
FORMAL COMPLAINTS POLICY 
 
1. INTRODUCTION 

a)  There will be times when members of the Loreto College community (staff, students, parents) will wish to question or 
bring complaints against behaviours of persons or decisions. 

b)  Most complaints will be able to be satisfactorily remedied INFORMALLY through communication with staff, curricular 
and pastoral leaders and College leadership.  Appointments can always be made with the College to discuss issues. 

c)  Additionally, College policies are in place to address and remedy behaviours of concern.  They include the Staff Wellbeing 
and Pastoral Care Policy, the College Bullying Policy, Parents Wishing to raise Concerns Policy and the Student Protection 
Policy. 

  
2. SCOPE 
This Policy covers Formal Complaints about any matter (other than a Child Protection matter), brought by parents and staff of the 
College.  Students over 18 years of age may bring complaints on their own behalf.  Formal Complaints concerning                                     
Anti-Discrimination, Sexual Harassment and Bullying are also made using this policy procedure. 
  
3. PURPOSE 
This Policy exists to provide a clear FORMAL PROCEDURE for parents, students and staff should they wish to make such a complaint 
about any matter (other than a Child Protection matter).  The complaint must be in writing to the Principal. 
  
4. PRINCIPLES 

a)  All members of the College community have a right to work in an environment conducive to their wellbeing and safety. 
b)  Natural justice will be accorded to all. 
c)  Confidentiality will be observed as an important principle of complaint resolution. 
d)  Complaints need to be handled in a consistent and timely manner. 

  
5. POLICY STATEMENT 

a)  The College acknowledges the right of parents (personally or on behalf of students) students and staff to seek remedy 
for concerns and problems they have as arising out of behaviour or decisions associated with the College. 

b)  All formal complaints will be investigated under this Policy. 
c)  Natural justice and confidentiality will be stressed. 
d)  Outcomes for substantiated complaints will be put in place. 
e)  Any person whose presence at the College/area of the College is seen in the reasonable view of the Principal of the 

College to be an unacceptable risk to others, will be directed to specific areas or non-attendance at the College (on full 
pay) while the complaint is being addressed. 

  
6. DEFINITIONS 
Formal Complaint A formal written expression of concern providing detailed information of the concern being 

raised (who, when, where). 
Complainant  Person making the complaint. 
Respondent Person allegedly “causing” the concern. 
Direction   This is the official process which can be used by Principals to direct a person to cease certain 

conduct or to refrain from accessing a particular part of the school’s premises. 
Harassment Officer  Designated staff person who can assist with complaints and explain the process. 
Outside Investigator  A person with appropriate legal qualifications to conduct a formal investigation. 
Support Person All witnesses are entitled to have a support person at interview. 
Investigation   A fact finding process providing due process, natural justice and confidentiality. 
Appeal There is no appeal process, however Complainants who are unsatisfied with the investigation 

or findings are free to seek any further remedies available to them. 
Vexatious Complaints These are complaints that are found to have not been brought in good faith or with any 

reasonable validity. 
  
 
 
 
 
 



 
7. FORMAL COMPLAINTS PROCEDURE 

a)  The Complainant is required to make the complaint in writing to the Principal. 

  The Workplace Relations Facilitator is available to assist the Complainant to formulate the complaint, giving 
particulars of the allegations (when, where, what was said, other witnesses etc.); 

  A complaint form is available, but not obligatory. 
b)  The complaint and any other documentation are received by the Principal either directly from the Complainant or 

through the Workplace Relations Facilitator. 
c)  The Principal and another senior staff member, as advisor (with, as necessary, external advice) will decide how best to 

manage and investigate the Complaint.  This may include: 

  Handling the Complaint under a specific School Policy, if applicable.  Eg. Child Protection Policy, Performance 
Management and Professional Code of Conduct. 

  Internal investigation by appropriate senior staff person or other delegation. 

  Engaging an external person to investigate the Complaint. 
d)  The Principal and advisor will meet the alleged Offender/Respondent) to inform him/her of the complaint and all written 

details and copies of documents known and to hand at (DATE): 

  The Respondent will be invited to respond then and there and also to respond in writing by a due date.  

  Both Complainant and Respondent will be informed of the management plan decided upon to address the Complaint. 

  Confidentiality will be stressed. 
e)  Both parties are encouraged to have support persons of their choice at all stages of the proceedings. 

  
8. INVESTIGATION CONDUCTED BY DELEGATED SENIOR EMPLOYEE 
The process will reflect the steps described below where the investigator is an external appointment. 
  
9. INVESTIGATION CONDUCTED BY EXTERNAL INVESTIGATOR 
At the times an external investigator will be engaged by the College to carry out the investigation, the Investigator will be engaged 
by the Principal; 

  The Investigator will attend the school to interview both parties and relevant witnesses as nominated by complainant, 
respondent and investigator; 

  All interviewed will be requested to commit to confidentiality;    

  All statements taken will be cited as a ‘true record’ of information given;  

  The External Investigator will provide a report of the investigation and whether or not each allegation of the complaint 
is substantiated in its specifics, to the Principal;  

  The report will provide findings on each of the allegations and may include recommendations to the Principal; 

  The Principal at her discretion, will decide on the most appropriate outcomes in view of the report and 
recommendations; 

  The Principal, in writing, will provide and inform the Complainant and Respondent a Record of the Findings and Reasons; 

  The Principal will put consequences in place; 

  This marks the end of the School Formal Complaints Process. There is no internal process of Appeal. 

 NB:  Witness name and statement will not be shared in College Investigations. 
  

10. EVIDENCE 
Where a Formal Complaint has been lodged the following type of evidence may be relevant or required: 

  Supervisor’s report and personnel records (e.g. sudden increase in sick leave); 

  Supporting evidence provided by a medical practitioner, counsellor, family member, friend or co-worker; 

  Complaints or information provided by other employees about the behaviour of the alleged person causing the concern; 

  Records and diary notes kept by the person who has the concern; 

  Whether the evidence was presented by the parties in a credible and consistent manner; 

  The absence of evidence where it should logically exist. 
  
11. ADDITIONAL INFORMATION 
At times a person will be stood aside/down, suspended for the duration of the investigation, should in the reasonable view of the 
Principal, unacceptable risks exist. 

 
 
  



12. OUTCOMES  
a)  The Principal will put in place any outcomes resulting from the Principal’s decision.  These may include disciplinary 

outcomes for Staff.  Staff outcomes may include any combination of the following: 

  Demotion, suspension, probation or dismissal; 

  Re-training and professional development; 

  Mentoring; 

  Official warnings that are noted on the personnel file; 

  That the Complaint was vexatious or malicious;  

  Formal apologies. 
b)  Outcomes decided upon will depend on factors such as: 

  The severity and frequency of the issue causing concern; 

  The weight of the evidence; 

  The wishes of the person who is making the Complaint; 

  Whether the person causing the problem could have been expected to know that such behaviour was a breach of 
policy/professional conduct; 

  The level of contrition; 

  Whether there have been any prior incidents or warnings. 
c)  Disciplinary outcomes will apply to anyone who brings a Complaint which is considered vexatious or without any basis.  
d)  There may be times when a Complainant does not want to continue with any process or investigation.  If the issues raised 

are such that the health and wellbeing of staff or students is being adversely affected, the School reserves the right to 
instigate an investigation irrespective of the wishes of the Complainant or other parties. 

e)  The decision of the Principal marks the end of the Complaint Process offered by the School. 
  
13. NON COMPLIANCE WITH THE RESOLUTION PROCESS  
All employees under their contract of employment and Workplace Health and Safety laws are reasonably expected to assist the 
College in its reasonable efforts to manage disputes. Where the person, against whom a complaint was lodged, refuses to attend 
meetings, or refuses to take part in mediation sessions, or severely breaches confidentiality to the extent that the business 
objectives of the School are compromised, he/she may be subject to disciplinary action.  In any case, the investigation will proceed 
and recommendations, decisions and actions put in place. 
  
14. RESPONSIBILITIES  

a)  The Council is responsible for the development, adoption and compliance of this Policy and fulfilling Workplace Health 
and Safety obligations; 

b)  The Council Chair is available to the Principal for assessing and consulting with the Principal where necessary; 
c)  The Principal is responsible for: 

  The overall management and application of this Policy; 

  Fulfilling Workplace Health and Safety obligations; 

  Appointment and training of Workplace Wellbeing Facilitator; 

  Modelling appropriate workplace behaviour and practice; 

  Responding and managing inappropriate behaviour regardless of whether a formal complaint is received; 

  Having an expectation and encouraging all staff to behave in accordance with the goals and values of the school, and 
within the principles of equity and anti-discrimination; 

  Dealing with Complaints seriously and in accordance with the principles and procedures of this Policy and the Law; 

  Widely promoting the Workplace Wellbeing Policy to staff, and ensuring that the Policy forms part of the induction 
process for new staff; 

  Undertaking professional development in support of this policy. 
d)  School staff are responsible for: 

  Being familiar with and complying with this Policy and Complaint procedure; 

  Fulfilling Workplace Health and Safety obligations; 

  Maintaining a high standard of behaviour and workplace practice and treating each other with respect and dignity; 

  Refraining from behaviours that may constitute bullying, harassment or discriminatory or unfair practice; 

  Undertaking professional development in support of this Policy. 
  

15. REVIEW  
This policy will be reviewed every three years or as required by legislation. 
 


