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COMPLAINTS POLICY 
 
1. OVERALL POLICY 
This policy is to guide members of the school community on how they can give feedback and raise 
concerns about the operations of Kinma, and to guide volunteers, staff and Board members on how 
to manage and respond to complaints.  

Kinma is committed to fair and efficient resolution of complaints.  Members of the Kinma 
community have a right to raise concerns and have them handled well in an orderly, objective and 
timely manner. Kinma is committed to use every opportunity to improve services.  Feedback from 
the Kinma community, including the feedback in complaints, will always be used to monitor and 
improve Kinma’s performance.  

High standards of confidentiality and privacy are applied by all parties in the complaints process.   

This policy applies to the full school community, both staff and complainants, including all staff, 
volunteers and families of Kinma students. 

 
1.1. Exceptions 
This policy does not cover the management of grievances and disputes by members of staff (see 
Grievance Policy).   

This policy does not cover the management of child protection concerns (see Child Protection 
Policy), however section 4.2 supports families and caregivers understanding of steps to be taken. 

This policy does not cover the management of issues or conflict between members of the Kinma 
community outside of school activities. 

 
2. KINMA CONTEXT 

Members of the Kinma community interact and communicate with each other all the time, at drop 
off and collection, at school events and activities and in their private lives outside the school.  
Naturally these interactions will involve sharing our Kinma experience or particular Kinma activities.  
Sharing in community is a valued strength of Kinma. 

 

Where a member of the Kinma community has a concern, it is important to raise the issue with a 
staff member who is in a position to resolve it. Kinma warmly encourages parents to raise any 
concerns so that problems are addressed early and do not fester, causing stress for all parties. 

The best strategy for avoiding problems at Kinma is regular communication between parents/carers 
and teachers.  Kinma teachers encourage parents and carers to drop in for a few minutes now and 
again to exchange information about how things are going at home and at school.  Home issues can 
impact on a student at school.  When teachers are aware of home issues, they can support the 
student better at school.  These issues can be large or small – not sleeping well, a serious illness, a 
parent travelling for work, a new pet and so on.  At Kinma we call this “prepare and pre-empt”.  

Most parents/carers drop-off or collect at least a few times a week.  It is very desirable to use these 
times for keeping teachers up to date. Parents who do this may avoid problems through building 
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valuable relationships with the teacher.  These relationships reduce the likelihood of concerns 
arising, and can make it easier to resolve any that do arise.   

Many concerns are resolved by early informal discussion with the teacher.  Where that is not 
possible, more formal steps can be taken. 

3. TYPES OF COMPLAINTS 

• Student learning and welfare 

Examples of student learning concerns include: 

• students needing more teacher support 

• students in conflict with each other  

• dangerous items used in play or class 

• student welfare (also refer to Kinma’s Child Protection Policy) 

3.1. Staff conduct 
• concerns about teacher style or capacity 
• concerns about teacher management of learning program 

3.2. Community issues 
• concerns about conduct or behaviour of other parents/carers at school or at Kinma activities  

4. INFORMAL COMPLAINTS  

4.1. Student learning and welfare 

The classroom teacher (for primary students) or Preschool supervisor (for preschool) is the first 
person to talk to about any student learning or welfare concerns. Kinma encourages face-to-face 
discussion to for this. Where face to face discussion is not possible, telephone discussions are 
preferred.  The process is: 

• parent/carer arranges to meet with the teacher to discuss the issue 

• teacher documents the issue and the outcome in a file note.   

Meetings with classroom staff should be completed before 8:55 am or started after 3:05 pm. 
Teachers are not available at other times as they are in class with their students. 

4.2. Staff conduct and community issues 

These concerns should be raised with the Manager.  

• Management of complaints against staff and volunteers 

Inappropriate conduct towards students is unacceptable and will have serious consequences at 
Kinma.   

Where any member of the Kinma community makes an allegation of inappropriate conduct towards 
a student, it must be reported immediately to the Manager.  The Manager notifies the Board Chair 
immediately of significant allegations.  If the Manager is the subject of the allegation it must be 
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reported direct to the chair of Kinma Board. 

The first action taken in relation to any such allegation is to ensure that the student or students in 
question are currently safe and remain safe.  This is done through a risk assessment to establish 
whether there are any risks to the alleged victim, other students, members of the Kinma community 
or the alleged perpetrator.  Considerations will include the nature of the allegation, the vulnerability 
of the child/children, the type of contact the staff member has with the child/children, the staff 
member’s history and attitude. The Manager will take steps to protect those at risk – actions may 
include the temporary separation of the staff member subject of allegations from the child/children 
involved.  While such a step may need to be taken rapidly, the Manager should always consult the 
Association of Independent Schools in these situations, to ensure the protective steps are 
appropriate.  It is important that there is no assumption of wrong-doing against any person before 
the investigation has been completed.  The Manager is also responsible for protecting the privacy of 
all parties to the allegation.  

When all necessary action has been taken to ensure that the student(s) are currently safe and that 
ongoing risks have been managed, the Manager assesses the allegation to determine the 
appropriate further actions in relation to the allegation.  These may include: 

• Reporting the allegation to the Police 

• Reporting a child at risk (as a Mandatory Reporter) 

• Disclosing a reportable allegation to the Ombudsman  

• Seeking advice on the best way forward from experts (for example the Association of 
Independent Schools). 

• parent/carer arranges to meet with the Manager to discuss the issue 

• Manager documents the issue and the outcome in a file note.   

• Parents/caregiver are notified when the allegation has been dealt with and the complaint has 
been finalised.  Depending on the nature of the investigation nit may not be possible to share 
details. 
 
More detailed information on reportable conduct can be found in the Child Protection Policy. 

5. FORMAL COMPLAINTS 

5.1. Nature of formal complaints 

Some concerns are not appropriately or effectively managed informally. Examples of concerns that 
are best dealt with in a formal complaints framework are: 

• serious issues about staff performance or behaviour 

• complaints that have not been successfully resolved through discussions 

• complaints about governance of the school or preschool 

5.2. Making a formal complaint 

A formal complaint should be made in writing. It should explain the problem and what has been 
done to date in response to it. It should be identified as a formal complaint.  
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5.3. How a formal complaint is managed 

The Manager of Kinma is responsible for managing formal complaints.  All complaints except those 
about student learning are directly managed by the Manager or Kinma.  Complaints about student 
learning are delegated by the Manager to the Education Coordinator.  Complaints about the 
Manager are managed by the Chair of the Board. 

A formal complaint made to any other staff member or any Board member will be re-directed to the 
Manager for action. The only exception is where a formal complaint relates to the performance of 
the Manager.  The Chair of the Board is responsible for responding to formal complaints about the 
Manager.  Any other staff member or Board member who receives a formal complaint relating to 
the Manager will re-direct that complaint to the Chair of the Board for action. 

5.4. Setting up the investigation process 
In most complaints, Kinma’s standard investigation process will be appropriate, but the person 
responsible for managing a complaint may have a good reason to propose an alternative approach. 
The staff member responsible for managing a formal complaint will take the following steps to 
confirm the appropriate process before a complaint is investigated: 

 

 Action  By whom Timing 

1 
Acknowledge receipt of the complaint, and advise 
the complainant of the proposed investigation 
process 

Manager/ 
delegate 

Two working days 

2 Respond to proposed process, agreeing or 
suggesting changes 

Complainant Two working days 

3 Determine process if changes suggested.  Note, the 
Manager’s decision on process at this point is final. 

Manager/ 
delegate 

Two working days 

 

If the complainant proposes an alternative process at Step 2, the responsible person responsible 
must give due consideration to the suggested approach and should give reasons for a decision not to 
accept it. The staff member’s decision on process, whether that decision is to accept or reject 
alternatives, is the final decision. 

5.4.1. Investigation process 
The investigation process must commence within two weeks of the complaint’s being made.  The 
standard investigation process is: 

 Action By whom Timing 

1 Meet with complainant(s) and person(s) complained 
about to find out more about the issues and 
perspectives.   

Manager/ 
delegate 

Within two weeks of 
complaint being 
received 

2 Further individual or joint meetings to arrive at 
agreed definition of issues of concern, and options 
for resolving the complaint 

Manger/ 
delegate 

Within two weeks of the 
first meeting 
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 Action By whom Timing 

3 Document the identified issues and proposed 
actions for resolving the complaint, including 
timetable for implementation and process for 
monitoring implementation 

Manager/del
egate 

Within one week of last 
meeting 

4 Obtain formal response to proposed resolution All parties Within one week of the 
documented solution. 

5 Implement the agreed resolution  Named 
parties 

In agreed timeframe 

6 Report back on success of the implementation Named 
parties 

In agreed timeframe 

 

In proposing a resolution to any complaint, Kinma staff must take into account the advice and 
comments of all involved parties, and the obligations set out in the Kinma constitution and policies.  
A template is available for documenting the proposed solution to a complaint.  The document must 
provide for all parties to sign it.    

Usually the Manager is responsible for monitoring agreed implementation steps and outcomes.  
Where the Manager has delegated the complaint, or where the Chair is responsible for it, the 
delegate or Chair is responsible for monitoring implementation and outcomes. 

If no agreement can be reached through the investigation process, the complaint is escalated to the 
review process at Section 5.4.4 of this policy. 

5.4.2. Supporting parties to a complaint 

A family member making a complaint may bring a support person to a meeting about the complaint.  
That person may be a friend or a family member.  Kinma staff may not be the support person for a 
family member. 

A member of staff who is subject to a complaint may bring a support person to a meting about the 
complaint.  For a member of the classroom staff, the support person will normally be the Education 
Coordinator.  For a member of the pre-school staff, the support person will normally be the pre-
school supervisor.   

Support persons are not participants in the complaint.  Their role is to be a friend to and provide 
advice to the party they are supporting. 

5.5. Review process 

Where a party to a complaint is not satisfied with the options for resolving it, or with the actions 
taken after an agreement has been reached, the complaint is escalated to the formal review process. 

The person responsible for complaints review is the Chair of the Board.  The Chair may delegate the 
review role to another member of the Board. 

When a complaint is escalated to the review process, the Chair will convene a panel consisting of the 
Chair, and two other Board members.   The panel must be convened within ten working days of 
receiving the escalated complaint.  The panel is to determine the complaint in a timely manner.  As 
complaints at this level may be complex, an absolute timeline is not set, but as a guide, it is desirable 
that complaints are resolved within four weeks.   
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The panel will obtain from the Manager all the documentation of the complaint from informal and 
formal processes taken to date.  The panel will then invite the parties to the complaint to put their 
positions through written submissions or hearings.  Unless the Manager of Kinma is a party to the 
complaint, the Manager provides guidance and support to the panel and attends all hearings and 
panel meetings. 

The panel may ask the Manager to obtain advice from the Association of Independent Schools about 
the management of the complaint and options for resolving it.  The AIS will provide advice only to 
the Manger or the Chair.  Unless the Manager is the subject of a complaint, the Chair will not 
approach the AIS direct. The panel must also take into account the constitution of Kinma and Kinma 
policies in proposing a resolution to the complaint. 

The panel is able to: 
• call both parties together for guided discussions 
• suggest strategies to be taken to manage issues while the complaint remains open 
• make a binding resolution. 

The panel’s resolution of the complaint must be documented and provided to all parties.  Reasons 
for any decision must be given in the document.  The panel’s resolution of the complaint, including 
actions for parties to take and follow up steps, is the final determination of the complaint.   

5.6. Learning from experience 
Documentation from formal complaints is collated twice a year for review by the Board.  complaints 
analysis, using the attached template, makes up part of the Manager’s six-monthly risk management 
reporting. 

Collated documentation of complaints involving student learning are also reviewed by the Education 
Committee before they are referred to the Board.  Trends and unresolved issues must be identified 
by the Manager/delegate for review by the Education Committee and the Board. The Education 
Committee may propose policy changes as a result of concerns raised at any time.   It does not need 
to wait for an annual report of concerns. 

The names of complainants, and any other identifying information about complainants, are not 
provided in reports to either the Education Committee or the Board. 

In addition, all members of the Kinma community who have raised concerns or complaints will be 
invited by the officer handling the concern or complaint to complete a feedback form about the 
complaints process. These forms will be collated by the Manager for annual feedback to the Board.  
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6. APPENDIX 

 

6.1 Supporting Documents 

• Privacy Policy 

 

6.2  Regulatory Legislation and Considerations 

• ACECQA – Guide to National Quality Framework 

• DEC Quality Area 6.1.2, Quality Area 7 1.1.2 

• National Education Standards –Safe and Supportive Environment (NESA) 

• Kinma Vision 2018-2023 Objective 1 Education Excellence and Influence 

 

6.2 Planning control 

• Review by Management / Board 

• Distribute newsletter for feedback 

• Publish on website 

 

6.3 Next Scheduled Review:  

• 2020 

6.4 VERSION CONTROL 

 

Version  Date Approved Approved By Brief Description  

2.0 18 July 2014 Ginny Neighbour, 
Director 

Full review of existing policy to refine 
policy settings, processes and roles. 

2.1 30 July 2014 Ginny Neighbour 
Director 

Adjustments following Manager’s 
advice on existing practices. 

2.2 10 Sept, 2014 Pam Webster, Chair Added expectations for 
confidentiality to the overview. 

3 June 2017 Manager Update format 
3.1 May 2019 Manager Discussions with NESA Inspector 
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Appendices 

1. Template for recording investigation (process) 

2. Template for recording complaints and resolutions (issues and actions) 

3. Template for monitoring implementation and outcomes  

4. Template for reporting to the  Board  

5. Template for feedback from complainants 
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Complaint - Record of Investigation  
THIS FORM IS CONTAINS CONFIDENTIAL INFORMATION AND IS NOT PROVIDED TO THE 
EDUCATION COMMITTEE OR THE BOARD 
Reference Number  

Parent/carer name:  

Student name(s):  

When written complaint submitted: dd/mm/yyyy 

Parent/carer contact details:  

When investigation process 
proposed: 

dd/mm/yyyy 

When investigation finalised: dd/mm/yyyy 

Meetings held (date, attendees):  
 
 
 
 

Parent/carer agreement to 
resolution and follow up actions 

Signed: 
 
………………………………………… 

Dated: 
 
…………………… 

Staff agreement to resolution and 
follow up actions 

Signed: 
 
………………………………………… 

Dated: 
 
…………………… 

REVIEWS   
Date review sought:   

Date panel formed:   
Date of hearing:   

Attendees at hearing:  
 
 

Parent/carer agreement to 
resolution and follow up 
actions 
 

Signed: 
 
……………………………………… 

Dated: 
 
…………………… 

Chair agreement to resolution and 
follow up actions 

Signed: 
 
………………………………………… 

Dated: 
 
…………………… 

Date decision provided to 
parent/carer if a disputed outcome: 
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Complaint - Issues and Outcomes 
THIS REPORT MAY NOT BE SUBMITTED TO THE EDUCATION COMMITTEE OR BOARD UNLESS 
STUDENT AND FAMILY NAMES ARE REMOVED FROM IT. 
Reference Number  

Details of issue: Set out a brief outline of the defined issues. Identify staff 
complained about.   
 
 
 
 
 
 
 
 
 
 
 
 
 

Suggestions to manage 
the issue: 

 

Agreed approach: Nominate the staff member responsible for implementing staff actions., 
and set a timetable for taking all actions.   

Agreed and monitoring: Nominate the staff member responsible for monitoring 
implementation. 
Set out a timetable for monitoring actions and outcomes. 
 
 
 
 
 
 
 
 
 



  Kinma Policy  
 

 Page 11 of 13 
  

Complaints - Implementation and Monitoring  
THIS REPORT MAY NOT BE SUBMITTED TO THE EDUCATION COMMITTEE OR BOARD IF IT INCLUDES 
INFORMATION THAT IDENTIFIES A STUDENT OR COMPLAINANT. 
Reference Number  

Actions taken (include 
dates and persons doing 
the actions): 

 
 
 

Observations/outcomes/
comments (staff 
member): 

 
 
 
 
 
 
 

Observations/outcomes/ 
comments (monitoring 
officer): 

 
 
 
 
 
 
 
 

 

Signatures: 

Responsible staff member (1): ………………………………………..  Date: ………………………………. 

Monitoring staff member: ………………………………………..…….  Date: ………………………………  



  Kinma Policy  
 

 Page 12 of 13 
  

Complaints - Analysis for Board 
PERIOD FOR THIS REPORT:   

 

TABLE 1: CATEGORIES AND OVERALL OF NEW COMPLAINTS 
Category Number of complaints TOTAL 

Student learning   

Student welfare   

Staff conduct   

Community issues   

TOTAL   

 

 

TABLE 2: INVESTIGATION OF COMPLAINTS 
Stage Complaints Reviews 

Received (total from table 1)   

Ongoing from last report   

Completed   

In progress (report again)   

Disputed resolutions   

TOTAL ACTIVE IN PERIOD   

 

 

TABLE 3: FEEDBACK FROM COMPLAINANTS: Number of feedback forms = 

 Don’t agree Agree Strongly agree 

Was timely    

Was successful    

Was respectful    

Gave confidence    

Was kept confidential    

 

Total number of feedback forms received in period:  
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Feedback on handling of concerns and complaints 
 

Name (optional):…………………………………….. 

Date when issue was raised: ……………………. 

Name of officer handling the concern/complaint: ……………………. 

 

I was happy with the time it took to respond to my concern/complaint: 

1 - don’t agree 

2 - agree 

3 - agree strongly 

 

I was satisfied with the overall solution to my concern/complaint (circle): 

1 - don’t agree 

2 - agree 

3 - agree strongly 

 

I was listened to and given respect in dealing with my concern/complaint: 

1 - don’t agree 

2 - agree 

3 - agree strongly 

 

I would feel confident in raising other concerns in future: 

1 - don’t agree 

2 - agree 

3 - agree strongly 

 

I was happy with the level of confidentiality for my family’s issues 

1 - don’t agree 

2 - agree 

3 - agree strongly 

 

Any other comments or suggestions on how the process can be improved: 
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