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PURPOSE 
The purpose of this policy is to: 
• provide an outline of the complaints process at Eltham High School so that students, parents and members of the 

community are informed of how they can raise complaints or concerns about issues arising at our school 
• ensure that all complaints and concerns regarding Eltham High School are managed in a timely, effective, fair and 

respectful manner.  
 

SCOPE 
This policy relates to complaints brought by students, parents, carers, or members of our school community and 
applies to all matters relating to our school.  
In some limited instances, we may need to refer a complainant to another policy or area if there are different processes 
in place to the manage the issue including:   
• Complaints and concerns relating to fraud and corruption will be managed in accordance with the department’s 

Fraud and Corruption Policy 
• Criminal matters will be referred to Victorian Police 
• Legal claims will be referred to the Department’s Legal Division 
• Complaints and concerns relating to child abuse will be managed in accordance with our Child Safety Responding 

and Reporting Obligations Policy and Procedures on the Eltham High School website. 
 
POLICY STATEMENT 
Eltham High School welcomes feedback, both positive and negative, and is committed to continuous improvement. 
We value open communication with our families and are committed to understanding complaints and addressing them 
appropriately. We recognise that the complaints process provides an important opportunity for reflection and 
learning.  
 
We value and encourage open and positive relationships with our school community. We understand that it is in the 
best interests of students for there to be a trusting relationship between families and our school.  
 
When addressing a complaint, it is expected that all parties will:  

• be considerate of each other’s views and respect each other’s role  
• be focused on resolution of the complaint, with the interests of the student involved at the centre 
• act in good faith and cooperation 
• behave with respect and courtesy 
• respect the privacy and confidentiality of those involved, as appropriate 
• operate within and seek reasonable resolutions that comply with any applicable legislation and Department 

policy. 
• recognise that schools and the Department may be subject to legal constraints on their ability to act or disclose 

information in some circumstances.  
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• Complaints relating to the Child Information Sharing Scheme and Family Violence Information Sharing 
Scheme, to meet regulatory requirements - refer to Child and Family Violence Information Sharing Schemes 
for further information  
 

Our school also follows Department policy to ensure that record-keeping, reporting, privacy and employment law 
obligations are met when responding to complaints or concerns. 
 
COMMUNICATION 
This policy will be communicated to our school community in the following ways:  

• Available publicly on school website 
• Included in staff induction processes 
• Included in our staff handbook/manual 
• Annual reference in school newsletter  
• Hard copy available from school administration upon request 
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BASIS OF DISCRETION 
 
The School Council has responsibility for the establishment, evaluation and review of school policies. The Principal has 
the responsibility to ensure that school policies are implemented effectively.  
Minor changes to the policy (changes that will not affect the spirit of the policy) may be made at the discretion of the 
Principal.  
The Policy Review and Evaluation process will recommend any major changes to the policy to School Council. 
 
REVIEW 
 

Date Endorsed: 13/0623 
Approved by: Executive Officer 

Eltham High School Council 
Recommended review cycle: This policy should be reviewed every 2 years. 
Next scheduled review date: 06/25 

 
 
This policy was written by: Department of Education and modified by Fran Mullins 
Consultation has taken place with the relevant group(s) in the following list: 

 
Group Consultation ✔ 


