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1. The Resolution of Parent and Student Grievances and Complaints 
 
Lake Joondalup Baptist College (LJBC) is committed to providing a child-safe 
environment which safeguards all students and is committed to promoting practices 
which provides for the safety, wellbeing and welfare of our children and young people. 
We expect all school community members including staff, volunteers, students, visitors 
and contractors to share this commitment. 
 
We understand that there will be times when a student or parent will wish to raise a 
concern or make a complaint. LJBC welcomes feedback and is committed to taking 
these issues seriously.  
 
This document details principles applicable to the resolution of student and parent 
complaints and grievances. It provides advice on what to do when problems do not 
seem to be heard from a parent or student’s perspective. 

 
The College prefers to use a Restorative Practices framework to resolve grievances, 
disputes and complaints. Restorative practices focus on the quality of relationships 
between members of the school community. Parents, students and staff have all 
invested into the LJBC community and long term, significant relationships exist 
between all members of our community, and are greatly valued. Restorative practices 
mean that we take a relational approach to solving problems, rather than apportioning 
blame and taking punitive action. Restorative practice means that everyone involved 
reflects on the ways in which their attitudes, beliefs and behaviours may have 
contributed to the problem. Restorative practices provide accountability by 
encouraging all parties to repair the harm, where appropriate, which provides 
restoration, builds relationships and encourages us to learn from the experience that 
led to the problem.  

 
College staff will do their best to resolve grievances, disputes and complaints, as we 
have a commitment to continuous improvement, and we endeavour to provide a 
service which results in high levels of parent and student satisfaction. 

 
LJBC parents and students are able to make enquiries, raise concerns or lodge 
complaints and have these dealt with impartially, efficiently and with respect and 
courtesy. Likewise, when raising concerns and lodging complaints, parents and 
students are expected to exercise respect and courtesy towards College staff.  

 
The College will endeavour to ensure that complaints are received in a positive 
manner, are handled promptly, sensitively and in accordance with restorative practices 
and the principles of natural justice and procedural fairness. 
 
It is noted that complaints can be helpful to the College, with information received 
being used constructively to improve standards and prevent cause for further 
complaint. 

 
2. Principles for Handling Complaints 

2.1. The College is open to the concerns of parents and students or former parents 
and students. 

2.2. Complaints will be received in a positive manner and carefully investigated. 



2.3. The College is committed to the positive resolution of problems preferably using 
restorative practices. 

2.4. The student’s enrolment will be maintained whilst the internal and external 
complaints and appeals process is ongoing.  

2.5. The College undertakes to commence all grievance processes within ten working 
days of the complaint being lodged in writing. 

2.6. The resolution of grievances should occur at the lowest possible level in the 
grievance process. 

2.7. Matters which cannot be resolved at a particular level should be referred to the 
next stage in the process. Senior Staff will recognise when issues need to go 
straight to the Principal.  

2.8. Matters should not normally be brought directly to the Principal or other senior 
staff until the various stages of the Complaints Process have been followed, or 
unless the matter is extremely serious. 

2.9. Students and parents making complaints are able to proceed through the stages 
in the Complaints Process, and are able to take unresolved concerns to the 
Principal and then, if so desired, to the College Board of Directors and to outside 
authorities as appropriate. 

2.10. If the grievance procedure finds in favour of the complainant, the College will 
immediately implement the decision and any action required, and will advise the 
complainant of the steps taken to rectify the situation. 

2.11. Persons who are the subject of a complaint, who make a complaint or provide 
information in the course of an investigation into a complaint, will not be subject 
to prejudice, intimidation, harassment or any detriment because of their 
involvement. 

2.12. Complaints and concerns may initially be lodged verbally or in writing. 
2.13. Each party may be accompanied and assisted by a support person at any 

relevant meetings. 
2.14. If a complaint is complex or serious, the complainant may be required to restate 

the complaint in writing. 
2.15. Complaints thought to be vexatious, malicious, trivial or relating to previously 

finalised issues are referred immediately to the Principal. 
2.16. Complaints will be monitored and their frequency, nature and management 

evaluated to reduce the occurrence of systemic and recurring problems. 
2.17. All persons in the College community, including students, parents, educators and 

support staff, have a right to be treated with respect and courtesy. If 
complainants are disrespectful or discourteous towards staff, or attempt to 
intimidate staff members when making a complaint, the interaction will be 
terminated and the staff member is required to report the matter to their line 
manager and to the Principal. 

2.18. If a staff member is the subject of a complaint they will usually be informed of the 
substance of the complaint. The text of the complaint will not necessarily be 
provided. Complaints against employees must be sufficiently detailed to enable 
the employee to respond to the allegations against them. A detailed description 
of the incident/s, the alleged time and place when the incident/s allegedly 
occurred and the names of any possible witnesses to the incident/s must be 
provided. 

 
3. Operational Aspects: Student Complaints 

We encourage students to communicate with their family and teacher when concerns 
arise. In most cases, issues can be easily resolved by discussing them with a parent, 
their Head of House or the relevant subject teacher.  
 
Sometimes, however, a student may feel that a conflict or complaint has not been 
resolved. If this occurs, students should follow the steps outlined in the Primary School 



Child Concerns Procedure or Complaints Process for Secondary Students (refer 
attached). 
 
In addition to the Steps noted on the Primary School Child Concerns Procedure or 
Complaints Process for Secondary Students, students can also send an email or 
Direct Message to a teacher, Head of House, Deans of Primary, Dean of Students,  
Dean of Studies or the College Principal. Alternatively, they can complete the 
Feedback Form on the College website https://www.ljbc.wa.edu.au/form-website-
feedback-form.html or send a letter (PO Box 95, Joondalup WA 6919). 
 
Operational Aspects: Parent Complaints 
We encourage parents to communicate with their child’s teacher when concerns arise. 
In most cases, issues can be easily resolved through informal processes of 
communication. 
 
Sometimes, however, a parent may feel that a conflict or complaint has not been 
resolved.  If this occurs, parents should make an appointment by calling (08) 9300 
7444, via the College website https://www.ljbc.wa.edu.au/form-website-feedback-
form.html or by letter (PO Box 95, Joondalup WA 6919). You are welcome to ask if you 
require assistance in expressing your concern.  
 
When contacting the College, parents are requested to be clear about what is troubling 
them. The College wants to hear parents’ views and ideas. If parents are in doubt as to 
whether or not to lodge a complaint, they are encouraged to contact the College staff, 
who are there to help. 
 

4. Anonymous Complaints 
We prefer to know the identity of a person making a complaint to enable investigation 
and resolution. If, however, a complainant wishes to remain anonymous, complaints 
will be noted and dealt with in accordance with the circumstances, available 
information and action required. 

 
5. Complaints Process  

The flowchart at the end of this policy provides a summary of the complaints process 
and specific information regarding which College staff to contact.  

 
5.1 Level 1: Complaints Process 

The Restorative Practices approach encourages everyone involved in a 
complaint or concern to ask several key questions: 

 What has happened? 

 Who has been affected? 

 How can the situation be put right? 

 How can we help everyone who has been affected to find a way forward? 

 How can everyone do things differently in the future? 
 

Stages in Level 1 Complaints Process 
 
Stage 1 
The resolution of grievances should occur at the lowest possible level in the 
grievance process. Parents or students should meet with the staff member 
directly involved in the complaint before taking any further action.  
 

  

https://www.ljbc.wa.edu.au/form-website-feedback-form.html
https://www.ljbc.wa.edu.au/form-website-feedback-form.html
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Stage 2  
If after approaching the staff member directly involved, the concern is not 
resolved, an appointment should be made with the staff member’s line 
manager (for example, Head of Department) or the matter can be put in 
writing to the line manager. In Primary, Stage 2 is not applicable, with 
concerns being directed to the Deans of Primary. 
 
Please refer to the flowchart for further details. 
 
Stage 3  
If the matter is not resolved by meeting with the line manager, the student or 
parent/guardian may request a meeting with the appropriate senior staff 
member (for example, Dean of Studies, Deans of Primary, Dean of Students) 
or the complaint can be put in writing to the line manager. 
 
Please refer to the flowchart for further details. 
 

5.2 Level 2: Formal Investigation  
Parents and students who have followed the three stages in the Level 1 Complaints 
Procedure, but who are not satisfied with the outcome, can request a formal 
investigation into their concerns. An appointment should be made with the College 
Principal or the complaint can be put in writing. All written complaints will be 
acknowledged in writing, setting out a timeline and procedure for investigating the 
complaint. The process will commence within 10 working days of the formal lodgement 
of the complaint or appeal. The College will maintain the student’s enrolment while an 
appeal is ongoing.  

 
Level 2 complaints will observe the principles of procedural fairness and natural 
justice, being: 

 Each party must have the opportunity to present his/her version of the facts  

 Each party must be given fair opportunity to respond to information provided 
by the other party  

 All complaints and grievances must be investigated in a fair, professional and 
impartial manner, with no detriment to the complainant  

 The investigation must be appropriate to the circumstances 

 Decisions are made on the basis of evidence provided 

 The outcome of the investigation will be communicated to all parties as soon 
as possible, providing reasons for any decisions to action taken. Where an 
appeal process results in a decision that supports the student, the College 
will immediately implement any decision and/or corrective and preventative 
action required and advise the parent or student of the outcome. 

 A statement of outcome and findings, in writing, in relation to each complaint 
or appeal that demonstrates the reasons behind the decisions made at each 
stage of the appeal will be provided. The statement will be issued to the 
complainant/respondent and a copy retained on the student’s file. 

Following an investigation, the College will review policies, procedures and protocols in 
an endeavour to minimise the likelihood of further occurrences. 

 
5.3 Level 3: Formal Complaint 

If parents or students remain dissatisfied after bringing concerns to the College 
Principal, the matter may be referred in writing to the College Board of Directors: 

 The Chairman 
 The Lake Joondalup Baptist College 



 PO Box 95 
 JOONDALUP WA  6919 

 
The Board of Directors will investigate the complaint and report back to the 
complainant. The investigation process will be undertaken at no cost to the student. 
 
Issues unresolved at Board of Director level can be referred to the College nominated 
consultant (the Director of Ministries, Baptist Churches of WA or his delegate) or to a 
mutually agreed outside consultant. 
 
The Board Chair has no further involvement until the College nominated consultant 
reports back at the end of their deliberations. 

 
6. Unlawful Discrimination or Harassment  

The College is committed to implementing principles, policies and procedures which 
are best practice in the areas of equal opportunity and to the elimination of any form of 
unlawful discrimination or harassment.  
 
Relevant legislation (including, but not limited to): 
Equal Opportunity Act 1984 
Fair Work Act 2009 
Human Rights and Equal Opportunity Commission Act 1986 
Industrial Relations Act 1979 
Racial Discrimination Act 1975 
School Education Act 1999 
The National Code 2017 
National Quality Framework for Early Childhood Education and Care 
 
With respect to parents and students; the College will not tolerate unlawful 
discrimination or harassment on the basis of race (colour, ethnicity, national origin, 
nationality or descent), sex, pregnancy, marital status, age, sexual orientation, family 
responsibility, family status, political conviction, religious belief or disability. 

 
Further information about unlawful discrimination can be found on the WA Equal 
Opportunity Commission website www.eoc.wa.gov.au. If after visiting this site a person 
believes that they have been discriminated against, a complaint can be lodged directly 
with the Commission. The College however, would appreciate the opportunity to 
investigate and redress any alleged unlawful discrimination, in which case the 
following procedure would be applicable: 
 
Step 1:  The student or parent should immediately report the matter to a senior 

member of College staff. The student may request that a student or staff 
member they trust attend this meeting and parents are also welcome to 
attend if practical. 

 
Step 2:  The staff member will brief the Principal about the incident as soon as 

possible and the Principal will instigate an investigation, applying the 
principles of natural justice and procedural fairness set out in the Section 
entitled ‘Level 2 Formal Investigation’ of this policy. The parents and students 
will be asked to prepare a written report and/or meet with the Principal.  

 
Step 3: Following an investigation, if the allegation is found to have substance, the 

Principal will take appropriate action. The outcome of the enquiry and action 
taken will be communicated to the parents and the student. 

 

http://www.eoc.wa.gov.au/


Step 4: If the student and/or parents are dissatisfied with the outcome, they may write 
to the College Board of Directors: 

 The Chairman 
 The Lake Joondalup Baptist College 
 PO Box 95 
 JOONDALUP WA  6919 
 
Step 5  Issues unresolved at Board of Director level can be referred to the College 

nominated consultant (the Director of Ministries, Baptist Churches of WA or 
his delegate) or to a mutually agreed outside consultant. The investigation 
process will be undertaken at no cost to the student. 

 
7. Complaints Involving Government Authorities 

If a complaint or concern comes to the attention of College staff and the College 
Principal, and in their view the matters under consideration fall under the jurisdiction of 
the Children and Community Services Act 2004 and the Children and Community 
Services Amendment (Reporting Sexual Abuse of Children) Act 2008, a school-based 
investigation will not be carried out and the matter will be reported to the appropriate 
authorities. 
 

8. A Grievance with the Principal 
In instances where a person has a complaint with the Principal that cannot be 
otherwise resolved, a formal grievance may be lodged with the Chairman of the 
College Board of Directors. It is the responsibility of the Chairman of the College Board 
of Directors to implement all reasonable steps to have the complaint investigated and 
to facilitate a resolution. 

 
9. Overseas Students Ombudsman 

The Overseas Students Ombudsman (www.oso.gov.au) investigates complaints about 
problems that overseas students have with private education and training in Australia. 
Overseas students already in Australia, and students planning to come soon, can 
contact the Ombudsman about an action or decision taken by their private registered 
education provider in Australia. Students can seek advice anytime during the appeals 
process, however the Ombudsman will only investigate after the complaint has been 
raised with the College. 
 
Email: ombudsman@ombudsman.gov.au 
Phone: 1300 362 072 
Fax: 02 6276 0123 
Postal: GPO Box 442, Canberra ACT 2601 

 
10. Recording of Complaints 

All Level 1 complaints, i.e. those that are typically dealt with over the phone or email, 
where clarification may be provided and the matter is quickly resolved, must be 
recorded via the student SEQTA TA file whereby the staff member directly involved 
enters a Pastoral Care Note outlining the details/facts, notifying their line manager to 
ensure that patterns may be observed and addressed. 
 
For Level 2 and above complaints (i.e. those which require further investigation or are 
of a serious nature, or where the student or parent is dissatisfied with the outcome), 
the following details must be discussed with the Principal and forwarded to the Senior 
Executive Assistant to the Principal for recording in the Complaints Register. 
 
1. Date 
2. Level 

http://www.oso.gov.au/
mailto:ombudsman@ombudsman.gov.au


3. Issue 
4. Communication 
5. Action taken 
6. Resolve 
7. Notes 
 
Complaints will be monitored and their frequency, nature and management evaluated 
to reduce the occurrence of systemic and recurring problems. 
 

11. Confidentiality 
Parents often seek an assurance of confidentiality before expressing their concerns. If, 
for example, they wish to discuss a particular member of staff, they may fear that their 
child will suffer in some way because they have complained. 

The substance of a complaint needs to be communicated to the person who is the 
subject of the complaint. Students and parents will recognise the need for staff to be 
informed so that they can provide information relevant to the investigation. If involved 
in, or informed of a grievance or complaint, staff members are aware of their obligation 
to ensure that such complaints do not rebound adversely on the student involved. 

In some circumstances, a complaint might involve an alleged crime that may have 
been committed. In these cases, confidentiality cannot be assured as the Police or 
similar outside agencies would normally be contacted. All staff are mandated notifiers 
and in these cases a matter will be reported to the relevant authorities. 
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Appendix 1 Flow chart for student complaints 
 

 
 



 
 
 
 
  



 
 

Student or Parent Complaint Form 
 
 
Complaints may be lodged in a number of ways. These include: 
 

 Talking to a teacher or staff member and asking for help. 

 Sending a Direct Message to a teacher, Head of House, Dean of Primary, Dean of 
Students, Dean of Studies or College Principal. 

 Sending an Email to a teacher, Head of House, Dean of Primary, Dean of Students, 
Dean of Studies or College Principal. 

 Completing the online Feedback Form on the College website 
https://www.ljbc.wa.edu.au/form-website-feedback-form.html  

 Writing a note or letter and handing it in at Primary or Secondary Reception or by 
posting it to the College (Addressed to the Senior Executive Assistant to the College 
Principal, Lake Joondalup Baptist College, PO Box 95, Joondalup WA 6919). 

 
 
  
Your details  
 
Your name:  ..............................................................................................................................   
 
Name of your child:  ..................................................................................................................   
 
Your contact number:  ...............................................................................................................   
 
Your email address:  ................................................................................................................   
 
 
Complaint 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
 
Facts 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  

 
You are welcome to attach additional pages if required  

https://www.ljbc.wa.edu.au/form-website-feedback-form.html


Outcomes Sought 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
 
Investigated By 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
 
Action Taken 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
 
Resolution 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
 
Parent/Student Informed 
 
...................................................................................................................................................  
...................................................................................................................................................
...................................................................................................................................................  
...................................................................................................................................................  
 
 
Signature/s 
 
 
 
 
 
 
____________________________  _________________________________ 
 
 
 


