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The Montessori School is committed to providing a child-safe environment and promoting 
practices which provides for the safety, well-being and welfare of our children and young 
people at school and in the wider community.  The Montessori School expects all school 
community members including staff, volunteers, students, visitors and contractors to share 
this commitment. 
 
The Western Australian School Education Act (1999) has, as a condition of registration and re-
registration, a requirement that a school has a dispute resolution procedure. 
 

Definitions: 
The School Community: Attending children, parents/carers of attending children, staff 
and Councillors of The Montessori School Inc. 
 
Concern: Is the expression of a worry, something that has made a person troubled or 
anxious about an issue and is usually expressed at a ‘first level’ i.e. to a class teacher at 
the classroom door or by telephone or email directly to the relevant staff member. 
 
Complaint: The expression of dissatisfaction made to an organisation related to its 
products or the complaints handling process that is usually dealt with in a formal 
manner. 
A complaint may be made if a complainant thinks that the school or someone has, for 
example: 

• Done something wrong 
• Failed to do something it/they should have done 
• Acted unfairly or impolitely or 
• Ignored their concern 

Complainant: Anyone who makes a complaint. 
 
Confidentiality:  Matters that are part of a complaints resolution process must remain 
confidential at all times between the persons concerned and any other parties who have 
a legitimate interest in the process. 
 
Procedural Fairness:  The concept of procedural fairness is derived from the principles 
of natural justice.  A process that demonstrates procedural fairness is one in which: 

• Decision makers act fairly and provide reasons for decisions 
• The person affected is given a fair hearing 
• All parties to a matter have an opportunity to put their case where an adverse 

decision or finding is made; and  
• All relevant arguments are considered and irrelevant arguments are excluded. 

 
Resolution:  An outcome of a complaint that is satisfactory to both parties. 
 
Unresolved Complaint:  A complaint that has not been resolved to the satisfaction of 
the complainant. 
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Policy 
 
The Montessori School welcomes suggestions and comments from the school community as 
well as the general public and takes seriously complaints and concerns that may be raised.   
 
A complaint will be treated as an expression of genuine dissatisfaction that needs a response. 
 
We wish to ensure that: 

• Everyone wishing to express a concern knows how to do so 
• Our complaints systems are accessible and responsive to our students 
• We respond to complaints within a reasonable time and in a courteous and efficient 

way 
• Complainants realise that we listen and take complaints seriously and 
• Corrective action will be taken where assessed appropriate 

A complaint may be made about the school as a whole, a specific area in the school, about a 
particular school activity, about an individual member of staff or about one or more students.   
 
Students should feel confident to raise concerns with any member of staff, teaching or non-
teaching and with whom they feel comfortable.  They are encouraged to choose a person with 
whom they feel comfortable to provide support when speaking to a staff member.   
 
Through The Montessori School’s Keeping Safe Child Protection Curriculum students are 
informed in a developmentally appropriate way about their right to make a complaint and the 
ways in which they may submit their complaint to voice their concerns and helps them 
understand that their views matter.   
 
Communicating Complaints: 
All formal complaints are to be received in writing, either by letter or email, to the Principal. 
All complaints will be acknowledged by the School as soon as practicable and will be addressed 
in a constructive and timely manner.  An acknowledgement of receipt of the complaint will be 
issued to the complainant within 48 hours.   
 
The Principal will record the complaint in the Complaints log.   
 
Documentation: 
The School will keep a log of the complaints it receives with the following information: 

• Date when the issue was raised 
• To whom the issue was raised 
• Name of the complainant 
• Nature of complaint and who it is about 
• Name of member of staff handling the issue 
• Brief statement of outcome 
• Date of outcome 
• Request for Review 
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• Name of member of staff responsible for reviewing any decision made 
• Date of closure of the matter. 

Confidentiality: 
• All complaints received will be treated with the strictest confidence. 
• Complaints made by parents will not rebound adversely on their children. 
• Complaints raised by students will not rebound on them or on other students. 
• Staff members will be told about complaints that might be damaging to their 

reputation.  A staff member may bring a support person to this meeting.  A member 
of staff who is not involved in the complaint should provide this support. 

 
If there is a situation involving the Police then the Principal, or a delegate if the Principal is 
unavailable, must take responsibility for action to be taken within the school and the 
Montessori School Council Chair will be informed as soon as possible.  Depending on the 
circumstances, the school may also need to fulfil requirements in regard to the submission of 
a Critical Incident Report to the Department of Education. 
 
Anonymous Complaints: 
Anonymous complaints may be where there is no name or address supplied, or where the 
complainants say that they do not wish to be identified.   
 
Complaints will be addressed even if complainants do not wish to be identified.  If they persist 
in wishing to remain anonymous, anonymous complaints will be recorded in the complaints 
log for review, as, over time, they may contribute to an identifiable pattern.  
 
Resolution: 
The Montessori School will endeavour to manage and resolve a complaint at the first point of 
contact.   
 
If time is needed to investigate/consider the complaint, then the complainant will be kept 
informed of its progress giving the assurance that the issue has been understood and the 
matter is being addressed. 
 
Following an appropriate investigation, conducted without bias the school will provide an 
assurance that action has been taken.    
 
A complaint will be considered resolved by the School when: 

• The complainant knows that the School is aware of the issue raised and has taken 
action. 

• The complainant acknowledges that a positive change has been made in response to 
their complaint. 

 
Unresolved Complaints: 
If a resolution is not reached, the Principal will refer the matter to the Chair of the Montessori 
School Council.  The Principal will inform the complainant that this stage has been reached. 
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The Chairperson should discuss the matter with the Principal and be provided with relevant 
documentation. 
 
If a briefing is required from a staff member, this should occur in the presence of the Principal. 
 
The Chairperson should respond to the complainant notifying them that they are reviewing 
the decision with an indicative date by which to expect a response. 
 
The Chairperson may be able to offer a new approach to the matter.  A meeting may be 
offered. Those attending this meeting should be: 

• The Chairperson of the School Council 
• The Complainant (with support person if needed) 
• The Principal (with one other staff member if needed) 

 
If the matter remains unresolved after this meeting, the Chairperson should consider seeking 
the advice from AISWA to convene a further meeting, and/or the use of an independent 
arbitrator with the parties involved to resolve the matter. 
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Complaints Management Process: 
• Any dispute, complaint or issue of concern to parents or children can be addressed to 

a member of staff.  
• Any educational, administrative or welfare concerns to students can be addressed to 

a member of staff. Students may choose from the variety of appropriate ways listed 
on the Communication Path for Students to make a complaint.  

• Complaints from staff or the general public should be addressed directly to the 
Principal or a Senior Council Member. 

• All complainants will be provided with information about the progress of their 
complaint at suitable intervals between submission and resolution. 

• If this does not resolve the matter, the complainant should address the matter formally 
to the Principal, in writing or by making an appointment to discuss the matter.  Receipt 
of formal complaints will be acknowledged within one working day.  Investigation of 
any issues will take longer. 

• The Principal may address the issue directly or refer it to the Council. 
• To address the issue directly the Principal will: 

o request an appointment for the Principal and the complainant to discuss the 
issue 

o acknowledge the complaint 
o explain the complaints policy and procedure 
o ensure confidentiality 
o explain resolution of the matter (by letter if necessary) 
o report the outcome of the meeting to the Council 

• If the issue remains unresolved, the Principal will consider further action: 
o further discussion with those concerned 
o formal warning 
o Council involvement 

• If the complainant and the Principal cannot resolve the issue, or one party is 
unsatisfied, they can refer the matter in writing to the Council. 

• The Council may appoint a Conciliation Committee to resolve the matter.  Such a 
committee should include a senior Councillor and two other members to discuss the 
issue with the complainant. 

• If the Conciliation Committee is unable to resolve the matter, the Chair would seek the 
involvement, where necessary, of a third party within the school community or an 
independent arbiter 

• A written record must be made of each stage of the conciliation process – each 
interview or discussion between complainant and Principal, staff member or Council 
member.  Copies of all minutes, discussions, meetings etc. to be held in a confidential 
file in the office. 
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• A complaints log will be kept in the Principal’s office and used to record all complaints.  
The complaints log should record: 

o date that issue was raised and to whom it was raised 
o name of complainant and relevant parties involved 
o nature of complaint and who it is about 
o name of member of staff handling the issue 
o brief statement of outcome including date of resolution/outcome 
o any request for review 
o name of the person responsible for reviewing any decision made 
o date of closure of the matter 
o any referral to the school’s governing body 
o location of the confidential file 

• Incidents involving staff performance and conduct will be recorded by the Principal or 
Council members on an Meeting/Incident form and placed in the Staff incident file. 

• Breaches of the staff code of conduct suspected to be grooming behaviour are to be 
reported to the Director General of Education as a critical incident within 48 hours. 

• This information is to be available only to the Principal, Council members and the 
complainant. 

• Complaints relating to International Baccalaureate matters: 
o The IB Co-ordinator shall manage complaints in IB matters. 
o The procedure for initiating and managing a complaint is as for all other 

complaints except as follows: 
o Complaints relating to a particular examination session must be made before 

the official end-date of that session – that is, by March 30 following a 
November session and by September 30 following a May session. 

o The International Baccalaureate Organization shall be held harmless in all 
matters specified as such in the IBO’s Rules for IB World schools: Diploma 
Programme (March, 2011). 

• For complaints of a serious physical nature, the Council should seek legal advice in 
relation to the School’s actions towards the employee.   

• The Principal must notify the Teacher Registration Board in accordance with the 
Teacher Registration Act 2012 section 42 should that become applicable. 

• Any police action in relation to non-sexual abuse should be left to the parents to 
initiate. 

• For complaints of alleged sexual abuse, the Council should seek legal advice 
immediately in relation to the School’s action towards the employee.   

• The teacher receiving the allegation is to make a mandatory report in accordance with 
the Children and Community Services Act 2004 section 124B as soon as that 
requirement becomes applicable.   

• The receipt of an allegation of child abuse is to be reported to the Director General of 
Education as a critical incident within 48 hours. 

• Parents should be contacted immediately.  Investigation of the alleged sexual abuse, 
unless obviously frivolous or mischievous, should be left to the police. 
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• A complainant who wishes to withdraw a complaint should do so in writing.  Upon 
receipt of the letter of withdrawal the Principal would give notice to any parties 
affected by the complaint that is has been withdrawn.  Regardless of an employee’s 
wish to withdraw a complaint, complaints that have disciplinary implications for an 
employee may still be followed up by the Principal. 

• Anonymous complaints will be recorded and considered, but action, if any, will be at 
the discretion of the Principal. 

• The child-friendly complaints management procedure will be regularly evaluated with 
reference to the resource -  Are You Listening? (WA CCYP) 

 
 
 
Related Documents: 

• Please see the website of the Ombudsman of Western Australia for more guidance and 
information on Complaints Handling and the very useful associated Complaints’ 
Handling Checklist 

• WA Commissioner for Children and Young People – Complaints Guidelines 
• A child friendly complaints process resource is available for download from the office 

of the WA Commissioner for Children and Young People (WA CCYP):  Are you Listening 
– Complaints guidelines 

• Complaint Log Form 
• Meeting/Incident Report Form 
• Student Complaint Form 
• Top Tips for Making a Complaint – Primary Students 
• Top Tips for Making a Complaint – Secondary Students 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.ombudsman.wa.gov.au/Publications/Documents/guidelines/Binder-Complaint-Handling.pdf
http://www.ombudsman.wa.gov.au/Publications/Documents/guidelines/Complaint-handling-systems-Checklist.pdf
http://www.ombudsman.wa.gov.au/Publications/Documents/guidelines/Complaint-handling-systems-Checklist.pdf
https://www.ccyp.wa.gov.au/our-work/complaints-guidelines-examples/
https://www.ccyp.wa.gov.au/our-work/resources/complaints-systems/
https://www.ccyp.wa.gov.au/our-work/resources/complaints-systems/
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Complaint Communication Path for Parents 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Is your query an 
educational matter? 

Child’s Teacher 
Your child’s teacher is the one who 

knows your child best within the school, 
and will be able to address any concerns 
you might have regarding your child’s 

progress and developmental needs.  
Always avoid early morning discussion at 

the door, and see the office staff to 
schedule a suitable time. 

Is your query an 
administration matter? 

Bursar 
You can approach the 
Bursar to discuss any 

queries you have 
regarding fees, 

procedures and policies. 
Please make an 

appointment through 
the school office. 

Child’s Teacher 
You can approach your 

child’s teacher to discuss 
any queries you have 

regarding procedures and 
policies. 

Please make an 
appointment through the 

school office. 

Principal 
If further discussion is required, or 
if considered more appropriate, an 
appointment can be made with the 
Principal through the office staff. 

Chairperson 
The Principal has the final say on educational matters.  However, if 

you still wish further discussion, then please put your concern in 
writing to Council. All communication to the Chair must be put in 

writing. This should be placed in an envelope addressed to the Chair, 
marked ‘Confidential’ and handed in at the office. All 

correspondence submitted to Chair will be replied to when the matter 
has been addressed. 

 

Do you have a 
Concern or 
Complaint? 
Where to now? 
 

Mediation 
If unresolved, the matter will be referred to a 

mutually agreed Independent arbiter or 
mediator 
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Complaints Communication Path for Staff 
 
Our school believes open communication  
and feedback in both directions is healthy.   
We hope the diagram below demonstrates  
the best communication path to follow. 

The Principal is available to meet with you to 
discuss any query or concern you may have.  
However, we ask that you appreciate that the 
education and safety of the children always come 
first and meeting times need to be scheduled 
accordingly. 

 
 
  Do you have a query? 

Where to now? 
 

Mediation 
If unresolved, the matter will be referred 
to a mutually agreed Independent arbiter 

or mediator 

Principal 
If further discussion is required, or if 

considered more appropriate, an 
appointment can be made with the 
Principal through the office staff. 

Bursar 
You can approach the Bursar to 
discuss any concerns you may 

have. 
Please make an appointment 

through the school office. 

Principal 
You can approach the Principal to 

discuss any concerns you may 
have. 

Please make an appointment 
through the school office. 

All Staff 

IB Co-ordinator 
You can approach IB Co-

ordinator to discuss any concerns 
you may have. 

Please make an appointment 
through the school office. 

IB Staff Office 

Council 
The Principal has the final say on educational matters.  However, if you still wish 

further discussion, then please address your concern to Council. 
All communication to Council is to be put in writing. This should be placed in an 

envelope addressed to the Chair, marked ‘Confidential’ and handed in at the office. All 
correspondence submitted to Council will be replied to when the matter has been 

addressed. 
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Complaints Communication Path for Students 
 
Our school believes open communication and feedback in both directions is healthy.  
You may choose from the variety of appropriate ways listed below to make a complaint. The 
Principal is available to discuss any query or concern you may have. 
 If you do not want to talk to someone at the School, there are other agencies that can help 
you. Check the website for the Commissioner for Children and Young People: ccyp.wa.gov.au 
 

• Get support. Talk to a trusted parent, carer, friend, teacher and ask them to help you. 
They can be with you when you complain. You can make your complaint in a number 
of ways – in person, via phone, email or letter. 
 

• In our school you can make your complaint to any member of staff. Don’t be afraid to 
talk to staff and be calm when you make you complaint. Write down your complaint if 
you find it easier. 

 
• Staff will treat you with respect. 
 
• Tell the staff member that you are not happy, how this has affected you and what you 

think should be done. It will help you if write this down first. 
 

• If possible, the staff member will deal with it in person.  If not, he or she will go on your 
behalf to someone who can help. 

 
• Ask the staff member as many questions as you like. 

Some questions you may like to ask:  
-    How will they keep your complaint private? 
- What will happen next? 
- When will they get back to you? 
- What can I do if I am not happy with the results of my complaint? 

 
• Keep Notes. Write down who you speak to or write to, the dates, anything they 

promise they will do and the date they said they will get back to you. This will help you 
keep track of things. 

 
• You have the right to complain further if you feel you are still not safe or feel the matter 

has not been resolved fairly. 
 

• The teacher or the person you talk to will not talk to anyone else about your issue, 
unless they must do so for your safety and well-being. 
 

Even if you find the issue hurtful or embarrassing, we encourage you to talk to us as we 
want to make sure you feel safe and happy at our school. 
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Our school complaint policy is available on the website through the link below 
https://www.themontessorischool.wa.edu.au/annual-report-governance/key-school-
policies 

  
 
Our school complaint policy is available on the website through the link below 
https://www.themontessorischool.wa.edu.au/annual-report-governance/key-school-policies 
 
 
 
 

https://www.themontessorischool.wa.edu.au/annual-report-governance/key-school-policies
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Top Tips for Making for Making a Complaint - Secondary Students. 
Developed with the help of  Lower Secondary Students of The Montessori School
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The Montessori School  
Complaints Communication Path for General Public 

 
 
Our school believes open communication  
and feedback in both directions is healthy.   
We hope the diagram below demonstrates  
the best communication path to follow. 

The Principal is available to meet with you to 
discuss any query or concern you may have.  
However, we ask that you appreciate that the 
education and safety of the children always come 
first and meeting times need to be scheduled 
accordingly. 

 
 
  

Principal 
Any queries or concerns should be 

addressed to the Principal. This may be 
in writing, in a sealed envelope or by 

email marked ‘Confidential’ and 
addressed to the Principal.  

Alternatively, an appointment can be 
made with the Principal through the 

office staff  

Council 
All communication to Council is to be put in writing. 
This should be placed in an envelope addressed to 
the Chair, marked ‘Confidential’ and submitted to 

the office. All correspondence submitted to Council 
will be replied to when the matter has been 

 

Do you have a query? 
Where to now? 

 

Mediation 
If unresolved, the matter will be 

referred to a mutually agreed 
Independent arbiter or mediator 
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COMPLAINTS PROFORMAS 
• Complaint log form 
• Meeting/Incident Report form 
• Student Complaint form 

- Complaint Log Form  (Principal Use only) 
 
Date issue raised:   ___________________________________________ 
 
Complaint Registered with:   ___________________________________________ 
  
Name of complainant(s):   ___________________________________________ 
 
Name of respondent(s):     ___________________________________________ 
 
Nature of Complaint and Who is it about:  
___________________________________________________________________________

___________________________________________________________________________

_________________________________________________________ 

Staff member handling complaint: _________________________________________ 
 
Staff member responsible for reviewing decision made:  ________________________ 
 
Brief statement of outcome including date of resolution: 
 
___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________ 

 
Request to Review : Yes/No   Date for Review: 
 
Date of Closure:    Referred to Council: 
___________________________________________________________ 

 
 
Location of details: 
 

 Copy to Office                           Original to Teacher’s class (Green) file: 
 
Recorded by: 
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Meeting/Incident Report Form 
 

Date of meeting: 

Present: Parents 

              Staff 

              Other 

Name of student:                                                               Date of birth: 

Student's teacher: 

Brief statement of issue: 
 
 
 
 
 
 
 
 
 

Brief statement of outcome: 
 
 
 
 
 
 
 
 
 
 
 
Location of details: 
 

 Copy to Office                           Original to Teacher’s class (Green) file: 
 
Recorded by:  
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Student Complaint Form 
 
This form can help you when making a complaint. 
 
Have you read the Top Tips for Making Complaint? 
 
When you make a complaint we will listen, try to help you, be kind to you and tell you how 
long it will take. If you need help filling out the form, you can ask a person you trust, for 
example a parent, a teacher or a friend.   
 
WHO?  
It is helpful for us to have your name.  We will keep it very private.  
 
First Name ___________________ Last Name____________________________________ 
 
WHAT? 
Tell us about your complaint. Who or what are you unhappy with? What happened? 
 
____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

_______________________________________________________________________ 

 
WHEN?  
When did it happen? 
 
___________________________________________________________________________ 
 
HOW CAN WE RESOLVE IT? 
What would you like to happen?  
____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

_______________________________________________________________________ 
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