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THE HUTCHINS SCHOOL  

Complaints and Grievances 
Procedure 

Relevant legislation  Anti-
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The Hutchins Sch ool 

staff  

May receive grievances and/or complaints via informal channels; responsible for redirecting families 

to the formal process where informal processes fail. Should seek help or advice from their Head of 

School where required, or where escalation to a formal process seems likely.  

Policy and 

Compliance Manager  

Responsible for the development and maintenance of the Complaints and Grievances Policy and its 

associated procedure. Ensures that the systems that facilitate complaints and grievances reporting 

function in a way that supports all parties referred to within this document. 

5. Supporting/related documents 

Anti-Bullying Policy – Staff Practice and Behaviour Standards  

Anti-Bullying Policy - Students Privacy Policy 

Anti-Discrimination Policy Records Management Policy 

Commitment to Kindness The Hutchins School Code of Conduct 

Complaints and Grievances Procedure  

These documents are available on SharePoint Online.  If you are unable to view them, please contact the Policy & Compliance Manager. 

6. Record keeping 

This policy is to be kept for three (3) years until review, unless there is a significant legislative or organisational 

change requiring earlier review.  

The master copy is kept in SharePoint Online in read-only in PDF form. All printed copies are uncontrolled. 

7. Document history 

Version  Date Summary of c hanges  

1.0 01/2008 Initial release. 

2.0 04/2020 Complete re-write of policy; new procedures implemented. 

2.01 1/3/2021 Supporting/related links updated; minor textual changes to ensure consistency with the rest of 
the policy body. 
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Complaints and Grievances 
Procedure 

INFORMATION FOR STAFF 

What do I do if I need to make a complaint, or if I have a grievance? 

If you have a complaint regarding a situation, service, facilities, policy, procedure or behaviour within the School, 

please follow the flowchart entitled ‘Staff: lodging a complaint’. 

 

What if I receive a complaint from a parent, student or community member? 

Any staff member at The Hutchins School may receive a complaint or grievance. If you receive a complaint or 

grievance, your first step should be to consider the nature of the issue and the possible risks associated with it. If 

you feel that a complaint or grievance is beyond your ability to resolve, you should seek help from your supervisor 

or Head of School. If it is appropriate for you to manage the complaint or grievance, refer to the ‘Staff: managing a 

https://hutchins.csassurance.com/contracts/new?contract_template=21&token=wBPDRAZsnTayUbkdBrbP
http://hutchins.csassurance.com/contracts/new?contract_template=11&token=-1N5UeriEx88B6qs2yXS
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Where a complaint or grievance involves allegations regarding the safeguarding of children, your primary obligation 

is to report the matter to the appropriate authorities (as per the Mandatory Reporting Policy).  The School also 

requests that you notify your Head of School, and the Headmaster immediately, and complete the Mandatory 

Report Notification Form. 

Where a complaint relates to privacy or data breach issues, please contact the School’s Privacy Officer at 

privacyofficer@hutchins.tas.edu.au. 

 

The Complaints and Grievance Procedure 

https://myhutchinstasedu.sharepoint.com/sites/PolicyCompliance
https://hutchins.csassurance.com/contracts/new?contract_template=18&token=D2iNBbVpuAHPiQjrDH7i
https://hutchins.csassurance.com/contracts/new?contract_template=18&token=D2iNBbVpuAHPiQjrDH7i
mailto:privacyofficer@hutchins.tas.edu.au
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http://hutchins.csassurance.com/contracts/new?contract_template=12&token=4jSG72NqjMF5qsvjx7vC
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Complaints and Grievances Procedure 
STAFF: LODGING A COMPLAINT (FLOWCHART) 
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Complaints and Grievances 
Procedure 

INFORMATION FOR STUDENTS 

What do I do if I have a complaint or grievance? 

If you have a complaint regarding a situation, service, facilities, policy, procedure or behaviour within the Hutchins 

School, please follow the flowchart enclosed after this information.   

 

What should I expect throughout this process? 

The first step of this process requires you to attempt to resolve the complaint or grievance by informal means. 

Speak with the person involved and try to reach a mutually beneficial outcome. If you cannot resolve the issue at 

this first step, speak with a staff member, or someone you trust, at the School. They will walk you through the rest 

of the grievance process. You can expect any of our staff to: 

1. Listen to your Complaint. 

2. Acknowledge the issues you have raised. 

3. Gather as much information as possible. 

4. Communicate their decision, providing reasons. 

5. Implement their outcome actions. 

6. Close the complaint or refer to the next step in the process. 

If at any point you feel that the staff member assigned to the resolution of your grievance or complaint is not an 

appropriate person, you have the right to request that another staff member manage the process. 

 

What is expected of me throughout this process? 

The School expects that you will continue to maintain your enrolment and attendance throughout the complaints 

and appeals process.  



 

 

 

Document  name and version : Complaints and Grievances Procedure 2.01 CRICOS 00478F Page 10 of 20 

 

 

Complaints and Grievances Procedure 
FLOWCHART FOR STUDENTS 
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Complaints and Grievances 
Procedure 

INFORMATION FOR PARENTS, CARERS AND THE SCHOOL 
COMMUNITY 

What do I do if I need to make a complaint? 

If you have a complaint regarding a situation, service, facilities, policy, procedure or behaviour within the School, 

please follow the flowchart on the following page.   

 

What should I expect throughout this process? 

At each step of the Complaints and Grievances process, it is expected that the managing staff member will adhere 

to the following process: 

1. Listen to your Complaint. 

2. Acknowledge the issues you have raised. 

3. Gather as much information as possible. 

4. Communicate their decision, providing reasons to you. 

5. Implement their outcome actions. 

6. Close the complaint or refer to the next step in the process. 

 

(STEP 1: The informal process)  

The Hutchins School requests that the first step in this process is an attempt at informal resolution. Please follow 

the flowchart (attached) to ensure that your complaint or grievance is directed to the appropriate member of staff.   

(STEP 2: Further support)  

Some complaints may require further support. Where this is the case, your next step is to speak with a senior staff 

member (e.g. Assistant Head of School). 

(STEP 3: The formal process)  

https://myhutchinstasedu.sharepoint.com/sites/PolicyCompliancePolicies/Complaints%20and%20Grievances%20Policy.pdf
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Complaints and Grievances Procedure 
FREQUENTLY ASKED QUESTIONS 

 

What do I do if my complaint or grievances is not resolved by these processes? 

If matters still remain unresolved, parties have the right to seek arbitration through the courts, an ombudsman, or 

other legal channels. These processes may entail a financial cost. 

 

What if my complaint or grievance is against the Headmaster? 

Complaints and grievances against the Headmaster are managed via the same mechanisms outlined in this 

procedure, with some important distinctions.  It is important that an attempt at formal resolution is made.  Where no 

resolution can be reached, complainants have the right to proceed to a formal process.  In such instances, it is not 

appropriate for the Headmaster to manage the complaint. 

Formal complaints made against the Headmaster are directed to the Chairman of the Board for resolution.  This 
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Reporting mechanisms have been established to deal with a number of these issues.  Where a report involves 

inappropriate conduct by a staff member, but does not necessarily require an investigation or intervention beyond 

your own management, please use the Inappropriate Conduct Report Form. 

Where informal processes have been engaged, but failed to provide resolution, you are required to complete (or 

encourage the complainant to complete) the Complaints and Grievances Form.   
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Complaints and Grievances Procedure 
MANAGERS AND SUPERVISORS: MANAGING A COMPLAINT 
 

As a manager or supervisor at The Hutchins School, there may be occasions in which you are required to manage 

a complaint presented to you by a parent, student, staff or community member. Where this is the case, the 
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Complaints and Grievances Procedure 
MANAGERS AND SUPERVISORS: MANAGING A COMPLAINT 
(FLOWCHART) 
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