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Purpose
All concerns and complaints are attended to promptly, respectfully and professionally and the

College seeks to bring effective resolution to all parties concerned.

Policy Objectives

In order to maintain a safe and comfortable environment for all students, staff and visitors, an
accessible procedure for handling concerns and complaints will be implemented and maintained
to provide an open and fair way of seeking resolution which will comply with all relevant legislation
and contractual obligations.

The Trinity Catholic College Procedure for Dealing with Concerns or Complaints is available on
the College website
Delegations

The Board delegates to the Principal full responsibility of ensuring processes are in place and are
operating effectively and adequately. In the event of a concern or complaint regarding the
Principal, the responsibility for seeking resolution lies with the Board.

Expectations and Limitations

In complying with the policy, the Principal must:

« implement and maintain robust procedures to meet the policy requirements
 ensure that the process for concerns and complaints is clearly communicated
« report to the Board

Monitoring and Reporting

The Principal shall maintain a register of complaints and resolutions and report to the Board at
least quarterly per annum outlining numbers of complaints, resolution success figures and any
areas of concern for Board deliberation.
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Related Documents

e Flowchart Procedure for Dealing with Concerns and Complaints
e Protected Disclosures Policy
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KAVANAGH COLLEGE PROCEDURE FOR DEALING WITH CONCERNS OR COMPLAINTS

When concerns from any member of the college community arise they will be handled promptly with care and sensitivity. Following this procedure will ensure that a fair resolution is
reached. Everyone has a right to a support person throughout this procedure. We encourage resolution of concerns speedily by discussion at the lowest level within the college’s
structure. In the first place, speak to the most relevant staff member — class teacher, Dean, HOD, Assistant or Deputy Principal.

Your concern is with a particular individual, or a day-to day event
or procedure.

|

Arrange a time to speak with the person — write a note or email,
or phone the college for an appointment. Outline what your
concern is about before you meet so the meeting is as productive

as possible.

L

Talk with the person concerned. Be prepared to listen to their
point of view.

It may be necessary for you or the person you have met with to
do some investigation and to meet again.

L

Concern has been resolved?

Your concern is not with one individual, or a day-to-day matter, is

| not resolved by the previous procedure or involves a serious
matter (Refer below for examples of serious matters).

!

Make a time to meet with the Principal — write a note or email, or
phone the college for an appointment. Outline what your
concern is about.

!

Talk with the Principal about your concern. Be prepared to listen
to their point of view.

It may be necessary for you or the Principal to do some
investigation and meet again.

Your concern has not been resolved through the previous

procedure, or it is with the Principal or Board of Trustees.

You now have a complaint.

!

Write a letter to the Board of Trustees through the Chairperson,
outlining your complaint and all actions taken to date. Include
your name, signature and contact details.

!

The Chairperson will acknowledge your letter and let you know
what will happen next. The Chairperson will ensure the correct
procedure has been followed. You may be referred back to the
Principal OR a Board sub-committee may investigate your
complaint then meet with you. Be prepared to listen to different
points of view. The Board sub-committee will inform you in
writing of its decision within 21 days.

L

Concern has been resolved?

—

Yes—l

A —

No further action is required.

|
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Complaint has been resolved?

Yes

T
No
Y

Refer back to the Board OR you could write to the Ombudsman.

For more detail, refer to the Board of Trustees ‘Concerns and Complaints Policy’ on the college website. Examples of complaints involving serious matters may include theft of Board property, intentionally providing false information,

conduct of a criminal nature, conduct of an indecent or sexual nature.
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