
 

 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Japanese School in Perth 
 
 
 
 
 
 
 
 
 

Complaints Policy  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Approved 03/09/2025 by the Japanese School Council in Perth Board. Next review August 2026 



 

 2 

Complaints Policy Index  
  

Section 1 Introduction, Responsibilities & Roles 

• Introduction 

• Responsibilities 

• The role of the Director General of the Department of Education  

• Child-friendly complaint process 

• When expressing a concern or compliant  

Section 2 Complaint Handling Process 

• Complaint handling process 

• Handling student complaints 

• Procedural fairness  

Section 3 Specific Types of Complaints 

• Bullying 

• Child abuse 

• Anonymous complaints  

Section 4 Student/Parent/Staff Complaints 

• Students  

• Parents 

• Staff 

Section 5 Confidentiality 

• Students/Parents 

• Staff 

Section 6 Record Keeping 

• Record keeping 

• Records relating to child abuse    

Section 7 Monitoring, Implementing, and Evaluating this policy 

Related Policies  

Related Resources and Links 

Appendix 1 Concerns and Feedback Flowchart 

Appendix 2 Complaint Form  

Appendix 3 Child-friendly Posters ‘Speak up posters created by students’ 

Appendix 4 For Students – Tips for making a complaint  

 

 

 

 

 



 

 3 

Section 1 Introduction, Responsibilities & Roles  

Introduction 
The Japanese School in Perth is committed to ensuring a supportive, positive and safe learning 
environment for all students. This commitment to ensuring a school culture that promotes 
student safety and is underpinned by the School’s implementation of the National Principles 
for Child Safe Organisations.  

An important part of a supportive and safe environment is ensuring an environment where 
students, parents/guardians, staff and volunteers feel safe to provide feedback and voice any 
concerns about the School and are provided with assurance that their feedback or concern will 
be dealt with in a timely and fair manner.  

This policy provides guidelines for students, parents, staff and volunteers should they have a 
concern or complaint they would like to be addressed by the School. It also provides details on 
how the School will manage concerns and complaints. 

Responsibilities  
The School shall: 

• Strive to maintain a safe and caring environment for its students, staff and volunteers. 

• Provide a learning and working environment that is fair and just. 

• Actively promote the development of positive and respectful relationships and seek to 
minimize incidents of conflict that might otherwise give rise to a complaint.  

• Support the right of every child/person to have his or her concern or complaint. 
lodged, listened to, addressed fairly and dealt with as soon as possible. 

• Reassure anyone making a complaint that their complaint will be taken seriously and 
responded to promptly and thoroughly.  

• Endeavour to resolve complaints in a respectful and supportive way. 

• Meet its legal obligations in the complaints handling process, including obligations 
regarding reporting, privacy and employment law.  

• Maintain clear and timely communications and accurate record keeping.  

• Ensure that the complaints handling system described in this policy is communicated 
to students, parents, staff and volunteers.  

The Principal will: 

• Ensure staff are trained to identify and handle concerns or complaints as described in 
this policy. 

• Provide appropriate support for relevant staff to investigate and mediate on 
complaints. 

• Ensure all records of complaints are stored in compliance with regulations and legal 
requirements. 

• Ensure that the Complaint Register is maintained and carry out regular reviews with 
the aim of identifying any systematic failures so as to inform continuous improvement. 

• Cooperate with relevant authorities when required.   

• Report on significant complaints and reviews of complaints to the School Board.  

The Board will: 

• Handle complaints referred to the Board, including complaints about the Principal, 
according to the processes outlines in this policy. 

• Oversee the review of complaints.  
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The Role of The Director General of the Department of Education  
The Director General of the Department of Education is responsible for ensuring the School 
observes the registration standards, including the standard about its complaints handling 
system. Any student, parent or community member is entitled to contact the Director General 
with concerns about how the school has dealt with a complaint. Information is available on the 
Department of Education Website (see link on pg. 10). While the Director General may 
consider whether the School has breached the registration standards, the Director General 
does not have the power to intervene in a complaint or override the School’s decision. 

Child-friendly complaints process 
The School recognises that empowering children and young people to understand their rights, 
to report problems and concerns and effectively support them to address the issue raised is 
critical. In addition to the complaints procedures outlined in this policy, the School supports 
students to express concerns or complaints by: 

• Provided information on how to express a concern or complaint or concern in 
assessable formats including the ‘Do you have something you would like to tell us 
about?’ and speak up posters in classrooms and various locations within the School. 

• Providing opportunities for students to voice opinions in class discussions.  

• Reminding students that they can express a concern or make a complaint by speaking 
with someone at the school or asking a trusted person to make the complaint on their 
behalf.  

• Reminding students that their complaints can be made to anyone in the School they 
trust or feel safe to speak to.   

• Reminding students that it’s ok to ask someone they feel comfortable with (a friend or 
an adult) to support them when expressing a complaint or concern.  

• Reminding students that their complaint or concern will be taken seriously.  

When expressing a concern or complaint 
When expressing or handling concerns or complaints, student, parents and staff are reminded 
that they are expected to adhere to the School’s Codes of Conduct, including the Student Code 
of Conduct (students), Community Code of Conduct (all members of the school community), 
and Staff Code of Conduct (Staff, volunteers, JSP Board).  

When communicating in relation to a concern or complaint, please me mindful to: 

• Use courteous and respectful language. 

• Recognise personal and cultural differences.  

• Communicate concerns or complaints clearly.  

• Listen and seek clarification when necessary.  
 

Section 2 Complaint Handing Process  

Complaint handling process 
1. Receiving the complaint 

• A complaint may be received in various ways, including in person, by phone, or by 
email.  

2. Record the complaint and relevant information 

• Record the key details of the complaint in the JSP Complaint Record Form.  

• Complaint records should be accurately maintained and securely stored in compliance 
with legal requirements. 
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3. Acknowledge the complaint 

• Acknowledge the complaint at the time of receipt or as soon as possible afterwards. 

• Provide the person making the complaint with information about the complaint-
handling process, the likely next steps and expected timeframe.  

4. Assess the complaint and address immediate risks 

• Seek additional information if needed for assessment. 

• If the complaint is not about something the School can respond to, you should ensure 
that the complainant is told this and (wherever possible) referred to a person or 
organisation that can help as quickly as possible.  

5. Resolving the complaint 

• Plan the actions required to manage and resolve the complaint as promptly as 
possible. Staff may consult with the Principal, other staff, or external bodies as 
necessary.  

• Work with the person making the complaint to see how issues can be appropriately 
addressed.  

• Keep the person making the complaint clearly informed about what is happening. 
6. Assess the outcome of the actions taken with the aim of resolving the complaint 

• If the actions do not appear to be resolving the issue, review 4 & 5 and decide on 
alternative plan of action.  

• If it seems that a mutually agreed solution is not able to be found, a third party may 
need to be consulted.  

7. Close the complaint 

• When the complaint has been resolved ensure details of how the complaint was 
managed, the outcomes and any recommendations are included on the Complaint 
Record.  

(Reference:  Complaint Handling Guide) 

A complaint can be withdrawn at any stage. If a complaint is withdrawn, the matter will be 
deemed to be closed. However, the complaint will still be recorded in the School Complaints 
Register and a notation will be made to the effect that the complaint has been withdrawn. 

Handling student complaints 
When handling complaints involving a student, it is especially important to: 

• Acknowledge immediately to reassure the student.  

• Develop a plan for involving the affected student and their parent or carer at key 
stages of the complaint, including when and how information will be communicated to 
them throughout the process and how they will be supported.  

Procedural fairness 
All handling of complaints must abide by the rules of procedural fairness. 

a) a hearing appropriate to the circumstances 
b) lack of bias 
c) evidence to support a decision 
d) inquiry into matters in dispute 
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Section 3 Specific Types of Complaints 

Bullying 
Any complaint related to any type of bullying or suspicion of bullying will be dealt with 
immediately and as described in the JSP Bullying Protection Policy. Although the flow may 
differ depending on the situation, a staff member may consult with other staff members to see 
if there are any other instances of concern in relation to the complaint. They would also gather 
information by talking with (listening to) the students involved, as well as with other students. 
This might be followed by further discussion with the teaching staff and the Principal, before 
action is taken. Staff are committed to dealing respectfully and fairly with all parties involved. 

Child abuse 
The school considers any complaint related to any form of child abuse as serious. For more 
information on types of abuse, including sexual abuse and grooming, please refer to the JSP 
Child Protection Policy.  

All JSP staff have undergone child protection training. Teaching staff are aware that they are 
mandated as teachers to submit a Mandatory Report via the Mandatory Reporting System of 
the Department of Communities – Child Protection should they form a belief on reasonable 
grounds of child sexual abuse. The Principal will ensure that this report is made. If a parent or 
anyone in the school community is concerned about grooming or child abuse within the 
School, they can make a complaint directly to the Principal, or to the Chair of the JSP Board if 
the complaint is about the Principal.  

Anonymous complaints 
When there is no indication of either name or address, or the complainant says that they do 
not wish to be identified, this will be managed as an anonymous complaint. Anonymous 
complaints may come from students, parents or members of the public.   

Complaints from the public about the behaviour of a group of students will normally be dealt 
with on a general basis, with reminders to all students about school expectations. 

When lodging a complaint, parents and students are encouraged to give their names. They will 
be reassured about confidentiality. If they persist in wishing to remain anonymous, it is at the 
Principal’s discretion as to what action, if any, should be taken. 
 

Section 4 Student/Parent/Staff Complaints 

Students  
The school recognises the right of an individual student to feel free to express a concern or 
make a complaint. The School will endeavour to resolve any concern or complaint in an open 
and fair manner.  

There are many people ready and willing to talk to students about their concerns. The student 
can choose anyone they feel comfortable to talk to – their homeroom teacher, another 
teacher, parent, administrative staff, or some other person in the school community. A student 
may request a fellow student or someone else to accompany him/her in the discussion.   

If a student feels that their complaint has not been resolved after talking about the issue with 
a member of staff, they may lodge a formal complaint. A formal complaint is written account 
of the of the complaint and is submitted to the Principal. If student is unable to fill out the 
complaint form, they can be assisted by a teacher, parent or the Principal. The Principal will 
arrange for the matter to be discussed with the student. The aim would be to find a solution to 
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the problem and define a sensible course of action. The school will prioritise supporting the 
student in a safe and caring manner. 

Parents 
The Japanese School in Perth holds numerous meetings through the year. Parents will be 
informed of dates and times in the yearly schedule and via School Stream. The school strongly 
encourages parents to attend all meetings as they are a means of staying informed and 
provide an opportunity for parents to contribute opinions and ideas. Parents are reminded 
that their child’s homework diary is an ideal means of communication for quickly passing 
informal messages to teachers. 

If a parent needs to contact the school on an individual basis, the School recommends that the 
parent first contact the class teacher. However, if the teacher is not immediately available, 
they may contact the administration and request a return call from the teacher. If a parent 
feels the matter is not resolved after talking with their child’s teacher, they may request an 
appointment with the Principal immediately.  

If a complaint is unresolved after following the above format or of very serious concern, or if a 
parent has a specific issue relating to a member of staff or another matter which they want the 
Principal to formally investigate, they must put the complaint in writing and give permission 
for the complaint to be shared with the staff member(s) or persons concerned.  

Parents are advised that the School’s Board will not act on an issue unless:  
a) the issue has first been discussed with the Principal and remains unresolved to the 

parent’s satisfaction; and  
b) the Principal has been formally advised that the parent intends to take the issue to the 

school’s Board, and  
c) following on from a) and b), the parent makes a formal complaint to the Board. This 

complaint must be made first in writing and then can be further discussed in a formal 
meeting. If the matter is still unresolved after discussion with the Board, represented 
by the Board Chairperson, parents must accept that their complaint has been heard 
and cannot be resolved as they wish it to be resolved. 

All complaints will be treated as confidential. Parents will be reassured that complaints will 
only be shared with the people who need to be involved and only after permission has been 
received, as judged by the Principal. As professional educators we would expect no 
recriminations for the child(ren) of parents making a complaint; the Principal should be 
informed immediately if parents believe that this has not been the case. 

Staff 
The school recognises the right of staff members to make a complaint and will endeavour to 
resolve that complaint in an open and fair manner. Staff members should address any 
concerns or complaints to the Principal. Having raised an informal concern or complaint, staff 
are encouraged to follow through, until the issue is satisfactorily resolved.  

If a staff member has a specific issue about another member of staff, student, parent or 
another matter which they want to be formally investigated, they must put the complaint in 
writing and give permission for the complaint to be shared with the staff member(s) or 
persons concerned.  

If a staff member has a formal complaint about the Principal, the staff member may contact 
the School Board. The complaint must be documented using the school’s  Complaint Form. 
Staff are advised that the School Board will not act on an issue unless:  
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a) the complaint is about the Principal, and  
b) they have first attempted to discuss the issue with the Principal and it remains unresolved 

to the staff member’s satisfaction; and 
c) the Principal has been formally advised that the staff member intends to take the issue to 

the School’s Board, and  
d) the staff member has written to the Board Chairperson to formally complain using the 

school’s ‘JSP Complaint Form’.  

If the matter is still unresolved after discussion with the School Board, a third party may need 
to be consulted. The staff member should also be permitted to bring along a support person to 
such a meeting (this does not mean legal counsel). 

Staff are assured that, with their permission, complaints will only be shared with the people 
who need to be involved, as judged by the Principal or Board Chairperson. 
 

Section 5 Confidentiality 

The School recognizes that confidentiality is an important issue for students, parents and staff. 
Confidentiality of complaints will be maintained, to the extent that it is consistent with 
legislative requirements.  

Parents/Students  
The school understands that parents will often want assurance regarding confidentiality before 
expressing a concern and will discuss the question of confidentiality sensitively and on an 
individual basis with parents when necessary. The School will not permit complaints made by 
parents to rebound adversely on their children. Similarly, the School will reassure students of 
confidentiality and complaints raised by students will not rebound on them or on other 
students.  

The school acknowledges that in some circumstances, it may be possible to deal with a 
concern without naming individuals. However, depending on the nature of the complaint and 
on the circumstances, it may be necessary to identify people involved to allow the concern to 
be investigated.  

Staff 
The School acknowledges that members of staff have the right to know about complaints that 
might be damaging to their reputation. In principle, such complaints will be made known to 
them. However, where the complaint relates to child sexual abuse (mandatory reporting), staff 
will not be informed until the relevant government authorities responsible for investigating the 
allegation have indicated that it is appropriate to do so.  

The School will provide training to assist staff to deal not only with complaints made to them, 
but also with complaints that are made about them. The School is also aware there is a need to 
provide support for staff against whom a complaint is made.  

Note: The outcome of any formal disciplinary processes commenced against a member of staff 
as a consequence of a complaint being received is confidential between the staff member and 
the school person handling the complaint. Complainants will not be informed of the outcome 
in such matters due to confidentiality requirements.  
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Section 6 Record Keeping 

Record keeping 
The School maintains accurate records of all complaints received from students, parents and 
staff. This is required as the complaint may become the cause of future legal action. It also 
allows the school to check for patterns that may need to be addressed. The Principal checks 
the register regularly and reports on complaints to the School Board. 

The Complaints Register is maintained by the Principal and administration. The following 
information is recorded for each incident in the register: 

• Date when the complaint was received 

• Name of the parent, student and relevant parties involved 

• Description 

• School response (actions taken)  

• Outcome (brief statement of the outcome) 

Confidential records of all complaints are maintained and cross-referenced with other records 
as necessary. Records contain simple but clear notes of all conversations related to the 
complaint. This includes messages exchanged via email and phone.  

All records are kept and maintained in accordance with the recommendations described in the 
Australian Society of Archivists’ Records Retention and Disposal Schedule for Non-Government 
Schools.  

Records relating to child abuse 
The School’s records of complaints, allegations and findings related to grooming and child 
abuse, whether involving former or current staff or students must: 

a) contain as much detail as possible;  
b) be stored securely; and 
c) must not be destroyed without the approval of the Director General of the WA 

Department of Education or, where their retention becomes impracticable or unduly 
onerous, are forwarded to the Director General with Director General’s permission for 
retention in accordance with the State Records Act 2000. 

The School must respond appropriately to complaints and allegations of grooming, child abuse 
and breaches of the Staff Code of Conduct or student code of conduct in the best interests of 
students and in accordance with policies and procedures which at least require that:  

a) the complainant is informed about the services, including advocacy and support 
services, which may be available; and  

b) the matter is reported promptly to the responsible government authorities and their 
direction is sought and complied with as to when, what and by whom information 
related to the matter and its investigation may be given to the person against whom 
the complaint or allegation is made, the complainant and his or her parents/guardian, 
other affected students and their parents and guardians, and the wider school 
community. 
 

Section 7 Monitoring, Implementing, and Evaluating this Policy 
• This Policy is to be reviewed and evaluated annually. It is the responsibility of the Principal 

to ensure this occurs. 

• This policy is to be mandatory reading for all new and present employees at the School.  

https://www.archivists.org.au/learning-publications/records-retention-schedule-for-non-government-schools-2nd-edition
https://www.archivists.org.au/learning-publications/records-retention-schedule-for-non-government-schools-2nd-edition
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• A copy of this policy is to be made available in the office and to be published on the School 
website.  

• Parents of the school community will be informed of policy and procedures during the 
annual parent information session.  

 
Related Policies 

• JSP Student Code of Conduct 

• JSP Community Code of Conduct 

• JSP Staff Code of Conduct 

• JSP Child Protection Policy 

• JSP Behaviour Management Policy 

• JSP Bullying Prevention Policy 

• JPS Privacy Policy  

Related Resources and Links  
Department of Education  
https://www.education.wa.edu.au/non-government-school-concerns 

Department of Communities – Child Protection 
https://www.communities.wa.gov.au/services/child-protection-and-family-support/ 

The National Principles for Child Safe Organisations 
https://humanrights.gov.au/our-work/childrens-rights/national-principles-child-safe-
organisations 

Recognising Child Abuse (PDF)  
Government of Western Australia Department of Communities November 2021  
https://www.wa.gov.au/government/publications/recognising-child-abuse 

Complaint Handling Guide, Upholding the rights of children and young people 
National Office for Child Safety 
https://www.childsafety.gov.au/resources/complaint-handling-guide-upholding-rights-
children-and-young-people 
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Appendix 1 Concerns and Feedback Flowchart 

JSP encourages open communication and strives to ensure a safe environment for anyone to 

voice a concern or provide feedback. The flowchart below outlines to the communication 

pathways.  
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Appendix 2 Complaint Form 

JSP Complaint Form 

A complaint can be made in person, by email, in writing or by phone. You can use this form to 

describe your complaint. The School will acknowledge receipt of your complaint within 48 

hours. For details on how complaints are handled at JSP, please check the JSP Complaints and 

Feedback Policy.  

Details 

Date: ………………………………………. 

Name of person filling this form: ……………………………………………………………………………………………… 

Contact phone number: …………………………………………………………………………………………………………… 

Person filling in this form (please tick)  

Student  □ Parent□  Teacher□  Other  □ 

What happened?  

Please describe your complaint as clearly as possible. It will be helpful for us to know: What 

happened? Where it happened? When it happened (include dates)? How and when you found 

out about it? Any other relevant details. 

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………… 

Preferred outcome:  

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………… 
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Appendix 3 Child-Friendly Posters 

‘Speak up posters created by students’ 

 

 

 

 

 

 

 

Troubled? Anxious?  

 
 

If something is troubling you or 

 

if you’re worrying about 

something  

 

talk to a teacher or a friend!  

 

 

 

 

 

JSP Student Council 

June School Life Goal 

You’re not 

alone 

 

It’s ok to 

talk! 

 
 

Anytime! 

Anywhere! 

Anything! 

With anyone! 
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Appendix 4 – Tips for Making a Complaint  
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