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PURPOSE 

• 

• 

POLICY STATEMENT 

VALUES 

• 

• 

• 

• 

• 

• 

SCOPE 
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RESPONSIBILITIES 
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BACKGROUND AND LEGISLATION 

BACKGROUND 

LEGISLATION AND STANDARDS 

• 

• 

• 

• 

• 

• 
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• 

• 

• 

• 

• 

DEFINITIONS 

SOURCES AND RELATED POLICIES 

SOURCES 
• 

• 

• 

• 

• 

• 

https://www.acecqa.gov.au/
https://www.ombudsman.gov.au/publications/better-practice-guides
https://www.education.vic.gov.au/Pages/default.aspx
http://www.legislation.vic.gov.au/
http://www.legislation.gov.au/


• 

• 

• 

RELATED POLICIES 
• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

EVALUATION 

• 

• 

• 

• 

• 

• 

ATTACHMENTS 
• 

• 

AUTHORISATION 

https://elaa.org.au/
https://www.education.vic.gov.au/Pages/default.aspx
https://assets.ombudsman.vic.gov.au/assets/Best-Practice-Guides/Complaints-Good-Practice-Guide-for-Public-Sector-Agencies.pdf?mtime=20191217165914
https://assets.ombudsman.vic.gov.au/assets/Best-Practice-Guides/Complaints-Good-Practice-Guide-for-Public-Sector-Agencies.pdf?mtime=20191217165914
https://assets.ombudsman.vic.gov.au/assets/Best-Practice-Guides/Complaints-Good-Practice-Guide-for-Public-Sector-Agencies.pdf?mtime=20191217165914


POLICY REVIEW HISTORY 

- 

- 

- 

- 

- 



ATTACHMENT 1. SAMPLE TERMS OF REFERENCE FOR A COMPLAINTS SUBCOMMITTEE/INVESTIGATOR 

PURPOSE 

MEMBERSHIP 

TIME PERIOD NOMINATED 

MEETING REQUIREMENTS 

DECISION-MAKING AUTHORITY 

BUDGET ALLOCATION 

REPORTING REQUIREMENTS OF THE COMMITTEE 
• 

• 

TASKS AND FUNCTIONS OF THE COMPLAINTS SUBCOMMITTEE/INVESTIGATOR 
• 

• 

• 

• 

• 

• 

• 

• 

• 

 



ATTACHMENT 2. DEALING WITH COMPLAINTS 

DEALING WITH A COMPLAINT 

• 

• 

• 

• 

• 

• 

• 

• 

DEALING WITH A NOTIFIABLE COMPLAINT 

• 

• 

o 

o 

o 

o 

o 

• 

COMPLAINTS SUBCOMMITTEE/INVESTIGATOR RESPONSIBILITIES AND PROCEDURES 

• 

• 

• 

• 

• 

• 

• 

• 

• 



INVESTIGATING THE COMPLAINT AND GATHERING RELEVANT INFORMATION 

• 

• 

• 

• 

• 

• 

• 

• 

FOLLOWING THE INVESTIGATION 

• 

• 

o 

o 

• 

• 

• 

• 


