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Customer Complaints Management (CCM) - Policy & Process 
 
 

1. Our School Charter and School Values 
 

We are committed to fostering a school environment that is supportive, respectful, compatible 
with human rights and provides all students with opportunities to engage in quality learning. 
Effective partnerships with parents, carers, students and school staff is an essential part of us 
achieving this goal. We want to know what we are doing well, but also if there are any areas 
where we can improve or do things differently.  
 
2. CCM Purpose  
 

Benowa State High School appreciates and acknowledges that parents, carers, students and 
community members have a right to make a complaint. This document outlines how Benowa 
State High School will manage these complaints and this management description is modelled 
and based on the Department of Education (DoE), Queensland’s, Framework, Policy and 
Procedure for managing customer complaints. 
 
3. What is a customer complaint? 
 

A complaint is a customer complaint if the person is unhappy with the service or action or our 
school or staff, and directly affected by the service or action they are unhappy with.  
 
In our school, the person making a complaint will usually be a parent, carer, student or other 
school community member, but could also be anyone else directly impacted by something at 
our school.  
 
Some complaints must be managed using different processes. These include: 
 

• issues about harm, or risk of harm, to a student attending a state school, which must be 
managed in accordance with the Student protection procedure; and    

• complaints about corrupt conduct, public interest disclosures or certain decisions made 
under legislation - refer to the Excluded complaints factsheet for more information. 

 
4. Roles and responsibilities 
 

We treat everyone with respect, courtesy and fairness, and aim to act compatibly with human 
rights. Our responsibilities include: 
 

• following the customer complaints management framework, policy and procedure when 
managing complaints; 

• resolving complaints promptly; and 
• providing information about our processes, timeframes and any available review options. 
 
If someone makes a complaint, they also have responsibilities, including: 
 

• cooperating respectfully and understanding that unreasonable conduct will not be tolerated; 
• giving us a clear idea of the issue or concern and a possible solution;  
• providing all relevant information when making the complaint; 
• understanding that addressing a complaint can take time; and 
• letting us know if something changes, including if help is no longer needed.  
 
5. Complaints Management Process (CMP) 
 

At Benowa State High School, our complaints management process involves the following 
steps: 
 
i. Receipt  
 

The complaint should be made where the problem or issue arose. At Benowa State High 
School, we ask parents, carers, students or community members who would like to make a 



complaint to either email office@benowashs.eq.edu.au or visit the school office to make an 
appointment to meet with the principal or another member of staff.  
 
The following information should be provided when making a complaint: 
 

• what happened, including when and where it occurred, and who was involved; and 
• what outcome or solution you are seeking to address your issue or concern. 
 
We accept anonymous complaints, however it is important to understand that this could limit 
how a complaint is assessed and resolved, and it may also prevent an outcome being provided. 
 
ii. Assessment and management 
 

We will examine the issue(s) raised and try to resolve the complaint. We aim to do this promptly,  
but understand that we have many other responsibilities and it may not be possible to make 
contact or resolve a complaint immediately.  
 
iii. Providing an outcome  
 

Once we finish examining the complaint, we will let the person who has made the complaint 
know the outcome and any available review options.   
 
6. Review options 
 

If the person who has made the complaint is dissatisfied with the outcome or the way we 
handled their complaint, they can contact the regional office to ask for an internal review. A 
Request for internal review form should be completed and the request should be submitted 
within 28 days.  
 
There is also an external review option (for example, the Queensland Ombudsman or 
Queensland Human Rights Commission), which becomes available once the DoE complaints 
process has been exhausted.  
 
7. Information and resources 
 

Attachment 1: Customer Complaint Checklist. 
Attachment 2: Customer Complaints Categorisation Scheme. 
Attachment 3: Establishing a complainant as being directly affected. 
 
The following DoE resources contain additional information: 
• Customer complaints management framework, policy and procedure. 
• Compliments, suggestions and customer complaints website. 
• Making a customer complaint: Information for parents and carers. 
 
8. Endorsement 
      

Mark Rickard        Dr Harry Kanasa 
Principal        School Council President 
      
 
Effective date: January 2020 
Review date: January 2023 

mailto:office@benowashs.eq.edu.au


Checklist: What is a customer complaint? 

Customer complaint 

Customer complaint is defined in section 219A(4) of the Public Service Act 2008 (Qld) as an

expression of dissatisfaction about the service or action of the department or its staff, by a 

person who is directly affected by the service or action, and includes complaints related to:  

• a decision made, or a failure to make a decision, by a public service employee of the

department

• an act, or failure to act, by the department

• the formulation of a proposal or intention by the department

• the making of a recommendation by the department

• the customer service provided by a public service employee of the department.

Checklist 

The definition above can be broken into the following five elements. If all elements are 

present, the matter is a customer complaint.  

Element Things to think about 

1 Dissatisfaction 

The customer must be 

dissatisfied. 

• Dissatisfaction can be implicit or explicit – for example, the

customer does not need to be visibly angry or upset to be

dissatisfied.

• Examples of a lack of dissatisfaction might be a person

bringing something to our attention – for example,

someone notices school windows have been left open

during school holidays.

2 About the 

Department of 

Education  

The dissatisfaction 

must relate to a 

service or action of 

the department or its 
staff. 

• If the dissatisfaction concerns something that is not the

department’s responsibility, it will not be a customer

complaint – for example, fees set by the Commonwealth.

• ‘Staff’ can include people acting on behalf of the

department – for example, a specialist examiner

contracted to conduct music exams, or a religious

instruction provider the department has authorised to

deliver services at a school. The Volunteers and other third

party factsheet contains more information.

Attachment 1

https://intranet.qed.qld.gov.au/Services/strategymanagement/GSP/Documents/volunteers-other-third-parties-factsheet.DOCX
https://intranet.qed.qld.gov.au/Services/strategymanagement/GSP/Documents/volunteers-other-third-parties-factsheet.DOCX


Checklist: What is a customer complaint? 

2 

Element Things to think about 

3 Directly affected 

The customer must be 

directly affected by 

the service or action 

they are complaining 

about. 

• The department accepts representative complaints – for

example, a disability advocate, community elder, or other

support person may make a complaint on the

complainant’s behalf or assist them with the process.

o It is important to confirm that the representative is

authorised to act for the complainant.

• Sometimes it is unclear if someone is directly affected.

The Directly affected factsheet contains an approach to

help determine if the complainant has a sufficient

connection to the complaint.

4 Seeking outcome 

A customer must want 

the department to 

take some action or 
deliver some 
outcome in response 

to their complaint. 

• The outcome the customer seeks could be implicit or

explicit.

• Sometimes the outcome may be unrealistic or

unreasonable (e.g. sacking a senior person), however this

does not mean the issue is not a customer complaint. It

may just influence how you manage the complaint.

• Examples when a customer may not be seeking an

outcome include a customer letting us know about

something for our information, or providing feedback.

5 No other process 

The complaint must 

be in scope and must 

not need to be 

managed through 

another process. 

• Some complaints are outside the scope of the customer

complaints management framework and must be

managed through different processes – for example,

employee complaints, corrupt conduct, public interest

disclosures, etc.

• The Excluded complaints factsheet provides information

about these excluded complaints.

https://intranet.qed.qld.gov.au/Services/strategymanagement/GSP/Documents/directly-affected-factsheet.DOCX
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When is a complainant directly affected?

Directly affected 

One of the elements of a customer complaint is that the complainant must be directly affected 

by the matter they are complaining about, or the complainant must be making a representative 

complaint on behalf of someone who is directly affected. Usually, it is clear if a person is 

directly affected (e.g. they are a parent of a school student), however sometimes this element 

requires greater consideration. 

Suggested approach 

Consider the following factors to decide if someone is directly affected by the issue they are 

complaining about:  

1. Is the person making the complaint directly affected by the particular

action/service/conduct raised? Consider:

a. Is their interest greater than the concerns of a merely interested bystander who

has no direct interest in the outcome?

b. Is their interest more than a purely intellectual, academic or emotional

concern?

c. Is their interest well above that of an ordinary member of the public who may

have become aware of the issue through the media?

d. Do they have a sufficient connection to, and alleged harm from, the decision or

action being challenged which would give them a right to be heard in relation to

the issues?

e. Are they a person whose rights or interests would be affected if the decision or

action stood or continued?

2. Is the person making a representative complaint on behalf of another person?

a. If the complainant is not directly affected, are they acting on behalf of another

individual (e.g. a student)?

b. Is the other individual directly affected by the department’s

action/service/conduct? (see step 1)

c. If so, is the complainant authorised to act on behalf of the affected individual?

This is important to ensure information is not inappropriately disclosed and

privacy is not breached.

Attachment 3

https://intranet.qed.qld.gov.au/Services/strategymanagement/GSP/Documents/customer-complaint-checklist.DOCX
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Example scenarios 
Scenario Considerations 

A. A parent or guardian of a 

student makes a complaint to 

the department about a lack of 

air conditioning at their child’s 

school. 

A student’s parent is making the complaint about air 

conditioning. Because the parent or guardian’s child is 

impacted, they are both directly affected and an 

authorised representative.  

B. A grandparent or other relative 

of a student makes a complaint 

to the department about a lack 

of air conditioning at the 

student’s school. 

If it is known that the grandparent or relative is the 

child’s guardian or carer, the direct connection is 

established, and the matter would be assessed as in 

scenario A. 

If the department has no information about the familial 

circumstances, it is not immediately clear if the 

grandparent or relative is directly affected. The person 

assessing the complaint should confirm if the 

grandparent or relative is authorised to make a 

complaint on behalf of the student.    

C. A grandparent or other relative 

of a student makes a complaint 

to the department about a lack 

of air conditioning at the 

student’s school. They advise 

the department that they are 

complaining because the 

parent is not interested in 

complaining themselves. 

It appears the grandparent or other relative is not 

making a representative complaint on behalf of the 

student as they do not have the consent of someone 

directly affected (i.e. the student or their parents). 

Instead, the grandparent or relative is making their 

own complaint. As they are not directly affected by the 

department’s action/service, their complaint would not 

be a customer complaint. This query would be 

managed through normal correspondence processes.  

D. A person contacts the 

department to generally 

complain about the lack of air 

conditioning in state schools in 

south-east Queensland.  

This is not a customer complaint, as the person has 

not outlined any direct connection to a student and/or 

how the lack of air conditioning impacts them. Their 

interest is the same as any other member of the 

public.  
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