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PARENT AND CARER GUIDE 

Feedback and Complaints Procedure 

Information for parents and carers 

The School of Chinese Education welcomes feedback, concerns and complaints. We will listen respectfully, 
respond promptly and put children's safety first. No one will be disadvantaged for raising a genuine 
concern. If you contact the wrong person, we will help your concern reach the appropriate person. 

URGENT CHILD SAFETY: If a child is in immediate danger, call 000. A child safety concern may be 
reported directly to the Principal, Child Safety Officer, Committee Chair or an external authority. You do 
not need to speak to the teacher first or complete a form. 

What can I tell the school about? 
1. teaching, learning progress, attendance, homework or classroom support 

2. communication, fees, events, facilities, access or an administrative decision 

3. behaviour, bullying, discrimination, privacy or another student's conduct 

4. staff or volunteer conduct, a breach of the Child Safety Code of Conduct, or any concern that a child 
is unsafe, harmed, abused or groomed 

Who should I contact? 

Type of issue Suggested first contact 

Routine classroom, learning 
or family matter 

Class teacher 

School-wide, serious, 
sensitive or unresolved 
matter 

Principal  

Child safety, bullying, 
discrimination, privacy or 
staff conduct 

Child Safety Officer or Principal  

Complaint about the Principal Committee Chair / President 

Complaint about the 
Committee Chair 

Another unconflicted committee office-holder or an external body 
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How to give feedback or make a complaint 

Step 1 - Choose how to contact us 

• You may speak to us in person or by telephone, email or letter. You may also use the school's 
existing complaint form, but a form is not required. 

• You may use English or Chinese, make an anonymous complaint, or ask a support person, advocate 
or interpreter to help. 

Step 2 - Start with the teacher for routine matters 

• Make an appointment so the teacher can listen without interrupting the class. 
• Explain what happened, when it happened, who was involved and what outcome you are seeking. 

Keep a note of the date and the person you spoke with. 
• Do not approach another student or their family directly. Ask the school to manage the matter. 

Step 3 - Contact the Principal or appropriate officer 

• Go directly to the Principal / Complaints Officer for serious, sensitive, urgent or unresolved matters. 
Child safety concerns may also go directly to the Child Safety Officer. 

• A complaint about the Principal should go directly to the Committee Chair / President. You do not 
have to confront the person involved. 

Step 4 - Ask for review or seek external help 

• If you are dissatisfied with the response, ask the Committee Chair / President or another 
unconflicted person to review the matter. 

• An unresolved complaint about an accredited community language school may be referred to 
Community Languages Victoria (CLV). 

• You may contact Police, Child Protection, a regulator or another appropriate external body at any 
time. Urgent child safety action must not wait for the school's internal steps. 

Helpful information to provide: your contact details (unless anonymous), the student's name, what 
happened, relevant dates, who you have spoken with, any supporting documents and the outcome you 
would like. Only provide information that is relevant to the concern. 
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What will the school do? 
1. Receive and listen - welcome the concern, listen respectfully and arrange language or accessibility 

support. 

2. Protect and assess risk - check immediate safety and take protective action before ordinary 
complaint handling. 

3. Record and acknowledge - create a secure record and confirm the contact person, next steps and 
expected timeframe. 

4. Triage and assign - identify the type of complaint, conflicts of interest and any required external 
report. 

5. Respond or investigate - resolve straightforward matters early or gather relevant information fairly 
for serious or disputed matters. 

6. Decide and communicate - explain the outcome, reasons, actions and available review options, 
subject to privacy and employment obligations. 

7. Follow up and improve - check ongoing safety and support, complete actions and use lessons from 
complaints to improve the school. 

Our response times 

When What we aim to do 

Immediately Respond to urgent safety risks and make required external reports. 

Within 2 business days Acknowledge the complaint unless it was resolved immediately. 

Within 10 business days Provide an update if the matter remains open. 

Target: within 20 
business days 

Complete the matter where reasonably practicable, or explain the delay, revised 
timeframe and interim safeguards. 

Support, privacy and fair treatment 

You may have a support person, interpreter or reasonable communication adjustment. The school will 
share information only as needed or required; complete confidentiality cannot be promised where 
disclosure is needed to protect a child, investigate fairly or comply with law. The school will monitor for 
retaliation, bullying or disadvantage arising from a genuine complaint. 
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School contact details 

Principal   Jun Ye  0407188886 

Child Safety Officer Chang Zhou 0430479321 

Committee Chair/President Hong Zhu 0403154368 

Postal / in-person address 6 Watts St, Boxhill VIC 3128 

 

External help 

Service Contact 

Immediate danger Victoria Police - 000 

Non-urgent Police assistance 131 444 

Community Languages Victoria 
03 9349 2683  |  info@communitylanguages.org.au  |  
www.communitylanguages.org.au 

Child Protection Contact the intake service for the child's home area; after hours 13 12 78 

Kids Helpline 1800 55 1800 

Department program advice community.languages@education.vic.gov.au 

This guide summarises the school's Complaints Handling Policy. It supports Victorian Child Safe Standard 7 and the Victorian 
Government community language school complaints pathway. The full policy applies if there is any inconsistency. Version: [insert]  |  
Approved: [insert]  |  Review: [insert] 
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