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¶ Make an appointment to talk with the teacher. If your concern is about the conduct of a 

teacher, make the effort to speak with the teacher concerned so they can reflect and 

respond. If it doesn’t resolve, speak to their Line Manager and/or the relevant Head of 

School. If you concern relates to a non-teaching staff member, try speaking to the staff 

member first so they can have an opportunity to respond. If it’s unresolved, you may prefer 

to discuss the matter with the non-teaching staff member’s line manager.  

¶ Try to stay calm. Even if you don't feel it, being calm will help you to get your concerns 

across more clearly than if you are upset or angry. It may help to take someone with you.  

 

Rationale for the Disputes and Complaints Policy  
 

A commitment to responding positively to complaints characterises South Coast Baptist 

College. In particular, the partnership between parents and the College is a strong and reliable 

feature of our college community. Parents and other school community members must be 

confident that staff will listen and respond to their needs and concerns.  

 

We have an 'Open Door' policy at South Coast Baptist College, where parents are valued and 

involved with the school, and are encouraged to voice their concerns. It is better to have a 

direct complaint to a member of staff than to have parents sharing their dissatisfaction with 

others. 

 

This Policy sets out the process sets out the process for students, parents, members of the 

community and College staff to have enquiries, concerns, and complaints addressed by the 

staff, the management team, Education Enterprise Team, and/or the Chairperson of The 

Board.  

 

Resolution of complaints will be addressed at the classroom, by management, the College’s 

Education Enterprise Team, and/or the College Board. Complaints of various kinds may also 

be lodged outside the College with agencies such as the Equal Opportunity Commission, the 

Western Australian Police Service and the Crime & Corruption Commission. 

 

Principles Underlying the Policy 
 

The following principles apply to the management of all complaints: 

 

¶ The process is accessible to all aggrieved parties and is underpinned by a commitment to 

co-operate on the part of South Coast Baptist College staff. 

¶ Procedural fairness is afforded to all parties.  

¶ The subject of the complaint is informed of the substance of the complaint.  

¶ Vexatious, trivial or previously finalised issues are not pursued.  

¶ Warranted investigation will be pursued with or without the active involvement of the 

complainant.  

¶ Confidentiality is maintained, to the extent that it is consistent with legislative requirements 

and the other principles outlined in this section.  

¶ Complaints are monitored and their management evaluated so as to redu

f the 
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¶ Complainants are able to make enquiries, raise concerns or lodge complaints about the 

provision of education or the conduct of South Coast Baptist College staff and have these 

dealt with efficiently, fairly and promptly.  

¶ Information about the process for making enquiries, raising concerns or complaints is to 

mailto:complaints@scbc.wa.edu.au
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¶ Communicating outcomes of parent concerns and complaints to a member of the 

Management Team where appropriate. 

¶ Referring parent enquiries, concerns and complaints to a member of the Management 

Team where appropriate.  

 

College Education Enterprise Team (e.g. Principal, Head of Secondary, Head 

of Primary, Director of Childcare, Director of Finance & Operations) 
 

The College’s Education Enterprise Team are responsible for: 

 

¶ Maintaining confidentiality and impartiality in dealing with each matter. 

¶ Ensuring, wherever appropriate, that concerns and complaints are resolved at the school 

level. 

¶ Developing and implementing a process for registering, responding to and managing 

parent enquiries, concerns and complaints. 

¶ 
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If appropriate, the line manager can be invited in at the end of the mediation meeting to be 

advised of the outcome, discuss their role in monitoring the agreement to clarify any 

outstanding organisational issues. 

 
Figure 1: Complaint Resolution Flow Chart ð General Flow Chart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Contact the College 

Be as clear as possible about what is troubling you and the nature of the 

complaint: e.g. Homework, Teacher, Uniform etc.  

(Response will be within 5 working days) 

Complaint Flow Chart 
A complaint will be treated as an expression of genuine 

dissatisfaction that requires a response. All complaints will be 

treated confidentially. 

 

Complaint or 

concern regarding 

what is being 

taught / academic 

standards referred 

to Classroom or 

Specialist Teacher 

or Head of 

Curriculum. 

 

Complaint or concern 

bullying / student 

care / behavioural 

management – 

Referred to Classroom 

Teacher, Year 

Manager or Head of 

Pastoral Care 

 

Complaint or 

concern regarding 

particular Teacher, 

non Teacher or 

member of the 

College’s BETeam – 

Referred to the 

College Principal 

 

Complaint or 

concern 

regarding the 

Principal – 

Referred to the 

Board Chairman. 

 

If further follow up is required the matter is 

referred to the relevant Head of School  

(Primary or Secondary)  
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Figure 2: Complaint Resolution Flow Chart ð Specific to Classroom Matters 

 
 

 

Could the Class 

Teacher assist? 

 

 

 

YES 

Arrange for a meeting 

to discuss 

 

Resolved 

 NO 

 
      

Unresolved       

  

 

      

 

 

Could the Head of 

School assist? 

 

 

 

YES  

Arrange for a meeting 

to discuss 

 

Resolved 



https://www.education.wa.edu.au/non-government-school-concerns

