taken and these are reported to
AdSafe and other agencies as required.

Inappropriate
Behaviour

Conduct contrary to the expectations set out in the
School’s Policies, Guidelines and Handbooks

Informal
Complaint

An informal complaint is where the complainant with the
concern discusses the matter privately with the person
subject of the complaint. Within a Christian Community
this is encouraged as it follows Jesus’ admonition in Matt
18:15 “If another believer sins against you, go privately
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Term

Definition
and point out the offence. If the other person listens and
confesses it, you have won that person back.” New Living
Translation. This keeps the matter low key, confidential
and if successful provides a quick resolution
Not all complainants may feel comfortable with this
approach and are free to commence with a formal
complaint

Investigable
Conduct

Investigable conduct is defined as:
1. any sexual offence, sexual misconduct or exploitation
committed against, with or in the presence of a child
(including a child pornography offence or an offence
involving child abuse material);
2. any physical, psychological or emotional abuse or
neglect.
3. Investigable conduct is conduct that if alleged must be:
4. reported to AdSafe and the Queensland College of
Teachers,
5. investigated by the Schools’ Company using the
Police, Child Safety, an external investigator or an
internal investigator.

Natural Justice

Another term for procedural fairness

Person subject of
complaint
(PSOC)

The person about which the complaint is made

Person subject of
a sustained
finding (PSSF)

At the conclusion of an investigation that makes a final
finding that is sustained for the purposes of this guideline
the person subject of Complaint will be referred to as the
person subject of a sustained finding (PSSF)

Procedural
Fairness

The rules or principles of procedural fairness have
developed to ensure that decision- making is fair and
reasonable. The Principles of Procedural fairness are:
1. The right to a fair hearing. This includes:
a) The right to know the detail of the allegation before
having to prepare a response.
b) The right to give a response before any decision is
made.
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Term

Definition
c) The right to sufficient time to prepare a
submission.
d) The right of reply to a decision
2. An unbiased decision maker. This excludes from the
decision making anyone who:
a) has brought the complaint
b) has a vested interest in the outcome.
c) has a conflict of interest.
d) played a part in the investigation
3. Evidence to support a decision.
a) The decision should be made only on:
i)

evidence relevant to the matter

ii) evidence to which there is proof
iii) the balance of probabilities as a burden of
proof. This means that to make a finding
there is more evidence for the allegation than
against.
b) The investigation should make every effort to
gather evidence relating to matters in dispute

Professional
Misconduct

Conduct contrary to the Staff Code of Conduct.

Harm

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.

Schools’
Company

Seventh-day Adventist Schools (Northern Australia) Ltd
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Term

Definition

South Pacific
Division of the
Seventh-day
Adventist Church
(SPD)

A division of the world wide Seventh-day Adventist
Church that incorporates Australia, New Zealand, Papua
New Guinea and the Islands in the South Pacific

6.

Responsibilities

6.1

Head of Agency

The Head of Agency is a designated senior officer appointed by the Schools’ Company.
The Head of Agency is responsible to:
1.

develop and maintain a positive complaints handling culture within the
organisation valuing good complaints handling as an opportunity to improve
the organisation and its systems and complainants as an excellent source of
customer feedback.

2.

ensure that the complaint handling system is adequately resourced.

3.

ensure that good complaint handling staff are selected and trained.

4.

ensure that community members have ready access to information on how to
lodge a complaint.

5.

ensure that the staff orientation program includes training on handling
informal and formal complains.

6.

ensure that a system for complaint handling record keeping is established
and maintained in each school.

7.

develop systems for handling unreasonable complainant behaviour in a
professional manner

8.

receive complaints of alleged Criminal Conduct, investigable conduct,
Professional Misconduct and inappropriate behaviour made against
employees from the Principal or others.

9.

consult where appropriate with the Principal on the most appropriate course
of action in handling a complaint.

10.

appoint a senior staff member to investigate a complaint.

11.

receive and review the investigation report from the investigator and make
the preliminary findings.

12.

communicate the preliminary findings to the complainant and give an
opportunity to the complainant to respond to these findings.
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6.2

13.

review the complainant response and determine the investigation’s final
findings.

14.

Inform AdSafe, and where applicable the Queensland College of Teachers of
the outcome of the investigation.

15.

Inform the Queensland College of Teachers of any employment action taken
where, in the opinion of the Schools’ Company, calls into question the
teacher’s competency to be employed as a teacher.

16.

ensure that all recommendations from investigations are implemented in a
timely way.

The Principal

The Principal is responsible to:

6.3

1.

Develop and maintain a positive complaints handling culture within the school
valuing good complaints handling as an opportunity to improve the school
and its systems and complainants as an excellent source of customer
feedback.

2.

Identify and train senior staff who are capable of engaging with complainants
well and investigating formal complaints on behalf of the school.

3.

ensure all staff understand their role in the informal complaints process.

4.

ensure all staff understand the school’s complaints handling guidelines.

5.

Set up and monitor a formal complaints management log ensuring that
complaints are handled in a timely way.

6.

maintain and monitor the school’s systems for handling unreasonable
complainant behaviour ensuring that complaints handing staff are adequately
trained and supported

7.

intervene when a complainant’s behaviour is inappropriate or causing harm
to staff.

8.

receive complaints from members of the school and wider community.

9.

report complaints of alleged Criminal Conduct, investigable conduct,
Professional Misconduct and inappropriate behaviour made against
employees immediately to the Head of Agency.

10.

consult with the Head of Agency on the most appropriate course of action in
handling a complaint.

11.

encourage employees, students, parents and community members to keep
the complaints raised confidential.

12.

cooperate with any investigation

School Staff

School Staff are responsible to:
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6.4

1.

report to the principal if parents or other community members complain
about the school.

2.

if the complaint is about the Principal, report the complaint to the Head of
Agency instead.

3.

when asked by the principal, assist a complainant as a support person or as
an advocate

4.

keep the matter confidential.

5.

cooperate with any investigation

School Complaints Handling Staff

School complaints handling staff consist of senior staff members who have received
special training in working with complainants and investigating complaints and front
office staff who received calls that could potentially involve complaints.
School Complaints Handling Staff are responsible to:

6.5

1.

handle complainants in a professional manner at all times.

2.

seek further training when needed

3.

be familiar with the school’s Complaints and Appeals guidelines

4.

provide the complainant any information and assistance needed in lodging
the complaint and during the complaint handling process.

5.

arrange for extra support if needed for vulnerable community members

6.

follow internal guidelines and processes

7.

be familiar with the school’s core business and processes

8.

maintain complaints handing records

9.

monitor your own wellbeing and that of your colleagues and seek
assistance if a complainant becomes difficult.

Students, Parents and School Community Members

Students, parents and other community members are responsible to:

6.6

1.

discuss any complaint with the Principal or lodge the complaint in one of the
approved methods.

2.

if the complaint is related to the Principal report the complaint to the Head of
Agency instead.

3.

keep the matter confidential

4.

cooperate with any investigation

The Investigator

The investigator is responsible to:
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1.

stand down from the role is there is a perceived conflict of interest with parties
involved in the investigation or with the material of the allegation

2.

assess and manage risk throughout the investigation and in particular the risk
to the:
a)
b)
c)
d)
e)

victim/s
other students at the school
PSOC
school
investigation

3.

arrange for ongoing support and counselling for the victims and their families,
witnesses and the PSOC and monitor this ongoing support.

4.

seek and record advice from consultants and external agencies where
appropriate.

5.

clarify the allegation by interviewing the complainants.

6.

classify the complaint and notify all required external agencies including where
appropriate the Police, Child Safety, AdSafe and the Queensland College of
Teachers of the investigation.

7.

ensure that the investigation is conducted using the principles of procedural
fairness.

8.

prepare a letter of allegation for the PSOC.

9.

maintain investigation records including an investigation log, an investigation
plan, interview plans, a file of documented evidence and interview recordings if
applicable.

10.

interview victims and witnesses seeking corroborating evidence to statements
made.

11.

meet with the Person Subject of Complaint to:
a)
b)
c)

d)
e)
f)

inform them in writing of the receipt of the complaint.
provide them with access to support services.
provide them with a detailed letter of allegation including what
potential disciplinary action could be taken if the complaint is
sustained.
stand them down if needed and provide them with further instructions
on duties and communications with victims and students.
provide an opportunity for the PSOC to meet and provide a response.
inform them of their right to bring a support person to this meeting.

12.

meet with the PSOC to listen to their response.

13.

Where necessary share with the complainant evidence gathered that counters
the complaint and seek a response.
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14.

weight the evidence gathered in a report and recommend preliminary findings
to the complaint and make recommendations of changes to the school’s
policies and guidelines if applicable.

15.

present the report to the Head of Agency

7.

Commitments made by the Schools’ Company and its schools

7.1

Commitment to procedural fairness

The Schools’ Company is committed to following the rules of procedural fairness in its
decision-making. The rules or principles of procedural fairness have developed to
ensure that decision-making is fair and reasonable. The Principles of Procedural
fairness are:
1.

The right to a fair hearing. This includes:
a)
b)
c)
d)

2.

An unbiased decision maker. This excludes from the decision making anyone
who:
a)
b)
c)
d)

3.

has brought the complaint
has a vested interest in the outcome
has a conflict of interest
played a part in the investigation

Evidence to support a decision.
a)

b)

7.2

The right to know the detail of the allegation before having to prepare
a response.
The right to give a response before any decision is made.
The right to time to prepare a submission.
The right of reply to a decision

The
i)
ii)
iii)

decision should be made only on:
evidence relevant to the matter
evidence to which there is proof
the balance of probabilities as a burden of proof. This means
that to make a finding there is more evidence for the allegation
than against.
The investigation should make every effort to gather evidence relating
to matters in dispute

Commitment to a Confidential Process

The Schools’ Company and its schools are committed to ensuring that outside of the
person/s raising the complaint, the person subject of the complaint (PSOC), the
witnesses who assist with the investigation and the investigators that:
1.

the allegation,

2.

the investigation,
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3.

any details and evidence collected in the investigation,

4.

the alleged victims and

5.

the identity of the PSOC all be kept confidential.

All parties involved in the investigation will be asked to keep all matters relating to the
investigation confidential.
While the Schools’ Company and its schools makes this commitment, it should be
understood that some incidents may have enough witnesses or are observed publically
that prior to the school becoming aware of the complaint a large number of the wider
school community have been made aware of the situation. In this case the school can
only encourage its community to allow the investigation to proceed without further public
discussion of the incident.

7.3

Commitment to balancing interests

When allegations are raised there are a number of competing interests. The Schools’
Company is committed to balancing the interests of the following groups:

7.4

1.

The needs of the complainant to be heard and for confidentiality, justice,
restitution and closure.

2.

The needs of the wider community for the prosecution of the investigation to
deliver a finding and for the timely implementation of the recommendations
from the investigation.

3.

The needs of the person subject of the complaint for procedural fairness,
confidentiality and closure.

Commitment to Continuous Improvement

It is only natural for organisations to view failures in service delivery as being the work of
rogue employees who have operated contrary to its policy and procedure. While this
might be the case in some circumstances, it should be acknowledged that some failures
in service delivery might be due to systemic failures in the statement of policy, its
implementation and the communication of this policy and guidelines to staff. For this
reason, the Schools’ Company is committed to developing and maintaining a continuous
improvement culture in its schools. The investigation process and the implementation of
any recommendations mentioned in 7.3.2 above is an important element to this end.

7.5

Commitment to ongoing support

The raising of complaints and allegations is extraordinary event that may be
accompanied by trauma and hurt. For this reason, the Schools’ Company is committed
to the ongoing support of the alleged victims. The School may have available access to
in-school counselling services and the investigator will encourage the victims to make
use of these resources or if needed organise for access to external counselling services
if there is no school counsellor.
This is also true for the person subject of complaint. As employees, the Schools’
Company has already made a commitment to supporting their ongoing wellbeing through
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access to counselling services. This can be either internal or external independent
counselling services.
The aim of an investigation is to provide a fair finding based on the evidence gathered.
The process of gathering evidence can be hampered by the emotional state of victims,
witnesses and the PSOC. To enhance the evidence gathering process it is in the
interest of the investigation to provide access to counselling and support during this
process.
In addition to counselling support access to a support person for the victims, witnesses
and the PSOC is helpful. This provides someone to discuss concerns, ask question,
seek clarification and provide council. For young children this could be a parent or
teacher. For adults this could be a spouse or close friend. The assigned support person
needs to agree to maintain confidentiality and preferably not be part of the school
community. While it is not necessary for the support person to attend interviews it is
useful to give another person’s perspective on what was discussed.

7.6

Recognition of the Right to Appeal

The Schools’ Company and its schools recognises the right of any individual with a
material interest in a decision to appeal against that decision.

8.

Implementation

8.1

The School’s Complaints Culture
4.

The Principal will develop and maintain a positive complaints handling culture
within the school by:
c)

d)
e)
f)
g)
h)

annually training staff on the value of good complaints handling as an
opportunity to improve the school and its systems and complainants
as an excellent source of customer feedback.
training staff in the orientation program on how to handle informal
complaints and how formal complaints are handled.
appoint and train senior staff members to the role of complaints
management and investigations.
training complaints handling staff on how to handle unreasonable
complainant behaviour
provide adequate resources to the complaints handling processes
ensuring that information about how to make a complaint and how the
school will handle that complaint are readily available to members of
the school and wider community.

The Principal will prepare a report quarterly on the quantity and timeliness of complaints
handling.
The Head of agency will report annually on complaints handling within the organisation.
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8.2

8.3

8.4

Record keeping
1.

No official records will be kept for enquiries and informal complaints.

2.

The principal will establish an electronic complaints log for all formal
complaints for the school showing the Date received, Complainant Name,
PSOC name, Description of the complaint, the assigned investigators name,
final finding, and the date completed.

3.

The complaints log will remain confidential with access given only to
complaints handling staff.

4.

The Head of Agency will ensure that a secure and confidential location will
be set-up to store the records of all investigations into complaints about
employee conduct. These will be kept for at least 30 years.

5.

At the conclusion of the investigation the investigation report, all evidence
gathered and any relevant correspondence related to the investigation will
be securely filed. The Head of Agency will ensure that only authorised
persons will have access to these records.

6.

If the Schools’ Company ceases to exist the records will be transferred to
AdSafe.

Enquiries
1.

Members of the school and wider community who have concerns are
encouraged to seek further information about this concern in the form of an
enquiry to the staff member involved. Enquiries can be made by phone, email,
by letter or in person.

2.

A staff member may redirect an enquiry to a colleague who has more
knowledge of the matter. When this occurs the staff member should
acknowledge the receipt of the enquiry and indicate to whom the enquiry has
be reassigned.

3.

Staff should send confirmation of the receipt of an enquiry within 24 hours and
either provide a response at that time or indicate when a response can be
expected.

4.

The enquirer should be notified of any further unexpected delays.

5.

The staff member should respond in a timely way providing the detail and the
rationale for any decision made.

6.

Generally, a response should not take more than three working days.

Informal Complaints
1.

Members of the school and wider community who have concerns and wish to
raise it as an informal complaint may do so by phone, email, by letter or in
person to the staff member involved.
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2.

The staff member should send confirmation of the receipt of an informal
complaint within 24 hours and either provide a response at that time or
indicate when a response can be expected.

3.

The staff member may wish to reflect on the following advice. When handling
an informal complaint, it is a good practice to:
a)
b)
c)
d)

e)
4.

The staff member should process the informal complaint by:
a)
b)
c)

d)

e)
5.

spend some time listening and clarifying the complaint so that you
understand it fully.
acknowledge any hurt expressed in the discussion or evident in the
documents.
ask what the complainant sees would be their desired solution to the
problem.
don’t rush to defend yourself. It is perfectly acceptable for you to take
the complaint on advisement, go back and review the situation and
any evidence available and talk to any witnesses. A hasty uninformed
decision is not fair on you or the complainant and difficult to defend
later.
If you want to spend some time reviewing the complaint give the
complainant an expected time for your response.
enquiring from the complainant about the preferred method of
response and what the complainant desires as an outcome.
review the incident or the decision you made when compared to any
relevant evidence and the schools documented guidelines.
make a decision about the complaint based on the evidence you have
collected. If you are unsure of how to proceed seek advice from a
colleague who could act as a confidential support person.
notify the complainant of this decision along with the evidence you
relied on to make the decision and provide them an opportunity to
respond.
review the response and make a final decision.

The decision could be one of the following:

Decision

Explanation

Corrective Action

Complaint
justified

Behaviour or decision is
outside the policy, guidelines
or processes of the school

The staff member concerned
should send an apology.

Complaint
justified

Behaviour or decision is
within the policy, guidelines
or processes of the school
but poorly communicated

The staff member concerned
should send an apology.
The implementation of the policy
should be edited to prompt staff on
more effective methods to
communicate in the future
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Complaint
justified

Complaint
unjustified

8.5

Behaviour is within the policy,
guidelines or processes of
the school however is an
unforeseen and inappropriate
outcome of these documents.

Apology may be issued by the
Principal.
The policy should be revised to
ensure the unintended event does
not occur in the future

Behaviour is within the policy
of the College and has been
adequately explained to the
relevant parties

6.

If the complaint has merit apologise for the mistake and indicate how you
plan to rectify the problem. Allow the complainant to provide feedback on
this plan.

7.

If the decision was within policy but following poorly designed or worded
school guidelines or processes inform the Principal of the problem and seek
modification to these documents.

The receipt of a formal complaint
1.

Staff, students, parents and members of the school’s community with
concerns that they wish to raise as a formal complaint may do so by phone,
mail, by letter or in person and should lodge the complaint with the Principal.

2.

Alternatively, students, parents and members of the school’s community
with concerns that they wish to raise as a formal complaint may do so by
phone, email, by letter or in person with the Head of Agency.

3.

The Principal should refer all formal complaints to the Head of Agency and
consult with the Head of Agency on the most appropriate course of action
in handling the complaint.

4.

If the complaint alleges criminal conduct the matter will be reported to the
police immediately and any investigation suspended until the Police give
approval for it to continue.
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5.

If the complaint alleges harm or neglect to a child the matter should be
reported to Child Safety immediately and any investigation suspended until
Child Safety give approval for it to continue.

6.

The Head of Agency may use the findings from any external investigation
in (4) or (5) above as a basis for a finding for the complaint

7.

The Principal or Head of Agency should send confirmation of the receipt of
a formal complaint within 24 hours and indicate when a response can be
expected.

8.

Investigation into the formal complaint should commence within 5 working
days and generally a finding should be concluded within a further 5 working
days.

8.6 Support for complainants with disadvantage.
1.

The Principal should be aware of the possibility of vulnerable or
disadvantaged community members and arrange assistance that may
include providing someone who throughout the complaints handling process
could:
a)
complete the complaint forms, read and explain documents.
b)
assist by acting as a translator.
c)
act a support person.
d)
act as an advocate.

2.

The person receiving a formal complaint will inquire whether the school can
offer any assistance to the complainant with accessing the complaints
handling processes.

8.7 Appointment of an Investgator
1.

2.

The Head of Agency will appoint a suitable investigator to investigate the
complaint. This will be dependent on nature of the complaint. Typically:
a)
Complaints about student inappropriate behaviour will be
investigated by a senior staff member from the school
b)

Staff Inappropriate behaviour and less serious Professional
Misconduct allegations might result in a senior staff member from the
school being appointed as the investigator.

c)

Serious Professional Misconduct allegations might result in a trained
internal investigator being appointed.

d)

Serious Professional Misconduct and Investigable Conduct
allegations might result in a trained internal or external independent
investigator being appointed.

The proposed investigator on reviewing the particulars of the allegation, the
victims and the PSOC needs to declare that he or she is without bias and
has no perceived conflict of interest. If later in the investigation a perceived
bias or conflict of interest becomes apparent the Head of Agency needs to
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be notified immediately. If the conflict of interest is evident the Head of
Agency will appoint a new investigator.
3.

The investigator will do a risk assessment on the PSOC continuing in their
role and if the risk is unacceptable the investigator will meet with the PSOC
and:
a)
provide a letter informing them of the receipt of a complaint.
b)
stand the PSOC down usually on full pay while the investigation
proceeds
c)
provide directions on alternative duties
d)
provide instructions on confidentiality, counselling support and
ongoing communications with groups at the school.

8.8 The Investigation Process
1.

The investigator will do a risk assessment and establish a risk management
plan over the course of the investigation reviewing the risk to the following
parties:
a)
b)
c)
d)
e)

the complainant and/or victim/s
other students at school
the school and its ongoing operations
the PSOC
the investigation and its ability to deliver a finding

2.

If unclear the investigator will clarify the complaint raised.

3.

If the allegations constitute criminal conduct or later in the investigation, it
becomes apparent that the conduct is criminal the investigator will assist
the Head of Agency by notifying the police and cease investigating until
given the all clear by the police to continue.

4.

If the allegations constitute investigable conduct or later in the investigation,
it becomes apparent that the conduct is investigable the investigator will
assist the Head of Agency by notifying AdSafe and the Queensland College
of Teachers.

5.

The investigator will keep an investigation log noting the ongoing activities
of the investigation

6.

The investigator will prepare an investigation plan to:
a)
identify and plan a response to all reporting obligations
b)
identify and check the availability of possible support services for
victims, witnesses and the PSOC
c)
identify possible facts in dispute from the allegations and include
within the interview plans questions that might corroborate these
facts.
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d)
e)

identify possible sources of evidence that could assist the
investigation
develop other possible scenarios that could explain the allegations
raised and include within the interview plans questions that might
test these alternate scenarios.

7.

The investigator will seek permission to interview all potential student
witnesses from the parent / guardian:
a)
requesting that the investigation be kept confidential.
b)
introduce themselves as investigator, their appointment and role,
giving the context of the investigation and its importance to the
school.
c)
offering for the witness to have a support person in the interview if
desired.
d)
requesting permission for the interview to be recorded if applicable.
e)
explaining the interview process and the types of questions that will
be asked.

8.

The investigator will request an interview with potential witnesses:
a)
requesting that the investigation be kept confidential.
b)
introduce themselves as investigator, their appointment and role,
giving the context of the investigation and its importance to the
school.
c)
offering for the witness to have a support person in the interview if
desired.
d)
requesting permission for the interview to be recorded if applicable.
e)
explaining the interview process and the types of questions that will
be asked.
f)
explaining all the possible ways a witness can respond to questions
asked in the interview.

9.

The form of evidence gathered in the investigation will depend on the
seriousness of the allegation. Evidence can be taken by:
a)
verbal responses to questions in an interview with notes taken by
the investigator.
b)
written statement.
c)
verbal responses to questions in an interview electronically
recorded with the recording converted to a written synopsis or full
transcript.

10.

For interviews electronically recorded permission needs to be granted by all
parties for the recording to take place. For students, parental permission is
also required. When permission is not granted the investigator should
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seriously consider the use of a recording secretary to assist during the
interview.
11.

For serious matters that will be recorded the investigator will finalise an
interview plan for each witness interviewed that includes a script that:
a)
States the date and time
b)
Introduces the role of the investigator, the investigation and the
importance of the witness to the investigation.
c)
seek permission from the witness to be interviewed.
d)
seek permission from the witness and support persons to record the
interview (if applicable)
e)
inform the witness that they are free to stop the interview at any
time.
f)
discuss the role of the support person in the interview
g)
if the witness is 12 years of age or younger establish that the
witness can distinguish between “truth” and “lies”.
h)
inform the witness that there are four ways to answer questions. If
the witness doesn’t know the answer to the question they should
state “I don’t know the answer to that question”. If the Witness
doesn’t understand the question they should state “I don’t
understand the question! Could you rephrase it?” If the witness
knows the answer to the question but doesn’t want to answer the
question they should state “I don’t want to answer the question!”
(Witness is free to remain silent). If the witness knows the answer
to the question and is happy to answer they can just tell the
investigator what they know.
i)
check if they have any questions before proceeding.
j)
lists the questions that need to be asked.
k)
reminds the participants of the need for confidentiality.
l)
states the closing time and the fact that the recording will be
stopped.

12.

At the conclusion of an interview the investigator should:
a)
ask the participants if they have any questions.
b)
remind them that support in the form of counselling is available
c)
inform them of how the investigation will proceed and whether they
are likely to hear about the outcome.
d)
provide them with the contact details of the investigator encase they
remember anything further or have questions.

13.

As soon as the detail of the complaint/s become clear a letter of allegation
should be drafted including as much detail of allegation as possible. This
should however not include the identity of the person raising the allegation.
The letter of allegation should include a reference to the school documents,
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Staff Code of Conduct or Teaching Registration Agency Code of Conduct
that describes the related expected conduct. The letter should:
a)
be addressed from the investigator and be on plain paper.
b)
include a reference to any previous documents given to the PSOC
on this matter.
c)
include an introduction to the investigator and how he or she was
appointed.
d)
include a list of the allegations
e)
mention that no decision has been made yet.
f)
provide further directions to the PSOC including the expectation that
the investigation and all related matters be kept confidential
g)
If applicable outline the any external agency involvement with the
investigation.
h)
propose a date, time and location for the investigator to meet with
the PSOC to take a response.
i)
provide an opportunity for the PSOC to suggest an alternative date,
time and location for the meeting.
j)
suggest that the PSOC could provide a written response instead of
or as well as attending an interview.
k)
provide details about how to access ongoing counselling support.
l)
suggest the possibility of bringing a support person to the proposed
interview.
m)
indicate how the investigation will proceed after the PSOC provides
a response including when a preliminary letter of finding could be
expected.
14.

The investigator should seek advice from the Head of Agency as well as
external consultants such as the Association of Independent Schools on the
draft letter of allegation.

15.

The letter of allegation should be given to the PSOC in a meeting with the
investigator.

16.

The PSOC should be given an opportunity to bring a support person to the
meeting.

17.

If the allegations are series the PSOC generally should be stood down on
full pay while preparing a response to allegations, to seek advice and to
benefit from counselling support if desired.

18.

Electronic recordings may be converted to transcripts or synopses
depending on the seriousness of the allegations.
Less serious
investigations my use written statements from students as part of the
evidence gathered.

19.

The investigator will prepare a written report weighing the evidence
gathered for each allegation drawing conclusions and recommending a
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finding. The investigator may also make recommendations to the school or
Schools’ Company for some systemic adjustments to its policy, guidelines
and processes. The written report should include as appendices copies of
the evidence gathered.
20.

If corroborated evidence is gathered that is contrary to that given by the
Complainant or Victim/s the investigator may inform them of this evidence
and provide an opportunity for a response.

21.

Based on the report the investigator will prepare a letter of preliminary
finding for the PSOC. This letter should be addressed from the Head of
Agency, be on Schools’ Company letterhead and include:
a)
thanking the PSOC for providing a response and for their
cooperation with the investigation if applicable
b)
the preliminary findings.
c)
a statement indicating that the findings are preliminary and that the
PSOC has an opportunity to further respond.
d)
how and when the PSOC should respond to the letter.
e)
what the process is after the receipt of a response.
f)
what the likely outcome would be for the PSOC if the preliminary
finding becomes the final findings including the likely employment
action.
g)
If applicable indicate the Schools’ Company’s obligation to report
to the Teachers Registration Board of South Australia of any
relevant misconduct findings.

22.

For Investigable Conduct allegations the preliminary finding could be one of
the following:

Finding

Description

sustained

a finding that the conduct occurred

not sustained

there is some evidence of weight however there
is insufficient evidence available to reasonably
establish that the alleged conduct did occur

false

where inquiries into the matter show reportable
conduct or an act of violence did not occur

not investigable
conduct

where inquiries into the matter show the
conduct was not investigable
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23.

For all other allegations types the preliminary finding could be one of the
following:

Finding

Description

sustained

a finding that the conduct occurred

not sustained

there is some evidence of weight however there
is insufficient evidence available to reasonably
establish that the alleged conduct did occur

24.

The report and the draft letter of preliminary finding should be submitted to
the Head of Agency for review.

8.9 Decision making
1

The Head of Agency will receive and review the report and its recommended
findings and where necessary examining the evidence gathered. As decision
maker the Head of Agency may wish to adjust the recommended findings
based on a different view of the evidence gathered and how it is weighted. If
this is the case the Head of Agency may decide to consult with the
investigator and argue a different position. The report will need to be suitably
adjusted to reflect the change. The Letter of Preliminary finding may then
need to be redrafted.

2

The Letter of Preliminary finding is usually given to the PSOC in a meeting.
This allows for any further clarification and questions. However if the PSOC
is happy it can be sent via email or post.

3

On or after the deadline for the PSOC’s response the Head of Agency will
review any response to see if it materially changes any of the findings. If
this is the case the finding should be revised with an addendum attached to
the report indicating the additional material provided by the PSOC and how
this has changed the finding/s.

4

A letter of final finding should be drafted and sent to the PSOC. This should
include:
a) thanking the PSOC for providing a response and for their cooperation
with the investigation if applicable.
b) the final findings.
c)
a proposal to meet separately to discuss discipline or employment
action if applicable.
d) If applicable an indication that the Schools’ Company has an
obligation to report to the Queensland College of Teacher these
relevant misconduct findings.
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5

A letter outlining the final finding and any related recommendations for
adjustments to school guidelines and procedures should be drafted and
sent to the complainant

8.10 Post investigation follow-up
1.

If the employee’s misconduct meets the criteria of Serious Misconduct as
defined in the appropriate Enterprise Agreement the Head of Agency may
summarily dismiss the employee.

2.

If required the Head of Agency will meet with the person subject of a
sustained finding (PSSF) to discuss any proposed discipline or employment
action. This proposed action should be presented as being the Schools’
Company’s preliminary view.

3.

The Head of Agency may consider the following table when considering
discipline action. If applicable the PSSF may be asked to provide an
apology.

Decision

Explanation

Corrective Action

Complaint
justified

Behaviour or decision is
outside the policy, guidelines
or processes of the school

The staff member concerned
should send an apology.

Complaint
justified

Behaviour or decision is
within the policy, guidelines
or processes of the school
but poorly communicated

The staff member concerned
should send an apology.

Behaviour is within the policy,
guidelines or processes of
the school however is an
unforeseen and inappropriate
outcome of these documents.

Apology may be issued by the
Principal.

Behaviour is within the policy
of the College and has been
adequately explained to the
relevant parties

N/A

Complaint
justified

Complaint
unjustified

The implementation of the policy
should be edited to prompt staff on
more effective methods to
communicate in the future

The policy should be revised to
ensure the unintended event does
not occur in the future
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4.

The PSSF should be given some time to respond to this preliminary view.

5.

Once the deadline for a response has expired the Head of Agency will
review the response if any made by the PSSF. The Head of Agency will
then make the final decision on discipline or employment action.

6.

The Head of Agency will notify AdSafe and Queensland College of Teachers
of the conclusion of an investigable conduct investigation and state what
employment action was taken with the case.

7.

The Head of Agency will notify the Queensland College of Teachers of any
employment action taken where, in the opinion of the Schools’ Company,
calls into question the teacher’s competency to be employed as a teacher.

8.11 Right to Appeal
1.

The PSSF has the right to appeal a finding made in an investigation into a
complaint. This appeal should be made to the Schools’ Company Board
Chair and should follow the Schools’ Company’s guidelines on Complaints
and Appeals.

2.

If the investigation conducted was responding to an allegation of
investigable conduct the PSSF is entitled to ask the AdSafe to review the
investigation and findings if the employee believes the investigation was
unfair, biased, incomplete or suffered some other deficiency giving rise to
an incorrect finding.

3.

The Schools’ Company has reporting obligations to the Queensland College
of Teachers at the conclusion of the investigation. The PSSF is entitled to
ask the Queensland College of Teachers to review the matter

4.

A PSSF who has been dismissed and believes that the dismissal was unfair
has the right to appeal to the Fair Work Commission by making an unfair
dismissal application. This should be done within 21 days of the dismissal.

9. Appeals
Anyone with a concern about a decision made by the Schools’ Company or one of its
schools is welcome to appeal the decision. Decisions made by individual staff members
and groups such as school committees are open to appeals.
Decisions about a teacher’s professional judgement generally can’t be appealed.

9.1 The basis for appeal
A decision made by the school can be appealed on two grounds.
1.

the process of making the decision was not procedurally fair.
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2.

the decision itself was not fair in that it is counter to the School’s philosophy,
policies, guidelines or processes

Procedural Fairness
The Schools’ Company and its schools is committed the principles of procedural fairness
in its decision making processes. These are
1.

The right to a fair hearing which includes the right:
a)
b)
c)
d)

for a person to know the detail of an allegation before being
expected to respond.
for time to prepare a response.
to respond before the decision is made.
to right of reply to a decision.

2.

The right to an unbiased decision maker. This excludes from the decision
making process anyone who:
a)
has brought the complaint
b)
has a vested interest in the outcome
c)
has a conflict of interest
d)
played a part in the investigation

3.

Evidence to support a decision.
a)
The decision should be made only on:
i)
evidence relevant to the matter
ii)
evidence to which there is proof
iii)
the balance of probabilities as a burden of proof. This means
that to make a finding there is more evidence for the
allegation than against.
The investigation should make every effort to gather evidence relating to
matters in dispute

4.

Unfair decisions
A school decision may appear to be counter to a school’s philosophy, policy, guidelines
or documented procedures. In this case there is a perception of the decision being unfair
because of an inconsistent application of these principles.

9.2 The Appeals process
1.

Staff, students, parents and members of the school’s community with
concerns about a decision has the right to appeal the decision.
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2.

An appeal can be made by phone, email, by letter or in person and be
addressed to the Principal and state the original decision and the grounds
on which the appellant wishes to appeal.

3.

The Principal will send confirmation of the receipt of an appeal within 24
hours and indicate when a response can be expected.

4.

Work on appeals should commence within 5 working days and the decision
on the appeal should generally not take more than a further 5 working days.

5.

The decision on an Appeal will be made by a review panel consisting of a
group or individual as outlined in the following table:

For decisions originally made by…

The Appeal will be reviewed by…
The Review Panel

A Teacher

The Teacher’s Head of Department or
Head of School

A Head of Department or Head of
School

The Principal

The School Administration

The School Council

The Principal

The School Council or Head of Agency

The School Council

The Head of Agency

The Head of Agency

The Chairman of the Schools’
Company Board
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6.

The Principal will notify the Head of Agency of the receipt of an appeal.

7.

The Principal and Head of Agency will consult and appoint the most
appropriate Review Panel and if the review panel is a group, a Review Panel
Secretary.

8.

The Review Panel Secretary will prepare the materials for the group to
review before making the decision.

9.

If the review is to be done by an individual that person will act as the review
panel secretary and the review panel.

10.

The review panel secretary may contact parties to the original decision to
clarify any matters relating to the appeal.

11.

The review panel secretary will collect all records relating to the original
decision.

12.

The process of review may include:
a)
a check of the information gathered for completeness. This may
involve further collation if anything is missing
b)
a review of the original decision comparing it with the appropriate
philosophy, policies, guidelines and processes outlined in the
school documents. Decisions counter to existing policy or procedure
may be overturned.
c)
the review panel will check the decision making process to see if
procedural fairness was used in all aspects of that process.
Decisions made without procedural fairness may be overturned.
Alternatively, if the review panel believes a fair decision is still
possible, the original decision maker may be asked to start the
process again this time ensuring procedural fairness.

13.

The review panel will make a preliminary finding on the appeal. This will
generally take the form…
Because of the following reasons….
(list of evidence relied on) …
The review panel….
Overturns the original decision….
or
Upholds the original decision….
or
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Directs the decision maker to remake the decision applying procedural
fairness to the process
14.

This preliminary finding will be shared with all parties that have a material
interest in the decision setting a deadline for a response.

15.

The response should address new evidence that may not have been
considered.

16.

The review panel will review all responses and make a final finding on the
appeal.

17.

The Review Panel will notify the appellant in writing and may choose to
meet with them to explain the decision. The panel will also inform the
appellant of any recommendations it has made for changes to the schools
policies, guidelines and processes resulting from the appeal.

9.3 Right to appeal to external parties
If the appellant is still not happy with the decision there are external bodies who provide
oversight to the Schools’ Company and it schools to which they may appeal. These bodies
include,
1.

Independent Schools Queensland for matters relating to curriculum delivery
and student welfare.

2.

Queensland Curriculum and Assessment Authority for matters relating to
assessment and curriculum delivery.

3.

Fair Work Commission for matters relating to staff remuneration, workplace
bullying and dispute resolution.

4.

Overseas Student Ombudsman for matters relating to overseas student
agreements and reporting on compliance with visa conditions.

5.

The Australian Human Rights Commission for matters relating to
discrimination, harassment and bullying.

6.

Office of the Australian Information Commissioner for matters relating to
privacy and the use of your personal and sensitive information.

7.

Fair Trading Queensland for matters related to disputes about fee payments.

8.

AdSafe for matters related to Investigable conduct if the employee believes
the investigation was unfair, biased, incomplete or suffered some other
deficiency giving rise to an incorrect finding.

It should be noted that most of these agencies will expect that an appellant would
have first used the internal school complaints and appeals process prior to seeking
the external agencies’ assistance.
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