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COMPLAINTS PROCEDURE

Students, Parents/Guardians

BRIGIDINE
COLLEGE

Brigidine College Indooroopilly is a Kildare Ministries Independent
Catholic Girls Secondary College for students from Year 7 to Year 12.
The College is committed to the Brigidine vision of transformation of
society through faith and education. It has a proven record of providing
quality and affordable education for the empowerment of young
women. The College strives, in the spirit of Brigid, to build a true
community of students, parents and teachers, reflecting gospel values.
The College motto, Fortiter et Suaviter (Strength and Gentleness) is
lived daily in all interactions. There is an emphasis on the individual
and the common good in all aspects of College life.
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Employees (including full-time, part-time, permanent, fixed-term and

Audience casual), contractors, volunteers and people undertaking work

experience and/or vocational placement and students.
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e Complaints Policy — Students, Parents/Guardians
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1. Purpose

Complaints and grievances are an important way for the College community to provide information
and feedback to the College. The College considers that every complaint provides a valuable
opportunity for reflection and learning. The College recognises a person’s right to make a complaint
and its responsibility to provide a framework within which efforts can be made to resolve complaints.

The College is committed to effective complaints management by managing student, parent and
guardian complaints in an accountable, transparent, timely and fair manner, while protecting the
health and safety of College employees through proactive management of unreasonable complainant
conduct.

2. Role of the College

Complaints and grievances are addressed in an environment where parties feel able to speak up
about issues concerning the education and welfare of their children. This is reflected in:

e Open, two-way communication within the College.

e C(Clear roles and responsibilities for all members of the College community.
e Realistic expectations about what can be achieved by the College.

e An effective, published complaints and grievances handling procedure.

The College’s initial response to an incident or issue is critical. It is appropriate to acknowledge what
has occurred with those involved and offer an apology or expression of regret for any upset or distress
they may have experienced. Those involved in the matter should be assured that the complaint will
be explored and, where possible, a full explanation will be provided once the facts are known. The
College should also indicate the steps it intends to take to prevent a similar incident or issue from
occurring again. When the College receives a complaint (either written or verbal), the College shall
follow the processes outlined below.

3. Complainant Responsibilities
Complainants must:

e Provide all relevant information and documentation to the College when the complaint is made.
e  Understand that resolving complaints may take some time.

e Inform the College of changes affecting the complaint.

e  Ensure that their behaviour and conduct is respectful.
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4. College Responsibilities

It is the responsibility of the College to respond to and address written (letter and electronic) and
verbal (face-to-face and phone) complaints.

The College shall
e  maintain fair procedures for complaint-handling. As a minimum, the procedures include:

e  Who to contact when making a complaint.

e adescription of the actions the College could take once the complaint is received.

e a time frame for acknowledging written complaints and an expected time frame for
complaint resolution.

o the types of outcomes that the complainant could expect.

e information about what the College will do if the complaint is not able to be resolved by the
College and the options the complainant has, to review the decisions of the College.

e the ability for a complainant to submit a written request for a review by the Principal.

e the ability for a complainant to submit a written request for a review by the College Board
Chair after a Principal review.

e  consider all complaints by:

e raising the issues in the complaint with relevant staff and/or members of the College
community.

e consulting, where appropriate, with relevant external stakeholders for technical or other
advice.

e  discussing the College’s findings with the complainant in an attempt to reach an agreed
resolution.

e  considering the engagement of a mediator where a complaint has the potential to become
intractable.

e publicising the College’s complaint-handling procedures within the College community and make
them readily available.

e reviewing the College’s complaint-handling procedures regularly.

e ensuring that formal complaints and grievances received are recorded and actions taken to
resolve the complaint are well documented.

e  maintain records of all formal complaints, both written and verbal.

e ensure that all College staff are aware of the College’s complaint-handling procedures.
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e actively assist community members with the complaint process, informing them that at any point
during the complaint process, they may be assisted by a support person. The complainant should
inform the Principal if they want to include a support person in the complaint process and provide
the name, contact details and the relationship to the complainant. A support person’s role may
include:

e assistance for the complainant to clarify the issues in the complaint.

e discussion of difficulties being experienced by the complainant.

e assistance in the development of a co-operative and collaborative working relationship
between the complainant and the College community.

e assistance for the complainant to understand the College’s policy and guidelines and the
resolution being proposed for the complaint.

5. Resolving Complaints

The Principal may enlist the services of external bodies to help resolve a complaint. Outcomes for
substantiated complaints may include:

an apology or expression of regret.

a change of decision.

a change of policy, procedure or practice.

a refund of payments.

o  offering the opportunity for student counselling or other support.

6. Procedure for Handling Complaints
There are two different ways of handling complaints: through an informal process or a formal process.
6.1 Informal process

Most complaints, concerns and disputes raised with a staff member are of a minor nature, or the
complaint is a result of misunderstanding or lack of communication. These kinds of complaints are
better resolved through an informal process.

1. Where possible, complaints are to be resolved promptly and at the point of receipt.

2. An informal discussion may occur between the complainant and the Principal or appropriate
College Leader. This often leads to resolution (sometimes, the complainant may want the
Principal or appropriate College leader to talk to the College staff member on their behalf). The
College shall retain a file note of the complaint and the resolution.

3. The Principal or appropriate College leader talks to both the complainant and the respondent
separately and then reaches a resolution.

4. The Principal or appropriate College leader can bring the complainant and respondent together
for conciliation. Conciliation is not mandatory however, bringing the complainant and
respondent together to discuss their different perspectives on the issue may encourage quick and
simple resolution.
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If, however, the informal process does not resolve the complaint, then formal procedures should be
implemented. An informal process may be formalised at any time by the Principal, complainant or
respondent.

6.2 Formal Process
There are three steps to the formal procedure. Each of these steps is outlined below.
6.2.1 Investigating the Complaint

Formal procedures begin with obtaining the complaint in writing, including the date of the complaint
and the complainant’s signature (or via email). To investigate the complaint, the Principal or
investigator must:

e  establish the precise nature of the complaint.

e investigate the complaint for substance.

e notify the respondent in writing of the complaints against them.

e notify both parties of the anticipated timeframe to resolution. Some matters may take some
time to reach resolution.

e advise both the complainant and respondent of their right to have a support person with them
at all interviews and discussions

e interview the complainant and respondent separately

e  keep written accounts of all interviews and discussions

6.2.2 Making a Finding

To make a finding, the Principal or investigator must consider all the evidence. If it is established that
the complaint has no substance and evidence is vague or ill-defined, then the complaint can be
dismissed. A letter outlining the outcome of the investigation must be sent to both the complainant
and the respondent.

6.2.3 Determining Appropriate Action

If the evidence is clear and the Principal or investigator can substantiate the complaint, appropriate
action must then be determined by the Principal. A written response outlining the issues, the decision
and the outcome of the complaint should be sent to both the complainant and the respondent. It may
not always be possible to resolve all complaints to the satisfaction of the parties. This could happen
when the nature of the issues raised in the complaint is governed by external authorities, other College
policies or procedures or if there are unrealistic expectations about the outcome of the complaint.

7. Vexatious/Malicious Complaints

Complaints found to be of a vexatious or malicious nature may be dismissed with no further action.
In these instances, counselling may be offered to both the complainant and the respondent.
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8. Complaints about the Principal
Complaints about the Principal are to be submitted, in writing, to the Brigidine College Board Chair.
9. Confidentiality and Documentation Control

It is the Principal’s responsibility to ensure that all complaints are handled confidentially and that all
documents are confidentially and securely stored. Information will be shared on a need to know basis.
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10. Flow Charts

Summary of Informal Complaint Procedure

e Evaluate Complaint
ool © Take any immediate action

Received

e Discussion between Complainant and Principal/BCl Leader
e Principal/BCl Leader talks to Respondent
e Conciliation if required

 Resolution determined by Principal/BCl Leader
e Documenation retained in a confidential manner

Summary of Formal Complaint Procedure

e Complaint received in writing
_ * Evaluate Complaint
SCIRBIEINEY . Take any immediate action

Received

e Principal or Investigator to interview Complainant
* Respondent to be notified of complaint in writing
* Respondent and any witnesses to be interviewed
* Principal/Investigator makes findings based on evidence

* Resolution determined by Principal/BCl Leader
e Complainant and Respondent notified of outcome in writing
e Documentation retained in a confidential manner
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Version 2 November 2022 Review, minor 8 November 2022
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