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1 POLICY STATEMENT 

CAPS Kurrawang believes in establishing and maintaining a positive school 
environment that is safe and free from all forms of conflict, harassment and 
discrimination.  

2 RATIONALE 

The School aims to resolve complaints at the earliest possible stage of the process.  
The complaints process assists the School in identifying and addressing risks, both 
to the school and to students. The Complaints and Concerns Policy plays an integral 
role in the continuous improvement of CAPS Kurrawang.  This policy facilitates 
positive relationships between the School, students, parents and community.  
Through the complaints resolution process, staff demonstrate and promote the core 
values of our school and the Christian ethos that guides us in our professional 
practice. 

3 WHO IT APPLIES TO 

This policy covers complaints, concerns or grievances from parents or guardians and 
students in relation to school business and includes all activities and areas that are the 
responsibility of the school during normal school hours. This policy does not cover 
complaints from staff. 

4 RELATED POLICIES AND/OR LEGISLATION 

It is a requirement of the Education Act 1999, and a condition of registration of the 
School, that the School maintains a complaints management policy and procedures.  
In addition, the School has responsibilities under the following legislation and Acts:  

• The School Education Act 1999 and the School Education Regulations 2000 
• The Australian Education Act 2013 and the Australian Education Regulations 

2013 
• The Disability Discrimination Act 1992, the Disability Standards for Education 

2005  and the Equal Opportunity Act 1984 
• The Sex Discrimination Act 1984 
• The Racial Discrimination Act 1975 
• the National Quality Standard for Early Childhood Education and Care and 

School Age Care 2009 
• The Human Rights Act 1998 

5 DEFINITIONS 

A complaint is an expression of dissatisfaction with a real or perceived problem. A 
complaint may be made if a parent thinks that the school has, for example:  
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• done something wrong;   
• failed to do something it should have done;  
• or acted unfairly or impolitely.  

 

A complaint may be made about the school as a whole, a specific department in the 
school, an individual member of staff, or another member of the school community. All 
complaints need to be handled seriously. 

6 KEY PRINCIPLES 

We attempt to reflect the Christian faith in how we treat one another.  At CAPS 
Kurrawang everybody has the right to be treated fairly. We promote a non-
discriminatory working environment, which is free of discrimination or harassment. 

• the school is open to the concerns of parents and students; 
• complaints are received in a positive manner; 
• parents and students can expect to be taken seriously and can approach any 

member of staff about their concerns; 
• concerns are dealt with as speedily as possible and those who have raised 

them are kept informed about progress; 
• it is not acceptable for students to receive adverse treatment because they or 

their parents have raised a complaint; 
• clear confidential files and a record are kept; and confidentiality is respected 

and maintained so far as is possible;  
• resolution of the matter is sought; 
• communication from the school is clear and unambiguous; 
• staff are trained in the handling of complaints. 

7 HANDLING OF COMPLAINTS 

In following the Parents, Student and Community Complaints Procedure, the 
following principles apply: 

• In all matters the educational well-being of students is the first priority. 
• Complaints should be treated seriously and sensitively, having due regard to 

procedural fairness, confidentiality and privacy 
• Complaints should be handled without delay and directly with the people 

involved. For these reasons persons with concerns should raise them as 
early as possible 

• Wherever possible, complaints should be resolved by a process of 
discussion, co-operation and conciliation. The aim is to reach an acceptable 
outcome which restores and maintains good relationships 

• The subject of the complaint is informed of the substance of the complaint. 
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• Support should be provided to the person bringing the complaint and the 
person against whom the complaint is made 

• No person should be victimised because they raise a complaint or are 
associated with a complaint 

• Frivolous or malicious complaints should not be investigated. All parties are 
expected to participate in the complaint procedure in good faith 

• A parent or student may request to have a community elder, support person 
or other nominated person to act as an unbiased observer in the resolution of 
the complaint 

• Where the complaint involves the actions of the Principal, the complaint is to 
be directed to the Chairperson of the School Board. 

8 PROCEDURES  

The school will make information for addressing concerns and complaints readily 
available to parents and the school community in clear and easy-to-understand 
language. The information will include: 

• How a person can make a complaint 
• The person's responsibilities 
• The information required when making a complaint 
• Who the person should contact and their contact details 
• The process for managing complaints. 

 
This policy and information on the school's procedures for addressing concerns and 
complaints will be: 

• Published on the school's website 
• Included in the parent handbook 
• Displayed in the CAPS Kurrawang School office 
• Available from the CAPS Coolgardie Campus 
• Available from the Kurrawang Christian Aboriginal Community administration 

office. 
 

When a complaint is received, the Parent or Community Concerns And Complaints 
Procedure is to be followed. The Principal and staff are required to make all reasonable 
efforts to resolve complaints at the School level. Where a complaint is not resolved at 
this level, or remains unresolved more than 30 days after it is received, the Principal 
will advise the Chairperson of the School Board. 

9 RECORDING 

The school keeps an effective record of complaints and other significant parental 
concerns because it may become the cause of future legal action; patterns in the 
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record may indicate a need for action; and the Principal should be able to check the 
record if necessary. 

The following outlines the information required in the recording of a complaint: 

• date the issue was raised; 
• name of parent (or guardian); 
• name of student; 
• brief statement of issue; 
• member of staff handling the issue; and 
• brief statement of outcome, including closure date and date of last 

correspondence. 

10 CONFIDENTIALITY 

Wherever possible the School is required to take all reasonable steps to ensure that 
complaints are handled with discretion and in confidence. Confidentiality should be 
maintained, to the extent consistent with legislative requirements and the other 
principles in this policy. 

The question of confidentiality should be discussed sensitively and on an individual 
basis with the parents and the school’s policy should be carefully explained.  

Where there is a requirement for notification of a third party, the Principal will discuss 
this with all parties concerned. If there is a situation involving the police, the Principal 
or next most senior staff member (if the Principal is unavailable), will take responsibility 
for action in the school and the Chairman of the school Board will be informed as soon 
as possible. If this is a Critical Incident, the Principal will also advise the DES and lodge 
a Critical and Emergency Incident Report as per the requirements of the Schools 
registration. 

 


