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Complaints Handling Policy and Procedures

Introduction

Radford College welcomes feedback from all members of the College community and takes all complaints or
concerns seriously. A complaint is an expression of dissatisfaction made to the College, related to our
services or operations, or the complaints handling process itself, where a response or resolution is explicitly
or implicitly expected. This definition is informed by AS 10002:2022 Guidelines for complaint management in
organisations.

Purpose

This Policy is designed to help complainants understand how to make a complaint, explain how the College
responds to different kinds of complaints, support consistent and fair complaint handling, and assist the
College to meet its child safety, privacy, governance and complaints management obligations.

Source of Obligation

The College has obligations under applicable child safety, privacy, education, governance and reportable
conduct requirements, including the National Principles for Child Safe Organisations, the Australian Privacy
Principles, the Ombudsman Act 1989 (ACT), and relevant ACT education, child protection and child safety
requirements.

Scope

This Policy and its procedures apply to all complaints received by the College from students, parents and
carers, staff, volunteers, contractors, former students, members of the College community, strategic
partners, regulators and members of the public. All staff, volunteers and contractors are expected to
understand and follow this Policy where it applies to their role.

Roles and Responsibilities

The Chief Operating Officer is the Complaints Manager at Radford College and has overall responsibility for
the administration and oversight of the Complaints Handling Program. Complaints may be received by staff,
the online complaints management system or another nominated College contact. Complaints will be triaged
and allocated to an appropriate person to manage or investigate, having regard to the nature of the
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complaint, the parties involved, any child safety considerations and any actual or perceived conflict of
interest.

Where a complaint involves the Principal, the Chief Operating Officer, a member of the Board, or another
senior person, the matter will be referred to the Chair of the Board, the Principal, or another appropriate
independent person, depending on the circumstances. Complaints involving the Chief Operating Officer will
be referred directly to the Principal or Chair of the Board and will not be screened, managed, reviewed or
determined by the Chief Operating Officer. The College will manage any actual or perceived conflict of
interest to ensure the complaint is handled fairly and impartially.

Policy Statement

Child Safeguarding-Related Complaints

Complaints, disclosures or allegations relating to child safety, child protection, reportable conduct, the Child
Safeguarding Codes of Conduct, or other child safety-related staff misconduct are managed through the
College’s child safety reporting and response procedures, rather than the ordinary complaints process where
those procedures or legal obligations apply.

Refer to the “Complaints About Child Safety Incidents or Concerns Involving the College or its Staff
Members” subsection at the end of this Policy and Procedures.

The College’s Commitment
The College is committed to handling all complaints effectively and efficiently.

To manage complaints effectively, we have established a Complaints Handling Program that is informed by
AS 10002:2022 Guidelines for complaint management in organisations and aligned with relevant child safety
and privacy obligations.

¢ Principle 6 of the National Principles for Child Safe Organisations, using the Office of Child Safety’s “Complaint
Handling Guide: Upholding the rights of children and young people”

¢ AS 10002:2022 Guidelines for complaint management in organisations
e the Australian Privacy Principles (APP).

Our Complaints Handling Program includes the establishment of an online complaints management system
which allows us to effectively capture, manage and report on complaints.

We regularly analyse complaints received and their outcomes. Where this analysis identifies trends, systemic
issues or opportunities for improvement, the College will take corrective action and, where appropriate,
report relevant matters to College leadership or governance forums.
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Making a Complaint
There is no fee associated with making a complaint.

Complaints may be made anonymously or using a pseudonym. The College will assess anonymous
complaints and, where sufficient information is available, take appropriate action. Anonymous complaints
may limit the College’s ability to seek further information, fully investigate the matter, or provide feedback
about progress or outcome. Anonymous child safety concerns will still be assessed and managed in
accordance with the College’s child safety reporting and response procedures.

The College will support and provide practical assistance to complainants to make a complaint and
participate in the complaints process. Assistance may be requested through a staff member, the Complaints
Manager, or another nominated College contact. This may include support for students, people with
disability, culturally and linguistically diverse families, people who require an interpreter or communication
assistance, and any person who may need help to understand or participate in the process.

The College expects complainants and staff to engage respectfully and cooperatively throughout the
complaints process. Where conduct becomes unreasonable, unsafe or prevents the effective handling of a
complaint, the College may set reasonable communication or conduct expectations while continuing to
consider the substance of the complaint.

The College will not tolerate victimisation or adverse treatment of any person because they have made a
complaint, assisted someone to make a complaint, provided information in relation to a complaint, or
participated in a complaints process in good faith.

Confidentiality and Privacy

The College is committed to maintaining the confidentiality of information throughout the complaints
process. This includes maintaining the privacy of information relating to the person making the complaint and
any person named in the complaint.

Procedures

Informal Complaints Resolution

Most issues causing concern in schools can be handled quickly and in an informal manner. We therefore ask
that, where appropriate, you first raise your concern directly with the relevant staff member.

Even if the issue is resolved informally, the relevant staff member will log it through our online complaints
management system so that we are able to identify any systemic issues arising, and take appropriate
rectification action.

How Do | Make a Formal Complaint?

If you have been unable to resolve a matter informally, or if you otherwise wish to make a formal complaint,
you can do so in the following ways:
Complaints can be made through the following process

All formal complaints are logged through our online complaints management system and managed in
accordance with the following procedure.
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Our Internal Complaints Handling Process

The following process is a guide only and may be varied by the College as circumstances require:

1. When a complaint is lodged, it will be screened by the Complaints Manager or an appropriate delegate

and allocated to a Complaints Officer, Deputy Principal, Head of Junior School or another suitable person
to manage or investigate. Allocation will take into account the nature of the complaint, the people
involved, any child safety considerations, confidentiality requirements, and any actual or perceived conflict
of interest.

. All complaints, except those made anonymously, will be acknowledged in writing as soon as practicable. Where

possible, the College will allocate the complaint a status, priority and target resolution date. The College aims
to resolve complaints within 14 working days where practicable and will keep the complainant informed of
progress, including when they can expect the next communication.

If a complaint is complex and cannot reasonably be resolved within 14 working days, the College will advise
the complainant of the reason for the delay, provide an updated expected timeframe, and continue to keep
the complainant informed of progress.

. The person allocated to manage or investigate the complaint will consider the issues raised and may gather

further information, speak with relevant people, review documents or records, and seek a response from
any person whose conduct is the subject of the complaint. Investigations will be managed in accordance
with procedural fairness, subject to child safety, confidentiality and legal requirements.

Procedural fairness generally means that, subject to child safety, confidentiality and legal requirements,
relevant parties are given sufficient information about the issues being considered, a reasonable opportunity
to respond, and that decisions are made impartially and based on relevant information.

The investigation may involve:

5.

conter

e providing an opportunity for the complainant to fully communicate the complaint in detail
e if the complaint is about a staff member, providing details of the complaint to them and
seeking their response.

e accessing any other relevant information in relation to the complaint.

Following the investigation, the College will provide the complainant with an outcome in writing where it is
appropriate and practicable to do so. The response may include the outcome, reasons where
appropriate, any action the College proposes to take, and any available review options. A complaint
may be closed once the College has fairly considered the matter and communicated the outcome, even
if the complainant does not agree with the outcome.

If the complainant is dissatisfied with the outcome or the way the complaint has been managed, they may
request an internal review. The review will be conducted by the Principal, the Principal’s delegate, the Chair
of the Board, or another appropriate independent person, depending on the nature of the complaint and
any actual or perceived conflict of interest. Complaints about the Chief Operating Officer will not be
reviewed or determined by the Chief Operating Officer.

nt was last updated on 19/01/2026 09:34 AEST time. Complaints Handling Program / page 4 of 7



This document was current as at 17/08/2026 08:39 AEST time. Updates to content may have been made since this date. Refer to your Policy site for the latest version.

7. All complaints received are entered into the Complaints Register. The College will keep appropriate
records of the complaint, steps taken, communications, outcomes and any corrective actions.
Complaint records will be managed confidentially and retained in accordance with applicable
privacy and records management requirements. Where appropriate, complaint trends,
systemic issues and corrective actions will be reported to relevant College leadership or
governance forums.

8. If the matter remains unresolved, or the complainant is not satisfied with the outcome or the way the
complaint has been managed, the complainant may pursue external resolution alternatives. The
College’s internal complaints process does not prevent a complainant from contacting an appropriate
external authority at any time where legally required or otherwise appropriate. Depending on the nature
of the complaint, this may include contacting the ACT Ombudsman, ACT Human Rights Commission,
ACT Education Directorate, ACT Policing, Child and Youth Protection Services, or another relevant
regulator or agency.

Complaints About Child Safety Incidents or Concerns Involving the College or its Staff Members

If a complaint, disclosure or allegation is about:

e abreach of the Child Safeguarding Codes of Conduct

e abuse or other harm of a current or former student by:

e acurrent or former staff member

e acurrent or former student

e another person, while on College premises or at a College event

e "Reportable Conduct” as defined in the Ombudsman Act 1989 (ACT)
e other child safety-related staff misconduct

Where a complaint, disclosure or allegation relates to child safety, child protection, reportable conduct or
child safeguarding obligations, the matter will be managed under the College’s child safety reporting and
response procedures. The ordinary complaints process will not apply to the extent that it is inconsistent with
mandatory reporting, reportable conduct, child safety, privacy or legal requirements. The principles of
fairness, confidentiality and clear communication will continue to inform the College’s approach where
appropriate.

o the College has legal obligations to report certain staff conduct to external authorities and to
conduct investigations in a particular way; and
e there are additional confidentiality and privacy requirements involved in these kinds of matters.

We refer to these kinds of complaints as child protection-related complaints.

Our Responding to and Reporting Child Safety Incidents or Concerns, which is available on our public
website, explains how the College manages child protection-related complaints, as well as any child safety
incidents or concerns that occur at the College or College events, or that involve students, staff members,
visitors or other members of the College community.

Implementation

This Policy will be implemented through staff awareness, clear complaint lodgement pathways, use of the
online complaints management system, maintenance of the Complaints Register, periodic review of
complaint trends and outcomes, and escalation of systemic issues or corrective actions to relevant College
leadership or governance forums.
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Breach
Breach of this Policy and its Procedures may result in disciplinary action.

Definitions

Term Definition

An expression of dissatisfaction made to Radford College about its
Complaint services, operations or complaints handling process, where a response or
resolution is explicitly or implicitly expected.

A person or organisation that makes a complaint, including a student,
parent/carer, former student, member of the College community,
strategic partner, regulator or member of the public. A complaint may also
be made anonymously.

Complainant

The person with overall responsibility for the administration and oversight
of the Complaints Handling Program. At Radford College, this is the Chief
Operating Officer, unless the complaint involves the Chief Operating
Officer or another conflict of interest exists.

Complaints Manager

A person allocated to manage, assess or investigate a complaint, or

Complaints Officer support the complaint handling process.

A complaint, disclosure or allegation relating to child safety, child
Child safety complaint protection, reportable conduct, the Child Safeguarding Codes of
Conduct, or other child safety-related staff misconduct.

A fair process that generally includes giving relevant parties sufficient
information about the issues being considered, a reasonable opportunity
to respond, and ensuring decisions are made impartially and based on
relevant information.

Procedural fairness

A situation where a person’s personal, professional or other interests may
Conflict of interest affect, or be perceived to affect, their ability to handle a complaint
impartially.
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This Policy is informed by AS 10002:2022 Guidelines for complaint management in organisations, the Office
of the National Child Safety Complaint Handling Guide, the National Principles for Child Safe Organisations,
the Australian Privacy Principles, the Ombudsman Act 1989 (ACT), and relevant ACT education, child

protection and reportable conduct guidance.

Policy Administration
Date Owner Change
16/5/2024 Chief Operating Officer Version 1
14/5/2026 Chief Operating Officer Version 2
20/09/2026 Chief Operating Officer Version 3
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