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Child-Friendly Complaints Policy & Procedures 
At Our Lady of Good Counsel School listen to our students concerns and complaints. We strive to 
make sure any concerns or worries are addressed as soon as possible. We aim to make our school 
a place where you feel happy and feel. This policy has been made so that you know what to do if 
you have a concern or a complaint, who you can talk to and what will happen once you have 
complained. It is important to know that you won’t get in trouble if you complain and we will take 
your complaint seriously.   
 
What does it mean?  
A “complaint” is something you make when you are unhappy about something or someone.  
 
A “concern” is when you have a worry about something or someone.  
 
Both a complaint and a concern can be told to anyone, e.g. your parents, teachers or friend. If you 
tell a teacher or another member of staff at school about a complaint, it will be taken seriously and 
we will listen to what you have to say.  
 
Things to think about when making a complaint 

• Is my complaint about something which affects the whole school or a group of pupils?  
• Could I solve the problem by talking to my parent, class teacher, a teaching assistant, or 

someone else in school?  
• When making a complaint, we ask that you make it as soon as possible so we can properly 

investigate it and resolve any problems you have.  
• If you are making a complaint about someone you shouldn’t complain directly to them – talk 

to your parents, another teacher, assistant principal or principal.  
 
What will happen when I complain? 

• A meeting with a staff member (teacher, assistant principal or principal) to explain the 
problem.  

• During the meeting, the staff member will take notes of what has been talked about, and 
notes of any additional discussions about the complaint will also be noted down.  

• You don’t have to worry if somebody else is told about your complaint; you are not in trouble, 
it just means that the person you told thinks it is best to tell them to keep you safe and happy 
in school.  

What will the school ask me?  
When you make a complaint, the adult you tell will talk to you about the following things:  

• The main problems you have, your options and how it might be dealt with. 
• If any actions will be taken by the school as a result of the complaint.  

 
What if someone is complaining about me?  

• If a complaint is being made about you, you will be asked to talk to the adult responsible 
for the complaint so you have the chance to tell your side of the problem.  

• You will always be treated fairly by the school when looking into the seriousness of the 
complaint.  
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Student Complaints Procedure 
Our Lady of Good Counsel School recognises the right of an individual student to feel free to voice a 
concern. Staff will endeavour to investigate, address and, if required, resolve that concern in an open and 
fair manner. If a student has a concern that they would like addressed, the guidelines below should be 
followed:  

 

Step 1- Teacher  

The student should choose to discuss the concern with the 
staff member with whom they are most comfortable. The 
student may take a friend or their parent for support.  

1. Concern is raised with a trusted 
person  

2. Matter is investigated  
3. Meeting with relevant parties  
4. Resolution agreed by all parties  
5. Matter is documented on SEQTA  
6. Monitoring and evaluation  

 
Step 2- Assistant Principal  

If not resolved in Step 1 
The student speaks to the assistant principal to help resolve 
the issue. The student may take a friend, their class teacher 
or their parent for support.  

1. Concern is raised with the 
assistant principal  

2. Matter is investigated  
3. Meeting with relevant parties  
4. Resolution agreed by all parties  
5. Matter is documented on SEQTA  
6. Monitoring and evaluation  

 
Step 3- Principal  

If not resolved in Step 2 
The student speaks to the Principal. The student may take a 
friend or their parent for support. The Principal may consult 
with teachers, school leaders, parent and/ or external 
agencies. The Principal’s decision is final.  

1. Concern is raised with the 
Principal  

2. Matter is investigated  
3. Meeting with relevant parties  
4. Resolution agreed by all parties  
5. Matter is documented on SEQTA  
6. Monitoring and evaluation  

 

Students should be aware that in some instances confidentiality cannot be guaranteed if the matter is 
serious or criminal in nature. Students need to be aware that school staff may be obliged to share 
information with relevant school leaders and/or the social worker, police or outside agency dependent on 
the nature of the concern.  

Teachers and some other employees have mandatory reporting obligations under the Children and 
Community Services Act 2004 (WA) if they have reasonable grounds to suspect a child is at risk or harm 
and have current concerns about the wellbeing of the child.  

 
 


