HVGS

& Policy

Hunter Valley

Grammar School

Complaint Management Policy

Introduction

Hunter Valley Grammar School is committed to the maintenance of a positive
relationship with the School community. Hunter Valley Grammar School welcomes
feedback from all members of the School community and takes all complaints or
concerns that may be raised seriously.

Purpose

The Complaint Management Policy is designed to assist students, parents, carers, and
community members understand how to make a complaint and to provide staff with
guidance on responding to complaints.

Scope

The Complaint Management Policy encompasses issues raised by students, parents,
carers, and community members who have complaints about the behaviour and/or
decisions of staff or students from Hunter Valley Grammar School.

Policy

Hunter Valley Grammar School will endeavour to provide an appropriately prompt
response to all verbal and written enquiries and to resolve any issues as soon as
practicable.

It is the aim of the school to resolve concerns or complaints at the first point of contact
with a staff member. If a complaint is not resolved at this point, the matter may be
escalated to a higher authority for resolution.

The School ensures that procedural fairness is provided when dealing with complaints
and grievances and has procedures in place to support staff when responding to matters
of concern identified by parents and/or students.

The School has developed procedures to support staff in responding to, recording,
resolving and reflecting on complaints and maintains a complaints register.

What is a Complaint?

A complaint is an expression of dissatisfaction made to Hunter Valley Grammar School
related to our services or operations, or the complaints handling process itself, where a
response or resolution is explicitly or implicitly expected.

Complaints and allegations of staff misconduct or reportable conduct are managed
separately to other complaints. Refer to the section in this policy - Complaints and
Allegations of Staff Misconduct or Reportable Conduct for more information.
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Prevention

Hunter Valley Grammar School has a culture of open communication and
continuous improvement and understands the value of feedback in supporting
continued growth. The School promotes a culture of openness, responsiveness,
and inclusivity, actively seeking constructive feedback from all stakeholders.

This culture provides an environment where the School community is encouraged
to provide feedback and promotes early intervention where concerns may arise.

HVGS staff receive training to ensure that they have the skills to support a curious,
open and responsive culture.

This culture of curiosity and openness ultimately provides an environment where
collaboration and communication is prioritised and ultimately the likelihood of
complaints is reduced.

Responsible Persons

A complaint or grievance should be directed to the appropriate staff member as in
the HVGS Who to Contact document, with the following exceptions:
e where the grievance concerns the nominated staff member.
e where it is believed that the issue has not been dealt with expeditiously by
the nominated staff member; or
o if the complaint pertains to allegations of staff misconduct or a reportable
conduct matter, refer to the section at the end of this policy - Complaints
and Allegations of Staff Misconduct or Reportable Conduct for more
information.
In these circumstances the matter should be referred to an appropriate higher
authority.

Complaints and Allegations of Staff Misconduct or Reportable
Conduct

Complaints and allegations of staff misconduct and/or reportable conduct are
managed by the Hunter Valley Grammar School in a different manner to other
complaints. This is because the Hunter Valley Grammar School has legal
obligations to report certain staff conduct to external authorities. Staff misconduct
is a broad term that could include breaches of professional boundaries, codes of
conduct or standards of behaviour, whereas reportable conduct is a term defined
in law and includes:

e any sexual offence or sexual misconduct, committed against, with or in
the presence of a child (including child pornography offences, sexual
touching or an offence involving child abuse material) including grooming
behaviours
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e any assault, ill-treatment, or neglect of a child
e any behaviour that causes psychological harm to a child (whether or not,
in any case, with the consent of the child).

If your complaint relates to alleged staff misconduct or reportable conduct please
make your complaint to the Principal, or if this person is the subject of your
complaint please notify the Chair of the Board.

For more information about Hunter Valley Grammar School’s complaints handling
procedures regarding allegations of staff misconduct or reportable conduct, please
refer to our Procedures for Handling Allegations of Staff Misconduct and Reportable
Conduct document available on our public website.

Responsibilities
Position Responsibility
Board The Board is the Approver for this Policy
Principal The Principal is responsible for ensuring that this policy is

implemented by all staff.

Employees of Hunter Employees of HVGS are required to ensure that they
Valley Grammar School | have reviewed this policy and act in accordance.

Definitions
Complaint A complaint is an expression of dissatisfaction
made to Hunter Valley Grammar School related to
our services or operations, or the complaints
handling process itself, where a response or
resolution is explicitly or implicitly expected
Reportable Reportable Conduct is defined as per the Children’s
Conduct Guardian Act 2019 and includes:

e any sexual offence or sexual misconduct,
committed against, with or in the presence
of a child (including child pornography
offences, sexual touching or an offence
involving child abuse material) including
grooming behaviours

e any assault, ill-treatment or neglect of a
child

e any behaviour that causes psychological
harm to a child (whether or not, in any case,
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with the consent of the child).

Misconduct Staff behaviour contrary to the Staff Code of
Conduct

Related documents

This policy should be read in conjunction with the following related documents:

Policy and Procedure
e Handling Allegations of Staff Misconduct and Reportable Conduct Procedure

*this procedure is publicly available on the School website and via Parent Lounge.

e Whistleblower Policy

*this procedure is publicly available on the School website and via Parent Lounge.

e Code of Conduct
e School Community Charter

*this procedure is publicly available in the Whole School Handbook via Parent Lounge.

e Complaints Management Procedure

e Conducting Investigations Guidelines

. HVGS Investigation Plan

e Investigation Plan

e Closure Letter Template

e Risk Assessment

e Complaint Register Form — Online form

Contacts
Governance Officer: Compliance Manager
Accountable Officer: Principal

Document information and review

This policy document will be reviewed at least every three years.

Review Due: October 2027
Approved By: The Board
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Effective From: April 2025 (approved by Board November 2024)

Evaluation

The Board is responsible for evaluating compliance with the policy. Evaluation will be
facilitated by means of:

a. Principal’s Report to every Board Meeting;
b. Minutes from Board Committee Meetings;
c. Compliance Manager Report to Risk and Compliance Committee

Approval history

No Effective Approved by Amendment

1 May 2010 Board New Policy document endorsed by the
Board

2 March 2013 Board Policy document reviewed and amended

3 June 2016 Board Policy document reviewed and amended

4 May 2019 Board Policy document reviewed and amended

5 October 2021 | Board Policy document reviewed and amended

Named changed to “"Complaints
Management Policy” - Previously
“Grievance Policy and Complaints
Handling Procedure - Parents/Students”
Inclusion of reference to Reportable

Conduct.
6 November Board Removal of procedural information into
2024 separate procedure

Added section outlining how the School
works to prevent complaints reflecting
the Schools culture of open
communication, curiosity and
transparency.

Removed table of who to contact and
moved this to separate document to
align with contact points across the
School

Updated lists of related documents to
incorporate new procedures guides and
forms

Reviewed and approved by the Board
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