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Complaints and Grievances Policy 
 

College Identity and Values 

 
Plenty Valley Christian College (the college) is a Christ-centred college  

that pursues excellence in education and character,  
daring our students to be engaged, equipped, and empowered  

to transform their communities, local and global. 
 
Plenty Valley Christian College is an independent co-educational, Kinder – Year 12 College. The 
college is a member of Christian Education National, a national partnership of Christian schools whose 
core values align with ours in: 

• celebrating the lordship of Christ over all of life; 

• positioning the gospel rather than cultural forces as the primary shaper of how we think and live; 

• affirming the role of parents as having responsibility to ensure their children are educated within this 
understanding. 
 

The college seeks to operate and employ the principles, practices and values of a Christian theology 
and tradition to underpin, be integral to and formational in all relationships, activities and learning. 

 
Plenty Valley Christian College (PVCC) is committed to fostering a safe, respectful and supportive 
College environment where concerns and complaints are managed fairly, respectfully and in a timely 
manner. This Policy outlines the College’s approach to receiving, managing and resolving complaints 
and grievances, and supporting positive relationships across the College community, in accordance 
with the Education and Training Reform Act 2006 (Vic) and the VRQA Minimum Standards for School 
Registration. 
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2 Policy Objective 

2.1 Purpose 

The purpose of this Complaints and Grievances Policy is to provide a clear framework that guides 
decision-making, practices and behaviours at PVCC in relation to raising, managing and resolving 
concerns or complaints. This Policy ensures that students, parents/carers, staff, volunteers, contractors 
and members of the College community have safe, accessible and respectful avenues to raise a 
complaint and seek resolution. 
 
This Policy supports PVCC's obligations under: 

• The Education and Training Reform Act 2006 (Vic) 

• The VRQA Minimum Standards for School Registration. 

• Ministerial Order No. 1359: Victorian Child Safe Standards for Non-Government Schools (2022) 

• The Child Wellbeing and Safety Act 2005 (Vic). 

• The Disability Discrimination Act 1992 (Cth) and Disability Standards for Education 2005 (Cth). 

• The Equal Opportunity Act 2010 (Vic) and Charter of Human Rights and Responsibilities Act 
2006 (Vic). 

• The Privacy Act 1988 (Cth) and Australian Privacy Principles. 
 
Where a complaint involves a child or young person, the process prioritises their safety, wellbeing, 
voice and rights, in accordance with the Child Safety and Wellbeing Policy and the Child Safety and 
Wellbeing Reporting Procedure. The College provides reasonable adjustments, and communication 
supports to ensure that students and families can meaningfully participate in the complaints process, 
including where they have a disability, are from a culturally or linguistically diverse background, or 
require other accessibility supports. 
 
The aim of this Policy is to foster a positive, respectful environment where concerns are addressed 
promptly, fairly and confidentially. While not every complaint can be resolved to the satisfaction of all 
parties, the College ensures that all concerns are heard, recorded and responded to with clear, 
transparent communication at each stage. Both informal and formal pathways are available to support 
timely and proportionate resolution. 

2.2 Scope 

This Policy sets out PVCC's framework for raising, receiving, managing and resolving complaints and 
grievances. It establishes the principles, processes and responsibilities that apply to all complaints, 
including those relating to: 

• The conduct or performance of a staff member, volunteer, contractor or external service provider. 

• The conduct of a student or parent/carer. 

• A College decision, action, policy or procedure. 

• The educational, pastoral or wellbeing services provided by the College. 

• Discrimination, harassment, bullying or victimisation. 

• Child safety concerns and reportable conduct allegations, which are managed in accordance with 
the Child Safety and Wellbeing Reporting Procedure. 

• Privacy concerns or breaches of the Privacy Policy. 
 
This Policy applies to all of the PVCC community, including: 

• Board members and those involved in governance. 

• Employees (teaching, non-teaching, casual and fixed-term staff). 

• Volunteers, contractors and external service providers engaged by the College. 

• Current and former PVCC students engaged in paid or unpaid work at the College. 

• Students and prospective students. 
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• Parents/carers and members of the College community. 
 
This Policy applies to all environments and activities connected to PVCC, including: 

• On-site at College premises. 

• Off-site activities, including camps, excursions, sporting events and community programs. 

• Online and digital environments used for learning, communication or administration. 

• Any setting where individuals are acting in connection with their role at the College. 

3 Policy Principles 

3.1 Principles 

In receiving and responding to complaints, the following guiding principles direct PVCC's actions: 

• Complaints relating to College matters are best received and resolved at the College level, with 
all parties expected to act in good faith and engage respectfully and openly. Complaints that 
cannot be resolved at the Executive Principal level may be escalated to the Chair of the Board 
where appropriate. 

• All complaints are received and managed in a way that is culturally safe and sensitive to the 
diverse circumstances of students and families, with particular care for Aboriginal and Torres 
Strait Islander students, students from culturally and linguistically diverse backgrounds, students 
with disability, LGBTQI+ students, and any student in vulnerable circumstances. 

• The College provides reasonable adjustments, communication supports and accessible 
complaint pathways to ensure that students, families and staff can meaningfully participate in the 
complaints process, including where they have a disability or require interpreter or other 
accessibility supports. 

• Complainants can expect their concern to be taken seriously and responded to in a respectful, 
thorough and timely manner. 

• The person or persons against whom a formal complaint is made will be informed of the 
substance of the complaint and provided with a fair opportunity to respond. 

• Procedural fairness is observed at all stages of the process, including the right of all parties to be 
heard, to know the substance of any allegation, to have decisions made by an impartial decision-
maker, and to be informed of the outcome and reasons. 

• Confidentiality, privacy, impartiality and respect for the dignity of all parties are embedded 
throughout the complaints process. 

• The complaints process seeks to restore respectful and constructive relationships wherever 
possible. 

• The best interests of students, the wellbeing of the College community and the rights of all 
individuals involved are carefully weighed in decision-making. 

• Where a complaint raises a child safety concern, the safety and wellbeing of the child is the 
paramount consideration, and the matter is managed in accordance with the Child Safety and 
Wellbeing Reporting Procedure. Decisions on managing child safety complaints are made on the 
basis of risk to children and do not take into account potential reputational risk or damage to the 
College. 

• Record keeping, reporting, privacy and employment law obligations are met at every stage of 
receiving, managing and resolving complaints.  

3.2 Definitions 

Term Definition 

Anonymous 
Complaint 

A complaint received without the name or identity of the complainant. Anonymous 
complaints are considered and acted on to the extent that sufficient information is 
provided to enable appropriate response. 
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Term Definition 

 

Child Safety 
Complaint 

A complaint, concern, disclosure or allegation involving a child safety matter, 
including suspected child abuse, grooming, reportable conduct, breaches of the Child 
Safety Code of Conduct, or harm to a child by a staff member, volunteer, contractor 
or another student. Child safety complaints are managed in accordance with the 
Child Safety and Wellbeing Policy and the Child Safety and Wellbeing Reporting 
Procedure. 
 

Complainant 
The person or party making a complaint. 
 

Complaint 

An expression of dissatisfaction, verbal or written, about an action taken, decision 
made or service provided by the College, or about a failure to act, decide or provide 
a service. 
 

Conflict of 
Interest 

A situation where a person managing or investigating a complaint has, or may be 
perceived to have, a personal, financial, family, professional or other interest that 
could compromise their impartiality. 
 

Early 
Resolution 

An approach to addressing concerns promptly and informally at the earliest 
possible stage, with the aim of resolving issues before they escalate. 
 

Formal 
Complaint 

A complaint submitted in writing, or a complaint that the College determines requires 
formal handling due to its seriousness, complexity or potential impact. 

Grievance 

An expression of dissatisfaction made to the College about the conduct of College 
activities or about the complaint management process itself, where a response is 
expected. For simplicity, the term grievance is used in this Policy to include 
complaints and interpersonal disputes. It does not include child safety complaints, 
which are managed under the Child Safety and Wellbeing Reporting Procedure. 

Informal 
Complaint 

A concern or issue raised verbally or through informal means that may be resolved 
without formal investigation. 

Investigator 

A person appointed by the College, internal or external, to conduct a fair, thorough 
and impartial investigation into a complaint. The investigator gathers facts, interviews 
relevant parties, analyses information and recommends findings or actions, acting 
with neutrality, professionalism and respect for confidentiality. 

Procedural 
Fairness 

A requirement that decision-making processes are fair, impartial and transparent. 
Procedural fairness includes the right of individuals to be heard, to know the 
substance of any allegation, to respond to allegations, to have decisions made by an 
impartial decision-maker, and to be informed of the outcome and reasons. 

Reasonable 
Adjustments 

Measures or supports provided to ensure that students, families, staff or other 
complainants with disability or other access needs can participate fully in the 
complaints process. Adjustments may include communication supports, interpreter 
services, modified procedures, alternative formats or assisted complaint options. 

Reportable 
Conduct 

Conduct by a worker (staff member, volunteer, contractor or other person engaged 
at the College) that falls within one of the categories defined under the Child 
Wellbeing and Safety Act 2005 (Vic). Reportable conduct allegations are notified to 
the Social Services Regulator (SSR) in accordance with the Reportable Conduct 
Scheme. 

Respondent The person or party against whom a complaint is made. 

Vexatious 
Complaint 

A complaint made in bad faith, without reasonable grounds, primarily for the purpose 
of harassing, annoying or causing detriment to another person. The College 
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Term Definition 

manages vexatious complaints in accordance with this Policy while protecting the 
rights of all parties. 

3.3 Roles and Responsibilities 

Role Responsibility 

Board 
• Provide governance oversight of complaints management at PVCC.  

• Approve and review this, Policy.  

• Monitor that complaints are managed consistently, fairly and in compliance with 
legislation and standards. 

• Receive escalated complaints concerning the Executive Principal or other 
matters referred to the Board.  

• Receive periodic reporting on complaints trends, child safety complaints, 
reportable conduct matters and continuous improvement actions. 

• Oversee the College's complaints risk profile.  

• Review periodic complaints reporting, including trends, themes and the 
effectiveness of resolution.  

Executive 
Principal 

• Ensure College-wide compliance with this Policy.  

• Oversee the receipt, assessment, management and resolution of complaints.  

• Ensure procedural fairness, confidentiality and timely communication at every 
stage.  

• Ensure that complainants with disability or other access needs are provided with 
reasonable adjustments.  

• Advise the Board on systemic issues identified through complaints data. 

• Allocate resources needed to support effective complaints handling.  

• Escalate serious, complex or high-risk matters to the Chair of the Board and 
refer reportable conduct matters to the Social Services Regulator in accordance 
with the Child Safety and Wellbeing Reporting Procedure. 
 

Primary 
Principal  / 
Secondary 
Principal 

• Receive and respond to complaints raised within their sub-school at the earliest 
practicable opportunity.  

• Apply early resolution and informal resolution pathways where appropriate.  

• Escalate serious, complex, cross-sub-school or unresolved complaints to the 
Executive Principal.  

• Refer any child safety complaint immediately to a Child Safety Officer or the 
Executive Principal in accordance with the Child Safety and Wellbeing Reporting 
Procedure, regardless of any sub-school resolution attempt.  

• Ensure that complainants in their sub-school are kept informed throughout the 
process and that reasonable adjustments are made available where required. 
 

Director of 
Business 

• Support the Executive Principal in the operational management of non-child-
safety complaints.  

• Maintain the College's Complaints Register. 

• Coordinate record keeping, investigation logistics and external advice as 
required.  

• Ensure complaints records are stored, retained and disposed of in accordance 
with the Information and Records Management Policy. 
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Role Responsibility 

Child Safety 
Officer/s & 
Child Safety 
Committee 

• Receive and triage child safety complaints in accordance with the Child Safety 
and Wellbeing Reporting Procedure.  

• Support complainants, including children and young people, to raise concerns 
safely and confidentially.  

• Liaise with external authorities (Victoria Police, DFFH Child Protection, Social 
Services Regulator, VIT) as required.  

• Monitor child safety complaints data for trends or systemic issues and report 
these to the Executive Principal. 
 

All Staff 
(Teaching, 
Non-Teaching, 
Casual and 
Fixed-Term) 

• Treat all complaints with respect, seriousness and sensitivity.  

• Follow the procedures set out in this Policy and uphold procedural fairness.  

• Maintain confidentiality and comply with privacy obligations.  

• Escalate complaints promptly to the Executive Principal, Director of Business or 
Child Safety Officer as appropriate.  

• Support complainants with disability or other access needs by offering 
communication supports or adjustments.  

• Participate in investigations or reviews when required. 

• Comply at all times with mandatory reporting, failure to disclose, failure to protect 
and Reportable Conduct Scheme obligations, regardless of any complaints 
process. 
 

Volunteers and 
Contractors 

• Comply with this Policy where engaged in College activities.  

• Report complaints and concerns through the appropriate College channels.  

• Maintain confidentiality and follow directions regarding the secure handling of 
complaints information. 
 

Parents and 
Carers 

• Raise concerns respectfully and provide accurate information.  

• Engage constructively in the complaints resolution process.  

• Request reasonable adjustments or communication supports where needed.  

• Work collaboratively with the College to support resolution. 
 

Students 

• Raise concerns through any trusted staff member, the Child Safety Officer or 
any of the complaints pathways set out in this Policy.  

• Have any complaint taken seriously, treated confidentially and responded to in 
an age-appropriate, supportive manner.  

• Provide information honestly and engage respectfully in the resolution process. 
 

3.4 Location and Informal Resolution First 

Where possible, grievances are addressed locally and informally. Concerns raised with a staff member 
are managed as informally and confidentially as the circumstances allow, with all parties expected to 
engage courteously, in good faith and in a solution-focused manner. Anonymous grievances that do 
not contain sufficient information to assess or action cannot be progressed under this Policy, but 
information arising from anonymous reports may still be used to inform the College's risk management 
and continuous improvement processes. 

3.5 Policy Application and Overring Obligations 

PVCC uses this Policy to resolve grievances that fall within the College's area of responsibility. Serious 
misconduct, criminal conduct, child safety concerns, reportable conduct allegations and any matter 
involving suspected child abuse, grooming or harm to a child are referred to the appropriate external 
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authority (Victoria Police, DFFH Child Protection, the Social Services Regulator, the VRQA or the 
Victorian Institute of Teaching) in accordance with the Child Safety and Wellbeing Policy and the Child 
Safety and Wellbeing Reporting Procedure. Where a matter meets the threshold for mandatory 
reporting, failure to disclose, failure to protect or the Reportable Conduct Scheme, the College 
manages those obligations separately from the general complaints process to ensure full compliance 
with legislation. These obligations operate independently of, and override, this Policy. 

3.6 Reporting Override 

Nothing in this Policy or any College instruction prevents or limits a staff member, volunteer, contractor, 
student or parent/carer from reporting child abuse, child safety concerns or reportable conduct directly 
to external authorities. Staff are not required to judge the truth of a concern before reporting and are 
protected from victimisation, adverse treatment or retaliation when reporting in good faith. Child safety 
reporting obligations override any process under this Policy at all times.  
 
Decisions on the management of child safety complaints are made on the basis of risk to children. 
Reputational risk to the College is not a relevant consideration in any reporting, investigation or 
response decision under this Policy. 
 

3.7 Oversight and Escalation 

The Executive Principal is responsible for overseeing the management of complaints and for ensuring 
that serious, complex or high-risk matters are escalated to the Chair of the Board where required. The 
Executive Principal consults with relevant members of the Leadership Team and, where necessary, 
appoints internal or external persons with appropriate skills and expertise to support dispute resolution 
or conduct a formal investigation. 
 
Where a complaint relates to the conduct of the Executive Principal, the matter is referred directly to the 
Chair of the Board, board_chair@pvcc.vic.edu.au . Where the complaint relates to the Chair of the 
Board, the Board will nominate an alternative independent representative to manage the complaint. 

3.8 Communication During Complaints Process 

Communication during the complaints process is open, honest and respectful, with a focus on the 
issues rather than the individuals involved. All parties are expected to: 

• Listen carefully and respond respectfully. 

• Uphold the responsibilities and boundaries set out in the College's codes of conduct. 

• Respect the relationship parents and carers have with their children, and the professional 
responsibilities of staff. 

• Maintain the dignity and privacy of all parties. 
 
Where a concern is discussed in the presence of students, parents and carers are asked to ensure that 
the student continues to have confidence that the matter will be resolved respectfully at the College 
level. Constructive feedback raised through appropriate channels supports continuous improvement 
and the wellbeing of students. 

3.9 Confidentiality 

PVCC is committed to creating a safe and respectful environment for all members of the College 
community. Confidentiality is maintained throughout the complaints process so far as practicable, 
recognising that some disclosure may be necessary to: 

• Understand what occurred. 

• Ensure procedural fairness for all parties. 

mailto:board_chair@pvcc.vic.edu.au
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• Progress the matter toward an appropriate resolution; or 

• Comply with legal, regulatory or child safety reporting obligations. 
 
All persons aware of a complaint, or involved in an informal or formal complaint process, are required to 
maintain confidentiality. This includes the complainant, the respondent and any witnesses. Discussing 
the complaint inappropriately, spreading rumours or gossip, or posting information on social media or 
other public forums may: 

• Harm the wellbeing of those involved. 

• Compromise the integrity of the process. 

• Expose individuals to defamation or other legal risk. 

• Breach privacy or employment law obligations. 
 
A complainant or respondent may discuss the complaint with a designated support person or 
representative. Any support person or representative is also required to maintain confidentiality and 
uphold the privacy and safety of all parties. 
 
Personal information collected, used and disclosed during the complaints process is handled in 
accordance with the Privacy Act 1988 (Cth), the Australian Privacy Principles, the Health Records Act 
2001 (Vic) and the College's Privacy Policy. Records are stored securely and retained in accordance 
with the Information and Records Management Policy. 
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4 Complaints and Grievances Procedure 

4.1 Preliminary Steps 

A. Speak Directly to the Person (Where Safe and Appropriate) 
If your concern relates to the conduct of a particular person, and you feel safe and comfortable doing 
so, you may choose to speak directly with the person involved before making a formal complaint. This 
should occur in a private setting that allows for a confidential and respectful discussion. 
 
When raising the issue, you may wish to: 

• Identify the conduct or behaviour causing concern. 

• Explain its impact. 

• Describe how you would like the matter resolved. 
 
This approach is not appropriate where: 

• The concern relates to suspected child abuse, grooming, harm to a child, reportable conduct, 
criminal conduct or any matter involving the safety of a child or young person. 

• There is a power imbalance, fear of retaliation or any safety concern. 

• Direct contact has been attempted and the matter remains unresolved. 
 
In any of these circumstances, lodge the matter through the appropriate pathway below. 
 
B. Lodging a Complaint with PVCC 
Complaints may be lodged in writing or verbally. You can use our concerns@pvcc.vic.edu.au email. 
The appropriate pathway depends on who or what the complaint is about: 

• About a staff member, volunteer, contractor or student: lodge the complaint with the 
Executive Principal, the relevant Primary, Secondary Principal or a designated member of the 
Leadership Team. 

• About the Executive Principal: lodge the complaint in writing with the Chair of the Board, 
board_chair@pvcc.vic.edu.au. 

• About a member of the Board (other than the Chair): lodge the complaint with the Chair of the 
Board. board_chair@pvcc.vic.edu.au 

• About the Chair of the Board: lodge the complaint with the Deputy Chair or the Board's 
nominated independent representative. 

• About a child safety matter: report the concern in accordance with the Child Safety and 
Wellbeing Reporting Procedure. The Executive Principal, any Child Safety Officer or any trusted 
staff member can receive a child safety report at any time. 
 

Members of the College community who raise grievances directly with individual Board members will 
be directed to follow the procedures set out in this Policy. 
 
The Executive Principal, or delegate, determines the most appropriate person and process to handle 
the complaint based on its nature, seriousness, complexity and risk profile. 

 
C. Additional Avenues for Providing Feedback 
The College supports multiple avenues for providing feedback or raising concerns, including: 

• Written correspondence to the College. 

• Meetings with the Executive Principal, School Principal or other staff. 

• Formal parent/carer surveys and engagement forums. 

• Scheduled feedback sessions and community consultations. 

• The College's website and parent portal feedback channels. 

mailto:concerns@pvcc.vic.edu.au


 

Complaints and Grievances Policy 

Approved Date: 05/2026 

Review Date: 05/2028 

11 

 
The Executive Principal determines the appropriate management pathway for concerns raised through 
these channels. 

 
D. Misconduct, Serious Misconduct and Reportable Conduct 
All allegations of misconduct, serious misconduct or reportable conduct involving staff, volunteers or 
contractors are reported to the Executive Principal. 
 
Reporting to the Victorian Institute of Teaching (VIT) 
Complaints involving teacher conduct may also be reported directly to the VIT, the statutory regulator 
for teacher registration and conduct: 1300 888 067 or vit@vit.vic.edu.au. 
 
Criminal Conduct 
Conduct that may constitute a criminal offence (including assault, threats, sexual offences or grooming) 
is reported to Victoria Police. Initial consultation with the Executive Principal or a Child Safety Officer 
may assist in determining the appropriate pathway, but this consultation is not a precondition to 
reporting and does not delay or substitute for police reporting. 
 
Reportable Conduct (Reportable Conduct Scheme) 
Allegations of reportable conduct against a worker (including any staff member, volunteer or contractor) 
are notified to the Social Services Regulator (SSR) within three business days, in accordance with the 
Child Safety and Wellbeing Reporting Procedure.  
 
Reportable conduct includes: 

• A sexual offence committed against, with or in the presence of a child. 

• Sexual misconduct committed against, with or in the presence of a child. 

• Physical violence committed against, with or in the presence of a child. 

• Behaviour causing significant emotional or psychological harm to a child. 

• Significant neglect of a child. 
 
Allegations against the Executive Principal are reported to the Chair of the Board, who is the Head of 
Entity for the purposes of SSR notification in those circumstances. 
 
E. Mandatory Reporting and Failure to Disclose / Failure to Protect Obligations 
All adults in Victoria must report to Victoria Police where they form a reasonable belief that a sexual 
offence has been committed against a child under 16: 

• Failure to disclose (s.327, Crimes Act 1958 (Vic)) is a criminal offence. 

• Grooming (s.49M, Crimes Act 1958 (Vic)) must be reported to Victoria Police. 

• Failure to protect (s.49O, Crimes Act 1958 (Vic)) applies to persons in positions of authority within 
the College. 

 
Mandatory reporters under the Children, Youth and Families Act 2005 (Vic) must report to DFFH Child 
Protection where they form a reasonable belief that a child is in need of protection. If unsure, contact 
the Executive Principal, a Child Safety Officer or Victoria Police immediately. These obligations operate 
independently of, and override, this Procedure. 
 
F. Child Abuse Complaints 
Child abuse includes: 

• Physical or sexual abuse, including grooming. 

• Emotional or psychological harm. 

• Serious or significant neglect. 

• Family violence involving a child. 
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All complaints of suspected child abuse are reported to the Executive Principal or any Child Safety 
Officer immediately, and managed in accordance with the Child Safety and Wellbeing Reporting 
Procedure and the PROTECT Four Critical Actions for Schools. 

 
G. Anonymous Complaints 
The College assesses anonymous complaints to the extent possible. However: 

• Insufficient information may limit the College's ability to investigate. 

• Procedural fairness requires that respondents are informed of the substance of allegations made 
against them, which may not be possible without an identified complainant. 

 
The Executive Principal determines what action, if any, can be taken on an anonymous complaint. All 
anonymous complaints are recorded in the Complaints Register and may be used to inform risk 
management and continuous improvement. 
 
H. Complaints Relating to Information Sharing (CISS and FVISS) 
PVCC is a prescribed Information Sharing Entity under the Child Information Sharing Scheme (CISS) 
and the Family Violence Information Sharing Scheme (FVISS). Where a complaint relates to the 
College's information sharing practices, the College records: 

• The date the complaint was received. 

• The nature of the complaint. 

• The steps taken to resolve it. 

• Strategies implemented to prevent recurrence. 

• The timeline for resolution. 

• Any further action required. 

4.2 Assessment and Management of Complaints 

The person appointed to manage the complaint (the Investigator) will: 

• Acknowledge receipt within three College working days. 

• Assess the nature, seriousness and risk associated with the complaint. 

• Determine the appropriate process for resolution (dismissal, informal, formal, or external referral). 

• Inform the complainant of next steps and expected timeframes. 

• Conduct a fair and impartial investigation where required. 

• Ensure that complainants with disability or other access needs are provided with reasonable 
adjustments. 

• Maintain accurate, contemporaneous records and comply with privacy obligations. 
 
Timeframes for Key Stages Include: 

• Acknowledge receipt of the complaint within three College working days. 

• Communicate the outcome of Stage 1 (informal resolution) within three College working days of 
the outcome being reached. 

• Communicate the outcome of Stage 2 (formal complaint) within 15 College working days of 
completing the investigation, where practicable. 

• Communicate the outcome of Stage 3 (Board Chair review) within 45 College working days of the 
review being requested, where practicable. 

• Where any of these timeframes cannot be met, keep the complainant informed of the status of 
the complaint and the steps being taken to progress resolution. 

 
The Investigator may seek external advice, including legal, child safety, mental health or other expert 
support, to ensure the complaint is handled appropriately. Where the complaint relates to a child safety 
matter, the Child Safety and Wellbeing Reporting Procedure governs the process and overrides this 
Procedure to the extent of any inconsistency. 
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4.3 Dispute Resolution Within the College 

A. Initial Investigation 
The College conducts an initial investigation to establish the facts. After establishing the relevant 
information, the Investigator determines whether the grievance: 

• Will be dismissed (with reasons recorded). 

• Will be managed informally. 

• Will require a formal investigation; or 

• Will be referred to an external consultant or dispute resolution expert. 
 
The Investigator keeps accurate, contemporaneous records of all steps taken, including written notes of 
conversations and meetings. All investigation records are maintained in accordance with the 
Information and Records Management Policy. The impact of the grievance on any child involved or 
affected is considered at every stage. 

 
B. Informal Complaint Procedure 
The Investigator may determine that an informal process is appropriate where the matter is less serious 
and does not warrant disciplinary action. Informal resolution aims to address concerns quickly and 
respectfully. 
 
Informal options may include: 

• Discussing the issue with the person the complaint relates to. 

• Facilitating a meeting between the parties to support mutual understanding and resolution. 

• Restorative or relational practices to repair the relationship. 
 
Throughout the informal process, the Investigator will: 

• Consider and manage the impact of the grievance on any child involved. 

• Ensure any adjustments or communication supports are provided for those who require them. 

• Keep written records of all discussions, actions and outcomes in accordance with the Information 
and Records Management Policy. 

 
C. Formal Complaint Procedure 
Where appropriate, the Investigator implements the formal complaint procedure. A formal investigation 
involves gathering information, making findings on the available evidence, and determining appropriate 
outcomes. Formal investigations are conducted promptly to protect the interests of all parties. 
 
The Investigator will: 

• Conduct the investigation in line with procedural fairness. 

• Inform the complainant of the investigation process, confidentiality expectations and any 
adjustments required. 

• Take a formal statement from the complainant capturing who, what, when, where and any 
relevant context. 

• Seek the complainant's expectations regarding outcomes. 
 

If the complaint is about an individual (the respondent), the Investigator, in consultation with the 
Executive Principal or relevant leader, will: 

• Provide the respondent with written notice of the complaint. 

• Outline the key particulars of the allegation. 

• Invite the respondent to a meeting and allow them to bring a support person. 

• Where the preferred support person is unavailable, allow a delay of at least 24 hours. 
 
Meetings are conducted in a private setting with minimal interruptions. At the meeting, the Investigator 
will: 

• Explain the substance of the grievance and the basis of the concerns. 
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• Allow the respondent reasonable time to consider and respond. 

• Permit the respondent to ask questions and provide their perspective. 

• Remind the respondent of confidentiality requirements. 
 
Following the meeting, the Investigator considers the information gathered and determines next steps. 
 
If no action is required: The complainant and respondent are advised. Informal resolution or future-
focused communication may be facilitated to rebuild constructive relationships. 
 
If the grievance is established: The Investigator, in consultation with the Executive Principal, 
determines appropriate corrective or disciplinary action. Outcomes are communicated to the 
respondent in writing. All formal investigation records remain confidential to the extent possible and are 
maintained in accordance with the Information and Records Management Policy. 

4.4 Possible Outcomes 

The complainant and respondent are notified of the outcome of the informal or formal complaint 
procedure. 
 
Possible outcomes vary depending on the nature, seriousness and circumstances of the complaint. 
Where an investigation establishes that unlawful conduct has occurred, or that a policy, contractual 
obligation or behavioural expectation has been breached, disciplinary action may be taken (up to and 
including termination of employment, engagement or enrolment). Any disciplinary action is confidential 
and discussed only with those directly involved. 
 
The primary purpose of grievance resolution is to address issues in a fair, respectful and constructive 
way. In some cases, the most appropriate outcome is a recommendation to improve processes, 
communication or practice rather than action against an individual. In other cases, the parties may 
need to agree to disagree. 
 
Outcomes of complaints and grievances may include: 

• An apology, verbal or written. 

• Mediation with an internal or external mediator. 

• An official warning. 

• Disciplinary action, up to and including termination of employment, engagement or enrolment. 

• A behavioural contract (in the case of a student). 

• Pastoral or wellbeing support. 

• An undertaking that the behaviour will not be repeated. 

• Amendments to policy, procedure or communication practices. 

• Referral to external authorities (Victoria Police, DFFH Child Protection, the SSR, the VIT or the 
VRQA) where required. 

4.5 Appeals Process 

Complainants and respondents are entitled to request a review of decisions made under this Policy. An 
application for appeal must be made in writing to the Executive Principal, briefly outlining the reasons 
for the appeal and the outcome sought. 
 
Before lodging an appeal, the individual is encouraged to first discuss the matter with the Investigator to 
clarify the basis of the decision and any new information that may be relevant. 
 
The Executive Principal has discretion to determine whether an appeal will proceed. An appeal may not 
be accepted where: 
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• The application is made more than 12 months after the event, and there are no exceptional 
circumstances justifying the delay. 

• The application is frivolous or vexatious. 

• The original action or decision was lawful and reasonable in the circumstances. 

• The individual has already sought a review of the same matter under this Policy. 

• The applicant does not have a sufficient direct personal interest in the outcome. 

• An alternative internal process is more appropriate (for example, a disciplinary, anti-bullying, 
discrimination or workplace health and safety process). 

 
Previously Addressed, Stale or Vexatious Complaints 
Complaints that have been previously addressed by the College or externally, or that were not raised 
within a reasonable period having regard to the nature of the matter, will not be reconsidered in the 
absence of highly relevant new information or evidence. Where a complaint is determined to be 
vexatious, stale or previously addressed, the complainant is advised in writing with reasons. The 
College does not tolerate vexatious complaints and may take action in accordance with the relevant 
code of conduct where a complaint is made in bad faith. 

 
If the appeal is accepted, the Executive Principal determines how the decision will be reviewed, taking 
into account the nature of the matter, procedural fairness and the needs of any students affected. The 
Executive Principal may consult with the Chair of the Board where appropriate. 
 
Once the review is complete, the Executive Principal advises the individual of the outcome. Possible 
review outcomes include: 

• Confirming the original decision. 

• Undertaking further investigation where new information is available. 

• Varying the action. 

• Setting aside the original action and substituting a new outcome. 

• Dismissing the grievance as unsubstantiated. 
 
If the complainant is not satisfied with the appeal outcome or the way the College has handled the 
complaint, the matter may be escalated to the Chair of the Board for review. 

4.6 External Oversight Bodies 

If a complainant remains dissatisfied after the College's internal processes are completed, they may 
contact an external oversight body. Relevant bodies include: 

• Victorian Registration and Qualifications Authority (VRQA): For complaints relating to 
compliance with the VRQA Minimum Standards. 

• Social Services Regulator (SSR): For reportable conduct matters and the Child Safe 
Standards. 

• Victorian Institute of Teaching (VIT): For complaints about a registered teacher. 

• Victoria Police: For criminal matters. 

• DFFH Child Protection: For child protection concerns. 

• Office of the Australian Information Commissioner: For privacy complaints. 

• Australian Human Rights Commission or Victorian Equal Opportunity and Human Rights 
Commission: For discrimination, harassment or human rights complaints. 

4.7 Expectations of Parents and Carers Raising Concerns 

When raising a concern or complaint, PVCC asks that parents and carers: 

• Raise the concern as soon as possible after the issue arises. 

• Communicate constructively, fairly and respectfully. 

• Provide complete and factual information to support the College's understanding. 
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• Maintain confidentiality and respect the sensitive nature of complaints. 

• Act in good faith and follow the College's defined complaint pathways. 

• Maintain realistic expectations about possible outcomes and remedies. 
 
Where a concern relates to the conduct of another student or another student's family member, the 
matter is reported directly to the College through the student's teacher, Sub-School Principal, the 
Executive Principal or a Child Safety Officer. Parents and carers must not approach a student who is in 
the care of the College to discuss or chastise them. Direct contact between parents or carers about an 
incident that occurred at the College or during a College activity is discouraged. 
 
Parents and carers are expected to engage respectfully and avoid behaviour that is intimidating, 
aggressive or inappropriate. If communication becomes unreasonable, threatening or discourteous, the 
Executive Principal may terminate the discussion and arrange an alternative time or method to 
continue. Ongoing breaches of behavioural expectations may result in further action in accordance with 
the College's codes of conduct. 
 
PVCC acknowledges that some families may require communication supports or reasonable 
adjustments due to disability, language or other access needs. The College provides appropriate 
assistance to ensure all parents and carers can raise concerns safely and effectively. 

4.8 How Students Can Raise a Concern 

PVCC is committed to ensuring that students feel safe, heard and supported when raising a concern. 
Speaking up in good faith is always the right thing to do. 
 
Students can raise a concern with any trusted staff member at any time. Depending on the nature of 
the concern, the following pathways are available: 

• For classroom or curriculum concerns: the class teacher or Head of Sub School. 

• For wellbeing, social or pastoral concerns: the Homegroup teacher, Head of Sub School, School 
Counsellor or Chaplain. 

• For concerns about a staff member or another student: the School Principal (Primary or 
Secondary) or the Executive Principal. 

• For child safety concerns: any Child Safety Officer, the Executive Principal, or any trusted adult at 
the College: there is no wrong door. 

• For concerns about the Executive Principal: the Chair of the Board directly. 
 
Students will not be victimised, subjected to reprisal, or treated less favourably for raising a concern in 
good faith. The College takes all student concerns seriously, manages them confidentially where 
possible, and responds in an age-appropriate and supportive manner. A student may have a support 
person present (such as a parent, carer or trusted staff member) during any meeting related to their 
concern. 

4.9 Support Persons in Complaints Meetings 

Parents, carers, complainants and respondents may have a support person present during meetings 
with the Executive Principal or other College staff. The support person may be a family member, friend 
or a professional familiar with the individual. Professionals attending as support persons are asked to 
provide their name and professional details before the meeting. The Executive Principal retains 
discretion to determine whether an external professional may participate. Support persons assist 
communication and promote constructive engagement; they do not speak on behalf of the individual 
unless specifically invited to do so. 
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4.10 Withdrawal of a Complaint 

A complainant may withdraw a complaint at any stage. The withdrawal must be made in writing to the 
Executive Principal or, where applicable, the Chair of the Board. 
 
Where a withdrawal is communicated verbally, the staff member managing the complaint makes a 
dated notation on the College's Complaints Register recording the verbal withdrawal, the date, and the 
name of the staff member who received it. 
 
Once a complaint is withdrawn, the Executive Principal determines whether any further action is 
required. A complaint involving child safety, suspected misconduct, criminal conduct, reportable 
conduct or any other obligation under legislation will continue to be actioned regardless of withdrawal. 
Withdrawal of a complaint by a complainant does not extinguish the College's reporting and response 
obligations under MO 1359, the Crimes Act, the CYFA, the Reportable Conduct Scheme or any other 
applicable law. 
 
Records of withdrawn complaints, including the withdrawal notice, any actions taken before withdrawal, 
and any residual risk or child safety concerns requiring follow-up, are retained in accordance with the 
Information and Records Management Policy. 

4.11 Policy Awareness and Training 

This Policy is published on the PVCC website, in the parent portal and on the staff intranet, and is 
included in induction and ongoing professional learning. The Executive Principal ensures all staff, 
volunteers and contractors are made aware of their responsibilities under this Policy. 
 
Training includes: 

• The complaints handling process and staff responsibilities. 

• Procedural fairness, confidentiality and privacy obligations. 

• Recognising and responding to child safety concerns. 

• Mandatory reporting, failure to disclose, failure to protect and Reportable Conduct Scheme 
obligations. 

• Providing reasonable adjustments and communication supports for complainants with disability or 
other access needs. 

 
Training is updated in response to legislative changes, policy updates or emerging needs within the 
College community. 

4.12 Privacy and Information Sharing 

PVCC collects, uses, discloses and stores personal information in accordance with the Privacy Act 
1988 (Cth), the Australian Privacy Principles, the Privacy and Data Protection Act 2014 (Vic), the 
Health Records Act 2001 (Vic) and the College's Privacy Policy. 
 
In managing complaints, PVCC will: 

• Collect personal information only where necessary for the resolution of the complaint. 

• Share information on a need-to-know basis with those who require it to perform their duties. 

• Comply with the Child Information Sharing Scheme (CISS), Family Violence Information Sharing 
Scheme (FVISS) and the MARAM Framework where required to support the safety and wellbeing 
of children and families. 

• Inform parents, carers, students and staff about how their personal information is collected, used 
and shared. 

• Handle personal and sensitive information lawfully, respectfully and confidentially. 
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Where information must be shared with external authorities including Victoria Police, DFFH Child 
Protection, the SSR, the VIT or the VRQA, the College does so in accordance with its legal obligations 
and the Child Safety and Wellbeing Reporting Procedure. 
 
Due to privacy and employment law obligations, the College may not be able to provide complainants 
with detailed information about actions taken in relation to another individual. The College will, 
however, confirm that the matter has been managed in accordance with this Policy and applicable legal 
requirements. 
 
Records relating to complaints are stored securely and retained in accordance with the Information and 
Records Management Policy and the PROV Recordkeeping Standards. 
 
Complaints Register 
The Director of Business maintains a Complaints Register recording all complaints received, including 
the date received, the nature of the complaint, the complainant's name and contact details (where 
provided), the assigned Investigator, the process followed (informal, formal or external referral), the 
outcome, and the date of resolution. The Register is used to monitor trends, inform continuous 
improvement and support governance reporting to the Board. Access to the Complaints Register is 
restricted to the Executive Principal, Director of Business and School Principals. Complaints records 
are retained in accordance with the Information and Records Management Policy. 

4.13 Monitoring and Review 

This Policy is actively monitored and reviewed to ensure it remains compliant, effective and responsive 
to the needs of the PVCC community. The College will: 

• Review this Policy at least every two years, and following any significant complaint, change in 
legislation, or recommendation arising from continuous improvement processes, in accordance 
with Clause 11.2 of Ministerial Order No. 1359. 

• Seek feedback from staff, students, families and other stakeholders as part of the review and 
consultation process. 

• Report outcomes of policy reviews and complaints data to the Executive Principal and the Board, 
systemic issues are identified. 

• Update the Policy immediately to reflect any changes in law, VRQA Minimum Standards or the 
Child Safe Standards. 

• Ensure updated versions are approved, recorded and communicated to staff, students, families 
and the College community through the usual publication channels. 
 

The Executive Principal is responsible for ensuring that monitoring and review processes are 
completed and that identified improvements are implemented in a timely manner. 

5 Policy Compliance 

5.1 Policy Breach 

All breaches, near misses and risks related to this Policy must be reported promptly to the Executive 
Principal. 
 
Compliance with this Policy is monitored by the Executive Principal and may include audits, reviews 
and complaints data analysis. Where a breach relates to a child safety or wellbeing matter, the matter 
is escalated to the appropriate external authority, including Victoria Police, DFFH Child Protection, the 
SSR, the VIT or the VRQA, in accordance with the Child Safety and Wellbeing Reporting Procedure. 
 
A breach of this Policy may result in disciplinary action, including termination of employment, 
engagement or enrolment, and referral to appropriate external authorities. 
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6 Related Policies, Procedures and Legislation 

6.1 Related Internal Policy and Procedure 

• Child Safety and Wellbeing Policy 

• Child Safety and Wellbeing Reporting Procedure 

• Child Safety Code of Conduct 

• Child Safety Risk Management Policy 

• Child Safety Record Keeping Policy and Procedure 

• Staff Code of Conduct 

• Recruitment and Screening Policy 

• Student Behaviour Policy 

• Student Wellbeing and Engagement Policy 

• Student Duty of Care Policy 

• Supervision Policy 

• Bullying Prevention Policy 

• Online Conduct and Online Safety Policy 

• Privacy Policy 

• Information and Records Management Policy 

• Anaphylaxis Management Policy and Procedure 

• Procurement Policy 

6.2 Related Legislative Instruments (Victoria) 

• Education and Training Reform Act 2006 (Vic) and the VRQA Minimum Standards for School 
Registration 

• Ministerial Order No. 1359: Victorian Child Safe Standards for Non-Government Schools 

• Child Wellbeing and Safety Act 2005 (Vic) 

• Children, Youth and Families Act 2005 (Vic) 

• Crimes Act 1958 (Vic) 

• Worker Screening Act 2020 (Vic) 

• Victorian Institute of Teaching Act 2001 (Vic) 

• Social Services Regulation Amendment (Child Safety, Complaints and Worker Regulation) Act 
2025 (Vic) 

• Privacy Act 1988 (Cth) and Australian Privacy Principles 

• Privacy and Data Protection Act 2014 (Vic) 

• Health Records Act 2001 (Vic) 

• Public Records Act 1973 (Vic) and PROV Recordkeeping Standards 

• Disability Discrimination Act 1992 (Cth) and Disability Standards for Education 2005 (Cth) 

• Equal Opportunity Act 2010 (Vic) 

• Charter of Human Rights and Responsibilities Act 2006 (Vic) 

• Sex Discrimination Act 1984 (Cth) 

• Age Discrimination Act 2004 (Cth) 

• Racial Discrimination Act 1975 (Cth) 

• Australian Human Rights Commission Act 1986 (Cth) 

• Fair Work Act 2009 (Cth) 

• Family Violence Protection Act 2008 (Vic): For FVISS 

6.3 Further Information 

For further information about this Policy or the management of policies and procedures at PVCC, the 
first point of contact is the Risk & Compliance function. 
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7 Complaints & Grievances: Three-Stage Resolution Process Flowchart 

Concern or Complaint Arises 

▼ 

Child Safety, Reportable Conduct or Criminal Matter? 
Do Not Use This Process. 

Report Immediately to a Child Safety Officer, the Executive Principal, 
Victoria Police or DFFH Child Protection. 

Refer to the Child Safety and Wellbeing Reporting Procedure. 

▼ 

Stage 1 — Raise a Concern Informally 

Speak Directly with the Person (If Safe and Appropriate) 
Or Raise with Class Teacher / Homegroup Teacher 

Head of Sub-School/ Assistant Head of Sub-School/School Principal 

Acknowledged Within 
3 Working Days 

Outcome Recorded in 
Complaints Register 

 

▼ 

Resolved 
Matter Closed, Outcome Recorded 

Not Resolved 
Proceed to Stage 2 

 

▼ 

Stage 2 — Formal Written Complaint to Executive Principal 

Lodge Written Complaint with Executive Principal 
(Or Chair of Board If Complaint Is About the Executive Principal) 
Investigator Appointed — Informal or Formal Procedure Applies 

Respondent Notified — Procedural Fairness Observed 

Acknowledged Within 
3 Working Days 

Outcome Within 
15 Working Days 

 

▼ 

Resolved 
Outcome Communicated in Writing 

Records Retained per Information and Records Management Policy 

Not Resolved 
Request Appeal or Escalate to Stage 3 

 

▼ 

Stage 3 — Review by Chair of the Board 

Request Review in Writing to Chair of the Board 
(Within 10 Working Days of Stage 2 Outcome) 
Chair Reviews: Were Procedures Followed? 

Was Discretion Reasonably Exercised? 
May Engage Independent Reviewer 

Outcome Within 
45 Working Days 
Reported to Board 

 

▼ 

Resolved 
Outcome Confirmed or Varied in Writing 

Not Resolved 
Contact an External Oversight Body 

 

▼ 

External Oversight Bodies 

VRQA — Minimum Standards Compliance 
SSR — Child Safe Standards & Reportable Conduct 

VIT — Teacher Conduct Complaints 
OAIC — Privacy Complaints 

Victoria Police — Criminal Matters 
DFFH Child Protection — Child Protection Concerns 

VEOHRC / AHRC — Discrimination and Human Rights Complaints 

 

▼ 

All Complaints Are Recorded in the Complaints Register and Retained per the Information and Records Management Policy. 
Child Safety Complaints: Refer to the Child Safety and Wellbeing Reporting Procedure — Do Not Use This Process. 
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8 Speak Up Flowchart 

Plenty Valley Christian College 

Speak Up 

Your Voice Matters — There Is No Wrong Door 

 

PVCC Encourages Everyone in Our Community to Raise Concerns Safely, 
Respectfully and Without Fear of Retaliation. 

You Are Protected from Victimisation for Speaking Up in Good Faith. 

▼ 

What Is Your Concern About? 
concerns@pvcc.vic.edu.au – to raise your concerns in writing 

 

▼   Choose a Pathway   ▼ 
 

A Child Safety Concern 
Including Abuse, Grooming, Harm, 

Reportable Conduct or Criminal Conduct 

A General Complaint or Grievance 
Including Conduct, Decisions, Services, 

Discrimination, Bullying or Privacy 
 

Tell Any of the Following Immediately: 
  

Any Child Safety Officer 
Executive Principal 

Any Trusted Staff Member 
  

You Can Also Contact Directly: 
Victoria Police — 000 or 131 444 

DFFH Child Protection — 1800 675 819 

Start With: 
  

Your Class Teacher 
 Head of Sub-School, Assistant, 

 Head of Sub-School, 
School Principal 

Executive Principal 

  
Or Contact Directly: 

Director of Business / Child Safety Officer 
 

What Happens Next: 
Your Report Will Be Taken Seriously 

and Managed Immediately in Accordance 
with the Child Safety and Wellbeing 

Reporting Procedure. 

What Happens Next: 
Your Concern Will Be Acknowledged 
Within 3 Working Days and Managed 

Under the Complaints and 
Grievances Policy. 

 

▼ 

Still Not Satisfied? 
You May Contact an External Oversight Body at Any Time: 

VRQA — Minimum Standards: (03) 9637 2806 
Social Services Regulator — Reportable Conduct 

VIT — Teacher Conduct: 1300 888 067 
OAIC — Privacy Complaints 

Victoria Police — 000 or 131 444 
DFFH Child Protection — 1800 675 819 

VEOHRC — Discrimination: 1300 292 153 
AHRC — Human Rights: 1300 656 419 

 

▼ 

Your Concern Will Be Treated with Respect, Seriousness and Confidentiality. 
You Will Not Be Victimised or Disadvantaged for Speaking Up in Good Faith. 

Reasonable Adjustments and Communication Supports Are Available — Just Ask. 

 

mailto:concerns@pvcc.vic.edu.au

