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1. Background 
The NSW Education Standards Authority (NESA) is a corporation with numerous powers and 
functions including to provide advice and make recommendations to the Education Minister 
about registering non-government schools in NSW. 

Registration is a non-government school’s licence to operate. Its purpose is to ensure that a 
school meets the requirements of the Education Act 1990. Accreditation authorises a registered 
non-government school to present candidates for a NESA credential.  
 
Kincoppal-Rose Bay School (‘the School’) is a registered and accredited non-government 
school. 

A complaint is an expression of dissatisfaction made to the School, related to its services, staff 
or operations or the handling of a complaint, where a response or resolution is explicitly or 
implicitly expected or legally required. 

2. Purpose 
The purpose of this policy is to ensure that students, parents/guardians and other external 
complainants can raise matters of concern, lodge complaints and have them dealt with and 
responded to efficiently. 

Employees of the School are responsible for managing the resolution of enquiries, concerns, 
complaints and disputes lodged by students, parents/guardians and members of the community. 
Staff will make every effort to resolve all enquiries, concerns and disputes promptly and in 
accordance with procedural fairness/ natural justice principles. 

Complaints are monitored by the school, and documented in the School’s Complaints Register. 
Complaints are an opportunity for us to improve our services. We will use feedback from 
complaints to enhance our policies and practices. 

3. Policy 
3.1 The School is dedicated to handling complaints promptly, fairly, and transparently. All 

complaints will be addressed with respect and confidentiality. 
3.2 Complaints can be made in person, by phone, in writing, or via email. The School will 

provide assistance to those who need help in making a complaint. 
3.3 Wherever possible, complaints will be resolved informally at the local level. Teachers and 

school leaders aim to address concerns quickly and effectively. 
3.4 If a complaint cannot be resolved informally, it will be escalated to a formal process. This 

may involve a written complaint and a formal investigation. 

https://www.nsw.gov.au/education-and-training/nesa/registration-and-compliance/non-government-schools/registration-accreditation-manuals
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3.5 The School will acknowledge all complaints within 5 working days and resolve them within 
20 working days. If more time is needed, the complainant will be informed of the delay 
and the reasons for it. 

3.6 The School’s complaint process is culturally sensitive and considers the psychological 
safety of all parties involved. 

4. Principles 
When managing a complaint or appeal, the School ensures that: 
 
4.1 student well-being remains our highest priority, including the wellbeing of individuals and 

the wider group 
4.2 procedural fairness is offered to all parties 
4.3 all persons in the school community are treated with respect and courtesy 
4.4 information is provided to the School community about how and where to complain and 

to make the process as simple and accessible as possible 
4.5 confidentiality is maintained as appropriate 
4.6 the process is accessible to all parties and there is a commitment to cooperation by 

School Staff 
4.7 in most cases the subject of the complaint is informed of its substance (the anonymity of 

the complainant may be protected) 
4.8 records of complaints and the information collected in the complaints resolution process 

are retained 
4.9 the process of complaints and appeals is available to all parties and there is a 

commitment to cooperation by all staff 
4.10 complaints to the School are monitored and their management is evaluated to pre-empt 

systemic/ recurring issues 

5. How the School Manages Complaints and Disputes 

5.1 Informal Complaints and their Resolution 
5.1.1 Expressions of dissatisfaction with School services may come in a variety of forms; 

a phone call, a statement or an email or written complaint. Some complaints may 
be dealt with quickly, usually via verbal communication. An informal complaint is 
the most common form of complaint. 

5.1.2 The School requires that there is an attempt to informally resolve the issue through 
meetings or informal discussions regarding the complaint before making a formal 
complaint. 

5.1.3 Most informal complaints do not involve the School Principal or Head of Junior 
School, and parents are asked to respect this and try and resolve problems 
informally with the most appropriate person. 
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5.2 If the source of complaint is a student 
5.2.1 Students are encouraged to make their own judgment about the appropriate 

member of School or Boarding staff to whom their complaint should be made. The 
following points offer some guidance: 
5.2.1.1 A staff member and student should act to resolve a minor complaint 

to the satisfaction of both parties. If the student feels she/he cannot 
raise the matter directly with the staff member concerned, she/he may 
approach their Year/Stage Co-ordinator, the Head of the relevant 
Department, the School Counsellor or the Director of Boarding as 
appropriate.  

5.2.1.2 Failing resolution at this level, the matter should be referred to the 
Head of Junior School or the appropriate member of the Leadership 
Team in the Senior School. 

5.2.1.3 In all instances of complaint, the school's representative will record the 
issues and document the steps taken to resolve the complaint. 

5.3 If the source of complaint is a staff member 
5.3.1 Complaints of a minor nature should be resolved between colleagues. 
5.3.2 Complaints of a more serious or complex nature are to be reported to the 

respective line manager for assessment and guidance. 
5.3.3 Disputes should be referred to the respective line manager. 
5.3.4 Disputes of a more serious or complex nature should be referred to the Head of 

the Junior School or the Head of Senior School as appropriate. 

5.4 Formal Complaints 
5.2.1 If you have been unable to solve a matter informally, or simply wish to make a 

formal complaint, you may do so in writing to the relevant person. 
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5.3 Where to Direct your Complaint 
My matter relates to: Point of Contact: 
Early Learning • Leader of Early Learning (reports to Head of the Junior 

School) 
Academic Care and Pastoral Welfare 
concerns 

• Junior School – Deputy Head of Junior School - Wellbeing 
and Operations (reports to Head of Junior School) 

• Senior School – Director of Students 
Mandatory Reporting – Child Safety 
including Physical, Sexual or 
Psychological abuse of Students 

• Principal (or delegate) 
• Head of Junior School or Head of Senior School 
• Please contact one of these staff directly an arrange for 

an immediate contact. 
Teaching and Learning concerns • Junior School – Deputy Head of Junior School-Teaching 

and Learning (reports to Head of Junior School) 
• Senior School - Head of Department (reports to Head of 

Academic Excellence) 
Boarding concerns • Head of House (reports to Director of Boarding) 

Financial concerns • Finance Manager (reports to Director of Corporate Services) 

Sport concerns • Head Coach of the relevant Sport Head of Sport  

Enrolment concerns • Head of Admissions (reports to Principal) 

Matters relating to the Newsletter 
and Communications 

• Marketing and Communications Manager  

Property and Maintenance • Head of Property Services (reports to Director of Corporate 
Services) 

Technology and IT • IT Manager (reports to Director of Corporate Services) 

The Principal • Chair of the School Board boardchair@krb.nsw.edu.au  

All other matters • Head of Senior or Head of Junior School 

5.4 Formal Complaints Procedure 
5.6.1 Complaints are handled confidentially and are a matter between the complainant 

and those persons directly involved in the complaints handling process. Personal 
information about a complainant will only be made available for the purpose of 
investigating and addressing the complaint. 

5.6.2 The School will acknowledge the receipt of the complaint, as soon as practicable, 
typically within three (3) business days. 

5.6.3 The School will attempt to resolve complaints as soon as practicable. 

mailto:boardchair@krb.nsw.edu.au
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5.6.4 An investigator may be appointed to conduct an investigation into the issues 
raised following the principles of procedural fairness. The investigator will make a 
determination. 

5.6.5 The investigator will formulate a resolution where appropriate. The School will 
provide a written response to the complainant. The complaint will be closed if this 
response is acceptable. 

5.6.6 If the initial response is not accepted and the complainant requests a review of 
the decision, the Principal will appoint an Internal Appeals Panel made up of Senior 
staff independent from the matter. The review process should be initiated within 
5 days of the request for review. 

5.6.7 An Appeals panel aims to decide about a complaint as soon as practicable from 
the date of the review process being initiated. The School will then provide a 
written response to the complainant. The matter will be closed if the response of 
the Appeals Panel is accepted. 

5.6.8 If the matter remains unresolved, the complainant may choose to seek external 
dispute resolution alternatives. 

5.6.9 All formal complaints will be recorded in the School’s Complaints Register that is 
held in the Principal’s office and managed by the EA to the Principal. 

5.5 Timeframes 
5.5.1 The School will endeavour to respond within the timeframes indicated above. 

However, during or close to school holiday periods this may not be possible due 
to the absence of key personnel. In this instance the School will respond as soon 
as reasonably practicable and will advise the person making the complaint of the 
likely timeframe for a response. 

6. Whistleblowers 
6.1 A Whistleblower is anyone who discloses unacceptable or reportable conduct to the 

School. Unacceptable/Reportable conduct is behaviour that is dishonest, improper, 
fraudulent or corrupt. People who are intending to make this type of complaint are 
advised to refer to the School’s Whistleblower Policy (2025), available on the School’s 
website https://www.krb.nsw.edu.au/about-us/our-policies/  

7. Allegations of physical, sexual or emotional abuse of 
students 

7.1 If there is an allegation of physical, sexual or emotional abuse of students the Principal 
will report any matter that has been notified to Department of Communities and Justice 
and/or NSW Police to investigate. A notification may also be made to the Office of the 
Children’s Guardian. 

https://www.krb.nsw.edu.au/about-us/our-policies/
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7.2 Any allegations should be reported to the Principal or their delegate – Head of Junior 
School or Head of Senior School. If the allegation is about the Principal, it must be 
reported to the Board Chair boardchair@krb.nsw.edu.au. 

7.3 The Principal will ensure that the matter is investigated and take disciplinary action as 
appropriate. In all cases the School's Child Protection Policy and Procedures are to be 
followed. 

8. Overseas Students Complaints and Appeals Process 
8.1 There are specific complaints and appeals processes that apply to overseas students. 

See the School’s 3.13 Overseas Students Complaints and Appeals Policy and Procedures 

mailto:boardchair@krb.nsw.edu.au
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