ADMINISTRATION: COMPLAINTS FRAMEWORK

Covenant
Christian School

All knowledge through Christ
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COMPLAINTS
POLICY
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To faithfully serve in God’s plan to restore all things
under the lordship of Jesus Christ.
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To assist parents in the nurture of their children, by providing

a Christ-centred, biblically grounded, culturally engaging and
academically rigorous education to equip the children to live

for God'’s glory.
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INTRODUCTION

This Policy fulfills the NSW Education Standards Authority (NESA) requirement that all schools to have
policies and procedures in relation to handling complaints with specific reference to the processes for
raising and responding to matters of concern identified by students and/or parents/carers (requirement
3.6.2).

Covenant Christian School has a duty of care towards all staff. At all times it seeks to provide an open,
safe and welcoming community with high quality education, wellbeing services and co-curricular
activities. This policy and its procedures provide students, parents/carers and school visitors with clear
guidelines for communicating and resolving grievances based on consultation, co-operation and
discussion consistent with biblical principles and practice.

This Complaints Policy is a key compliance tool. This proactive approach to all feedback seeks to:

e encourage partnership in education with key stakeholders through open communication by
providing opportunities to provide feedback and constructive suggestions to the school

e  foster harmonious relationships within the school community that reflect and build on the school’s
core beliefs and values by promoting reconciliation and resolving complaints while safeguarding
relationships

e work together with members of the school community to facilitate the Vision and Mission of the
school, under God, and to provide a quality educational experience for all students

e provide for the rights and responsibilities of all parties, which must be protected and balanced
within statutory requirements

e highlight key risks within the school
e enhance the decision-making capacity of the Board and Senior Executive; and

e achieve an outcome acceptable to all parties; but the school recognises that this is not always
possible

The school endeavours to respond to complaints in a professional, timely and Christ-centred way,
facilitating positive discussion and building stakeholder confidence in the school. Staff are required to
be thoroughly familiar with the school’s principles and practices of this policy.

All staff must comply with the requirements of the Child Safe Framework, the Staff Code of Conduct,
and other school policies.

CHRISTIAN RATIONALE

The heart of the complaint handling process is the protection and nurturing of relationships between
people in the school. Godly complaint management seeks the redemption of what was harmful and the
restoration of fractured relationships. Even where original decisions of the school are not reversed, the
process is designed to honour each person, and extend mercy, compassion and justice.

‘He has shown you, O mortal, what is good. And what does the Lord require of you?
To act justly and to love mercy and to walk humbly with your God’. Micah 6:8.

‘Be completely humble and gentle; be patient, bearing with one another in love. Make every effort to
keep the unity of the Spirit through the bond of peace’. Ephesians 2:4-5.

There is room in the school community for differences: we do not all see things in exactly the same way
(refer Romans. 14:1 - 15:6).

While able to cause tensions, differences need not be threatening, they are often God’s way of
enriching the school. All members of the school community are subject to sin. (refer 1 John 2:1)
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There may be times, therefore, when there is discord. Nevertheless, our mutual bond in Christ ensures
that we retain a commitment to each other, especially in times of failure and disharmony (refer 1
Corinthians. 6:1-7, Philippians. 4:2-3, Galatians 6:10).

We recognise, not only that staff, parents and students have shortcomings, but also that sin requires
repentance and correction (refer 1 John 1:9).

Where there is tension and discord between students, parents/carers and staff, every effort should be
made for the parties to resolve the matter in the first instance. (refer Matthew 18: 15-17)

When communicating with each other every effort should be made to undertake such conversations
respectfully and courteously (refer Ephesians. 4:29)

3 PURPOSE OF THIS DOCUMENT

This Policy sets out the policies and procedures for receiving and handling complaints from students,
parents/carers or school visitors of the school regarding:

. the school
. teaching or teacher practice
. including where you consider the impact of decisions or actions within the workplace to be

unfair, inappropriate, contrary to school policy or unlawful. (This may include harassment,
discrimination or bullying).

4 DEFINITIONS
The following definitions apply for the purpose of this framework and the complaints procedures
followed within the school.

Feedback: opinions, comments, suggestions and expressions of interest or concern, made directly or
indirectly, explicitly or implicitly, to or about the school, its services, staff, or its handling of a complaint

Complaint: the school will treat a matter as a complaint where it:

e |s an expression of concern, dissatisfaction or frustration with the policies, procedures or quality
of service provided by the school, or the conduct of an employee

e |s an expression of concern regarding an incident within the school, or a safety matter e.g.
student issues

o Alleges misconduct, a breach of policy, or corruption on the part of an employee

e |s an expression of offence or detriment as a result of a decision of the school

e |s an expression of dissatisfaction with a decision of the school, or how the decision was made

AND
e that aresponse of some form is expected.

Complaints may be oral or written/ electronic message

Allegation: a complaint alleging misconduct or corruption which may involve issues of integrity or other
matters which have the potential to seriously compromise trust, and the school’s professional
reputation. Examples include:

e Child protection matters (Report directly to the Principal - See Child Safe Framework)
e Theft or misuse of resources (See also Whistleblower Policy)
e Corrupt behavior (See also Whistleblower Policy)
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e Behaviour which is in breach of legislative requirements or school policy, or which may otherwise
be detrimental to the reputation of the school

Misconduct: behaviour that breaches the relevant school Code of Conduct (i.e., Staff, Student,
Contractor, Volunteer) or legislation applying to the school and its employees or other stakeholders

Harassment: any form of ongoing behaviour that is not welcome, not asked for or returned; that
offends, intimidates or humiliates a person

Complainant: any person making, or bringing, a complaint or allegation

Vexatious Complainant: unreasonably persistent; or because of the frequency or nature of the
complaint, hinders consideration of their, or other people’s, complaints

Respondent: person requested to respond to complaints made about them
Witness: person bringing evidence
Stakeholder: person or group having an interest in the performance or success of the school

Parent: in relation to a child, includes a guardian/ carer and every person who has parental
responsibility for the child, including parental responsibility under the Commonwealth Family Law Act
1975, and any person with whom a child normally or regularly resides

Investigation: the process by which a situation is examined, facts are established and verified. Evidence
is gathered, such as witness statements and documentary proof, to be able to make a decision

Procedural Fairness: (sometimes referred to as ‘natural justice’) the principles of procedural fairness
guide fair and reasonable decision-making procedures when a decision may adversely affect the rights,
interests or legitimate expectations of an individual.

There are two basic common law rules:
e the ‘hearing rule’ - the right to be heard, which includes the right to:
o know the case against them, including specific allegations and any other information
which will be taken into account
o know the way in which the issues will be determined
o respond to the allegations
o know how to seek a review of the decision in response to the allegations

e the ‘bias rule’ - the right to an impartial decision, which includes the right to:
o impartiality in the investigation and decision-making phases
o an absence of bias in the decision maker

Victimise: to act, or omit to act, towards a person in a way intended to cause disadvantage to that
person because they have made a complaint, or may make a complaint; or who is, or may be, the
subject of a complaint

Whistleblower — a person with insider knowledge of an organisation who reports misconduct or
dishonest or illegal activity that may have occurred within the school

See: Complaints Framework 3 Whistleblower Policy

Covenant Christian School | Page 3



Complaints Framework 1 Complaints Policy

5 POLICY
5.1 Commitment

The school is committed to the safety and well-being of children and young people, and of staff,
parents and other stakeholders.

It seeks to provide an accessible, fair and equitable complaints handling process, working together
with members of the school community to facilitate the vision of the school. It values its partnership
with parents, and other stakeholders, to provide a quality educational experience for all students.

(a)  The school shall be proactive in encouraging effective communication, including feedback,
with all stakeholders.

(b)  The school shall ensure processes which are safe for all stakeholders to make a complaint or
report.

(c)  The school seeks to develop a culture of continual improvement in partnership with
stakeholders.

5.2 General

(a)  Complaints will be addressed based on principles of the Australian Standard AS/NZ 10002-
2022 Quality Management. Namely, that:

. the complaint process is clear and accessible, explains how to submit a complaint and
outlines expected timeframes through to resolution.

° the complaint is dealt with in a timely manner in a fair, open, impartial manner,
exemplifying fairness and treats all parties involved equitably and without bias.

. the process maintains confidentiality, respects the privacy and sensitivity of the
information shared by the complainant and handles personal information in accordance
with relevant Privacy legislation (except in matters regulated by legislative
requirements).

. the process provides a customer-focused approach, that actively listens to, understands
and strives to meet the needs and expectations of the complainant.

. complaints are regularly reviewed for continuous improvement to prevent similar issues
in the future.

. there are clear lines of responsibility and accountability for complaint handling.

. comprehensive records of complaint are maintained, including relevant details, actions
taken, and outcomes to allow for the analysis, reporting, and monitoring of complaint
trends.

. that upheld complaints provide remedies including apology, rectification, compensation

or alternative solutions to address the complainant's concerns.

° the complaint process is compliant to applicable legislation and standards.
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The Principal, or their delegate, is the complaints officer.

Intimidating, harassing, threatening or offensive behaviour will not be tolerated from any
parties.

No person shall be disadvantaged in any way by bringing a complaint.

Any person against whom a complaint is made shall have a fair hearing.
Complainants have the right to appeal decisions; including to external agencies.
Staff shall be trained in complaints handling.

Records of complaints shall be maintained for seven (7) years after the last action: excepting
additional legislative requirements; or as deemed advisable by the school according to the
nature of the complaint.

Serious complaints shall be reported to the Board.

The school shall inform the relevant regulator or agency of any complaint, or issue arising
from a complaint, which it is required to report, within the designated time period.

Complaints, complaints handling and this framework, shall be reviewed on a regular basis.

Complaints not covered in this Policy

This Policy applies for all complaints except the following.

Matters relating to how the school handles reports of child abuse are set out in the Child Safe
Framework.

Matters relating to allegations which may involve Criminal Law are referred to the Police.

Staff grievances are handled according to processes set out in the Complaints Framework: 2
Grievance Policy.

Matters which involve a whistleblower disclosure are addressed in the Complaints Framework:
3 Whistleblower Policy.

Matters involving the performance and discipline of employees are managed by processes set
out in the HR Employment Policy.

Complaints about the Board may also involve provisions of the Corporations Act, or ASIC
Guidelines; or other relevant legislation, or school policies.

Matters involving decisions for which there is an established or formal right of review under
other industrial and legal instruments shall be referred to the relevant regulator.
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Summary Flowchart of Complaints Handling Process

If you have a complaint under this Policy raise the matter:
e Inperson or on the phone
e Inaletter or by completing the Feedback and Complaints Form on the school website:
https://www.covenant.nsw.edu.au/contact/feedback-complaints

If your issue is.....

e asimple / minor issue
e easily dealt with at the point of
contact

e amore complex issue

e unable to be dealt with at the point
of contact / requiring consultation

e an escalated issue

e more serious with more serious
consequences

e has potential legal implications

e may require investigation

!LEVEL 1 Complaint! LEVEL 2 Complaint

Contact directly with person most directly
concerned (Matthew 15:18):

ISSUES CONCERNING

EDUCATION: Class / Homeroom Teacher

WELFARE / DISCIPLINE: Class / Homeroom
Teacher, Stage Coordinator / Wellbeing
Year Advisor

INCIDENTS / WHS: Class / Homeroom
Teacher, Front Office, Business Manager

GENERAL SCHOOL BUSINESS / SERVICE:
Front Office or Business Manager

STAFF: Staff member

PRINCIPAL: Principal

EMPLOYMENT: HR Manager (pay / awards),
Business Manager (duties)

ACCOUNTS / FEES: Business Manager

Contact Coordinator or other appropriate staff
member or a more senior staff member

ISSUES CONCERNING

EDUCATION: Section / Curriculum Coordinator

WELFARE / DISCIPLINE: Wellbeing Stage
Coordinator or Head of School

INCIDENTS / WHS: Section Coordinator or Head
of School

GENERAL SCHOOL BUSINESS / SERVICE:
Business Manager or Principal

STAFF: Coordinator/Supervisor, Head of School,
Business Manager

PRINCIPAL: School Board Chair

EMPLOYMENT: Business Manager or Principal

ACCOUNTS / FEES: Principal

v

PROCESS
Informal resolution

v

DECISION + ACTION

v

COMPLAINT CLOSED
(Record all notes)

COMPLAINT UNRESOLVED
Escalate to Level 2 Complaint

v

® a more major issue?

e arepeated complaint

e has potential major legal
implications

e requires significant investigation

e requires Principal involvement

e may require external agency referral,
investigation and review

e

Contact the Principal, School Board, Deputy
Principal or Business Manager

ISSUES CONCERNING

EDUCATION: Principal

WELFARE / DISCIPLINE: Wellbeing Stage
Coordinator or Head of School

INCIDENTS / WHS: Section Coordinator or
Head of School

GENERAL SCHOOL BUSINESS / SERVICE:
Business Manager or Principal

STAFF: Coordinator/Supervisor, Head of
School, Business Manager

PRINCIPAL: School Board Chair

EMPLOYMENT: Business Manager or
Principal

ACCOUNTS / FEES: Principal

v

Acknowledgement of complaint within 2 work days informing of timeframe for review

v

PROCESS
Investigation

e Develop Investigation plan

e Develop risk assessment to ensure no harm / further harm to anyone involved

e Review all information. This may include, as relevant: the initial complaint;
statements from any witnesses; and any evidence, including material evidence

e |nvestigation report and recommendation by investigator

e Ongoing communications with all the parties

v

DECISION + ACTION

e Upheld cases to have remedies/actions (e

e Adecision by a person other than the investigator
e Resolution communicated to Complainant with explanation of Appeals process
.g., explanation, apology, agreement)

v

COMPLAINT CLOSED

e Record all notes — (Notes held by the school for 7 years)
e Review process and recommendations for continuous improvement / change

¥

COMPLAINT UNRESOLVED - See Appeals
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6 APPEALING A DECISION

10.

Either party to a complaint may request a review of proceedings where negotiations have been
unsuccessful; but not if the matter has been resolved by agreement of the parties.

Either party to a complaint may appeal the decision of the school on the grounds of:
a. incorrect use of the complaint management procedure to the detriment of the party;
and/ or
b. an outcome or decision which is unreasonable; inconsistent; made without obvious
relationship to the facts or circumstances; or is irrational.

The request for a review must be lodged within 10 working days of the advice of the decision;
and must include the grounds for the appeal.

The Principal will review the investigation and decide whether the procedures have been
followed and the decision reasonably determined.

The review shall include:
a. All the relevant material
b. Further inquiries if necessary
c. Meeting with the parties, including a support person, if required

The Principal shall decide whether or not the original decision will be put on hold until the
review is completed.

A determination shall be made, if possible, within 15 working days within a school term; or the
party shall be notified of a delay.

Parties shall be advised in writing of the decision, and the reasons.
Further action shall be determined as necessary, depending on the decision.

This process does not limit the right of any party to use other available agencies and processes,
such as the Privacy Commissioner or legal processes.
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Important related documents:
Complaints Framework:
1 Complaints Policy
2 Grievance Policy
3 Whistleblower Policy
WHS 6 Human Rights Discrimination, Harassment and Bullying Statement.
Christian Schools NSW (Teachers) Multi-Enterprise Agreement 2023 (latest versions)
Christian Schools NSW (Support and Operational Staff) Multi-Enterprise Agreement 2023 (latest versions)
Anti-Bullying Policy
Child Safe Framework
Code of Conduct for Contractors
Code of Conduct for Parents & Visitors
Code of Conduct for Volunteers
Discipline Policy
Enrolment Policy
Finance policies
Privacy Policy
Staff Code of Conduct
Student Code of Conduct
Teaching & Learning Policy suite

Relevant Legislation
See: Register of Compliance Obligations

Other References:

Registered & Accredited Individual Non-government Schools (NSW) Manual, Latest version on NESA
website

AS/NZ 10002-2014 Quality Management - Customer Satisfaction — Guidelines for Complaints Handling
Complaint Handling Guide: Upholding the rights of children and young people, National Office for Child
Safety, 2019

A Guide to the Child Safe Standards, Office of the Children’s Guardian, 2020

Resources:

Attorney-General, resources for alternative dispute resolution
NSW Community Justice Centres

NSW Anti-Discrimination Board

Human Rights & Equal Opportunity Board

Fair Work Commission

Privacy Commission

Vocational Education & Training (VET) — www.training.gov.au

Owned by Business Manager
Approved by Principal

Date Approved December 2023
Date for Review October 2026
Status Current
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