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SCHOOL COMMUNITY AND CONSUMER COMPLAINT PROCEDURE 
 

This procedure outlines how complaints/feedback will be handled at Pacific Palms Public School 
The Pacific Palms Public School Complaints Handling Policy has been developed in consultation with staff  
and community.    

  Complaints Handling Policy - https://education.nsw.gov.au/policy-library/policies/pd-2002-0051 
School Complaints Procedure - https://education.nsw.gov.au/content/dam/main-education/policy-
library/public/implementation-documents/School-complaint-procedure_AC.pdf 
Code of conduct - https://education.nsw.gov.au/policy-library/policies/pd-2004-0020 

 
IMPLEMENTATION: 
The complaint procedure is intended to: 

• enable Pacific Palms Public School to respond well to the complaints/feedback 
• resolve complaints in a timely, fair and helpful manner 
• ensure all complaints will be kept confidential 
• give the public, confidence in our complaints process 
• prevent students and complainants from suffering detriment because a complaint has been made. 

 

RESPONSIBILITIES: 
Complaint is made to Principal either by mail, by phone, in person or email 

The Principal  
• acknowledges the complaint within 3 working days 
• gathers information from other sources (eg Teacher) 
• will resolve the complaint  
• provides reasons for the decision 
• will implement actions  
• closes the complaint and keep records (saved on Sentral, into Executive Teams folder and principal 

email) 
 

The complaint will be referred to a Specialist area of the Department, if the complaint is regarding:  
 

• allegations of a child protection nature against an employee 
• allegations of corrupt conduct 
• allegations of misconduct 
• possible criminal conduct 
• risk of harm to a child 
• privacy issues 

 
Evaluation & Monitoring: 
This procedure will be reviewed each calendar year in consultation with school staff and community. 

Melissa Merchant  
Principal 
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