
 
 
 

Complaints Resolution Policy & Procedure 
 

Policy Purpose 
Mount Barker Waldorf School (the School) values Loving Kindness, Connectedness, Community 
and Courage. Our intention is to work together to create a respectful, safe, supportive and cohesive 
school community. 

 
As the School is a complex organism based on human relationships, there is potential for 
difficulties to arise, for disagreements to occur, and for individuals to have disparate goals and 
views. The School recognises that, at times, a member of our community may be dissatisfied with 
an aspect of the School, or with the behaviour of a member of our School community, and wish to 
make a complaint in good faith. 

 
This policy has been developed in collaboration with members of our community to ensure a 
consistent and transparent approach in resolving complaints in line with our values and where 
possible, to the satisfaction of the complainant. The policy is designed to encourage students, 
parents/guardians, staff and other interested parties to lodge complaints knowing there is a clear 
procedure to resolve complaints promptly and fairly. 

 
To promote positive and effective relationships, all members of the community are required to 
demonstrate a willingness to work collaboratively and with a positive intent to resolve issues when 
lodging a complaint in accordance with this policy. 

 
What is a complaint? 
A complaint or grievance is an expression of dissatisfaction with a real or perceived situation or 
outcome. The dissatisfaction may be based on a perception that the School or a member of our 
community has done something wrong, or failed to do something it should have, or acted unfairly 
or inappropriately. It may be general in nature or relate to part of the school, and/or the behaviour 
of an individual. 

 
IMPORTANT: If a complaint is considered to be of a serious nature, a reportable incident, 
and/or if it is related to a Child Safety matter under the School’s Child Safe Environments Policy, 
please report it immediately to the Principal. 

 
Who can lodge a complaint? 
A student*, parent/guardian, employee or worker, or other interested person, may lodge a 
complaint. 
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* Students are encouraged to communicate with their family and teacher when concerns arise. In 
most cases, issues can be easily resolved by discussing the issue with a parent/guardian or Class 
Teacher/Guardian. However, from time to time, a student may find that a concern has not been 
resolved. In these instances, students should use the formal procedure outlined in this policy and 
are encouraged to seek the support of a parent/guardian, teacher or student wellbeing officer to 
assist them to complete the Complaint Form. 

 
What matters are excluded from this policy? 
This policy does not apply to the following complaints which are addressed in separate policies: 

● Bullying, unlawful discrimination or harassment, please refer to the Workplace Bullying, 
Harassment & Discrimination Policy & Procedure; 

● Matters related to child protection, please refer to the Child Safe Environments (Child 
Protection) Policy; 

● Staff disputes with their employer (the School), which should be addressed through the 
dispute resolution procedure in the MBWS Enterprise Agreement; 

● Privacy complaints, please refer to the Privacy Policy. 

 
A complaint about a matter that has already been determined and finalised in another complaint 
procedure is also excluded from this process. 

 
Principles 
The following principles apply to the management of all complaints: 

 
Openness & Commitment 

 
● All members of the School community are valued and respected, and the School respects 

the right of every individual to make a complaint; 
● Complaints will be dealt with promptly to reduce any possible disruption and conflict; 
● The process requires all parties to act with a commitment to cooperation and resolution in 

accordance with restorative justice values and principles; 
● As a first step, the parties will be encouraged and supported to discuss the complaint 

respectfully and work openly together to achieve a desired outcome. 

 
Objectivity and Fairness 

 
● Complaints will be dealt with impartially and in an unbiased and equitable manner, with 

procedural fairness afforded to all parties; 
● Special needs or vulnerable persons seeking to make a complaint will be assisted; 
● Any person lodging a complaint, or students of a parent/guardian lodging a complaint, will 

not be adversely affected as a result of making a complaint; 
● Both the complainant and the person about whom the complaint is directed may bring a 

support person (such as a friend or family member) or adviser to any meeting. 
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Transparency 
 

● Complaints will be handled transparently, and the complainant will be kept informed of 
progress and timeframes; 

● Individual/s who are the subject of a complaint will be informed of the substance of the 
complaint made against them and will have the opportunity to respond; 

● Complaints are monitored and their management tracked for resolution so as to reduce the 
occurrence of systemic and recurring problems. 

 
Privacy & Confidentiality 

 
● The complaint and any personal information obtained through the process will be managed 

sensitively and confidentially to the extent that it is consistent with legislative requirements 
and other principles outlined in this section; 

● Anonymity of a complainant cannot be assured, as the principles of natural justice may 
require disclosure of the complainants identity to the party against whom a complaint has 
been made; 

● Complaints will be managed in accordance with the School’s Privacy Policy and the School 
will securely store records of (and associated with) complaints as required by law, but not 
less than seven (7) years. 

 
Complaints Procedure 

 
Wherever possible and as soon as practicable after a matter becomes of concern, the School 
encourages members of its community to seek to resolve a complaint in an informal and amicable 
manner. This is best done through direct and respectful communication by and between the parties 
themselves. 

 
When a matter is of a serious nature and/or an informal approach has not provided a satisfactory 
resolution, the following formal process may be used (refer Appendix A). 

 
All Complaints must be made using the Complaint Form at the end of this document (refer 
Appendix B) and reported to the Responsible Person outlined in the following table. 
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Responsible Person* 

STAGE 1 STAGE 2 STAGE 3 

What/Who is Complaint About? (In the first instance) 

Report Complaint to: 
(If dissatisfied with 
Complaint outcome) 
Report Complaint 
to: 

(If dissatisfied with 
Complaint outcome) 
Report Complaint 
to: 

1. A safety/welfare/educational matter Class Teacher/ 
Guardian 

Assistant Principal Principal 

2. A School matter (not covered above) Business Manager Principal Board 

3. The behaviour of a member of the 
School Community – see categories below 

3.1 Student Class Teacher/ 
Guardian 

Assistant Principal Principal 

3.2 Teacher Faculty Chair (proceed to 
Stage 2 if Faculty Chair is the 
subject of the Complaint) 

Assistant Principal Principal 

3.3 Administration & General Staff Business Manager Principal Board 

3.4 Business Manager or A/Principal Principal (proceed to Stage 
2 if Conflict of Interest exists) 

Board 
 

3.5 Principal Board 
  

3.6 Board member Public Officer 
(Business Manager) 

  

3.7 Parent/Guardian^ Assistant Principal Business Manager Principal 

3.8 Association Member Public Officer 
(Business Manager) 

Board 
 

 

If complainants are unsure who to report their complaint to, or require support to lodge a complaint, they 
are encouraged to contact the School’s Business Manager, Wellbeing Officer or Health & Safety 
Representative. 

 
Please contact the School Office on 8391 0411 to obtain the e-mail address of the relevant staff member. 
The Board can be contacted via email secretary@mbws.sa.edu.au 
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^Parent/Guardian - Please note, where a complaint is in relation to the behaviour or conduct of 
another parent or guardian, it must be in relation to a school related matter. Complaints related 
to the behaviour of a parent/guardian outside of School or non-related to School are excluded 
from this policy. 

 
* Note: Where complaints reveal significant and/or complex matters, the Board or Executive 
receiving the complaint may determine that a Resolution Committee (vs a Responsible Person) is 
required to assess and/or resolve the matter. The Resolution Committee will be comprised of the 
Executive, the Chair(s) of the Board and a single member of a pool of conciliators chosen by the 
complainant. The pool of Conciliators will consist of three independent external professional 
conciliators appointed by the Board and Executive. Where a conflict of interest exists, that 
individual will vacate their position on the Resolution Committee and that position shall remain 
vacant for the duration of the resolution process. 

 
Acknowledgement of a Complaint 

 
The Responsible Person who receives the complaint will assess the complaint and acknowledge in 
writing within five (5) working days of receiving the complaint, detailing; 

● Whether the complaint will be addressed under this policy (or alternatively, redirected 
to/referred* through another process). 

● Who is managing the complaint (in some instances, the Responsible Person may 
immediately refer the complaint to the person listed in Stages 2 or 3). 

● When the complainant can next expect to hear from the School. 
● Confirmation of any support the complainant may have requested. 

 
Alternatively, a complaint may be closed on the grounds that it is deemed to be unreasonable (refer 
Appendix C) and the complainant will be informed accordingly. 

 
* Where the complaint is a reportable matter and referred to an external agency, the complainant 
will be advised of the referral. In such matters, the period of resolution is outside of the School’s 
control and the responsible agency will advise stakeholders independently. 

 
Withdrawal of a Complaint 
A person who has made a complaint is able to withdraw the complaint at any time by providing a 
written withdrawal to whom it was initially lodged. Any parties affected by the complaint must 
receive notice in writing that it has been withdrawn. Complaints that warrant investigation must 
be pursued even though the complaint has been withdrawn. 
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Resolving a Complaint 
The Responsible Person receiving the complaint will implement strategies to investigate and 
resolve the complaint, and wherever possible, this will be achieved directly with the parties 
involved. 

 
This may include (but is not necessarily limited to): gathering relevant and material information 
relating to the complaint, restorative justice practices, meetings to discuss the complaint to seek a 
resolution. The School will continue as usual, subject to addressing risks to the health and safety 
of the parties involved. 

 
The School will make every endeavour to resolve a complaint within twenty (20) working days of 
the complaint being acknowledged. Complaints that are complex or involve multiple views on 
events and circumstances may require an investigative period which may extend the normal 
reasonable complaints resolution period. If a complaint requires a longer resolution period, the 
complainant will be advised accordingly. 

 
Outcome of Complaint 
Where the complaint is assessed and resolved internally, the School will provide information in 
writing or email about the outcome to the complainant. This will include: 

● The issue(s) raised 
● How the issue(s) were considered. 
● The outcome of the complaint and any action to be taken, by whom & when. 
● The reason/s for the decision. 

 
Whilst the School will provide as much information as possible about outcomes, it will keep 
confidential specific personal details about the management of staff, including any disciplinary 
action taken against an employee. If a person is the subject of a complaint, they will also be 
provided with information about the outcome. 

 
If at any stage the complainant is unsatisfied with the outcome of their complaint, the complainant 
must advise the Responsible Person that they intend to take the matter to the next stage of the 
resolution process. Decisions made at any stage of the process may be overturned by the 
Responsible Person in further stages if the complaint is escalated. 

 
External Resolution 
Where a complainant remains unsatisfied with the outcome of an internally addressed matter, they 
may write to the Board for consideration of independent external resolution by a professional, such 
as a mediator or conciliator. External resolution will be at the discretion of the Board and their 
determination is final. 
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On rare occasions, independent external resolution may be utilised by the Executive or Board if it 
is deemed necessary by them to resolve a complaint. 

 
Independent Escalation 
In situations where the complainant remains unsatisfied with the outcome of the internal 
complaints resolution process, they may wish to lodge a complaint with an external body* to act 
on their behalf. In such instances, the School will, as well as meeting its legal and regulatory 
obligations, act in good faith with an external mediator or conciliator if the complaint is thus 
referred. 

 
* Please note that the Minister for Education, the Department for Education and the Education 
Standards Board do not hear complaints about schools or individuals. Complaints made directly 
to them will be referred back to the School to be resolved. Further information can be found in the 
Education and Early Childhood Services (Registration and Standards) Act 2011 (SA). 

 
Review & Monitoring 
The School is committed to regularly reviewing and monitoring how well complaints are being 
managed and resolved through this process. This enables the School to: 

● Identify complaint trends and outcomes 
● Monitor the time taken to resolve complaints 
● Review the general effectiveness of the Complaint Resolution Procedure 

 
Responsible Persons (excluding the Board) are to provide the Business Manager a list bi-annually 
at the end of terms 2 and 4 summarising: 

● Complaints managed and outcomes 
● Timeframes for resolution 

 
This policy will be reviewed 12-months after implementation, and every 2 years thereafter. 

 
The School welcomes both positive and constructive feedback from the school community on the 
effectiveness of this policy, which can be provided directly to the Business Manager. 

 
 
 

 Scheduled Date: Actual Date: 

Policy Approved: November 2020  

First Review: 12 months January 2021  

Subsequent 
Review: 

Every 2 years January 2023  
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Appendix A: Process Overview 
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Appendix B - Complaint Form 
 

The following complaints form is to be used in conjunction with the Mount Barker Waldorf School 
Complaints Resolution Policy & Procedure. 

 

Complainant Details 

Name 
 

Phone Number 
 

E-mail @ 

Address 
 

Description of the Complaint 

(What is the issue or matter you seek to have resolved and the circumstances upon which it occurred?) 
In order for your complaint to be actioned as quickly as possible, please include: 

● The full name(s) of the party (ies) involved 
● The account of the incident(s) and/or issues in as much detail as possible 
● Keep to the facts rather than providing a personal commentary and/or opinion 
● Include all available dates and times 
● Provide a list of first hand witnesses and their contact details 
● Document how you have attempted to resolve your concerns in an informal and amicable manner directly 

with the party (ies) involved, and the outcome. 
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To whom or what does the 
complaint relate to? 

 

Have you attempted to resolve 
the Complaint directly with the 
parties involved? 

Please select 
(If YES, please ensure you document the steps taken in the description of complaint) 
(If NO, please provide an explanation) 

Do you have, and will provide, 
supporting evidence of your 
complaint? 

Please select 
(If NO, please provide an explanation) 

Do you understand that your 
complaint is Confidential, but 
not Anonymous? 

Please select 
Anonymity of a complainant cannot be assured, as the principles of natural justice may require 
disclosure of the complainants identity to the party against whom a complaint has been made. 

What outcome are you seeking? 

Outcomes may include (but aren’t limited to) an apology, knowing that the school is now alert to a possible problem, changes to a policy or 
procedure, a commitment to action by the school, as examples. 

Do you require any support whilst the complaint is being assessed and resolved? 

 

Please provide any additional information that may assist in the resolution of your Complaint. 
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Appendix C - ‘Unreasonable complaints’ 
 

Whilst most complainants behave in a cooperative and respectful way and come with the intention to resolve 
a matter, from time to time the School and staff are confronted with unreasonable complaints. Unreasonable 
complaints are any complaints which, because of their nature or frequency, raise substantial health, 
wellbeing, resource or equity issues for the School, its staff and community. 

 
Unreasonable complaints can be separated into five categories of conduct: 

 
1. Unreasonable persistence 

○ An unwillingness or inability to accept reasonable and logical explanations including final 
decisions; 

○ Bombarding staff/the Board with phone calls, visits, letters, and emails after being asked 
not to do so. 

2. Unreasonable demands 
○ Issuing instructions or making demands to staff/the Board on how the complaint should be 

managed, its priority or the outcome that should be achieved; 
○ Demanding services that can’t be provided, when this has already been explained. For 

example, revenge or punishment. 
3. Unreasonable lack of cooperation 

○ Sending a constant stream of disorganised information without clearly defining the issues; 
○ Providing little or no detail with a complaint; 
○ Arguing frequently and with intensity that a particular solution is the correct one. 

4. Unreasonable arguments 
○ Failing to establish a valid concern; 
○ Not supported by any evidence or based on conspiracy theories; 
○ False, malicious or inflammatory comments. 

5. Unreasonable behaviours 
○ Swearing, derogatory, racist, sexist or defamatory remarks; 
○ Harassment, intimidation, threats or violence; 
○ Rude, confronting and threatening correspondence; 
○ Emotional manipulation or stalking (online or in person). 

 
A complaint that is deemed to be unreasonable based on one or more of the above categories will not be 
addressed and the complainant will be informed accordingly. If the complainant disagrees with the decision, 
they may re-lodge their complaint to the Responsible Person outlined in further stages (if applicable). In 
these instances, the complainant is required to provide evidence outlining why their complaint is not 
unreasonable in accordance with the definitions outlined above. 
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