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Concerns and Complaints

1. Introduction

The primary goal of the Southern Health School (SHS) is to create the best learning
environment for the students at the school. It is the school’s responsibility to ensure that it
responds to concerns and complaints correctly, and in a fair, consistent and equitable way,
mindful of natural justice principles, and in accordance with the relevant employment
agreements, legislation, and Codes of Conduct. To achieve this SHS has provided staff and
the wider school community with procedures to follow if they have a concern or complaint.

2. Purpose
SHS has procedures in place to ensure that concerns and complaints are handled
appropriately. The procedures enable the school to:

act quickly to resolve matters of concern

respond to complaints as early as possible and in a timely manner

maintain a safe environment for our students and staff

treat all people fairly, without bias, and with dignity and respect

respond to feedback and concerns constructively and in a timely manner

take into account individual circumstances

maintain confidentiality

preserve and enhance school and community relationships

monitor and record complaints and concerns about student safety and wellbeing.

3. Definitions
A concern:

A concern is an expression of dissatisfaction or a query about a minor issue that may
be resolved informally directly between the parties involved. A concern may relate to
a miscommunication or misunderstanding by either party. Concerns are not expected
to have disciplinary, legal or industrial consequences.

A complaint;

Any verbal or written statement about a school practice or policy that in the opinion of

the complainant is deemed to be of a serious nature or is a serious allegation that

disadvantages them or the school community.

Any verbal or written statement of a serious nature or is a serious allegation that

indicates a member of the school community has acted illegally, unprofessionally, or

in any manner which is harmful to another member of the school community.

Examples of a Complaint may include a serious allegation about:

o an action that is a serious risk to public health and/or the safety of students or
staff or any other person closely connected with SHS

o inappropriate conduct by a staff member toward a student, another staff member
or a parent



bullying and harassment

restraint or seclusion of a student

illegal acts

oppressive, improperly discriminatory, or grossly negligent behaviour,
gross mismanagement
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4. Informal Resolution of a Concern or Complaint
e quick problem solving by discussing concern or complaint with the person or persons
whose actions the complainant is concerned about. The aim of informal resolution is
to seek a shared understanding of the concern raised and reach an agreement about
remedial action to be put in place and/or how to avoid problems in the future.

5. Natural Justice
e Natural justice states that the person complained about (affected person) has the
right to a fair hearing. A fair hearing requires that that affected person be provided
with:
e timely and adequate notice of the complaint,
e all relevant information and evidence held by the complainant so that the
affected person can meaningfully participate in the process (transparency),
e an opportunity to be heard and respond to facts and evidence allegedly
supporting the complaint,
e the decision maker must be impartial and free from bias or perceived bias.

6. Relevant Supporting Documentation
Policies and Procedures
e See flowchart for Concerns and Complaints Process for an overview
e Most concerns can be resolved informally through discussions with the people
concerned. See Procedure - Raising Concerns.
e A procedure is in place for making a Complaint see Procedure - Raising Complaints.
Investigation Policy and Procedure
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