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1. VERSION CONTROL  

 Version  Date  Notes 

 1.0  18/02/2022  Drafted by Principal 

 1.1  02/03/2022  Formatting 

1.2  17/03/2022  Ratified by Principal 

2. DEFINITIONS 

Appeal a formal written application that an official decision be changed on the grounds that due process was 

not followed or natural justice was not upheld. 

Natural Justice the minimum standard of fairness to be applied when resolving a dispute (also called procedural 

fairness). 

Grievance a real or perceived cause for complaint, often related to injury, injustice or wrong, which may or may 

not be expressed. 

Complaint a communication to the College expressing a grievance where a response or resolution is explicitly or 

implicitly expected, whether in relation to a product or service, or the complaints handling process 

itself. 

Ngarra refers to Ngarra Christian College 

3. CONTEXT 

Ngarra Christian College seeks to promote a safe, positive and supportive environment leading to a harmonious College 

community as Peter instructs in 1 Peter 3:8, “live in harmony with one another; be sympathetic, love as brothers, be 

compassionate and humble.” Open communication within the Ngarra community is an important element of the culture 

and is the key to the prevention of grievances and the resolution of grievances that do occur. Ngarra encourages 

students, parents, staff and members of the wider Ngarra community, which includes members of the Norwest Christian 

College community, to express any grievances they may have in accordance with this policy.  

4. PURPOSE 

The purpose of this policy is to outline the means by which grievances should be resolved, complaints expressed, and 

relationships restored, including the relationship between the complainant and Ngarra. Positive social, learning, and 

working environments are a priority for Ngarra students and staff. 

5. POLICY STATEMENT 

5.1. Any member of the Ngarra community who wishes to air a grievance or make a complaint should seek in the 

first instance an interpersonal resolution with the person concerned, or the person immediately responsible for 

the relevant area..  

5.2. Where a complaint has not been satisfactorily resolved, or where a resolution has been ineffective, a complaint 

should be escalated. 

5.3. Complaints and grievances are to be expressed respectfully and non-emotively wherever possible. 

5.4. Staff will promptly and objectively investigate complaints and consider appeals, manage them efficiently and 

expedite their satisfactory resolution. They will apply the principles of natural justice, inform the complainant of 

the outcome as well as the procedure should they wish to appeal a decision. 

5.5. Complainants are entitled to have a support person (friend, relative, Ngarra staff member), not involved in the 

complaint, attend meetings with Ngarra staff regarding the complaint, however the support person may not 

participate in the discussion.  

5.6. Complaints and appeals will be managed by Ngarra at no cost to the complainant.  
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6. PROCEDURES 

6.1. Members of the Ngarra community who wish to air a grievance or make a complaint should communicate 

directly with the person concerned. Where it is about an incident, decision or situation the grievance should be 

communicated to the person responsible for that aspect of Ngarra.  

6.1.1. Primary students may choose to direct grievances or complaints to their teacher. 

6.1.2. Secondary students may choose to direct grievances or complaints to their teacher.. 

6.2. Complaints should be directed to the staff member immediately responsible for the matter of concern who will 

manage the complaint in most cases. The staff member who receives a complaint may need to pass the 

complaint on to ensure the correct person manages the complaint. Protocols for the internal management of a 

complaint are itemised as a separate guideline statement for staff.  

6.3. Where a complaint has not been satisfactorily resolved, or where a resolution has been ineffective, a complaint 

can be escalated by either: 

6.3.1. Speaking with the person’s supervisor; or 

6.3.2. Writing to the person’s supervisor.  

6.4. Complaints about reportable allegations or staff misconduct must be formally and confidentially submitted in 

writing to the Principal. Where the Principal is the subject of allegation, the Chairman of the College’s Board of 

Directors should be immediately notified in writing via the Norwest Christian College office. The procedures for 

managing these complaints can be found in the Child Protection Policy (see Ngarra Child Protection Policy 7.3). 

Complaints of this nature may take longer to resolve if it is decided that an investigation is required.  

6.5. Complaints about Ngarra facilities should be directed to the Business Manager.  

6.6. Complaints about staff should be directed in writing to the staff member’s supervisor as outlined below. 

6.6.1. Primary students should direct complaints about their teacher to the Head of Inclusive Learning. 

6.6.2. Secondary students should direct complaints about teachers to their Head of Inclusive Learning.  

6.6.3. Parents should direct complaints about a staff member to the Head of Inclusive Learning (educational 

staff) or the Business Manager (general staff). Where the complaint is about a member of the executive 

they should direct the complaint to the Deputy Principal. 

6.6.4. Staff members should direct complaints to their immediate supervisor. Where the complaint is about 

their immediate supervisor they should direct complaints to the Deputy Principal (educational staff) or 

Business Manager (general staff). 

6.6.5. Complaints about an Educational Agent (overseas students only) should be made to the Business 

Manager. 

6.6.6. Complaints about the Deputy Principal or the Business Manager should be directed to the Principal. 

6.6.7. Complaints about the Principal should be directed in writing to the Chairman of the Board of Directors 

at Ngarra’s postal address. 

6.7. Complainants will receive written notification of the outcome of the complaint in a timely manner, outlining the 

resolution and confirming any future actions Ngarra will take.  

7. INTERNAL APPEAL PROCEDURES 

Appeals should be directed in writing to the immediate supervisor of the staff member responsible for the decision, 

within 10 working days of becoming aware of the decision. This staff member will manage the appeal in most cases, 

however, they may need to pass it on to another staff member for a variety of reasons, including to ensure natural justice 

is upheld. An unfavourable decision on a complaint is not grounds for a further appeal. The only grounds for a further 

appeal, to the immediate supervisor of the person responsible, is where the person who managed an appeal has not 

observed the principles of natural justice. Protocols for the internal management of an appeal are itemised as a separate 

guideline statement for staff.  

8. EXTERNAL APPEALS PROCEDURES 

Any complainant who is not satisfied with the result or conduct of an internal complaint handling and appeals process 

has the right to access an external complaints and appeals provider.  
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8.1. Local Students 

Complainants acting on behalf of local students have the right to lodge an appeal though an external provider at 

their own cost.  

8.2. Overseas Students 

The Overseas Student Ombudsman provides complaints and appeals services to intending, current or former 

overseas students who have unresolved problems with private education providers in Australia. Complainants 

acting on behalf of overseas students have the right to lodge an appeal at little or no cost through the Overseas 

Student Ombudsman.  

The contact details are: 

Email ombudsman@ombudsman.gov.au 

Telephone 1300 362 072 if within Australia or +61 2 6276 0111 if outside Australia 

Postal Address Commonwealth Ombudsman, GPO Box 442 Canberra ACT 2601 

Website www.oso.gov.au 

9. DOCUMENT GUARDIAN RESPONSIBILITIES 

9.1. Implementation & Practice 

Responsible for initial implementation of this policy and any version changes, and for ensuring that its spirit and 

content are embedded and maintained in practice. 

9.2. Evaluation & Review 

Responsible for monitoring legislation, regulations and industry best-practice to regularly evaluate this policy 

and its guidelines. They will coordinate a review as necessary or at the date specified. 

9.3. Communication & Training 

Ensures training is provided and relevant elements are communicated to: 

Students each term 

Parents  each semester 

Staff  each term 

9.4. Accessibility 

Community Policy/summary in Info Guide. 

Staff Policy & Guidelines on CANVAS. 

10. REQUIREMENTS, SOURCES, CONSULTATION AND ACKNOWLEDGEMENTS 

Australian Standards ISO 10002:2006 


