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1.0 PURPOSE AND SCOPE 

Feedback and complaints assist Skillset Senior College Limited (SSC) to identify areas for improvement and to 
implement necessary changes to enhance services and processes. This leads to enhanced stakeholder 
satisfaction and reduce dissatisfaction recurrence. This policy provides the mechanism for receiving, managing, 
and resolving stakeholder complaints in a timely, fair, and consistent manner. 
 
Through this policy, SSC confirms the right of stakeholders to make a complaint. This policy aims to build trust and 
confidence among stakeholders by demonstrating a commitment to listening and responding to concerns. This 
policy applies to all SSC stakeholders including (but not limited to) students, parents, caregivers, or community 
members. 

 
2.0 DEFINTIONS  

Complaint: a typically unsolicited expression of dissatisfaction, concern or frustration, however made, about the 
standard of service, conduct of employees, actions or lack of action made by SSC or its employees, affecting an 
individual, group of clients, or other stakeholders. Complaints typically involve a formal communication from a 
stakeholder indicating that their expectations have not been met and seek a response, resolution or redress which 
cannot be immediately provided.  
 
Feedback: information provided by stakeholders that can be positive or negative. It is often solicited and aims to 
offer insights into experiences, perceptions, and suggestions for improvement which can be resolved immediately, 
or which don’t hold the expectation of further response. 
 
Complainant: The individual or entity making the complaint. Complainants have the right to: raise a complaint; 
remain anonymous where desired; have their complaint managed in a confidential manner; and an unbiased 
decision made including impartiality in any investigation and decision-making and an absence of bias by a 
decision-maker. 
 
Complaint handler: A complaint handler manages and resolves complaints, including by listening, investigating, 
and coordinating resolution of concerns.  
 

3.0 POLICY 

3.1  Raising a complaint  
 
Complaints may be raised by a complainant directly with the person involved. If the matter is unable to be resolved, 
or if the complainant does not feel comfortable doing so a complaint can be made in writing to the Head of Campus 
or Head of College, by:  

• Sending an email to info@skillset.nsw.edu.au.  

• Writing a letter to the Head of College and Head of Campus. 

• Telephoning the College and asking to speak to the Head of College or Head of Campus. 

• Other publicly available communication channels.  
 
When submitting a complaint, the complainant may provide their name, contact information, a description of the 
issue, the date and time of any specific incidents, and any supporting documents or evidence. This information will 
assist in ensuring that the complaint is accurately understood, recorded and can be effectively addressed.  
 
Assistance will be provided to put the matter in writing, if requested. 
 
Complainants may elect to remain anonymous or be dealt with under a pseudonym, however if a complainant 
elects to do this, the complaint may not be able to be investigated thoroughly, and a resolution may not be able to 
be provided depending on the nature of the complaint.  
 
Confidentiality of parties involved in a complaint will be maintained, including ensuring information is restricted to 
those directly involved in the complaint and its resolution. All reasonable steps will be taken to ensure that anyone 
who makes a complaint is not adversely affected because a complaint has been made. 
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If the complaint is about the SSC Head of College, the complaint should be forwarded to the Chair of the Skillset 
Senior College Limited Board via email chair@skillset.nsw.edu.au.  
 
The recipient of the complaint will acknowledge receipt of a complaint in writing as soon as practicable. 
 
SSC will seek to resolve complaints informally where possible but acknowledges that in some cases a person may 
wish to make a formal complaint. 
 

3.2  Complaint Handling Overview 
 
Step 1 - All formal complaints are reviewed by the Head of College, or in the case of complaints against the Head 
of College by the Chair of the Board. 
 
Step 2 – All complaints will be acknowledged in writing within 10 schooldays, and allocated a status, priority, and a 
complaint handler. The College will aim to resolve complaints as soon as practicable, ideally within 20 schooldays, 
subject to complexity. A representative from the College, usually the Head of College, will maintain contact with the 
Complainant at regular intervals until the complaint is resolved. 
 
Step 3 – The Complaint handler shall investigate the issues raised, following principles of procedural fairness, and 
make a determination. If an investigation is protracted, regular updates will be provided to the Complainant on a 
weekly basis. Complaints involving child safety concerns will be managed in accordance with child-safe standards 
and mandatory reporting obligations (refer to SSCPOL003 - Mandatory Reporting Policy and SSCPOL007 - 
Reportable Conduct Policy). The Complaint Handler will determine whether there is a requirement to report the 
matter to the Office of the Children’s Guardian, Police, Department of Communities and Justice or other relevant 
authorities should the complaint relate to possible unlawful conduct or other reportable matters. 
 
Step 4 - Following the determination, if appropriate, the Head of College shall formulate a resolution and provide a 
response to the Complainant. 
 
Step 5 - If the initial response is not acceptable the matter will be reviewed internally by the Head of College or the 
Chair of the Board. 
 
Step 6 - If the matter remains unresolved and/or the complainant is not satisfied with the outcome or the way the 
complaint has been managed, the complainant may pursue external resolution alternatives. 
 
Step 7 - All complaints, investigations, and resolutions will be documented in the Complaints Register and analysed 
to identify trends and areas for improvement, fostering a culture of continuous improvement. De-identified 
complaints data, trends and systemic issues will be reported to the Board within Board Reports, to support 
oversight and continuous improvement. 
 
There may be circumstances where some of the steps outlined above are not appropriate and the College will 
determine, on a case-by-case basis the most appropriate method of handling the complaint. 
 
A complainant and the relevant parties that the complaint is about may choose to have an appropriate support 
person present at any meeting with representatives of the College about the complaint. However, the College 
maintains the right to determine whether the person’s preferred support person is appropriate and may not approve 
the attendance of a support person where they are determined by the College to be inappropriate.   
Any conflicts of interest, whether actual or perceived, will be managed in accordance with SSCPOL040 - Conflict 
of Interest Policy.  

 
4.0 NON-COMPLIANCE 

 
Failure to comply with Skillset Senior College Policy may result in disciplinary action, up to and including the 
termination of employment or termination of contractual arrangements. 
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5.0 RELATED INFORMATION  

Related Legislation and Other Requirements 

Education Act 1990 (NSW) 
Children’s Guardian Act 2019 (NSW), including Child Safe Standards 
Children and Young Persons (Care and Protection) Act 1998 (NSW) 
NSW Registered and Accredited Individual Non-Government Schools Manual 

Related Documents   

SSCPOL003 - Mandatory Reporting Policy  
SSCPOL007 - Reportable Conduct Policy  
SSCPOL040 – Conflict of Interest Policy 
SSCPOL043 - Employee Grievance Policy 
SSCPOL044 - Whistleblower Policy 

 

 
6.0 REVIEW HISTORY 

Version Revisions/Changes Date 

4 Policy broadened to be applicable to all stakeholders. Retitled from Student Complaint 
Feedback & Complaints Policy. 

Mar 2026 

   

   

 

https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-1990-008
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-025
https://ocg.nsw.gov.au/sites/default/files/2021-12/g_CSS_GuidetotheStandards.pdf
https://legislation.nsw.gov.au/view/html/inforce/current/act-1998-157#statusinformation

