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Child-focused complaints system for students at 
residential colleges 

 

The Commissioner is publishing a series of good practice examples which showcase complaints 
systems that are accessible and responsive to children and young people. 

 

Department of Education in collaboration with the Country High 
School Hostels Authority 
A new complaints reporting and investigation system has been designed and developed with the 
input of more than 90 students of different ages from various schools and residential colleges. 

Customer focus 

The Blaxell Inquiry into child abuse at St Andrew’s Residential College in Katanning found there were 
several factors that made the reporting of sexual abuse very difficult. These included the difficulty 
that students had in recognising inappropriate behaviour; their fear of reporting abuse and the lack of 
any established terminology to use when reporting abuse. 

Recommendation One of Judge Blaxell’s report required the development of a comprehensive child-
focused complaints system that provides hostel residents with several avenues to make complaints. 

Improving visibility, accessibility and responsiveness  

For the first time students in residential colleges will have: 

• direct access to a telephone helpline that connects them to a team of expert child protection 
investigators 

• a child focused website on which they can make complaints 
www.det.wa.edu.au/residentialstudentcomplaints 

• communication materials targeted towards children and young people to raise awareness of 
their ability to make complaints in several different ways – some samples attached 

Developing the strategy 

The complaints management policy of the Country High School Hostels Authority was analysed.  
Opportunities for improvement were identified and the Department of Education and the Country High 
School Hostels Authority worked together to revise and update the policy. 



 

Focus groups were undertaken with more than 90 students at various schools and residential colleges. 
They were asked for their input on the design of a complaints management system. 

A child-focused complaints reporting and investigation system was then designed. Materials were 
developed to publicise the new systems, including posters, a new website and individual wallet cards 
for students. Formal communications were also developed and provided to staff, parents and students 
in the form of guidelines and handbooks. 

Continual improvement 

The effectiveness of the new system will be assessed and evaluated on an ongoing basis – and will 
include parent and student surveys. Analysis of the actual complaints and enquiries received by the 
Standards and Integrity Directorate will also be undertaken. 

 

 

 
                   A3 promotional poster developed following the input from students 

 


