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Complaints Handling Policy 

1. Purpose 

Fairbridge WA Limited is committed to providing a safe, respectful, and responsive 
environment for all students, staff, and community members. This policy ensures a 
consistent, fair, accessible, and child-focused process for managing complaints 
across the organisation, supporting continuous improvement and upholding trust 
within the Fairbridge community. 

 

2. Scope 

This policy applies to: 

• All students enrolled in Fairbridge College 

• All students enrolled with Fairbridge Education, the Registered Training 
Organisation (RTO) operated by Fairbridge WA Limited. 

• All staff, contractors, and volunteers 

• Parents, carers, clients, visitors, and members of the community 

• Complaints involving academic matters, safety, wellbeing, misconduct, service 
delivery, or governance 

 

3. Definitions 
Complaint - An expression of dissatisfaction about an action, decision, service, 
behaviour, or conduct of an individual or the organisation. 

Student Complaint - A complaint made by or on behalf of a student. 

RTO Student Complaint - A complaint made by or on behalf of a student enrolled with 
Fairbridge Education (RTO) regarding training and assessment services, the conduct of 
staff or other students, or third-party providers delivering services on its behalf. 

Child Safety Complaint - A complaint involving alleged grooming, sexual abuse, or 
physical abuse towards a child. Note: While this type of complaint constitutes Serious 
Misconduct the separation of definitions is used to clarify the complaints handling 
process. 
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Serious Misconduct - Corrupt conduct, fraud, conflict of interest, or breach of 
governance standards. 

Internal Complaint - A complaint raised by staff against work conditions, other staff, or 
workplace practices. 

Client/Visitor Complaint - A complaint made by external parties using Fairbridge 
facilities or services. 

Confidentiality - Protecting the identity and privacy of all parties involved in the 
complaint to the greatest extent possible. 

 

4. Policy Statement 

Fairbridge WA Limited values feedback and recognises that complaints offer an 
important opportunity to protect children and other community members, learn, 
improve services, and strengthen our practices. 
 All complaints will be: 

• Taken seriously, regardless of the source 
• Managed promptly, respectfully, and sensitively 
• Investigated objectively with a focus on fairness 
• Resolved wherever possible at the earliest opportunity 
• Escalated appropriately when serious matters arise 
• Documented and analysed to identify systemic issues and opportunities for 

improvement 

 

5. Roles and Responsibilities 

Identify which roles are responsible for implementation, oversight, communication, 
and compliance. Use the following table where relevant. 

Role Responsibility 
Students Raise concerns through appropriate child-friendly 

pathways. Participate respectfully in the complaints 
process. 

Parents/Carers Raise complaints appropriately. Cooperate with 
complaint investigations where relevant. 

Staff Handle complaints sensitively, fairly, and confidentially. 
Report any child safety concerns immediately. Support 
students in raising complaints appropriately. 

TAG Teachers / 
Teachers 

Initial contact point for student concerns. Record and 
escalate complaints where necessary. 
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Principal / Head of 
Campus/Managers 

Manage complaints that cannot be resolved informally. 
Conduct fair investigations. Notify CEO of critical 
complaints. Ensure reporting to external authorities as 
required. 

CEO Oversight of all complaint management systems. 
Report critical complaints to the Board and Director 
General. Lead investigations of serious misconduct or 
corruption. Maintain complaints register. 

Board Chair Receive reports of critical complaints, particularly 
where serious misconduct involves the CEO.  

Board Provide governance oversight of the complaints 
management system. 

 

6. Principles of Complaints Handling 

6.1. Principles 

• Accessibility: Complaints processes will be visible, easy to understand, 
culturally sensitive, and available to all. 

• Fairness: Complaints will be handled impartially, with respect for all parties and 
a commitment to procedural fairness. 

• Confidentiality: Information will be kept confidential, only shared with those 
directly involved in managing or investigating the complaint. 

• Child-Friendly Approach: Students will have age-appropriate, supported ways 
to raise concerns or complaints without fear of retaliation. 

• Accountability: Complaints will be recorded, monitored, and reviewed to 
ensure quality improvement. 

• Protection from Victimisation: No complainant will suffer adverse 
consequences as a result of raising a concern in good faith. 
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6.2. Cultural Safety 

Fairbridge WA Limited is committed to providing a culturally safe environment 
where all individuals—particularly Aboriginal and Torres Strait Islander peoples 
and those from culturally and linguistically diverse backgrounds—feel safe, heard, 
and respected when raising concerns or making a complaint. 

• Complaints will be handled in a way that recognises and values each person’s 
cultural identity and lived experience. 

• Staff responsible for complaint management will receive training in cultural 
safety and trauma-informed practice. 

• Individuals are encouraged to request a culturally appropriate support person 
during any stage of the complaint process. 

• Additional steps will be taken, where appropriate, to facilitate meaningful and 
safe engagement with the complaints process. 

This aligns with the National Principles for Child Safe Organisations and Fairbridge’s 
commitment to equity, inclusion, and dignity for all. 

 

7. Complaint Categories and Handling Procedures 

7.1. Child Safety-Related Complaints 

Complaints or disclosures relating to: 

• Grooming 
• Sexual abuse 
• Physical abuse 
• Any harm or risk of harm to a child 

Mandatory Actions: 

• Immediate report to the Principal or CEO. 
• Reporting to external authorities as per mandatory reporting laws (Department 

of Communities or Police). 
• Completion of the Critical and Emergency Incident Report Form for the Director 

General within 48 hours (if criteria demonstrated). 
• Notification to the Board Chair. 
• Provision of support services to the student and involved parties. 
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Staff must not investigate the matter themselves but refer immediately 
following the reporting pathway. 

7.2. Student-Related Complaints 

7.2.1. General Student Complaints (Child-Friendly Process) 

Students are encouraged to raise concerns about issues affecting their school 
experience, including teaching quality, school activities, interactions with staff or 
peers, or access to resources. 

• Students may raise complaints verbally to a trusted teacher, TAG teacher, 
Principal, or through a written note. 

• Age-appropriate forms and a child-friendly complaints guide will be made 
available. 

• Students can have a support person (e.g., parent, TAG teacher, school 
counsellor) when raising a complaint. 

• Minor complaints will be resolved through informal discussions where possible. 
• Unresolved complaints will be escalated to the Head of Campus or Principal for 

formal management. 

7.2.2. Academic and Learning Complaints (General Student-Related Complaints) 

Complaints about teaching delivery, assessment practices, or educational content 
must be addressed as follows: 

• Discuss initially with the teacher or TAG teacher. 
• If unresolved, escalate to the Head of Campus. 
• A written complaint may be submitted if required. 
• Appeals about assessment outcomes must follow the Fairbridge College 

Academic Appeals Procedure. 
• Complaints must be resolved in a timely, fair, and supportive manner with 

written records maintained. 

7.2.3. Enrolment Complaints 

Students and parents/carers have the right to lodge a complaint if they are 
dissatisfied with decisions regarding: 

• Suspension from school (internal or external) 
• Exclusion (expulsion) from Fairbridge College 
• Cancellation of an existing enrolment 
• Refusal to offer an enrolment place at Fairbridge College 
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Handling Process: 

• The initial complaint should be directed in writing to the Principal. 
• The Principal will conduct a review of the decision, taking into account: 

o The original reasons for the disciplinary or enrolment action 
o The student's circumstances, including any relevant medical, wellbeing, 

or educational needs 
o Procedural fairness and whether appropriate consultation occurred 

• The Principal will provide a written response outlining the outcome of the review 
within 10 working days. 

• If the complainant remains dissatisfied, they may escalate the complaint to the 
Chief Executive Officer for an internal appeal. 

• A further review may be conducted by the CEO or an appointed panel not 
directly involved in the original decision. 

• Outcomes of complaints in this category may include: 
o Upholding the original decision 
o Modifying the decision 
o Reversing the decision 

• All documentation, reasons for decisions, and communications will be recorded 
and stored confidentially. 

• In accordance with the School Education Act 1999 (WA), parents or carers 
dissatisfied after internal appeals may also seek further review through external 
agencies such as the Department of Education Services or Ombudsman WA, if 
applicable. 

7.2.4. General RTO Student Complaints (Fairbridge Education) 

Students are encouraged to raise concerns about issues affecting their learning 
experience, including training and assessment services, the conduct of trainers, 
assessors or other staff, another student, or third-party providers delivering 
services on behalf of Fairbridge Education. 

In managing RTO student complaints, Fairbridge Education ensures that: 

• Complaints may be lodged at no cost, and complainants are not disadvantaged 
or victimised for raising a complaint 

• Complainants may be accompanied by a support person at any stage of the 
process 

• A student’s enrolment is maintained while a complaint is being resolved, unless 
safety or regulatory considerations require otherwise 
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• Complaints are acknowledged in writing and reviewed by a person not involved 
in the matter complained of 

• Complaints are managed confidentially and in accordance with the principles of 
natural justice and procedural fairness 

• Complainants receive a written outcome, including the reasons for the decision 
• Where resolution is expected to take longer than 60 calendar days, the 

complainant is notified in writing of the reasons and provided with regular 
progress updates 

Escalation and External Review: 

• Complaints unresolved at the RTO level may be escalated in writing to the Chief 
Executive Officer for independent internal review 

• If the complainant remains dissatisfied following internal review, the complaint 
may be referred, at no cost, to the relevant external review bodies, including the 
Training Accreditation Council (TAC) WA and the WA Department of Training and 
Workforce Development 

Appeals and Recordkeeping: 

• Appeals against assessment decisions are managed as a distinct process and 
are addressed in the Fairbridge Education complaints and appeals procedures 

• All RTO student complaints are documented in the Complaints Register, 
securely retained for a minimum of five years, and reviewed to identify systemic 
issues and inform continuous improvement of training, assessment, and 
support services 

7.3. Internal Staff Complaints 

7.3.1. Staff Complaints About Workplace Matters 

Staff may lodge complaints relating to work conditions, safety, workload, or 
administrative decisions. 

• Complaints should initially be raised with the immediate supervisor. 
• If unresolved, escalate to the relevant Manager or General Manager. 
• A fair investigation process will be undertaken where needed. 
• Staff will be offered access to internal or external support services (e.g., EAP). 

7.3.2. Staff Complaints About Other Staff Members 

Complaints regarding the behaviour, conduct, or actions of another staff member: 
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Staff are encouraged to address conflicts or complaints directly with colleagues or 
managers using the ‘Side one – Up one’ approach.  If resolution is not successful, 
the following process is to be followed. 

• Raise directly with the line manager (or higher manager if a conflict of interest 
exists). 

• Issues involving serious misconduct (e.g., breaches of Code of Conduct) must 
be escalated immediately to the Principal or CEO. 

• Investigation outcomes will be communicated appropriately to both parties 
while maintaining confidentiality. 

7.4. External Client/Visitor Complaints 

7.4.1. Complaints from Visitors, Camp Guests, and Community Members 

Complaints about facilities, behaviour, customer service, or camp programs: 

• Should be lodged via the Complaints Form available at reception or via camp 
feedback forms. 

• Complaints received verbally will be formally recorded. 
• Site Manager or Program Manager will initially manage the complaint. 
• Complaints involving serious safety risks, discrimination, or misconduct will 

be escalated to the CEO. 
 

7.5. Serious Misconduct and Corruption Complaints 

7.5.1. Reporting Serious Misconduct 

Complaints involving: 

• Corruption 
• Fraud 
• Conflicts of interest 
• Breaches of Board governance 

Process: 

• Must be reported immediately to the CEO or directly to the Board Chair (where 
the CEO is implicated). 

• Reports can be made confidentially. 
• Investigations will follow governance integrity standards and may involve 

external auditors or investigators. 
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Fairbridge WA Limited will report certain serious misconduct matters to the 
relevant external bodies (e.g., Crime and Corruption Commission, Ombudsman 
WA) where legally required. 

7.6. Anonymous Complaints 

Fairbridge WA Limited recognises that in some circumstances, a person may 
wish to make a complaint anonymously. 

• Anonymous complaints will be accepted and logged where sufficient detail is 
provided to enable investigation or review. 

• Complaint Process relevant to anonymous complaint will be followed. 
• While it may limit the organisation’s ability to investigate fully or provide 

feedback, all reasonable efforts will be made to assess and act upon the 
information provided. 

• Anonymous complaints will be recorded in the Complaints Register and 
marked accordingly. 

• Staff managing anonymous complaints will ensure that these are treated 
with the same commitment to fairness and confidentiality as all other 
complaints. 

8. Implementation and Compliance 

• This policy will be publicised to staff, students, parents, visitors, and clients. 

• The complaints process will be accessible via the Fairbridge website and 
internal systems. 

• Students will be provided with developmentally appropriate explanations about 
their rights to complain and how to do so safely. 

• Staff will receive training on complaint handling, record-keeping, and mandatory 
reporting. 

• Complaints will be logged and monitored to identify systemic issues or areas 
requiring improvement. 

• Compliance with this policy will be reviewed bi-annually and following any 
significant incident. 
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9. Related Policies & Documents 

• Child Safe Code of Conduct 

• 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 

 

10. Review & Amendment Log 

 

Document No Version Document Owner Key Stakeholders 
ADM_POL_007 5 Chief Executive 

Officer 
All Staff, Site 
Supervisors, 
Department 

Managers 
 

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

 

Review Version Review Date Context 
4 26 Apr 2025 Include Child Friendly Process 

Clarify types of complaints 
Supersedes all previous versions excluding  

5 18 Jun 2026 Updated policy to include RTO complaints 
Updated related documents links 
Changed to CLG 

 

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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Note:  

1. Active policies must be saved as PDF documents (or copied to Complispace) 
2. The original Word Document should be saved in the relevant original controlled 

document folder in the governance folder. 
3. Archived Policies should be moved to the archive folder for controlled 

documents in the governance folder. 
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