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INTRODUCTION 

As a community that has embraced the teaching of Jesus Christ, Burrabadine Christian 
Community School (BCCS) is committed to dealing with all people with integrity, fairness and 
compassion. What may offend one person may be regarded as inoffensive by another and 
each person’s perception of a situation must be respected. In all cases, the resolution of a 
complaint or grievance must be consistent with the philosophy, policy and procedures of 
Burrabadine Christian Community School. 
 
POLICY 
BCCS has in place and implements processes whereby students and parents/carers can raise 
complaints or grievances and have these responded to in a safe and supportive environment 
where risk of harm is minimised, and students feel secure. 
 
A complaint may be a grievance, expression of dissatisfaction or a formal allegation raised by 
students or parents/carers.  BCCS procedures seek to address and resolve such issues in an 
appropriate and timely way.  Wherever possible restorative practices will be used to facilitate 
conflict resolution.  
 
All parties involved in a complaint will be expected to maintain confidentiality, to be sensitive, 
and show respect for all individuals who may be involved in the process in anyway. 
Unconstructive confrontation should be avoided, whereas mutual respect and understanding 
are to be maintained. Every effort will be made to reach a conciliatory and satisfactory 
agreement for all parties concerned. If the complaint is made by a parent/carer, their child’s 
enrolment will be maintained throughout the grievance process. 
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PROCEDURES 
Any allegation of reportable conduct against a school employee or volunteer will be dealt 
with in accordance with the BCCS Child Protection Policy.  Refer to the procedures 
described in this document for raising an allegation of staff misconduct or reportable 
conduct.  
 
This policy does not extend to complaints relating to whistleblowing disclosures. The 
procedure for processing whistleblowing complaints are dealt with in the Burrabadine 
Christian Community School’s Whistleblowing Policy. 
 
 
Procedures for General Complaints or Grievances  
Raising complaints 
Most complaints are best resolved in the normal relationships of a school community 
committed to integrity, fairness and compassion. The matter should first be raised, where 
appropriate, with the person involved. If your complaint cannot be resolved directly with the 
person you should submit the details of the matter in writing to the Principal.  
 
If the complaint is about the Principal, or there is an obvious conflict of interest, the details of 
the complaint should be emailed to the Chairperson of the board at 
boardchair@bccs.cornerstone.edu.au .  
 
When a complaint is received, the Principal will: 

- record and lodge the complaint in the complaints register in the secure complaints 
and grievances file in the Principal’s Office. 

- decide how the complaint will be managed and by whom (delegate) 

Where it is believed that objective assessment of the matter(s) raised may be difficult due to 
close relationships or perceived biases, the matter will be referred to the Chairperson of the 
Board. 
 

Responding to Complaints     
All complaints will be acknowledged within 10 working days.  The complaints handling 
procedures outlined below will be followed after written submission of the matter, and all 
reasonable measures will be taken to finalise the process as soon as practicable. 
 
The Principal or delegate will clarify, as objectively as possible, the nature of the matter 
raised and may collect further information. On some matters the Principal may seek advice 
from AIS or CSA. As soon as is practicable the Principal or delegate may interview relevant 
parties.  
 
The Principal or delegate will inform the parties directly involved of their right to be 
accompanied and assisted by a nominated support person at any relevant meetings. The 
support person’s role is to be a nonverbal one except if speaking to their party. Support 
people should be informed of their responsibilities at the beginning of any meeting. 
 
A record of all meetings are to be kept and the minutes made available to those present. 
 
When responding to a complaint the processes below will be followed: 
§ the person against whom the allegation is made is advised by the Principal or delegate 

of the allegation or complaint 
§ they will be given an opportunity to respond 



§ the Principal or delegate may conduct mediation if appropriate to achieve a solution 
§ if the complainant is not satisfied with the outcome, they will be informed of the 

pathways for appeal. 

All parties will be provided with information by the Principal/delegate about the progress and 
the processes undertaken as soon as possible following the raising of the complaint. All 
discussions and information concerning the complaint will be treated sensitively and 
confidentially. 

All details of the complaint will be checked carefully, particularly when disciplinary action, 
criminal investigation or issues of personal safety may be involved, and appropriate referrals 
made if the matter is beyond the scope of the school’s responsibility.  
 
Once all the relevant information has been obtained the Principal or delegate will contact the 
complainant to arrange a meeting or to discuss the matter by phone in order to achieve a 
satisfactory/acceptable resolution to the complaint.  
 
Every attempt will be made by all staff involved to seek a resolution to the complaint within 
the framework of these procedures, however, if the complainant is still unsatisfied they may 
seek advice from external organisations at their own expense.   
 
If, after investigation, it is concluded that the grievance is substantiated, both parties will be 
informed of the decision in writing and immediate, appropriate steps will be taken to prevent 
the matter from recurring.  
 
If, after investigation, it is considered the complaint is not substantiated, both parties will be 
informed of the decision in writing. 
 
Following the resolution of a grievance: 

- the school will not engage in further discussion or negotiation with the complainant 
except if additional concerns are expressed. 

- the Principal will seek assurances that the complainant is comfortable accessing the 
school and are not intimidated or victimised in any way within the school. Any 
intimidation or victimisation will be dealt with immediately in accordance with the 
BCCS Student Behaviour Management and Anti-bullying policies. 

 
The outcome of the investigation will be recorded in the complaints register by the Principal 
or delegate. All documentation related to the complaint will be kept by the Principal in the 
Complaints or Grievances folder in a secure file in the Principal’s office.  
 
  
Procedures for Complaints About Staff Misconduct or Reportable Conduct  
  
These procedures are for stakeholders, including parents and carers, to raise a complaint 
about staff misconduct or reportable conduct. For all other complaints the Procedures for 
General Complaints or Grievances in this document should be followed.  
  
Misconduct and/or Reportable Conduct are clearly defined in Burrabadine Christian 
Community School’s Child Protection Policy and stakeholders are encouraged to refer to it in 
order to clarify these terms. This policy is available from the Principal or Chairperson of the 
Board. 
  
Notification of a Staff Misconduct or Reportable Conduct Complaint 



• All staff misconduct or reportable conduct complaints must be formally reported to 
the Principal, in writing (bccs.principal@cornerstone.edu.au), as soon as possible. If 
the complaint is about the Principal, or there is an obvious conflict of interest, the 
complaint should be emailed to the Chairperson of the Board at 
boardchair@bccs.cornerstone.edu.au.  

• All misconduct and reportable conduct complaints will be handled with confidentiality 
by the school and the same will be requested of all parties involved.   

 

Handling of a Staff Misconduct or Reportable Conduct Complaint 

• The Principal or Chairperson of the Board will consider the complaint to determine 
how the complaint will be responded to and will seek advice from appropriate 
authorised organisations (eg. AIS or CSA).  

• The complainant will receive an acknowledgment in writing (email) of receipt of the 
Staff Misconduct or Reportable Conduct complaint.   

• Complaints of serious sexual or physical assault will immediately be referred to the 
Police and Community Services. Further investigations by the school will not occur 
until the Police and Community Services advise the school it is safe to continue 
investigations. No time frame can be given as all cases are treated individually. 

• The Principal or Chairperson of the Board will provide the complainant with an 
acknowledgment in writing (email) of receipt of the Staff Misconduct or Reportable 
Conduct complaint and that the School’s Child Protection Policy will be followed in 
relation to this matter. No details will be given to the complainant or anyone other 
than legal authorities.   

• If the complaint is investigated the school will periodically update the complainant of 
the school’s progress, only if the Principal or Chairperson of the Board deem it 
appropriate to do so. 

Resolution of a Staff Misconduct or Reportable Conduct Complaint 

• The Principal or Chairperson of the Board will inform the complainant by email that a 
complaint has been finalised in line with the Ombudsman’s Act and privacy 
legislation regarding disclosure of information about an investigation and the 
outcome of an investigation. 


