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Complaints Handling Procedure 

1. Purpose 

This procedure outlines the process for handling complaints at Fairbridge WA Limited. 
It ensures a fair, transparent, and timely response to complaints from students, staff, 
families, and stakeholders, in line with the Complaints Handling Policy (GOV_POL_007) 

2. Scope 

This procedure applies to all complaints received by Fairbridge WA Limited, including 
but not limited to those from: 

• Students and families 
• Staff and volunteers 
• Community or external stakeholders 

Complaints relating to child safety or abuse – see Critical Incident Management 
Procedure (WHS_SWI_002) 

3. Definitions 

(Refer to definitions section in the Complaints Handling Policy.) 

4. Lodging a Complaint 

• Complaints may be made verbally or in writing (email, form, or letter). 
• Anonymous complaints may be accepted but may limit the investigation 

process. 
• Complaints should be acknowledged within 2 business days. 
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5. Complaint Categories and Process 

5.1. Child Safety-Related Complaints 

 

 

This complaint process relates to GOV_POL_007 - Complaints Handling Policy (7.1)  
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5.2. General Student-Related Complaints 

 

This complaint process relates to GOV_POL_007 - Complaints Handling Policy (7.2.1 and 7.2.2)  
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5.3.  Enrolment Complaints 

 

This complaint process relates to GOV_POL_007 - Complaints Handling Policy (7.2.3)  
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5.4. Internal Staff Complaints 

 

This complaint process relates to GOV_POL_007 - Complaints Handling Policy (7.3)  
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5.5. External Client/Visitor Complaints 

 

This complaint process relates to GOV_POL_007 - Complaints Handling Policy (7.4)
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6. Related Forms and Documents 

• Complaints Handling Policy 
• Child Safety Incident Report Form 
• Staff Code of Conduct 
• Student Code of Conduct 
• Parent Code of Conduct 
• Critical Incident Management Procedure 
• Mandatory Reporting of Child Sexual Abuse Policy 
• Complaints Form 
• Whistleblower Protection Policy 

7. Compliance and References 

• Standards for Registered Training Organisations (RTOs) 2025 (Cth) 
• School Education Act 1999 (WA) and School Education Regulations 2000 (WA) 
• Children and Community Services Act 2004 (WA) 
• Work Health and Safety Act 2020 (WA) and Work Health and Safety (General) 

Regulations 2022 (WA) 
• Privacy Act 1988 (Cth) 
• Corporations Act 2001 (Cth), Part 9.4AAA (Whistleblower protections) 

 

8. Review & Amendment Log 

Document No Version Document Owner Key Stakeholders 
GOV_SWI_009 2 Compliance Officer All Staff, Students, 

Parents, External 
Clients 

 

Approval Date Authorised by Review Frequency Next Review Date 
26 Apr 2025 CEO Bi-Annually 26 Apr 2027 

 

https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQCTnojR5A4ISqr8Vvq9MYuxAdKqf1obmwyLcP5hdOXm9hk?e=jc2Had
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQDM8zhkEvrRRbWVWeLB86IoAYBCnKx_qwO5rqUwZcfIwXY?e=lcgGCN
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQBpsEm5W5PFT7lfGl56iodqAdDP-OcfkHQRRiXxfcxJHsQ?e=JjNgI3
https://fairbridge.asn.au/wp-content/uploads/2025/06/250610_EDU_CTR_018_V02_Student-Code-of-Conduct.pdf
https://fairbridge.asn.au/wp-content/uploads/2025/06/250610_EDU_CTR_021_V02_Parent-Code-of-Conduct.pdf
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQD2-3YM_k_6QZge3rWVJCJtAYQDF1Vr6FUUgfhPwlinwAI?e=f1kSYQ
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQA2CF58eSKjSLMSZfF5VpHEAUZ1zB89hehuNYlZBoNeRI8?e=sDK8UD
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQBy9fqavpnhR7l-QHS2hoSBAT2M3YVIrbJwYhCqyWXUdvo?e=hSPT13
https://fairbridgewa.sharepoint.com/:b:/s/Fairbridge-PoliciesandProcedures/IQAAUw-gvNS5QYecXCpfipu1AVnhFuEQPZlcrPkBTfPSl14?e=6ReRNv
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Review Version Review Date Context 
1 26 Apr 2025 Clarification of Process for Complaint 

Management 
2 18 Jun 2026 Updated policy to include RTO complaints 

Updated related documents links 
Changed to CLG 
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