
 

 

Complaints Handling Policy 

 

Purpose 

 

MacKillop Catholic College is committed to providing a happy, safe work environment for all staff and 

students. The purpose of this Complaints Handling Policy and Procedures is to establish a framework 

for the handling of complaints within the College. 

 

We acknowledge that as either a member of staff, a student, a parent or a member of the wider 

community you can sometimes feel aggrieved about something that is happening at MacKillop which 

appears to be unsatisfactory, or unreasonable. You may make a complaint about any policy or 

procedure, decision, behaviour, act or omission (whether by the Principal, members of the Executive or 

other staff or students) that you consider to be unsatisfactory or unreasonable. 

 

It is always our aim to seek to resolve issues through direct discussion between you and other parties. 

However there may be instances in which it is not possible to take up the issue with the other party 

directly, or doing this does not resolve the matter. It is in such cases that the Complaints Handling Policy 

and Procedures should be utilised. 

 

A distinctive feature of the Complaints Handling Policy and Procedures is to ensure that complaints are 

addressed in a timely and confidential manner at the lowest appropriate management level, in order to 

prevent minor problems or concerns from escalating. We expect that complaints will be brought forward 

and resolved in a respectful manner recognising the dignity of each person concerned in the process. 

The policy recognises that a number of more minor or simple matters can be resolved without recourse 

to the formal complaint handling process but rather, quickly and simply, by discussion between the 

appropriate people. 

 

Policy Framework 

 

This is the framework that will govern a complaint you may wish to make. 

Through this policy we will: 

 endeavour to increase the level of satisfaction and improve the relationship between the 

College, parents and the wider community 

 improve the level of parent satisfaction with MacKillop Catholic College, and the relationship of 

parents and families with schools and teachers 

 respect and recognise the innate dignity of each person in any way involved with the College 

 recognise the rights of a person who is the subject of a complaint (the respondent) 

 protect the confidentiality of both you and the respondent 

 recognise and protect your right to comment and complain 

 provide an efficient, fair and accessible mechanism for prompt investigation and resolution of 

complaints in accordance with the principles of natural justice 

 ensure information is available on the complaints handling process enable the nature of 

complaints to be monitored to improve the quality of services by identifying and rectifying 

practices that may be impeding the quality of services 

 ensure that the complaint handling process is transparent and comprehensive 

 

The following principles inform the content of this policy: 

 

Commitment 

MacKillop College will investigate all complaints in accordance with this policy. This will be reflected in 

the: 

 adoption and distribution of the complaints handling policy and procedures 

 appropriate training of staff in the implementation of this policy 
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 ongoing monitoring and evaluation of effectiveness of the Complaints Handling Policy and 

Procedures 

 

Responsiveness 

Complaints will be dealt with promptly. The process and the time needed to resolve an issue will vary 

depending on the nature and complexity of the issue. 

 

Visibility 

The existence of this complaint handling policy and procedures, its purpose and the method of 

accessing it will be promoted internally for staff and externally to the community. 

 

Subsidiarity 
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Vexatious or malicious complaints 

There is an underlying assumption that complaints are made in good faith (and with good will) and with 

an intention for resolution as opposed to retribution. 

 

Anonymous complaints 

Anonymous complaints do not reflect the principles outlined above. If you make an anonymous oral 

complaint to the school you will be encouraged to identify yourself in order for the procedures outlined 

in this policy to be implemented fully. If you choose to remain anonymous, then in the case of oral 

complaints you will be informed that the complaint may not be acted upon. 

Note that the position with regard to child protection matters (not covered by the 

Complaints Handling Policy and Procedures) may be different. 

 

Policy Content
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Where students with special needs are involved in any aspect of complaint resolution every assistance 

will be given to them in keeping with their education plan to ensure that they may fully engage with 

the procedures detailed in this policy. 

 

If you believe you have a problem or concern 

The first step is to outline the behaviour that you believe is unfair or has caused concern to the person 

with whom you have an issue. This may be the easiest way of resolving your dissatisfaction if you feel 

comfortable speaking to the other person involved. You can explain what behaviour, decision, policy or 

action was unfair or caused you concern and why. Through discussion the issues may become clear and 

the parties have a chance to address the problem. Many concerns and compla5hu5uns can 
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