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Introduction 
 

At Varsity College, our educational philosophy places an emphasis on putting students first and maximising 
student learning. We focus on academic excellence, leadership and encouraging the development of values 
that will apply to all aspects of life beyond school. We aim to provide a warm and supportive environment in 
which all children can grow with confidence.  
 

For this learning environment and the development of our students to flourish, effective partnerships between 
parents, students and our school staff are vital. Whilst college staff are the experts in teaching and learning, 
we acknowledge it is our parents and guardians who are the primary role models and teachers in their childôs 
life.  For our children to succeed it is critical that the partnership between the school and its parents/guardians 
is strong and works in equilibrium.   
 
Strong partnerships require respect for the roles both parents and staff play in the education and development 
of our students, trust and effective communication by all parties. Our parents/guardians and the wider 
community have a right to make a complaint or raise any concerns at any time about the decisions or actions 
of our college.  They are also welcome to provide compliments about the performance of our college.  It is 
paramount that we continually share experiences and in particular, work through any issues or concerns that 
may arise from time to time, in a professional and constructive manner with a view to improve teaching and 
learning, for the benefit of our children. 

 

Relevant Legislation and Policy 
 

This policy has been developed in accordance with the Public Service Act 2008, the Education Queensland 
Customer Complaints Management Policy version 1.0 implemented 11/5/17 and the Education Queensland 
School Complaints Management Procedure. The policy clearly explains and documents the method for 
lodging complaints and their associated responses, from Varsity College.  
 
The Varsity College Complaints Policy is endorsed by the Varsity College Parents & Citizens Association 
(P&C) and School Council. 
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How To Contact Us 
 

From time to time, you may have concerns, feedback or enquiries relating to our college. It is important that 
you share these with us via the appropriate channels and in a timely manner so that we can respond or take 
action as necessary and appropriate.  Perhaps we havenôt explained something very well - we would like to 
know so that we can improve the dissemination of information.  Perhaps you donôt agree with a decision - we 
would like the opportunity to discuss the matter with you.  Your contribution is valued and we welcome 
constructive and positive discussions with our parents/guardians and the greater community.    
 
Should you wish to raise a concern, provide feedback, make an enquiry or lodge a complaint, you can do so 
in writing directly to the college via email or letter, by telephone, or in person via any of the following avenues: 
 

1. Email GeneralEnquiries@varsitycollege.eq.edu.au 
2. Phone 5562 3575 (Secondary Campus) or 5576 9333 (Primary Campus) 
3. Go directly to the appropriate staff member to deal with your concern such as the classroom teacher 

if it is a classroom specific issue or the Dean of Students.  Should the teacher not be the appropriate 
person to deal with your concern, they will certainly direct your communication to the appropriate 
staff member for attention and response. 

4. Email Principal@varsitycollege.eq.edu.au 
 
It is an expectation of our college and our community that the college will treat complaints, feedback or 
enquiries with confidentiality and our community with respect.  As such, it is expected that our community will 
express their concerns in a courteous, calm and respectful manner. 
 

What is a complaint? 
 
An expression of dissatisfaction about the 
service or action of the college, or its staff, by 
a person who is directly affected by the 
service or action of the college, and includes 
complaints related to: 
 
Å a decision made, or a failure to make a 

decision, by a college employee 
Å an act, or failure to act, by the college 
Å the formulation of a proposal or intention 

by the college 
Å the making of a recommendation by the 

college 
Å the customer service provided by a 

college employee 

What is not a complaint? 
 
Our community contact us for many reasons 
and most of the time our community does not 
have a complaint. It is not a complaint when our 
community: 
 
Å request more information 
Å request a change in services or request a 

new service 
Å make a suggestion for improving our 

services 
Å express a concern about a situation 
Å provide feedback on the collegeôs 

performance 
Å are not directly affected by the decision or 

action of the college 
Å provide information e.g. report an incident. 
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Please note, specifically with regards to complaints, if they are not lodged via the official channels identified 
above, they will not be considered.   

 
 
 
 

Complaint Process and Response Times 
 
Whilst the college treats all forms of concerns, feedback or enquiry with interest and timely consideration, the 
complaints process is somewhat more formalised.  The following depicts the college approach to complaints: 
 

 
 

 
The time it takes to resolve a complaint depends on a number of factors, including when the complaint was 
made and the complexity and severity of the complaint. You will receive advice from the college that your 
complaint or concern has been received within 2 working days and we will endeavor to ensure that your 
complaint is resolved quickly.  Sometimes a complex matter will take time. 
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