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1. INTRODUCTION

Caloundra Christian College Limited (the College) is incorporated as a public company limited by
guarantee and registered with the Australian Charities and Not-for-Profit Commission (ACNC) as a
charity with the sub-types ‘advancing education’ and ‘advancing religion’. The College seeks to fulfill
its purpose to provide quality Christ-centred education, strong foundations for life and learning.

Caloundra Christian College acknowledges the right of students, parents/carers, staff and others to
raise concerns when dissatisfied with the College’s services, including an action, inaction or decision
of the College and should these concerns not be dealt with to the satisfaction of the complainant an
informal complaint can be made following the complaint procedure. The College encourages
constructive criticism and complaints. Caloundra Christian College is committed to ensuring that
complaints received are handled in a responsive, efficient, consistent, effective, transparent and fair
way.

We are a community that seeks to mould and shape young people and all relationships are
fundamental, foundational and crucial to our mandate. Indeed, without healthy relationships it will
be difficult to see how we could fulfil our mission. Education includes learning to live in community.
If we claim to be caring, we will care about resolving conflict for all involved. Consequently, we seek to
foster an environment where there is a culture supporting growth, forgiveness and love.

2. CHRISTIAN RATIONALE

This policy is based upon the biblical principles of justice, reconciliation, truth, and love. Scripture calls
us to deal with one another fairly and graciously, recognising that each person is made in the image of
God (Genesis 1:27) and is deserving of respect and dignity. In Matthew 18:15-17, Jesus provides a
model for addressing grievances that emphasises direct, respectful, and restorative conversation. This
policy reflects that approach by offering a structured process for raising and resolving complaints in a
way that honours both truth and relationship. It also aligns with Micah 6:8, which urges us to “act
justly, love mercy, and walk humbly with your God” —guiding principles for fostering a safe, just, and
Christ-centred College environment.

The policy should also be understood and implemented within the context of the biblical principles of
patience, humility, and forgiveness in all interactions. Colossians 3:12—-13 instructs believers to “clothe
yourselves with compassion, kindness, humility, gentleness and patience,” and to forgive as the Lord
forgives us. In keeping with these values, the complaints process is designed not only to seek fair
outcomes but also to nurture reconciliation and understanding wherever possible. By embedding
these scriptural principles into our approach to conflict and concern, the College aims to create a
culture where grievances are addressed with integrity and grace, relationships are strengthened, and
the peace of Christ reigns in our community (Colossians 3:15).

3. PURPOSE

The purpose of this policy is to provide written processes about receiving, assessing, investigating and
otherwise dealing with complaints.?

4, SCOPE

Any person directly affected by the subject of a complaint. Examples may include staff, students or a
student’s parent or guardian, contractors, or community members.

1 Education (Accreditation of Non-State Schools) Regulations 2017, s.7
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5. LEGISLATIVE FRAMEWORK

The provisions described in this policy are informed by the constraints outlined in the following
legislation:

Child Safe Organisations Act 2024 (Qld)

Education (Accreditation of Non-State Schools) Requlation 2017 (Qld)
Education Services for Overseas Students Act 2000 and National Code
Fair Work Act 2009 (Cth)

Work Health and Safety Act 2011 (Qld)

Privacy Act 1988 (Cth)

Anti-Discrimination Act 1991 (Qld)

Australian Human Rights Commission Act 1986 (Cth)

Sex Discrimination Act 1984 (Cth)

Age Discrimination Act 2004 (Cth)

Disability Discrimination Act 1992 (Cth)

Racial Discrimination Act 1975 (Cth)

Standards Australia, Guidelines for complaint management in organizations (ISO 10002:2022,

NEQ)

6. TABLE OF RESPONSIBILITIES

Responsibilities Evidence of Compliance
Board
Ensure the development and implementation of this policy within the Policy published on website
College Policy procedures followed
Ensure procedures are maintained that enable compliance with this Investigation follows correct procedures
policy
Principal

Ensure the development and implementation of this policy within the Policy published on website

College Policy procedures followed
Ensure procedures are maintained that enable compliance with this Investigation follows correct procedures
policy
Staff
Compliance with the Complaints Handling Policy and Procedures. Complaints records and outcomes.

Operate within delegated authority with respect to the receipt of a Complaints records and outcomes.
complaint.

Parents, Students

Compliance with the Complaints Handling Policy and Procedures with ~ Complaints records and outcomes.
respect to lodging a complaint.

7. DEFINITIONS

Complainant — The person, organisation or their representative making a complaint.?

2 Standards Australia, Guidelines for complaint management in organisations (ISO 10002:2018, NEQ), s.4.2
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8.1.

8.2.

Complaint — An expression of dissatisfaction made to or about the College, related to the College’s
services, staff or the handling of a complaint, where a response or resolution is explicitly expected or
legally required.?

Informal Complaint or Concern — a real or perceived issue or grievance which is most appropriately
addressed through an informal verbal process. A complaint about a matter that is likely to be simple,
straight forward, easily managed, or minor, where a simple or quick resolution is appropriate such as
discussion of the matter with a relevant staff member.

Formal Complaint — A complaint about a matter that is serious, complex or may pose a threat to the
health and safety of a person. Examples include serious allegations or breaches of policy, complaints
against a senior staff member, including the Principal or an informal complaint that could not be
resolved informally. Assessment of the complaint is required by the Principal or other member of the
Executive Team.

Respondent — The person who is referred to in a complaint by a complainant as the person responsible
for their concerns or who can best respond to their concern.

Worker — Has the same meaning as section 8 of the Child Safe Organisations Act 2024. A worker is a
person who performs work of any kind for the school, including staff, volunteers, contractors,
subcontractors, consultants, labour-hire workers, governing body members, and religious leaders.

POLICY

Overview

Caloundra Christian College acknowledges the right of students, parents/guardians, staff and others
to complain when dissatisfied with the College’s services, including an action, inaction or decision of
the College. The College encourages constructive criticism and complaints.

Caloundra Christian College is committed to ensuring that complaints received are handled in a
responsive, efficient, consistent, effective, transparent and fair way.

Caloundra Christian College will ensure employees can recognise, receive, and appropriately refer
complaints to the informal or formal complaints procedure.

Caloundra Christian College recognises that time spent on handling complaints can be an investment
in better service to students and parents/guardians and a better culture for employees, and views
complaints as part of an important feedback and accountability process.

Complaints Handling Principles

Caloundra Christian College will manage complaints according to the following (which include
principles of procedural fairness):

e complaints will be taken seriously, dealt with fairly and objectively, without judgement and
addressed in a reasonable timeframe

e complaints should be resolved with as little formality and disruption as possible, having regard
to the nature of the complaint

e interested parties to the complaint (for example, the complainant and any respondent) will be
heard and/or may provide relevant information in relation to the complaint

e confidentiality and privacy will be maintained as much as possible

e a child-centred approach will be maintained, and all complaints will be managed in a manner
that prioritises the student's safety, wellbeing and voice

3 Standards Australia, Guidelines for complaint management in organisations (ISO 10002:2018, NEQ), s.4.3
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9.1.

9.2.

a trauma informed and culturally safe approach to managing complaints will be prioritised
the complainant and any respondent will be offered support as appropriate

victimising behaviour towards a complainant, respondent or other people associated with the
complaint, will not be tolerated

complainants that lodge a complaint on reasonable grounds will not suffer any other
reprisals on the basis of the lodging the complaint

COMPLAINT RESOLUTON APPROACH

Issues covered by this Policy

Caloundra Christian College encourages anyone who feels impacted by an issue involving the College
to file a complaint. Complaints can address matters such as:

the College, its employees or students having done something wrong
the College, its employees or students having failed to do something they should have done
the College, its employees or students having acted unfairly or impolitely

issues of student or employee behaviour that are contrary to the relevant code of conduct,
including inappropriate staff conduct as reported by a student.*

issues related to learning programs, assessment and reporting of student learning
issues related to communication with students or parents or between employees
issues related to College fees and payments

general administrative issues

issues relating to non-compliance with a process outlined in College policies or procedures, for
example the Reporting Concerns of Harm and Abuse Policy, discrimination policies, or Privacy
Policy. ®

Student complaints may be brought by students or by parents on behalf of their children, as
appropriate in the circumstances.

Issues Outside this Policy

The following matters are outside the scope of this policy and should be managed as follows:

Child protection concerns including allegations of sexual abuse, likely sexual abuse or harm to
children should be dealt in accordance with the College’s Reporting Concerns of Harm and
Abuse Policy.

Allegations that may constitute reportable conduct involving a worker (as defined under the
Child Safe Organisations Act 2024 (Qld)) will not be managed solely under this policy and must
be managed in accordance with the College’s Reporting Concerns of Harm and Abuse Policy or
the College’s obligations under the Reportable Conduct Scheme, including notification to the
Queensland Family and Child Commission within legislated timeframes.

Student bullying complaints should be dealt with under the College’s Student Bullying Policy.

Student discipline matters, including matters involving suspension or expulsion, should be
dealt with under the Student Code of Conduct.

4 Education (Accreditation of Non-State Schools) Regulation 2017 5.16(2)(a)
5 Education (Accreditation of Non-State Schools) Regulation 2017 s.16(5)
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Student or employee violence or criminal matters should be directed to the Principal who will
involve the Police as appropriate.

Disputes relating to a staff member's employment should be directed to their
manager/supervisor/people leader and dealt with under the enterprise agreement and/or
employment law. This does not include disputes about work health and safety matters, or
complaints about relevant unlawful conduct under the College’s Sexual Harassment Policy,
which may be dealt with under the College’s Complaints Handling Policy.

Disputes between board members, between company members and board members or
between company members should be dealt with in accordance with the Constitution and
Board Charter.

Formal legal proceedings should be managed as appropriate in the circumstances.

Complaints relating to the education and training services provided by the College to an
overseas student should be dealt with in accordance with the Education Services for Overseas
Students Act 2000 and National Code and the College’s Overseas Student’s Complaints and
Appeals Policy and Process.

10. RESPONSIBILITIES

10.1. College

The College has the following roles and responsibilities:

develop, implement, promote and act in accordance with the College’s Complaints Handling
Policy

appropriately communicate the College’s Complaints Handling Policy to students, parents and
employees

ensure that the Complaints Handling Policy and procedures are readily accessible by staff,
students and parents

upon receipt of a complaint, manage the complaint in accordance with the Complaints
Handling Policy

ensure that appropriate support is made available to all parties to a complaint

take appropriate action to prevent victimisation or action in reprisal against the complainant,
respondent or any person associated with them

appropriately implement remedies

appropriately train relevant employees

keep records

conduct a review/audit of the Complaints Register in regular intervals

report to the College's insurer when that is relevant.

10.2. All Parties to a Dispute

The complainant and respondent both have the following roles and responsibilities:

comply with the College’s Complaints Handling Policy
provide complete and factual information in a timely manner
not provide deliberately false or misleading information

not make frivolous or vexatious complaints or retaliatory complaints
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e actin good faith and maintain a mutually beneficial relationship of trust and cooperation
e actin acalm, courteous manner and non-threatening manner

e acknowledge that a common goal is to achieve an outcome acceptable to all parties

e recognise that all parties have rights and responsibilities which must be balanced

e maintain and respect the privacy and confidentiality of all parties

e not victimise or act in reprisal against any party to the dispute or any person associated with
them.

10.3. Employees Receiving and/or Managing Complaints

Employees receiving and/or managing complaints have the following roles and responsibilities:
e actin accordance with the College’s Complaints Handling Policy

o refer the complainant to the College’s Complaints Handling Policy and provide additional
information as necessary

e maintain confidentiality as far as possible
o keep appropriate records

e forward complaints to more senior employees, including the Principal, if the complaint cannot
be resolved at the initial level or if it involves serious issues that require escalation

e identify and escalate matters that may involve child safety concerns or reportable conduct by
a worker, in accordance with the College’s Reporting Concerns of Harm and Abuse Policy

e not victimise or act in reprisal against the complainant, respondent or any person associated
with them.

10.4. College initiated investigation

11.

There may be times when a Complainant feels unable to or does not want to initiate or continue with
any process or investigation or to bring a Formal Complaint at all. This is the complainants’ choice.
However, there may also be the circumstance where the concerns raised by a complainant are
assessed as a College wide issue rather than issues affecting one specific person. If the issues raised
are such that the health and wellbeing of staff, students, the wider College community or the good
running of the College are being adversely affected, the College may choose to initiate its own
investigation into the issue.

The College reserves the right to set up an investigation, irrespective of the preference of the
complainant. At any time the College chooses to initiate an investigation there is NO named
complainant, as the issue is of a wider scope.

IMPLEMENTATION

Caloundra Christian College is committed to raising awareness of the process for resolving complaints
at the College, including by the development and implementation of this policy and related
procedures, and via the clear support and promotion of the policy and procedures.

Caloundra Christian College is also committed to appropriately training relevant employees (especially
senior staff) on how to resolve complaints in line with this policy and the related procedures.

Caloundra Christian College will keep appropriate records of complaints, will monitor complaints and
their resolution and will report on a high-level basis to the College Board on complaints handling at the
College.
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Caloundra Christian College will act to encourage students, parents/carers and employees to
contribute to a healthy college culture where complaints are resolved with as little formality and
disruption as possible.

12. COMPLAINT REGISTER

Caloundra Christian College will maintain a complaint register with details such as the date, source and
description of complaints, the employee managing the complaint, the actions taken, outcome and the
date the complaint was closed. The complaint register will be stored securely.

All complaints shall be entered into the complaint register as soon as practicable after the complaint
is received. The complaint register will not contain complaints about the Principal. Records of
complaints about the Principal will be maintained by the Board with access restricted to the Board.

To safeguard confidentiality and maintain the integrity of the complaint process, access to the entire
complaint register will be limited to the Principal, the Business Manager and Principal’s EA.

The Principal may authorise the sharing of specific, relevant entries from the complaint register with
other designated staff members (such as the senior Executive Team), provided measures are taken to
protect the confidentiality of all parties involved, particularly ensuring that respondents to a complaint
do not gain inappropriate access to information about the allegations against them.

Related Policies & Procedures

e Caloundra Christian College Enterprise Agreement

e Caloundra Christian College Enrolment Contract

e Caloundra Christian College Complaints Handling Procedure & related forms
e Caloundra Christian College Reporting Concerns of Harm and Abuse Policy
e Caloundra Christian College Statement of Commitment to Student Safety and Wellbeing
e Caloundra Christian College Staff Code of Conduct

e Caloundra Christian College Parent Code of Conduct

e Caloundra Christian College Student Code of Conduct

e Caloundra Christian College Work Health and Safety Policy

e® Caloundra Christian College Sexual Harassment Policy

e Caloundra Christian College Disability Discrimination Policy

e Caloundra Christian College Anti-Discrimination Policy

e® Caloundra Christian College Privacy Policy

e Caloundra Christian College Workplace Bullying Policy

e QFCC Guidelines for Implementing the Child Safe Standards in Queensland
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COMPLAINTS HANDLING PROCEDURE

PREAMBLE

This outworking of this policy and its procedures is an integral part of being a Christ-centred community. It is
an imperative for the College that our complaints handling practices are consistent with our Christian values.

It is recognised that parents/carers, students and staff members have a right to raise concerns and to have
them addressed appropriately. ‘Concerns’, ‘Informal Complaints’ and ‘Formal Complaints’ should be handled
objectively and with sensitivity, and not in a reactive or subjective manner.

When parents/carers, students or staff members have a College related concern they should seek
information and understanding from the staff member directly involved. If this informal approach to
resolving the concern does not lead to a resolution, then the processes for lodging an informal or formal
complaint outlined below should be followed.

Notwithstanding, all informal and formal processes are guided by Biblical principles, with the aim of a fair
and just resolution for all parties involved.

DEFINITIONS

Informal Complaint or Concern — a real or perceived issue or grievance which is most appropriately
addressed through an informal verbal process. A complaint about a matter that is likely to be simple, straight
forward, easily managed, or minor, where a simple or quick resolution is appropriate (for example a
discussion of the matter with a relevant staff member).

Formal Complaint - a serious or ongoing, unresolved issue or grievance which is most appropriately
addressed through a formal process. The formal complaint must be made in writing to the Executive Team
member who is the supervisor of the person about whom the complaint is made. In most cases, a formal
complaint would only be made for serious issues or when the less formal process of raising a concern has
been unsuccessful. Formal complaints may be handled by the Principal due to their nature or history.

Grievance - a real or perceived grounds for concern or formal complaint.

Teacher or staff member - all employees of the College, volunteers, pre-service teachers, coaches and tutors.

GOALS

a) The achievement of reconciliation between the parties based on open and transparent processes
which afford both the staff member and complainant natural justice and procedural fairness.

b) The establishment of a renewed confidence in the staff-complainant relationship based on
attempting to achieve an outcome where concerns have been aired, tested and, if demonstrated to
have substance, agreed processes and procedures are implemented by the parties and reviewed over
an agreed timeline.

c) The determination about whether there has been any unsatisfactory or inappropriate practice or
action, as early as possible and in the fairest and most objective manner possible.

d) The implementation of any necessary changes designed to bring about better educational, pastoral
or administrative outcomes, as appropriate.
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ASSESSMENT, REFERRAL and ACKNOWLEDGMENT

a) Assess the complaint, using the definitions of informal and formal complaints in this policy and
refer the complaint to the informal or formal complaints process.

b) As part of the assessment, the staff member must consider whether the complaint raises a
potential reportable conduct allegation involving a worker.

c) Where this threshold may be met, the matter must be immediately escalated to the Principal and
managed under the College’s Reporting Concerns of Harm and Abuse Policy, including
consideration of notification obligations to the Queensland Family and Child Commission.

d) The staff member receiving an informal or formal complaint shall acknowledge the complaint
within two (2) business days, outlining the next steps and where possible the estimated
timeframes.

PROCEDURE FOR RAISING AN INFORMAL COMPLAINT OR CONCERN

The informal process is designed to resolve issues promptly and collaboratively at the local level. It may
involve constructive discussion and negotiation between the complainant and the relevant staff member(s).

1. Inthe first instance, concerns should be taken, by the aggrieved person, to the person who they believe
has grieved them. Resolution of the matter between these two individuals would result in an end of the
grievance.

2. Ifresolution is not possible at this level, a mediator, agreed to by both parties, may be appointed to
help resolve the grievance (a peer staff member or Head of Department).

3. If resolution is not able to be achieved, the matter shall be referred to the relevant Executive Team
member of the person about whom the concern has been raised. Details of the grievance and the steps
that have been taken towards resolution, should be provided.

4. The supervisor is to investigate the matter and make a finding. The investigation process should be
informal in manner. For example, speak to the person making the complaint, ascertain what outcome
they are seeking, speak to the person about whom the complaint has been made, consider both
viewpoints, make a finding as to an appropriate low-level, informal outcome, and facilitate discussion
between the parties.

5. If the complaint cannot be resolved informally, it shall be escalated to the formal process

In most instances, initial informal discussions lead to improved understandings, better working relationships
and agreement for improved work practices.

Itis a professional expectation of all staff that understanding the viewpoint of all persons involved in an issue,
including that of the person who has made the complaint is paramount and therefore deserves the time and
energy to work to create an outcome that fosters better relationships. As a matter of good practice, notes
should be kept of such informal discussions as well as any agreed outcome.

The Principal reserves the right to make a final decision on matters.

An example of how this procedure can be implemented is included below:

What is an effective process for reaching a resolution when a student, parent or colleague has a concern
regarding a teacher?

a) The student, parent or colleague clarifies the exact nature of the issue so that they can clearly
communicate them to the teacher. This clarification may require the help of an Executive Team member.
b) The student, parent or colleague arranges a meeting with the teacher. Either party may bring a support
person to the meeting.
c) The aims of this meeting are:
i) for both parties to understand the nature of the concern and to discuss any assumptions, factors
and other perspectives that may be at play.
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d)

e)

ii) to come to agreement about what the parties will do or do differently in order to overcome the
concern.
iii) to agree on a date by which the actions should be in place for review.
On the review date, the teacher will contact the other party to discuss whether the matter has been
resolved.
If it has, the matter is closed. If it has not, steps (i) — (iii) may be repeated once if both parties agree.

PROCEDURE FOR MAKING A FORMAL COMPLAINT

1.

10.

Issues that have initially been raised as concerns may escalate to the status of a formal complaint if they
are not resolved satisfactorily or problems continue. Issues of a more serious nature may warrant a
formal complaint being made without first going through the process of raising a concern.
Provided that the complaint does not relate to allegations of serious misconduct of sexual, physical or
emotional abuse, the parent, staff member or student (if appropriate) who has made the complaint
should, in the first instance, submit the complaint in writing to the appropriate Executive Team member
or Principal, providing sufficient detail about the nature and context of the complaint.
Complaints can be lodged through various methods, including:
i Phone: 07 5436 6777

ii. Email: principal@calcc.gld.edu.au

iii. In-person (by appointment)
Individuals making formal complaints are expected to include in their complaint what outcome they are
seeking from making the complaint.
If the complainant is unable by reason of their age or other inability to commit the complaint to writing,
then the person who receives the complaint must record the particulars of the complaint in writing on
the person’s behalf.
The Principal should be informed about the receipt of a formal complaint.
If a formal complaint is made about the Principal, the Board Chair assumes the role of the Principal
described in the procedures above. The Board Chair may be contacted via email at
boardchair@calcc.gld.edu.au.
Allegations of reportable conduct by the Principal can be lodged with the Board addressed to the Board
Chair via email at boardchair@calcc.gld.edu.au. The matter must be immediately escalated and managed
under the College’s Reporting Concerns of Harm and Abuse Policy, including consideration of notification
obligations to the Queensland Family and Child Commission.
In addition to paragraph 1. and 8. allegations of reportable conduct by a worker or the Principal can be
made directly to the Queensland Family and Child Commission.
Where an anonymous complaint is lodged, the College will follow the Complaints Handling Policy, when
there is sufficient information to do so.

Process

a)

b)

d)

Where, in the professional judgment of the Principal or Executive Team member who has received the
complaint, there is a need for a complaint to be addressed, a meeting shall be arranged to inform the
staff member of the complaint, which should be put in writing at the time of the meeting.
The Executive Team member, after seeking advice from the HR Manager, shall meet with the staff
member, providing at least 2 days’ notice of such a meeting, advising the staff member of the purpose
and offering the opportunity for the staff member to arrange for a support person to also attend. The
staff member should then be given the opportunity to respond in writing to the complaint.
The Complainant shall discuss the complaint with Staff member, Executive Leader and/or Principal (or
Board Chair if matter relates to Principal) with the intention to resolve the matter.
The Principal or Executive Team member shall then take steps to make a finding on the matter. This may
require further investigation. Findings should be communicated in writing to the person against whom
the complaint has been made, along with any required action. The Executive Team member/Board Chair
will determine appropriate action, which may include:

i Mediation
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ii. Disciplinary measures
iii. Implementation of policy changes
iv. Referral to external agencies (e.g., police)
V. Provision of written updates to the complainant throughout the process
vi. Other actions the Executive Team member/Board Chair determine as appropriate in the
circumstances
vii. External investigation

e) If the complaint is unable to be resolved, the Principal shall escalate the matter to the Board in writing,
including an updated summary of outcomes to date. The Board may elect to resolve the matter, refer to
an external mediator or investigator, or pass the complaint back to Executive staff for resolution.

f) A summary of the outcomes of the process should be communicated in writing to the complainant
respecting the rights to privacy of the person about whom the complaint was made.

OTHER MATTERS
Registration and Support

a) The recipient of the complaint will promptly enter it into the complaints register, regardless of
whether it proceeds through the informal or formal process.

b) The recipient of the complaint will offer support to the complainant as appropriate, which may
include assistance with completing forms or understanding procedures.

c) Ifastudentis a complainant, respondent or victim, or the child of a complainant, respondent or
victim of a matter being managed through this policy, the College may offer the student support
where appropriate e.g. discussing suitable adjustments with parents/carers.

Complaint Closure

a) The complaint register will be updated with the date the complaint is closed and a brief summary
of the outcome.

b) The complainant will receive written notification of the outcome and any actions taken where
appropriate.

APPEALS PROCESS

a) Complainants may appeal the outcome of a complaint by writing to:
i the Principal (for complaints not previously managed by the Principal,)
ii.  the Board Chair (for complaints previously managed by the Principal, or complaints about
the Principal)
b) The complaint and outcome will be investigated, and the complainant will receive written
notification of the outcome and any actions taken where appropriate.
c) The complaint register will be updated with the date the appeal is closed and a brief summary of
the outcome.
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COMPLAINTS PROCEDURE FLOWCHART

Concerns involving the safety, harm or abuse of a child are managed under the Reporting
Concerns of Harm and Abuse Policy (Section 9). Please refer to that policy instead of this
Complaints Procedure.

DO YOU HAVE A CONCERN OR COMPLAINT?
. Speak with someone first (informal); or
o Submit a written complaint (formal).
A formal complaint must be submitted in writing, clearly identify the issue being complained about, and state the outcome you are
seeking. General enquiries or requests for information are not treated as formal complaints.

INFORMAL COMPLAINT * + FORMAL COMPLAINT
FIRST STEP: FIRST STEP:
Approach person with concern (informal complaint). If this is not Lodge formal complaint in writing to Principal
possible, seek mediator or approach Supervisor of the person (principal@calcc.gld.edu.au) or Executive staff member.
involved. Include specific details and desired outcome in communication.
\4 v
SECOND STEP: SECOND STEP:
Discussed concern with staff member and/or Supervisor, seek Principal or Executive to assess and investigate the matter (if
understanding and attempt to resolve issue. necessary), seeking an initial response from the staff member.
Complaint to be recorded in Complaints Handling Register. Complaint to be recorded in Complaints Handling Register.
THIRD STEP: THIRD STEP:
Concern resolved via productive discussion. Complainant to discuss complaint with staff member and/or
If no resolution, escalate to formal process. Supervisor, seek understanding with intention to resolve.
Complaint to be recorded in Complaints Handling Register Complaint to be recorded in Complaints Handling Register.
IF UNRESOLVED
FOURTH STEP:

Complainant to discuss complaint with Principal (or Board Chair
(boardchair@calcc.gld.edu.au) if relating to Principal) with
intention to resolve.

IF UNRESOLVED

'

FIFTH STEP:
Principal to escalate complaint to the Board in writing, including
an updated summary of outcomes to date.
Complaint to be recorded in Complaints Handling Register

IF UNRESOLVED

:

SIXTH STEP:

If complaint remains unresolved, Board to consider appropriate
external mediation.

Complaint to be recorded in Complaints Handling Register
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APPENDIX 1: FORMAL COMPLAINTS FORM (ON CALCC WEBSITE)

In the first instance, Caloundra Christian College requests that an attempt be made to informally
resolve the issue through an informal resolution of the complaint or concern.

Please contact the relevant College staff member to directly discuss your concerns.

If you still have an unresolved complaint or wish to lodge a formal complaint, please proceed with
submitting this form by email to principal@calcc.qgld.edu.au.

Please note that if you wish to remain anonymous, all anonymous complaints will be treated on their
merits as with any other complaint, where possible. However, the scope of the College’s investigations
may be limited by the amount of contact details and other relevant information provided.

Formal Complaints Form

Date Of' Name of Complainant:
Complaint:

Mobile Email Address:
Number:

Please provide a detailed description of your complaint and details of the outcome of any informal
complaint/concern previously raised, if relevant.

Please include the person/s involved in this complaint.

Please provide possible solutions to the problem.

What outcome are you seeking?
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