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Complaint Handling Policy
Our policy

Glenaeon Rudolf Steiner School is commi ed to providing a safe work environment for all workers and students.
We acknowledge that members of staﬀ, students, parents and/or members of the wider community may some mes feel aggrieved about something that is
happening at school which appears unsa sfactory, or unreasonable. The purpose of this policy and the Complaint Handling Procedure is to establish a framework
for the handling of any complaints that may arise.
A complaint may be made about any policy or procedure, decision, behaviour, act or omission (whether by the Head of School, members of the execu ve, other
staﬀ, students or parents) that the complainant may consider to be unsa sfactory or unreasonable.

Inten on

Where possible we aim to resolve issues through direct discussion between par es. However we acknowledge there may be mes where it is not possible to take up
the issue with the other party directly, or where doing so does not resolve the ma er.
In such cases this Policy and Procedures should be used.

Policy Framework

This policy aims to ensure, that as far as is prac cable, complaints are addressed in a mely and conﬁden al manner at the lowest appropriate management level, to
prevent the unnecessary escala on.
Wherever minor or simple ma ers can be resolved quickly and without recourse to the formal complaint handling process this is encouraged.
Through this policy we will:

improve the level of parent sa sfac on with Glenaeon Rudolf Steiner School, and the rela onship of parents and families with the school and teachers;
respect and recognise the innate dignity of each person in any way involved with the school;
recognise the rights of a person who is the subject of a complaint (the respondent);
protect the conﬁden ality of both the complainant and the respondent;
provide an eﬃcient, fair and accessible mechanism for prompt inves ga on and resolu on of complaints in accordance with the principles of natural jus ce;
ensure, so far as is reasonably prac cable, informa on is available on the complaints handling process;

enable the nature of complaints to be monitored to improve the quality of services by iden fying and rec fying prac ces that may be impeding service
delivery; and
ensure, so far as is reasonably prac cable, that the complaint handling process is transparent and comprehensive.
Principles

The following principles underlie this policy:

Commi ment

The school is commi ed to inves ga ng all complaints in accordance with this policy. This will be reﬂected in the:

adop on and distribu on of the Complaints Handling Policy and Procedures
appropriate training of workers in the implementa on of this policy
ongoing monitoring and evalua on of eﬀec veness of the Complaints Handling Policy and Procedures
Responsiveness

Complaints will be dealt with promptly. The process and the me needed to resolve an issue will vary depending on the nature and complexity of the issue.

Visibility

The existence of this complaint handling policy and procedures, its purpose and the method of accessing it will be promoted internally for staﬀ and externally to the
community.

Subsidiarity

The process of responding to a formal complaint will reﬂect the principle of subsidiarity. This means that we expect that complaints to be resolved at the lowest level
of management necessary for their proper resolu on. The Head of School, therefore, will not be directly involved in the resolu on of those complaints which are
more appropriately handled by others in the school community.

Procedural Fairness

The principles of procedural fairness will be followed in all aspects of complaint handling. Procedural fairness includes:

giving the complainant the opportunity to put their case;
oﬀering reasonable assistance to the complainant to enable the complaint to be made and to be aware of the complaint handling procedures;
informing the respondent of the substance of the complaint and providing an opportunity to respond;
providing the respondent with informa on about the complaint inves ga on process including outcomes;
handling the complaint process conﬁden ally
determining complaints as expedi ously as possible and advising all par es of the outcome of the inves ga on;
assessing the facts and circumstances of the situa on objec vely and determining the complaint fairly and equitably;
providing the complainant with details of the determina on and reasons for the decision; and
informing both par es of any avenue for review.
Conﬁden ality

Conﬁden ality is an obliga on to the provider of informa on, while privacy is an obliga on to the subject of the informa on. Complainants can feel secure that their
complaint will remain conﬁden al. Conﬁden ality will be respected at all mes within the constraints of the need to fully inves gate the complaint. The obliga on to

maintain conﬁden ality extends also to both the complainant and the respondent.
Access & Equity

The complaints handling process must be accessible and addi onal assistance may be available to complainants and respondents who are from a culturally and
linguis cally diverse background, have a disability or are a young person.

No Vic misa on

Those making a complaint in good faith will be protected from detrimental ac on including vic misa on or unfair treatment.

Vexa ous Complaints

There is an underlying assump on that complaints are made in good faith (and with good will) and with an inten on for resolu on as opposed to retribu on.
From me to me complaints received will be found to be invalid and/or vexa ous. Complainants (and/or anyone ac ng on their behalf) may be considered as
vexa ous complainants where previous or current contact with them shows that they meet TWO OR MORE of the Vexa ous Complaint Criteria
If the complaint is found to be invalid or vexa ous it will not be further inves gated. Aﬀected par es will be informed of this decision in wri ng.

Anonymous Complaints

Anonymous complaints do not reﬂect the principles outlined above. If you make an anonymous verbal complaint to the school you will be encouraged to iden fy
yourself in order for the procedures outlined in this policy to be implemented fully. If you choose to remain anonymous, then in the case of verbal complaints you
will be informed that the complaint may not be acted upon.

What is a complaint?

A complaint is an expression of signiﬁcant dissa sfac on with the policies, procedures or service provided by the school. Complaints may be oral or wri en. Wri en
complaints include those sent by le er, fax or email. For example complaints may be about:

student disciplinary procedures;
homework;
damage/loss of personal property;
student bullying;
school management and/or school fees;
quality of teaching;
breach of privacy;
school resources;
work health and safety issues.
Ma ers Excluded from this Policy

There are speciﬁc complaint procedures in place for the following ma ers:

child protec on issues (ie. if the complaint is about alleged inappropriate physical contact, sexual misconduct, neglect, or psychologically harmful conduct by an
adult towards any child or young person. All such complaints should be made directly to the Head of School;
workplace bullying;

harassment;
enrolment;
employment rela ons.
Implementa on

Glenaeon Rudolf Steiner School has set up a series of compliance tasks on our Assurance System, to ensure that key obliga ons under the NSW Registra on Manual
are managed eﬀec vely.

Related Policies

Student Code of Conduct
Parent Code of Conduct
Complaint Handling Procedure
Vexa ous Complaint Cri eria
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Complaint Handling Procedure
Purpose

This informa on will assist students and parents who are raising concerns or making a complaint that is related to the school or the student’s educa on.

General Points

Consider the following:
Your Class Teacher or Guardian should always be your ﬁrst point of contact;

Concerns are best resolved at classroom level if possible;
You can withdraw your complaint at any me;
It may not always be possible to resolve an issue to your complete sa sfac on.

How to raise an issue or make a
complaint
Clarify the issue (what is the problem?)

Before you approach any representa ves of the school including your class teacher/ guardian:

Be clear about the topic or issue you want to discuss;
Focus on the things that genuinely aﬀect you or your child;
Always remain calm and remember you may not have all the facts rela ng to the circumstances of the topic or issue you wish to discuss;
Think about what an acceptable outcome would be for you and your child;
Be informed; check the school’s policies or guidelines, where relevant;
ask for a copy of the school’s complaints policy.
Contact the school

There are a number of ways you can raise any concerns you have about your child. You can:

Write a note or email to your Class Teacher/Guardian outlining your concerns
Make an appointment to speak on the phone or in person with the Class Teacher/Guardian or coordinator; ensuring that you inform the school about
the issue you wish to discuss

Arrange any mee ng mes or phone calls through the school oﬃce (this is more convenient for both you and your child's teacher and does not
interrupt teachers during the me they need to be with their students).
Remember that the Class Teacher/ Guardian, together with others who may be involved, should be given a reasonable amount of me to take the
steps required to resolve or address your concerns.
Contact the Co-ordinator or Head of School

Many concerns are resolved by following the ﬁrst two steps above. However, if the issue remains unresolved a er you
have approached your child's teacher or other school staﬀ you can then ask to see the relevant Co-ordinator or the Head of School. To do this, you will need
to request an appointment through the school oﬃce. Be aware that:

The Head of School may ask another senior staﬀ member to speak with you on their behalf.
If a teacher is going to be present at the mee ng it is more likely to occur outside of classroom hours
If your concern is related to issues of school policy, these should be raised more formally (in wri ng) with the Head of School or the School Council.
Contact the School Council

If you s ll feel that your complaint has not been addressed sa sfactorily a er speaking to the teacher and the Head of
School, you can then contact the School Council. Le ers to the School Council should be addressed to the Chair of the School Council c/ the school oﬃce at
Middle Cove.

How to lodge a complaint in wri ng

You can send your complaint by mail or email. Wri en complains should be addressed to:
Head of School
Glenaeon Rudolf Steiner School,
5A Glenroy Avenue
Middle Cove NSW 2068
Email: andrewh@glenaeon.nsw.edu.au

Formal Complaints

If a formal complaint is made or a conﬂict arises that cannot be resolved through the processes described above the
school representa ve, most usually the Head of School will maintain a formal record of your complaint and endeavor to:

Determine the appropriate form of complaints resolu on procedure
Seek agreement from interested par es as to the procedure being engaged
Possible op ons for resolu on

Various courses of ac on may be considered depending on the nature of the complaint:

Inves ga on and repor ng back to the complainant
Three-way mee ng with the complainant, teacher and support person/s
Internal media on
External media on
Inves ga on & repor ng op ons

Interview those involved to ascertain the circumstances of the ‘incident’; determine what if any ac on needs to be taken to resolve the ‘issue’; report
to the complainant as to the proposed ac on

As relevant conduct evalua on of teacher(s) and/or student(s), determine if ac on is needed and report appropriately the outcome of any ac on
Hold a three-way mee ng with the complainant, teacher and support person(s)
Seek a mee ng with any other interested par es and appropriate support person(s)
Build a picture of the ‘incident’ from the involved par es
Determine the ‘issues’ at the heart of the complaint
Seek agreement as to how the issues might be resolved
Internal Media on
External Media on

Use appropriate persons and media on processes to bring about resolu on.

Seek the agreement of the school and the complainant as to the cost-sharing arrangements.
Ensure that each complainant or appellant has an opportunity to present his or her case at minimal or no cost to him or herself.
Use appropriate external exper se and media on processes to bring about resolu on

Notes on Procedure

Conﬁden ality is to be maintained to protect all par es.
All mee ngs must be documented and a wri en record of the complaint or appeal must be kept.
Records of Complaint and mee ng records are to be kept with the Head of School.
The complainant or appellant is to be given a wri en statement of the outcome of their complaint and/or appeal including details of the reasons for
the outcome.
The process should commence within 10 working days of the formal lodgement of the complaint or appeal and suppor ng informa on and all
reasonable measures should be taken to ﬁnalise the process as soon as is prac cable.

Child Protec on Allega ons

All allega ons bust be passed on to the nominated Child Protec on Oﬃcer - Head of School - Andrew Hill

Related Policies

Complaint Handling Policy
Vexa ous Complaint Criteria
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Vexa ous Complaint Criteria
Purpose

There is an underlying assump on that complaints are made in good faith (and with good will) and with an inten on for resolu on as opposed to
retribu on.
From me to me complaints received will be found to be invalid and/or vexa ous.
This document deﬁnes the criteria for determining vexa ous or malicious complaints.

Vexa ous Complaint Criteria

Complainants (and/or anyone ac ng on their behalf) may be considered as vexa ous complainants where previous or current contact with them shows
that they meet TWO OR MORE of the following criteria. Complainants who:

Persist in pursuing a complaint where the School’s complaints procedure has been fully and properly implemented and exhausted;
Change the substance of a complaint or con nually raise new issues or seek to prolong contact by con nually raising further concerns or ques ons
upon receipt of a response whilst the complaint is being addressed. (Care must be taken not to discard new issues which are signiﬁcantly diﬀerent
from the original complaint. These might need to be addressed as separate complaints);
Are unwilling to accept documented evidence of treatment given as being factual, or deny receipt of an adequate response, in spite of
correspondence speciﬁcally answering their ques ons or do not accept that facts can some mes be diﬃcult to verify when a long period of me has
elapsed;
Do not clearly iden fy the precise issues which they wish to be inves gated, despite reasonable eﬀorts of school staﬀ to help them specify their
concerns, and/or where the concerns iden ﬁed are not within the remit of the school to inves gate;
Focus on a trivial ma er to an extent which is out of propor on to its signiﬁcance and con nue to focus on this point. (It is recognised that
determining what is a 'trivial' ma er can be subjec ve and careful judgement must be used in applying this criteria)
Have threatened or used actual physical violence towards staﬀ at any me - this will cause personal contact with the complainant and/or their
representa ves to be discon nued and the complaint will, therea er, only be pursued through wri en communica on. All such incidences should be
documented);
Have, while addressing a registered complaint, had an excessive number of contacts with the School placing unreasonable demands on staﬀ. (A
contact may be in person or by telephone, le er, fax. or email. Discre on must be used in determining the precise number of "excessive contacts"
applicable under this sec on, using judgement based on the speciﬁc circumstances of each individual case)

Have harassed or been personally abusive or verbally aggressive on more than one occasion towards staﬀ dealing with their complaint. (Staﬀ must
recognise that complainants may some mes act out of character at mes of stress, anxiety, or distress and should make reasonable allowances for
this. They should document all incidents of harassment):
Are known to have recorded mee ngs or face-to-face/telephone conversa ons without the prior knowledge and consent of other par es involved;
Display unreasonable demands or complainant expecta ons and fail to accept that these may be unreasonable (eg insist on responses to complaints
or enquiries being provided more urgently than is reasonable or normal recognised prac ce).
If a complaint is judged to be vexa ous

If the complaint is found to be invalid or vexa ous it will not be further inves gated. Aﬀected par es will be informed of this decision in wri ng.
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