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Complaints and Appeals Guidelines  
This procedure statement must be read in conjunction with the Complaints and Appeals Policy 

 

1 GRIEVANCE PREVENTION 

1.1 Effective Communication  
Ngarra is committed to open communication between its employees and with parents and students. 

1.1.1 Policies, procedures and organisational information will be clearly and regularly communicated to staff, 
parents and students as appropriate or legislated. 

1.1.2 Teachers will communicate concerns about the academic progress and well-being of students promptly to 
parents. 

1.1.3 Supervisors will give regular feedback to staff regarding the performance of their role. Performance 
concerns will be communicated promptly before an issue develops into a problem. This will give the 
employee the best opportunity to correct the performance issue. 

1.2 Consistency of Practice 
Consistency of practice and expectations across Ngarra increases clarity and fairness, and thus reduces grievances, 
and so: 

1.2.1 staff are to comply with all policies, procedures, guidelines and management directives;  

1.2.2 supervisors will remain familiar with policy, procedures and organisational protocols and will provide 
supervision that ensures compliance by staff under their supervision; and 

1.2.3 quality supervision will ensure that staff under-performance does not persist. 

1.3 Community Awareness 
Employees should remain aware of the tone of the Ngarra community, remaining available at all times to provide 
clarification, assistance or care to students and/or parents as necessary.  

2 EXPRESSING A GRIEVANCE 

Ngarra encourages students, parents, employees and members of the wider Ngarra community, including members of 
the Norwest Christian College community, to express any grievances they may have to an appropriate member of staff 
with courtesy and respect, and in accordance with the relevant Code of Conduct. When this happens the grievance should 
be considered a complaint, whether identified as such by the complainant or not. 

3 IMPORTANT PRINCIPLES 

3.1 Procedural Fairness 

The complaint management process should observe the principle of natural justice, incorporating the right to: 

3.1.1 be treated without bias; 

3.1.2 be informed of allegations being made against you; 

3.1.3 respond to an allegation; and,  

3.1.4 access/receive information regarding the status of the complaint. 

3.2 Confidentiality 
Employees should maintain an appropriate level of confidentiality when managing a complaint. The identity of the 
complainant should only be revealed when necessary and with the prior knowledge of the complainant. Employees 
should never promise to a complainant that they will keep identities confidential, but they should commit to being 
as discreet as they are able.  

3.3 Managing Emotions and Risk 
When responding to a complaint or managing a complainant, employees will avoid emotional distraction and will 
not use emotive language or behaviour. They will maintain an awareness of risk to the health or safety of their self, 
the complainant and others.  
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4 THE COMPLAINTS PROCESS 

4.1 The Complaints Helpdesk 
The Complaints Helpdesk system can be accessed in two ways: through the parent form or the staff form on the 
Ngarra website. Data contained in this system will be accessible by the  Executive and the Principal’s Executive 
Assistant. 

4.2 Categorisation of Complaints 

All complaints will be categorised and allocated to one of five Complaints Managers: 

4.2.1 Wellbeing Complaint (for which the Wellbeing Supervisors as responsible); 

4.2.2 Curriculum Complaint (for which the Curriculum Supervisors are responsible); 

4.2.3 Events/Communication Complaint (for which the Deputy Principal is responsible); 

4.2.4 Facilities/Administration/Finance Complaint (for which the Business Manager is responsible); 

4.2.5 Staff Member Complaint (for which the Principal’s Executive Assistant is responsible for delegating to a 
member of the Senior Executive); or, 

4.2.6 Other Complaints (for which the Principal’s Executive Assistant is required to manage using discretion). 

5 RECEIVING A COMPLAINT 

Complaints may be received in person, by phone, by email or via the Ngarra website. Staff are expected to demonstrate a 
considerate, respectful and polite manner towards all, both within and outside the Ngarra community in accordance with 
the Staff Code of Conduct. 

5.1 All Complaints 

The following measures should be taken whether the complaint is urgent or not. 

5.1.1 Care must be taken to assure the complainant that their complaint will be taken seriously. The complaint 
recipient must take care not to promise the complainant a particular outcome at this point. 

5.1.2 The complainant should be informed about the complaints process either verbally or by email depending 
on the initial nature of the complaint. The complainant should also be informed that future 
communication will be via the email address recorded in Edumate (or the email address recorded on the 
online form). 

5.2 Urgent Complaints 
An urgent complaint is an expression of dissatisfaction which requires an immediate response or else may damage 
the reputation of Ngarra. Urgent complaints require additional action to a Non-Urgent Complaint. Non-Urgent 
Complaints are legitimate complaints that do not require an immediate response. 

5.2.1 Urgent complaints require the complaint recipient to notify the applicable Complaints Manager, either 
verbally or by email to alert them to the priority status of the complaint in addition to completing the form 
on the Ngarra website. This should occur as soon as possible after the complaint has been expressed by 
the complainant. It is the responsibility of the complaint recipient to ensure that the Complaints Manager 
has been notified. If the relevant Complaints Manager is absent on the day the complaint is made, they 
should alert the Principal’s Executive Assistant to delegate management to the appropriate staff member. 

5.2.2 Urgent complaints require immediate action and the complainant should be called by the Complaints 
Manager within 24 hours of the complaint being made to establish initial contact and notify the 
complainant of the next step in the process. 

6 RECORDING A COMPLAINT 

6.1 Method of Recording a Complaint 

All complaints are to be recorded in the Complaints Helpdesk system. This may be done in a number of ways: 

6.1.1 By the Complainant 

The complainant may record the complaint on the Ngarra website through the parent feedback form. This 
will be logged in the Helpdesk system by the Principal’s Executive Assistant and the ticket raised will be 
allocated to the respective Complaints Manager, or; 

6.1.2 By Ngarra Staff 

If the complaint is received verbally, the complaint recipient should record the details of the complaint in 
an email and forward it to their immediate Supervisor. The Supervisor will then record the complaint in 
the Complaints Helpdesk system on behalf of the complainant. All complaints should be recorded by the 
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close of business on the same day it has been expressed by the complainant. 

6.2 Logging a Complaint 
When a complaint is received, it must be categorised via the online form as one of the following categories: 

6.2.1 A Wellbeing Complaint; 

6.2.2 A Curriculum Complaint; 

6.2.3 An Events/Communication Complaint; 

6.2.4 A Facilities/Administration/Finance Complaint; 

6.2.5 A Staff Member Complaint; or 

6.2.6 An Other Complaint. 

6.3 Allocating a Complaints Manager 
The Principal’s Executive Assistant via the Complaints Helpdesk system will direct the complaint to the relevant 
Complaints Manager. Once the complaint has been categorised it will remain the responsibility of the relevant 
Complaints Manager until the case is resolved. 

6.4 Notifying the Complainant 
An automated email will be generated by the Complaints Helpdesk system and will be sent to the complainant 
advising them that their complaint has been received and that it has been assigned to a Complaints Manager for 
investigation. 

7 INVESTIGATING A COMPLAINT 

Any investigation by the Complaints Manager should happen within one week (5 business days) of the initial complaint. If 
the complaint is received via the parent form on the Ngarra website and is considered to be urgent when received by the 
Complaints Manager, they will have the ability to assign a higher priority status to the complaint. The Complaints Manager 
may delegate the investigation to an appropriate staff member. 

7.1 Complaints Manager Responsibilities 
The Complaints Manager will: 

7.1.1 Establish the basis of the complaint; 

7.1.2 Beware of hearsay, gossip and second-hand information; 

7.1.3 Not assume the complainant’s requirements to resolve the matter; and 

7.1.4 Permit any person/s subject of complaint to respond to the complaint privately. 

7.1.5 Make contact within 24 hours of the complaint being made. 

7.1.6 Complete the investigation within 5 working days or advise complainant that more time is required. 

7.2 Selecting a Management Strategy 
All complaints should be managed in accordance with relevant Ngarra policies. The Complaints Manager must 
determine whether the complaint can be managed solely by Ngarra staff or requires the assistance of an external 
agency. Some complaints may be able to be solved by administrative means or alterations to processes or 
property. Some will require some negotiation in order to arrive at a satisfactory resolution. Others may involve 
conflict or interpersonal issues that require mediation in order to resolve the matter and restore healthy 
relationships. Where negotiation and/or mediation are unsuccessful the matter may progress to Ngarra-based 
arbitration. The Complaints Manager will select from these strategies as appropriate: 

7.2.1 Negotiation 

Negotiation is the efficient and most common method of dispute resolution. It involves a dialogue 
intended to settle on an agreed course of action or to craft outcomes to satisfy various interests. The 
Complaints Manager may assist with this process, providing direction. 

7.2.2 Mediation 

Mediation involves a third party, the mediator, who assists the parties to negotiate their own settlement. 
In some cases, mediators may express a view on what might be a fair or reasonable settlement, generally 
where all the parties agree that the mediator may do so. 

If mediation is selected as the means by which the complaint will be managed a mutually acceptable 
mediator will be appointed (often the Complaints Manager) who will: 

7.2.2.1 convene a meeting between all parties; 
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7.2.2.2 set discussion parameters; 

7.2.2.3 manage any requests for adjournment to a discussion for a fair reason; 

7.2.2.4 keep records of mediation sessions and make them available to all parties if required, and; 

7.2.2.5 instruct all parties to keep all discussions confidential. 

7.2.3 Arbitration 

Arbitration is a technique wherein the parties to a dispute refer it to a third person (the arbiter) to whose 
decision they agreed to be bound. 

8 DOCUMENTING A COMPLAINT 

Complaints of a serious nature will require a greater amount of written documentation. 

8.1 Ongoing Records 
8.1.1 Complaints Managers must ensure that they adequately document all correspondence throughout all 

stages of the complaints process. 

8.1.2 Complaints by students or regarding students will be confidentially recorded in the History section of 
Edumate. 

8.1.3 Complaints regarding staff will be recorded in a confidential folder located at FS04/Executive/Complaints 
with access restricted to the Executive and the Principal’s Executive Assistant. 

8.2 Nature of Records 
When taking notes and preparing documents related to complaints, staff should be aware that they may ultimately 
come into the possession of others, for example, through the process of litigation or through a freedom of 
information application. Emotional and judgemental comments may have undesirable consequences for Ngarra or 
the individuals involved, including defamation proceedings. For this reason, staff must be careful to record only 
facts and where necessary, opinions based on facts.  

9 RESPONDING TO A COMPLAINT 

An alert email will be sent to the Complaints Manager 4 days after the creation of the complaint on the system to remind 
them of the need to respond within the allocated period of 5 business days. 

9.1 Formal Response to the Complainant 

A formal response should be given directly to the complainant after the Investigation stage of the process. If a 
formal response cannot be provided within the specified timeframe, the Complaints Manager will contact the 
complainant to advise of the process being undertaken and to set an updated expected response date. At the end 
of the process the Complaints Manager should make a formal response to the complainant regarding the 
resolution of their complaint in an effort to close the matter. The nature of this response depends on the 
seriousness of the complaint. 

9.1.1 Less-serious complaints 

Less-serious complaints will be responded to by a brief email. 

9.1.2 Serious complaints 

Serious complaints require an extended written response outlining the resolution and confirming any 
actions Ngarra will take. The response should explicitly address how the resolution fulfils the 
complainant’s requirements. If the resolution does not fulfil the complainant’s requirements, the response 
should include an explanation of why this was not possible. 

10 RESOLVING A COMPLAINT 

10.1 Closing a Complaint Case 

When a Complaints Manager closes a complaints case, an automated email will be sent to the complainant. The 
Principal’s Executive Assistant will download of a copy of the complaint summary and add to the Edumate History 
for complaints by students or regarding students or where the complaints are regarding staff, the summary will be 
added to the Staff file. 

10.2 Appeal 
See Section 12. 

10.3 Completion Survey 
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Once a case is closed, an automated email will be sent to the complainant with a link to a survey for the 
complainant to complete. This survey will capture data and feedback on the complaints management within 
Ngarra. 

11 WEBSITE FEEDBACK 

The “Tell us what you think” tile on the Ngarra website provides the Ngarra community with an online avenue to 
communicate with Ngarra. Responses required will vary depending on the type of feedback received.  

11.1 Compliment 
The Complaints Administrator will contact the sender by phone or email thanking the sender for the compliment 
and advising it will be sent to the appropriate party. No further action is required. 

11.2 Suggestion 
The Complaints Administrator will contact the sender within two business days to thank them for their suggestion 
and as that no further correspondence will occur relating to the matter unless requested. The Complaints 
Administrator will forward the suggestion to the appropriate department. 

11.3 Problem 
The Complaints Administrator will respond according to the Complaints and Appeals Procedures. 

12 APPEALS PROCESS 

Ngarra will promptly investigate appeals, with objectivity, applying the principles of natural justice. Appeals should be 
directed to the immediate supervisor of the Complaints Manager (who will act as the Appeals Manager), unless a 
satisfactory resolution can be achieved. 

12.1 Investigation 
The Appeals Manager should process with the investigation in consultation with the Complaints Manager and the 
complainant. The following procedures should be adhered to by the Appeals Manager in an effort to reach a 
resolution and restore the partnership between the complainant and Ngarra. 

12.1.1 Review the documentation relating to the complaint. 

12.1.2 Cross check the issue with relevant Ngarra policy. 

12.1.3 Interview the Complaints Manager about the complaint and their findings. 

12.1.4 Interview the complainant with the attempt to reach a mutually recognised resolution. 

12.1.5 Maintain documentation on the appeals process. 

12.2 Evaluation of the Process 
Provide feedback to the Complaints Manager and Complaints Administrator where applicable. This may include an 
evaluation of the timeliness of the process, the documentation of the process and the nature of the 
communication with the complainant.  
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