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Board
Chairman's
Report

On behalf of the Board of Penrith Christian School, it is my
privilege to bring a message to the School Community for the
2021 school year. This year we celebrate the 40th year of PCS.
God is so faithful!
Last year I said, ‘2020 has been probably the most difficult,
challenging and memorable year in the history of the School’.
Unfortunately, this year the COVID-19 pandemic resulted in
lockdowns and school closures for months, impacting adversely
on families, parents/caregivers, students and the School staff.
I am particularly mindful of the difficult task parents had, and
continue to have, in less than ideal conditions for the education
of their children. Even when students could attend school, it was
not a ‘normal’ school experience. I commend you for persisting
when at times it seemed almost impossible.
A special thank you to our Principal Tracey Deal, the Executive
and staff for their untiring commitment to providing quality
education under less than ideal conditions. I recognise
Mrs Deal and her staff have been passionate, professional
and committed to taking the School through this incredible
challenge. I believe we are coming out of the worst of the
COVID-19 impact and I am looking forward, with you, to a better
year in 2022.
The difficult and testing circumstances we have been through
this year have not been of our making or choice, but I say, hang
onto your faith, and continue to trust God, and we will win.
I am encouraged by a quote Oswald Chambers, early-twentiethcentury Scottish Baptist evangelist and teacher, who said:
‘We are not responsible for the circumstances we are in, but we
are responsible for the way we allow those circumstances to
affect us; we can either allow them to get on top of us or we can
allow them to transform us into what God wants us to be.’
Finally, I wish everyone involved in and associated with PCS a
very happy, holy and safe Christmas and I trust 2022 will be a
special year for all.
Tim Sage
Board Chairman

Penrith Christian School
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Principal's
Report

Excited to be celebrating 40 years of delivering Christian
education, we began 2021 hoping that much of the COVID
impacted world would dissipate and we could get back to
some sense of normal. Little did we know that the worst was
yet to come. However, despite what certainly the second half of
the year became, we were able to start the year having some
extracurricular activities and some parent involvement to begin
the year.
The full roll out of a new Whole School structure incorporating
new staffing positions and a dedicated focus on improvement
in many areas, including academic rigour, was articulated
through our One School, Whole School, Our School statement.
The drive for better cohesion in many areas and improvement
in three main areas became our focus. We had identified the
need to articulate and realise a whole school improvement
agenda, to ensure our teachers were equipped to be experts
and use high impact teaching strategies and to engage and
expand external partnerships more effectively so that we
gave our students a fuller understanding of what they were
preparing for after they left school. As part of our identification
of the areas where improvement was needed, and to ensure
we had good processes to make this happen, we engaged the
School Improvement team from the Association of Independent
Schools to provide consultation and additional resources.
We engaged in internal and external consultation to review
who we were as an organisation and what distinctives we had
as a school. There was a change of school motto from ‘Truth,
Integrity, Excellence’, identified as core values, to ‘Strive for the
Highest’. The basis for this new motto covered many aspects.
Firstly, founded on the verse in 1 Corinthians 10:31 ‘… whatever you
do, do all for the glory of God’, it pointed to the reason we exist
as a Christian school, to bring glory to God. Secondly, it gave
direction and motivation for our students in their education, to
not settle for second best but to pursue excellence and aim to
be competitive in their worlds and active as a positive citizen
of society. It also gave us intentional language and motivation
to ensure we operated and were seen as a school who would
demonstrate and display excellence in everything we did and
stood for.
Our Early Learning Centre (ELC) is a key part of the school and we
were able to expand this service to include a Toddlers Room in
2021. This saw children from the age of 2 years being brought into
our Centre. This extension of the service happened as Sydney
went into lockdown again. Throughout this challenging time, our
ELC continued to provide care and education for many children,
where staying at home was not an option for those families.
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Principal's
Report
(Continued)

One priority we had going into 2021 was to improve the
structure, and therefore effectiveness of our Wellbeing team.
Through the placement of well suited and experienced staff
to oversee the wellbeing of students, who had already had a
challenging interruption to their education in 2020, we were able
to be very intentional about the care of our students which set
us up well as we went into another even more challenging time
of disrupted learning from mid-2021. The need to modify and
completely reimagine how we actually had events such as HSC
Trials, Information Evenings, Graduations and Orientations, let
alone the day-to-day learning, certainly put added strain on
staff and systems and I commend the staff at Penrith Christian
School for their dedication and tireless efforts to ensure our
students and their families were valued and cared for during
this time.
Unfortunately, due to the ongoing restrictions on events, we
were unable to truly celebrate the incredible milestone of our
40th year in any physical way. However, the long-lasting impact
of what PCS has provided to local families continues to be
evident in next generations of students coming through our
doors and the many successes we continue to hear of through
our past graduates.
I am always truly grateful for the opportunity to lead an
incredible School and also for the support of a faithful School
Board, a dedicated and passionate staff and wonderful families
and students. I look forward to many more years of flourishing
at Penrith Christian School.
Tracey Deal
Principal

Penrith Christian School
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Contextual
Information
about the
School

Established in 1981, Penrith Christian School is located on 37
acres in a prime location on the corner of the M4 Motorway and
The Northern Road, Orchard Hills and is a ministry of Imagine
Nations Church Penrith.
As a Christian School, our aim is to not only provide an
educational facility but a place for our students to be nurtured
in a relational community where our Christian values and ethos
underpins everything we do and where they are given the
opportunity to explore a personal faith journey. We endeavour
to provide platforms for our students to do this through Chapels,
devotions and a Biblical Studies program.
As a Registered and Accredited Co-educational Early Childhood
to Year 12 school, it is strongly committed to student learning,
wellbeing and safety. The School endeavours to provide an
environment with a positive emphasis on developing early
Literacy and Numeracy and a comprehensive curriculum across
all grades.
Penrith Christian School offers well-resourced, air-conditioned
facilities affording students the opportunity to engage in
learning through a wide range of core subjects and electives,
including Vocational Education and Training courses in Years 11
and 12 at the Key Alliance Trade Training College, hosted by PCS.
Penrith Christian School continues reporting relevant
information regarding the School’s performance using the
School’s website, www.pcs.nsw.edu.au, ePhoCuS (electronic
newsletter), Yearbook, emails and SMS, letters to parents,
statutory financial reports and this Annual Report. Additionally,
parents and students may access up-to-date information
concerning attendance, academic performance, compliance
and timetabling through the School’s Daymap platform, as well
as the School’s website.
This Annual Report provides us with the opportunity for the
School to report on a number of these important areas in the
one document and allows us to meet legislative requirements.
Further contextual information about the school is documented
on the MySchool website: myschool.edu.au/school/43814

Penrith Christian School
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NAPLAN Tests
Years 3, 5,
7 and 9

During 2021, all students in Years 3, 5, 7 and 9 sat the NAPLAN
tests, which are a nationally administered assessment
of Literacy and Numeracy skills. Penrith Christian School
participated in the online version of the NAPLAN Tests
administered through ACARA.
Growth Charts, and other data for the School’s results on
the MySchool site, will show ‘dotted’ lines in data connecting
2018 and 2019 data, as there were difficulties in establishing
comparisons across the schools engaging in the Online Tests
and the schools which sat the written versions. There were no
NAPLAN tests administered in 2020 due to the COVID restrictions.
The ‘My School’ website myschool.edu.au shows PCS results
and comparison information with LIKE schools. Like schools,
means schools with a similar ICSEA Score, which reflects the
Educational and Social backgrounds of parents, compared
across the country. PCS had an ICSEA Score of 1039 in 2019. In
2021, PCS had increased their ICSEA score to 1040.
The ICSEA Score is a measure of the Community SocioEducational Advantage and is driven primarily by the
educational background of parents, rather than income levels.
Penrith Christian School serves a community where many of our
parents do not have tertiary qualifications and hence the ICSEA
shows a preponderance of middle to lower scores. The National
Average for the ICSEA is set at 1000. Students at PCS performed
well in the National Assessments in 2021 with the ‘My School’
website providing more detailed information on this.

Penrith Christian School
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NAPLAN Tests
Years 3, 5,
7 and 9
(Continued)
Distribution of Socioeconomic Advantage (SEA)
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Student
Qualifications

Penrith Christian School had 37 students in the graduating
class of 2021 who attempted a range of Category A courses,
Category B courses including Vocational Education and Training
(VET) courses and non-ATAR courses. The Record of School
Achievement (RoSA) is a cumulative credential for Years 10,
11 and 12 students leaving school prior to the Higher School
Certificate. The school did not have any students that required
the award of a Record of School Achievement.
Percentage of Year 12 students attaining the HSC or equivalent
VET qualification:
Qualifications/Certifications

Higher School
Certificate

Penrith Christian School

Percentage of students

Higher School Certificate

76%

Australian Qualifications Framework
Certificate III or above

32%

The class of 2021 endured two years of interruptions to
face-to-face learning due to successive waves of COVID
pandemic lockdowns across both the Preliminary and
Higher School Certificate (HSC) years of learning. Regardless,
the students applied themselves well to the demands of
the HSC. Students completed 185 examinations across 26
different courses, including 5 VET courses. Student results are
categorised into six bands, with Band 6 being the highest and
representing results of 90 percent or greater.

pcs.nsw.edu.au
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Comparative Data
The table below shows the percentage of students (by subject) from 2019-2021 who scored within
Bands 4-6. (Note: English and Mathematics Extension courses are a percentage of E3-E4 scores).

Course Name

PCS Bands 4-6 as % against State

2019

PCS

State

2020

PCS

State

2021

PCS

State

Ancient History

83.33

65.67

33.33

62.87

0.00

62.27

Biology

40.00

60.41

78.57

62.66

40.00

66.11

Business Studies

54.54

62.08

40.00

62.40

25.00

66.49

Chemistry

100.00

67.35

100.00

69.53

28.58

66.29

Community and Family Studies

57.13

69.96

99.99

69.70

50.00

72.15

Drama

99.99

84.15

100.00

82.77

Engineering Studies

99.99

84.05

50.00

71.21

English Advanced

93.75

91.93

94.73

94.73

75.00

93.88

English Standard

18.51

52.10

38.23

57.64

33.33

57.84

English Extension 1

100.00

99.50

100.00

99.31

100.00

100.00

English Extension 2

100.00

99.15

100.00

99.26

100.00

84.32

Industrial Technology

46.15

49.61

47.36

52.52

43.75

52.85

Legal Studies

75.00

65.63

70.00

68.17

37.50

69.17

Mathematics Advanced

75.00

78.52

80.00

81.01

66.66

78.76

Mathematics Standard 2

43.74

56.67

40.00

50.34

17.39

51.31

Mathematics Extension 1

100.00

95.45

100.00

94.49

75.00

74.26

100.00

97.61

100.00

86.62

Mathematics Extension 2
Modern History

0.00

66.56

66.66

66.16

50.00

65.09

Music 1

99.98

90.98

99.98

90.73

100.00

89.46

Personal Development, Health and Physical Education

25.00

62.25

30.76

61.43

75.00

60.37

Physics

33.33

64.34

60.00

67.61

100.00

71.33

Society and Culture

64.28

78.56

50.00

80.14

40.00

79.92

49.99

65.73

14.29

67.22

91.66

90.11

100.00

90.69

Software Design and Development
Visual Arts

13
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Comparative Data (Continued)
Vocational Education and Training (VET) Courses
PCS Bands 4-6 as % against State

Course Name

2019

PCS

State

2020

PCS

State

2021

PCS

State

Automotive Examination (Mechanical Technology)

0.00

42.95

100.00

45.09

0.00

43.46

Entertainment Industry Examination

100.00

77.94

66.66

84.70

100.00

85.98

100.00

58.45

Human Services Examination
IDT Examination (Web and Software Applications)

71.42

79.99

60.00

79.51

0.00

68.36

Retail Services Examination

0.00

52.31

75.00

52.77

0.00

48.58

HSC Over
Time

Students in 2021 achieved fewer Band 1 results than the 2020
cohort, dropping from 5% in 2020 to 3% in 2021. Pleasingly,
there was also an increase in Band 6 results from 2% in 2020
to 3% in 2021. In 2021, students achieved two Band 6 results in
Mathematics Advanced and one Band 6 result in three courses:
English Advanced, Drama, Physics. One E4 result was also
achieved in English Extension 1. E4 is the highest achievement
band in Extension courses. The following graph shows the
percentage of student results by performance band in cohorts
from 2017 to 2021.

2017

Band 1
Band 2

2018

Band 3

2019

Band 4

2020

Band 5
Band 6

2021
0%

10%

Penrith Christian School

20%

30%

40%

50%

60%

70%

80%

90%

100%

pcs.nsw.edu.au

14

THEME FIVE
Teacher Qualifications
and Professional
Learning
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Teacher
Qualifications
and
Professional
Learning

Penrith Christian School is blessed to have a team of qualified and
dedicated educators. The teaching staff are ably supported by a
range of suitably qualified non-teaching staff who are vital to the
operational capacity of the School. Together, they are committed
to delivering quality education in an environment created to
provide the best learning opportunities for our students.
Number
of Staff

Qualifications
Teachers having qualifications from a higher
education institution within Australia or as
recognised within the National Office of Overseas
Skills Recognition (AEI-NOOSR) guidelines.

71

Teachers who have qualifications as a graduate
from a higher education institution within Australia
or one recognised within AEI-NOOSR guidelines
but lacking formal teacher qualifications.

0

Teachers who do not have qualifications as
described above but have relevant successful
teaching experience or appropriate knowledge
relevant to the teaching context.

0

2021 saw reduced opportunity for staff to do face to face
Professional Learning, both internally and externally, mainly
due to the continued impacts of COVID-19. Rather than staff
attending courses and conferences, most were delivered via
remote means such as Zoom and Teams meetings. These
included the Christian Schools Australia (CSA) National
Leadership Summit for the Executive Staff, the CSA Flame
Women in Leadership events, virtual meetings set up by many
of the professional associations, and professional development
in Staff Meeting times. In addition to this, we were able to deliver
professional learning in our July Staff Conference Week which
brought the staff together as a group and then sub-groups.
Our membership with the Association of Independent Schools
NSW in 2021 provided greater access to courses and resources.
This enabled the staff to have further enrichment in their
teaching and other duties.
The table below indicates the amount spent on Professional
Learning for both Teaching and Non-Teaching staff as well as a
per capita breakdown.

Penrith Christian School

Staff

Total

Number

Average Amount/
Staff Member

Teaching

$27,457.40

75

$366.10

Non-Teaching

$5,247.91

35

$149.94

pcs.nsw.edu.au

16

THEME SIX
Workplace Composition
(Including Indigenous)
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Workplace
Composition
(Including
Indigenous)

The table below represents the workplace composition
reflecting full time and part time teaching, and indigenous staff.
Category

Number of Staff

Teaching Staff

75

FTE Teaching Staff

69 (0.92 FTE average)

Non-Teaching Staff

35

FTE Non-Teaching Staff

29.35 (0.8 FTE average)

Indigenous

4 (2 Teachers, 2 Non-Teachers)

As can be seen from the table below, PCS is blessed to have
experienced and proficient teaching staff, as well as supporting
those on provisional and conditional accreditation levels.

Penrith Christian School

Level of Teacher Accreditation

Number of Teachers

Proficient

72

Provisional

2

Conditional

1

pcs.nsw.edu.au
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Student Attendance,
Retention Rates and
Post School Destinations
in Secondary School
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Student
Attendance and
Management of
Non-Attendance

In 2021, Penrith Christian School achieved an overall average
attendance date of 90.9% indicating a strong commitment
to school and support from parents in a year where COVID-19
had a significant impact on attendance type, including
home learning for over one term. The impact of COVID-19
on attendance and the way attendance was recorded saw
modified expectations to record this data. Even so, the School
remained committed to collecting attendance data as an
important point of daily contact with our students to ensure that
their wellbeing was monitored and important connections with
School were maintained. The attendance rates for each Year
level, inclusive of learning from home periods, are indicated in
the table below:
Year

2021 Student
Attendance
by Grade (%)

Year

2021 Student
Attendance
by Grade (%)

K

91.8

7

90.3

1

93.5

8

86.8

2

93.8

9

86.7

3

94.2

10

85.1

4

93.3

11

92.5

5

93.0

12

88.8

6

91.6

K-12 Average:

90.9%

The transition between student learning and management
systems mid-year saw our attendance data collated in two
ways over the course of 2021:

Semester 1

Attendance was checked at the beginning of each day in K-6,
and for every lesson in 7-12 on the Database Management
System (DBMS).

Semester 2

For K-12, during the period of learning-from-home in Terms
3-4, attendance was checked at the beginning of each school
day by classroom teachers or Year Advisors, and for every
online lesson thereafter. Once school resumed on campus,
attendance was checked every lesson by classroom teachers
on the Student Management and Learning System (Daymap).
The Attendance Officer updates the official rolls with further
information regarding students who are late. Notification of
unexplained absences are sent to parents via SMS each day.
Explanations of absences are received each day by return
SMS or on the School’s Absentee Hotline. Attendance data is
recorded in accordance with the Minister’s Codes.

Penrith Christian School
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Student
Attendance and
Management of
Non-Attendance
(Continued)

Class teachers (Primary) and Year Advisors (Secondary)
maintain close contact with families where a student’s
attendance is of concern, with the learning progress and
pastoral care of the student set as a priority. They will follow
up any discrepancies with the student and/or their parent or
caregiver as per our current policy and procedure.

Retention of
Year 10 to Year 12

The Apparent Retention Rate is a straight percentage
calculation of the number of students who completed Year 10 at
Penrith Christian School in 2019 (54) and completed their Higher
School Certificate in 2021 at PCS (37). This figure is 68%.
The Actual Retention Rate reflects the number of students
who left during that period, without considering new students
who arrived. Of the 37 students who completed the HSC in
2021, 35 were enrolled at PCS for Year 10 in 2019. Using the
original number of students from the end of Year 10 (54) as the
comparison point, this gives an Actual Retention Rate of 65%.
This reflects the fact also, that whilst there are a number of
students who left at the end of Year 10 to enter the workforce,
training or attend other schools, there were a number who
entered PCS in Year 11 at the beginning of 2020 or later to
complete their HSC studies in 2021.

Post School
Destinations

21
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Destination

Percentage of Students

University or College

53%

Apprenticeship

17%

Workforce

30%

Unknown

0
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THEME EIGHT
Enrolment Policy and
Characteristics of
the Student Body

Penrith Christian School
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Enrolment
Policy and
Characteristics
of the
Student Body

Penrith Christian School was initially established in 1981, under
the name of Heritage Christian School, to cater to the needs of
Christian families in the Penrith region by providing a quality
Christian education. As a key ministry of Imagine Nations
Church, formerly known as Penrith Christian Life Centre, the
School is very intentional in its pursuit of partnering with both
the Church and families in the educational opportunities
afforded to its students.
Since its humble beginnings, Penrith Christian School has
grown to a Toddler to Year 12 educational facility with an
enviable reputation of achieving excellence in a wide range of
curriculum areas including: academia, creative and performing
arts, trades, STEM focused learning and sport. Our mission is to
equip students to fulfil God’s purpose for their lives through the
provision of innovative, excellent and Christ-centred education
based on Biblical values.
The School seeks to enrol students from families who are
seeking a Christian education for their children and parents
are asked to acknowledge the School’s Statement of Faith
as the basis upon which the School’s ethos is established
and maintained, as a part of the enrolment process. Parents,
who elect to become a part of the school community, agree
to support the School’s ethos, educational, behavioural and
uniform standards by acknowledging the Statement of Faith
and other key policy documents which can be found on the
School’s website www.pcs.nsw.edu.au
The prerequisite for continuing enrolment is that students
maintain compliance with all School policies and expectations
in relation to performance, behaviour, appearance and
engagement in the ethos of the School. The conditions of
enrolment are clearly defined in the Conditions of Enrolment,
which are agreed to and signed on enrolment. It is an abiding
condition that students and parents continue to uphold support
for the Christian ethos of the School.
Places are offered to students based upon the application
criteria and with regard to the provisions of the Disability
Discrimination Act 1992 and the Disability Discrimination
Amendment Act 2005.

23
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Enrolment
Policy and
Characteristics
of the
Student Body
(Continued)

The Enrolment Policy Guidelines state:
PCS will seek enrolment from families who desire a Christian
education for their children, who actively support the ethos of
the School, and are in agreement with the School’s Statement
of Faith.
Priority of enrolment will be given to siblings of current families
to ensure that where possible, all children in the family can be
enrolled at PCS.
Enrolment guidelines will exist to maximise the opportunities
for enrolment of students from families in financial hardship,
families with special needs students, and students from
families of other countries, ethnic backgrounds or cultures, with
reference to a reasonableness test in relation to the stewardship
of school resources.
Where a parent or student ceases to uphold the terms of the
Statement of Faith or exhibits behaviour or conduct which is
inconsistent with the Statement of Faith, or becomes a member
of a group whose beliefs are inconsistent with the Statement
of Faith, then the School reserves its right to terminate the
enrolment of that child.
Ultimately the Principal is responsible for all offers of
enrolment at Penrith Christian School. This responsibility may
be delegated from time to time as needed. The Director of
Marketing and Public Relations acts as the Registrar responsible
for the management of the enrolment process from receipt of
enrolment enquiries, liaising with families, conducting school
tours, preparation of documents, to organisation of enrolment
interviews.
Characteristics of the student body can be found on
myschool.edu.au/school/43814
Refer to Appendix A for the full text of the School’s Enrolment Policy.

Penrith Christian School
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School Policies
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School
Policies

The communication of school policies is key to establishing
clear and positive direction for our students, parents, and staff.
An overview of key policies is provided below.

Student Welfare and Discipline

The vision of the School is to provide a Christ-centred education
for significant and abundant living for each student, and
to fulfil this, the wellbeing of each student is important. To
support students to develop in skill and maturity, measures
are put in place to enable and equip for personal growth and
development within a safe, secure environment.
Each child is valued as an individual and we are committed
to providing a nurturing framework where students can flourish
in community.
To ensure there is consistency in the implementation of the
Student Welfare and Discipline Policy and Procedures, new staff
are inducted and made aware of the procedures and where
changes are made, all staff are made aware of adjustments.
All staff undertake professional learning annually to ensure
compliance with Child Protection legislation and to make
them aware of their legal responsibilities including mandatory
reporting and reportable conduct.
A summary of the Student Welfare and Discipline Policy and
Procedures is listed below:
•

•

•
•

•

The intention of the School is to see each child have the
opportunity to pursue significant and abundant living,
nurtured within the School community

Procedural fairness is a basic right of all individuals
and as such, when unacceptable behaviour is
addressed, all students will have the right to a thorough
and fair investigation.
All actions have consequences, and any contrived
consequence should fit the action.

All interactions when addressing students’ unacceptable
behaviour should be done within the framework of
restorative justice so relationships can be resolved, and trust
restored between both parties.

All staff should be consistent in their approach to addressing
unacceptable behaviour and ensure they are following the
procedures set out in the policy.

Refer to Appendix B for the full text of the School’s Student
Welfare and Discipline Policy.
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School
Policies
(Continued)

Harassment, Victimisation and Bullying

Harassment, victimisation and bullying are the by-products
of power imbalances where the intention is to intimidate,
offend, humiliate and abuse someone by a perpetrator. The
Bible declares that all humankind is ‘made in the image of
God’ (Genesis 1:26-27) and as such, bears His likeness and is
worthy of honour from other human beings. This is expanded
further, when in Romans 12:9-2, Christ’s people are called to ‘live
peaceably with all people’ (v 18). The harassment, victimisation
and bullying of one by another will not be accepted in any form
at Penrith Christian School.
In our role in growing and guiding children and young people
through their developmental years, we acknowledge that they
are still often:
•

largely unaware of how others perceive them

•

unthinking in their actions and communications

•
•

unskilled at expressing themselves sensitively

unaware of the importance of setting limits in their risktaking with others.

To enable our students to make wise choices, nurture positive
and respectful relationships and be responsible members of
the school community, we are intentional about embedding
good thinking and practice for all our students in the classroom,
playground and also within wellbeing programs in a safe and
inclusive environment.
A summary of the Harassment, Victimisation and Bullying Policy
is listed below:
•
•
•

•

The School is intentional about maintaining a safe,
supportive and inclusive environment for all students

All staff have a duty of care to be aware of and protective of
the students’ wellbeing while under their supervision

A Christian community should be modelling, facilitating, and
educating with a view to all children capturing the vision to
‘live at peace with all people’
When incidents of harassment, victimisation and bullying
take place, an escalation process has been developed
which allows for incidents to be dealt with and recorded
appropriately as well as ongoing management of offending
behaviours.

Refer to Appendix C for the full text of the School’s Harassment,
Victimisation and Bullying Policy.
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School
Policies
(Continued)

Complaints And Grievances

Although the desire is for all members of the School community
to be harmonious and like-minded, it is likely that complaints
and grievances will happen. The School is committed to
address each complaint with integrity and in an equitable,
objective and unbiased manner.
We will ensure that the person handling a complaint is different
from any staff member whose conduct or service is being
complained about. Conflicts of interest, whether actual or
perceived, will be managed responsibly. In particular, internal
reviews of how a complaint was managed will be conducted by
a person other than the original decision maker.
A summary of the Complaints Handling Policy is listed below:
•
•

the School is committed to handling all complaints and
grievances fairly, efficiently and effectively

the policy applies to all staff receiving or managing
complaints from the public made to or about the school,
regarding our services, staff and complaint handling.

The guiding principles in handling complaints and grievances
are to:
1.

Facilitate complaints

2. Respond to complaints

3. Manage the parties to a complaint
The School will treat a complaint with respect and sensitivity but
will always ensure:
•

confidentiality

•

that people making complaints will be informed of outside
agencies who can also conduct reviews e.g., CSA, AIS, Office
of the Children’s Guardian or NESA.

•

that a clear complaints management system exists to
ensure a clear and productive process

Refer to Appendix D for the full text of the School’s Complaints
Handling Policy.
There were no updates made to this policy in 2021.
In addition to the above, there were updates made to the
following School policies:
•

Student Device Use

•

Critical Incidents

•

Penrith Christian School
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School-Determined Priority
Areas for Improvement
Goals for 2021

Description of Implementation

Status

Complete Stage 2
and/or 3 of the
‘Junior School’ building

Due to the decision to consolidate class groupings
and fully realise the new structure within the
school, it was decided to pay back the Block
Grant money originally given for this project in
consultation with AISNSW.

Withdrawn

Expand the Early Learning
Centre to include a
Toddler’s Room and
add numbers for Prep

After refurbishment of P6/7 in October 2020, two
Prep classes began at the beginning of 2021 and
the Toddler Room opened in July 2021 .

Complete

A restructure of the
Wellbeing Team to
better serve the needs
of the students

After identifying a growing need to support
students with their wellbeing and learning, there
was an increase in staff to address this.

Complete

Embedding the newly
restructured leadership
team to see more
effective and
efficient leadership

More intentional leadership positions to oversee
teams, drive academic excellence and improve the
success of the articulated priority areas was put in
place.

Complete

Migration to a new
School Management
System

Throughout 2021 a migration of school data took
place to new platforms – Synergetic, Daymap and
Edval - which will better serve the organisation.

Complete

Engage AISNSW to guide
and assist with the next
Strategic Plan

AISNSW consultants worked with the Senior
Leadership Team to capture wide ranging data to
help inform the next Strategic Plan and determine
specific areas to drive improvement.

Complete

Improve the marketing
and promotion of
the School

The intention was to broaden the marketing of PCS in
line with our school priorities. One strategic position
was a new Marketing Manager to oversee this.

Complete

Improve the retention
rate of Year 10 students
progressing to Year 11
at PCS

Through launching our Flourishing Futures program
to the Years 9 and 10 students, by targeting
increased choice in subjects and raising the idea
of the graduate profile, we were able to give more
individual support to these Year 10 students as they
made vital choices about their future.

Ongoing

Celebrate the
40th Anniversary
of the School

Live and virtual events were planned to
acknowledge and celebrate the rich history
of the school.

Not complete
due to COVID
restrictions
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•

Introduce a new, updated and more modern
user-friendly website

•

Increase our enrolments and impact in the community
through an intentional and professional rebranding

•

Introduce a new 3-year Strategic Plan

•

Access government grants to improve the buildings
and facilities at the school – particularly the WestInvest
Infrastructure State Government Grants

•

Develop a new Buildings and Property Masterplan

•

Identify a whole school pedagogical framework for teaching
and learning

•

Extend our community engagement and awareness through
the inclusion of a Community Engagement Officer

•

Extend the effectiveness of our Administration team through
a restructure and recruitment process to ensure there are
qualified and dedicated staff overseeing particular areas of
administration in the school. This will include a school nurse.

•

Develop the middle leaders within the school through a
coaching and mentoring program

•

Undertake to provide school managed before and after
school care for our students rather than engaging an
outside organisation

•

Increase the co-curricular opportunities for all K-12 students

•

Extend and develop our sporting program through
engagement with professional organisations and employing
trained staff to drive specific programs

•

Continue to develop the use and efficiency of the new
management systems to enhance consistency, better
access for parents, a more professional look and approach
and the ability to use captured data to inform practice

•

Continue the drive to improve academic rigour through
raised expectations within the classroom through explicit use
of learning intentions and success criteria

•

Expand the course offerings of the Key Alliance so
students have more choice in their pathways to
complete their schooling

•

Continue to align our mission opportunities for our students
with Imagine Nations Church.
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Initiatives
Promoting
Respect and
Responsibility

Penrith Christian School is founded on the biblical truth that
all people are created in the image of God, and as such, have
inherent worth and value. As a School, we seek to promote
respect and responsibility in all areas of school life, fostering a
positive sense of self in all members in our community. As we
reflect upon another year of uncertainty in 2021, navigating the
challenges and restrictions of the global COVID-19 experience,
the development of respect and responsibility became a key
focus in assisting staff, students, and families to support one
another through the season of online learning.
The varied modes of school delivery meant that we needed to
be creative with approaches to ensure that each member of
the community felt connected, valued, and cared for. We aimed
to equip and partner with families more effectively, promoting
a safe and caring environment for those in our School and
wider community. By reimagining our approach to remote
learning, where we modified student timetables and introduced
Wellbeing Wednesdays, students were encouraged to take
space from their studies and implement self-care strategies as
a way of supporting their social and emotional health.
This focus on respect and responsibility was achieved through
the following programs and activities:

Student Leadership
•
•

•
•

School Leadership Teams formed with the introduction of a
Student Representative Council (SRC)

Students helping to run Chapels and Assemblies in all areas
of the School, with adjustments when groups were not
able to gather. This included virtual recordings of student
testimonies, worship, prayer, etc.
Students serving at in-school events, such as
virtual Open Day, School BBQs, etc.

Leadership Bible Society Masterclass (online in 2021).

Cultural Exchange

Whilst in remote learning, students were able to access an
online version of a Service Learning opportunity presented by
Open Doors in Mexico, through Imagine Nations Church. They
heard firsthand accounts of local Christians who have faced
intense opposition because of their faith.
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Initiatives
Promoting
Respect and
Responsibility
(Continued)

Community Service and Partnerships
•

•
•

•

Connecting with WestCare Community Services, fundraising
for Emergency Relief Hampers and the Christmas Appeal in
various ways including Crazy Sock Day for K-12 students
Kids Cancer Project Fundraiser K-12

Annual Year 10 Service Learning Program where students
connect with local groups conducting community service
and raising money for the extension of these programs
(connections were made online in some cases due to
COVID restrictions)

F1 in Schools - PCS team establishing business partnerships
as part of the program.

School Community Events
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•
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Student Learning Conferences held both in person
and via Zoom
Meet the Teacher K-6 held in an online format

Book Day events including filming of the Book Character
Parade for parents/carers to view

Regular Chapel Services (when COVID restrictions were in
place, these happened in smaller groups than usual) and
Year Group Meetings
Anzac Day and Christmas Services were held in person,
whilst our Easter Service was filmed and online

Junior School students made artworks and placemats for
Governor Phillip Aged Care Facility
Mother’s Day stalls and presentation
Regular Staff Morning Teas

Virtual Multicultural Day for K-12, where students dressed in
clothes that symbolised their countries of origin
Kindergarten Teddy Bear’s Picnic

Story Time for new Kindergarten students and parents

Parent visits showcasing K-2 classrooms at the end of 2021
Year 6 end of primary school celebration

Year 10 Service Learning presentations and celebration
Year 12 Graduation and Formal Dinner

End of year student celebration beach day and Motiv8

Presentation Day with parents/carers onsite to celebrate
along with the students.
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Promoting
Respect and
Responsibility
(Continued)

Student Wellbeing
•

New student support and follow-up with parents

•

Senior Seminar Week for Years 11-12

•
•

•

•

•

•
•
•
•
•
•
•

Penrith Christian School

Camp program Years 7-10

The School continued its partnership with BeYou mental
health and wellbeing organisation, and staff were provided
with PD and time to complete modules
The School also partnered with Australian Independent
Schools (AIS) in order to improve our approach to wholeschool wellbeing.

In school and local venue Outdoor and Active Education
days, replaced scheduled camps which were cancelled due
to COVID restrictions

Wellbeing Wednesdays allowed students to connect
online with key staff members in small groups to provide
encouragement and connection, supporting their social and
emotional health
Google Classrooms set up for students K-12

K-6 parents connected to students' Google Classrooms

The Big Vegie Crunch, and Daily Crunch and Sip opportunity,
across the School to promote Healthy Lifestyle
Bounce Back Resilience Program K-6

Positive Relationships and Impartiality Programs Stage 4,
including the Resourceful Adolescent Program
Understanding Personal Strengths, Value and Purpose
Program Stage 5
Emotional Health Checks for Stage 6.
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Parent,
Student and
Teacher
Satisfaction

Parent

Parents were invited to participate in an exit survey when
withdrawing their child’s enrolment or when their child was
completing their school years.
As we went into another, longer season of remote learning, it
gave us an opportunity to survey parents about how well we
did in the delivery of learning during lockdown. On the whole,
the feedback was that we were better in our organisation and
systems used to help the parents and students while learning
happened at home.

Student

No formalised surveys were given to all students during 2021.
However, Year 12 were asked to provide feedback on the
organisation and support they received during lockdown and in
preparation for the HSC. Overall, this was very positive.
During remote learning, the Wellbeing Team made frequent
contact with students and their families to check on their
wellbeing and how they were coping generally. The School
received feedback that this was again appreciated.

Staff

During our Professional Development week in July, Staff
had the opportunity to provide feedback after the sessions.
Overwhelmingly, the feedback was positive, and they believed the
new directions being rolled out were positive for the School. This
was especially the case with the migration to the new Learning
and School Management Systems which were being rolled out.
General feedback to the School from the community has been
predominantly positive with the outcome that most enrolments and
enquiries come from parents at the school referring other families.
In line with capturing data from key stakeholders to assist
with informing the next Strategic Plan, the School used the
AISNSW Perspectives survey platform. Rolled out to six different
groups including parents, students and teachers, responses
were sought in a range of areas such as operational matters,
teaching and learning, communication, resources and the
embedding of our faith position. The data was analysed by
AISNSW and we spent time reviewing the results of the data. We
were disappointed in the number of responses in all stakeholder
groups, but it did give us some meaningful data which helped
to identify areas of dissatisfaction and blind-spots as well
as areas which were commended for being done well. The
intention is to use this survey platform again in 2023 to look for
changes as we address areas of concern.
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Summary
of Financial
Information

Penrith Christian School Ltd is a registered, not-for-profit
company, limited by guarantee (ABN 42 092 595 563). Audited
financial accounts are submitted to the Australian Charities
Not-for-profit Commission (ACNC) each year. A summary of the
sources of the School's income and how this was expended is
shown in the pie charts and tables below.
Summary financial data is available for 2021 on the
My School website.
Income
Fees from private income

$5,261,252

32.4%

State recurrent funding

$2,279,249

14%

Commonwealth recurrent funding

$7,477,855

46.1%

Other capital income

$72,000

0.4%

Other income - state interest subsidy

$10,740

0.1%

Other income

$1,123,605

6.9%

Total

$16,224,701

100%

Salaries and allowances and related expenses

$11,754,183

73%

Non-salary expenses

$4,072,178

25%

Capital expenditure

$290,530

2%

Total

$16,116,891

100%

Net Surplus

$107,809

Expenditure

Income

0.1%
0.4%

Fees from private income

7%
32.4%

State recurrent funding
Commonwealth recurrent funding
Other capital income

46%
14%

Other income - state interest subsidy
Other income

2%

Expenditure

Salaries and allowances
and related expenses

25%

Non-salary expenses
Capital expenditure
73%
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Publication
Requirements

Penrith Christian School will maintain the relevant data and will
comply with reporting requirements for NESA. The Annual
School Report will be provided to NESA via RANGS online and
will be available for public disclosure on the School’s website
from 30 June 2022.
Copies will be obtainable for those who cannot access
the Internet by contacting the Communications, HR & Accounts
Support Officer at admin@pcs.nsw.edu.au

Penrith Christian School

pcs.nsw.edu.au

42

APPENDIX

Appendix A – Enrolment Policy
Enrolment Policy

Policy Management
Prepared by

Bruce Nevill

Date prepared

18/12/2014

Monitored by

PCS School Board/ NESA

Review by

Senior Executive

Date for review

27/01/2016

Status

Active

Target Audience

Staff, Parents, Public

Version History
Version

Date

Notes

1.0

Initial Draft Sample Document

1.1

Minor updates

1.2

Update and changes for specific adaption to PCS style

1.3

Updated to current PCS style

Table of Contents
Enrolment Policy ..........................................................................................................................................1
Policy Management .............................................................................................................................................................................. 1
Version History .......................................................................................................................................................................................... 1
Preamble...................................................................................................................................................................................................... 3
Policy Guidelines.........................................................................................................................................4
Enrolment Offers .........................................................................................................................................4
Categories of Enrolment............................................................................................................................4
General .......................................................................................................................................................................................................... 4
Financial Assistance and Christian Leader’s Scholarships (See Fees Policy) ............................................. 4
Management Agreements.............................................................................................................................................................. 5
At or Prior to Enrolment ........................................................................................................................................................................................................ 5

Subsequent to Enrolment .................................................................................................................................................................................................. 5

Early Childhood and Kindergarten Starting Age .................................................................................. 5
Testing ........................................................................................................................................................................................................... 5

2

Preamble

PCS was established and exists primarily to provide Christian Education for Christian families.
The School's primary objective is to provide places for children of Christian families in the
following categories:
•
•
•
•
•
•
•

The dual parent family where both parents are committed Christians active in their faith
and local church
Families where only one parent is a committed Christian but where both parents agree to a
Christian Education for their child

Families where separation and remarriage may have occurred. These situations essentially
would fall into either of the categories above
In some cases, neither parent is a Christian but the child is a Christian, cognisant of their
faith and active in their profession of that faith
Single parent families where the parent is a Christian or the child is a Christian, or both
Other situations where the child may be in the care of a guardian who may be a Christian
Situations where neither of the parents are actively practicing Christians, but are seeking a
Christian Education for their child(ren), often due to the fact that they were educated in a
Christian or Church School.

In all of the above, the School would conclude that in enrolling the child, we are providing a
service for these families and committing ourselves to the task of providing an education that is
Christ-focused and academically relevant to our culture and society, whilst complying with the
regulations of government and statutory authorities as we are instructed in Scripture.
As such, all families MUST sign the School’s Statement of Faith as part of the enrolment process.
The Principal will discuss any issues associated with this at the enrolment interview.
From time to time, the School may receive requests from non-Christian families to enrol their
children, as they recognise the value of what the School is offering. For whatever reason, the
enrolment of non-Christian families must be undertaken prayerfully and with discernment.

It is a prerequisite that the parents and the student are in agreement with the ethos of the
School and do not oppose the principles being taught, nor the worldview being espoused in our
curricula. A clear understanding of these issues is vital for effective partnership in the education
of the child and it is; therefore, imperative that the School’s Statement of Faith is accepted as
the basis for the ethos of the School, as a condition of enrolment. Christian families from other
churches are to be encouraged to attend Imagine Nations Church on several occasions to
ascertain the ministry position and emphasis of the governing body of the School.
A waiting list will be established which includes children from existing families having first priority
(ordered by date of application) and then other children being placed solely in order of date of
application.

3

At all times, it is imperative upon the Principal that the Christian Ethos of the School is not placed
in jeopardy by the enrolment of children, where the children or family may directly oppose or
subvert the objectives of the School. In particular, families actively involved in or declaring
membership of religions or beliefs/practices which are not in agreement with the School's
Statement of Faith, including, but not limited to, Buddhism, Islam, Hinduism, Mormonism,
Jehovah's Witnesses, New Age Movement will not be enrolled. The discretion to refuse or annul
an enrolment remains with the Board or its delegate.
Should the parent or student cease to uphold the terms of the Statement of Faith, or exhibit

behaviour or conduct which is inconsistent with the Statement of Faith, or become a member of
a group whose beliefs are inconsistent with the Statement of Faith, then the School reserves it's
right to terminate the enrolment of that child.

Policy Guidelines
•

•

PCS will seek enrolment from families who desire a Christian Education for their children,
who actively support the ethos of the School, and are in agreement with the School’s
Statement of Faith
As an Early Childhood to Year 12 School, priority of enrolment in the first instance will be
given to siblings of current families, to ensure that where possible, all children in the family
can be enrolled at PCS and in the second instance to new families committed to
completing their child’s education from Early Childhood to Year 12 at PCS.

Enrolment Offers

Enrolment will be offered with reference to:
• the date order of application received
• whether or not the child is a sibling
• the availability of a suitable place in the School.

Categories of Enrolment

The references to ‘class’ refer to students grouped for specific learning activities.
Categories of enrolment are as follows:

General

For the General category of enrolment, it is the aim of the School to have, at all times, most
School families committed followers of Jesus Christ, and in regular church attendance and/or
involvement.

Financial Assistance and Christian Leader’s Scholarships (See Fees
Policy)

Scholarships are based upon the capacity of the family to pay and are subject to specific Terms
and Conditions as outlined in the Fees Policy. These are reviewed annually or more frequently as
determined by the Bursar and/or Principal. Having received a concession or assistance in one
year does not mean that it will continue in subsequent years.
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Management Agreements
At or Prior to Enrolment

At the discretion of the Principal, some students will be enrolled on the basis of a Management
Agreement between the parents and the School. This will be negotiated during the enrolment
process. Where the student has a severe medical condition, such as anaphylaxis, or a severe
learning disability, the Management Agreement will form the basis of the agreed provisions by
the School in relation to resources and general management strategies for students.
Management Agreements will be reviewed on at least an annual basis.

Subsequent to Enrolment

In some cases, students may be diagnosed with a learning disorder or disability sometime after
they have been enrolled at the School. In these cases, the Principal will determine, in
consultation with executive staff, whether a Management Agreement is warranted. If so, an
agreement will be entered into, in consultation with the parents of the child concerned. This
agreement will then be monitored in the same way as those above. If a Management
Agreement cannot be negotiated, then the School reserves the right to disenrol the student.

Early Childhood and Kindergarten Starting Age

Prospective students, enrolling in the Preschool program must turn three (3); in Preparatory
School, must turn four (4); and, in Kindergarten, must turn five (5) before, or on 30 April in the
year of commencement.
The PCS Preschool program is for children who have turned 3-years-old. Children who turn 3years before 30 April can be enrolled in Preschool, but cannot commence until they turn 3years-old.

Testing

Generally, all students enrolling in Preparatory School or Kindergarten will undertake Readiness
Assessment. The School reserves the right to recommend deferral of enrolment for students
where testing indicates that they are not ready for School.
The School may request and/or administer testing as required to identify specific needs of
students prior to enrolment. This may include, but is not limited to, reports from speech
therapists, occupational therapists, psychologists, and/or further academic testing, etc.
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Purpose

The purpose of the Student Welfare, Discipline and Compliance Policies and Procedures in the
School is to build, enhance and maintain positive functional relationships amongst the students
and staff.

Aim

That students might comprehend, internalise and live out Christian values.

Foundation Principles
•

•

•

•

•
•
•
•

Every student is significant because each bears the image of God. As such, each student
should expect to be treated with respect by other members of the school community
and be encouraged to treat others as they would expect to be treated.
Sin has caused relationships with God and each other to be inevitably flawed. Whilst we
are personally accountable for our sin, we must act in a way which separates the sin
from the sinner when dealing with others.
God, through Christ, has given to us the way for restoration of the relationship between
man and God. The aim of the discipline process then at Penrith Christian School is to see
the restoration of the relationships that have broken down due to the behaviour(s) in
question.
We are exhorted to imitate Christ in all that we do and it is therefore appropriate that we
not only point the students to this standard for human behaviour but that we as staff
endeavour to model this standard to the students in the way that care and discipline is
administered in the school.
As staff we should be motivated by Christ like love.
All actions have consequences. Any contrived consequences should fit the action.
Discipline is an educative process.
The outcome of any “discipline process” should be the restoration of the student’s
relationship with the teacher, other students or others affected by the behaviour.

As a consequence, the School seeks to:
•
•
•
•
•
•

•
•

affirm and encourage God-honouring behaviours, attitudes and attributes.
unashamedly aim to see our students become more and more like Christ.
affirm students in the context of constructive relationships with peers and staff.
encourage teachers to always act for the good of all their students, regardless of how

much they think it is deserved or otherwise.
lead students to understand the importance of a sense of community and the
relationships within that community.
bring all disciplinary actions to a point where acknowledgement of and repentance for
wrong doing may occur and involve confession, repentance, reconciliation, restoration,
self-discipline and new directions.

act in love towards all students and acknowledge that discipline is not separate from
pastoral care but a necessary part of our care.
act in the interests of students even when discipline calls for tough love, or an
appropriate distancing, in the relationship between the School and the student's actions.

3

•

•
•

ensure that discipline is not confined to a list of mechanical responses chosen to
address specific behaviours. Rather the School will act to counsel, exhort, follow-up and
give ongoing encouragement.
ensure that any consequence or sanction fits within the context of constructive pastoral
relationships.
ensure that no disciplinary action taken will be purely retributive. It is vitally important
that all staff understand this and operate in this manner.

In seeking to achieve these aims the School has established the following programs:

Student Leadership

Opportunities for the development of student leadership within the School will be maintained
and encouraged and may include, but is not limited to the following:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

School Captains/ Vice Captains
Student Leaders
Bus /Transport Monitors
Students Representative Council
Fundraising
Creative Arts
Chapel Band
Drama Groups
Dance Groups, etc.
Leading Chapels and Assemblies
Participation in Chapel
Technology Support Groups
School Newspapers/Magazines
Leading Devotional times during morning lessons or Wellbeing Groups
Sports Captains/Vice Captains
Sporting Teams - representation at Zone, State and CIS levels will be encouraged
Debating, Mock Trial and other Public Speaking programs.

Student Wellbeing

The School seeks to enhance the whole of a student’s wellbeing through programs, staff

allocations, activities, and procedures that will emphasise at least five (5) domains of student
wellbeing in the school environment, namely: Academic, Spiritual, Physical, Social and Emotional
domains.
The approach to the management of Student Wellbeing will be proactive and data driven.
Wellbeing Mentors will have access to, and use, data in the form of Academic, Compliance,

Attendance, Social and Mental Health data, and use this to engage actively with students to
ensure growth and wellbeing across all five domains.
All students will be allocated to a particular staff member who will oversee the Student
Wellbeing Program for the assigned students. These groups, Year Groups for Middle and Senior
Schools, and Class Groups for Junior School. In Junior School, the Classroom Teacher is also the
designated Wellbeing Mentor (WBM).
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These groups will meet regularly to allow for times of sharing together, leadership development,
dissemination of information, discussion of issues that may be relevant or pressing, etc. These
meetings will generally be during the first 10 minutes of a designated day each week and will be
a short assembly.
From time to time, a longer WBG Meeting may be needed to disseminate information, or deal
with specific issues or programs that are relevant at the time. These Assemblies, or meetings,
will be limited to no more than one period in duration, and care should be taken to avoid the
regular and efficient instruction as programmed in the School Timetable.

Daily Devotions

All students will participate in a 10-minute Devotional at the commencement of Period 1 each
day. These activities will be programmed by the Head of Spiritual Development and will occur in
the first 10 minutes of Period 1 with the teacher assigned to that class. The Devotional Activities
will generally be programmed to complement the Biblical Studies Program which is held as a
separate lesson one period per week with a designated Biblical Studies teacher.

Chapel Program

All students will attend a regular Chapel time. Chapel will be timetabled for each calendar year
and will be from one period to one hour in duration depending on the age group. Chapel may
include:
•
•
•
•
•
•
•

time for praise and worship
a speaker, or speakers
use of video and other audio-visual materials
guest speakers and performers
student speakers and student items
general announcements
a time for recognition of student achievements and items.

From time to time, the whole School will gather for a Combined Chapel. These will be designed

to bring the whole School together for special occasions and to assist in developing a wholeschool ethos amongst the students and staff.
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Discipline and Compliance Policy
Biblical Mandate

The Student Welfare and Discipline Policy of the School reflects the understanding that biblically
the education and discipline of the student is the responsibility of the parents. The School seeks
to work in harmony with the parents in the education and development of the student.

Standards

The standard of discipline found in the Christian home is based on the Word of God, as such the
School endeavours to reflect those biblical standards, attitudes and expectations.

Encourage Self-Discipline and Self Moderation

The Student Welfare and Discipline Policy is designed to be an educative process which
develops and encourages the growth of self-discipline within the student. Students are
encouraged to self-monitor and modify behaviours as they are made aware of the
consequences of negative behaviours and the impact of their behaviours on others.

Restorative

The discipline practices of the School will reflect the principles of Restoration. Through the
‘processes’ of discipline, the student will be brought to a point of restoration in the
relationship(s) that have/has been affected as a consequence of their behaviour(s). This may
involve restitution, consequences that are natural to the behaviour, or consequences that are
contrived. Whether or not restoration can occur will always depend upon the principles of
acknowledgement of wrongdoing, repentance and forgiveness.

Procedural Fairness

The discipline processes and policies of the School will reflect the principle of Procedural
Fairness. This means that students have a right to a fair hearing and a right of appeal in all
matters relating to discipline, but especially where consequences such as suspension or
expulsion are involved. (See Discipline Procedures and Guidelines document.)

Non-Retributive

The purpose of disciplinary procedures and outcomes is never to be construed or conveyed as
retribution for a student’s behaviour. The emphasis must always be on the behaviour, its
consequences and what needs to be done to correct or change that behaviour to ensure a
positive outcome for the student, their peers and the community.
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Corporal Punishment
In accordance with Government Legislation, Penrith Christian School does not use corporal
punishment as part of its Student Welfare and Discipline Policy. Nor does the School explicitly
or implicitly sanction the administering of corporal punishment by non-School persons,
including parents, to enforce discipline at the School.
The Education Act defines Corporal Punishment in the following terms:
Education Reform Amendment (School Discipline) Act 1995 No 93

Amendments Schedule 1

Schedule 1 Amendments
(Section 3)
[1] Section 3 Definitions
Insert in section 3 (1) in alphabetical order:
Corporal punishment of a student means the application of physical force in
order to punish or correct the student, but does not include the application of
force only to prevent personal injury to, or damage to or the destruction of
property of, any person (including the student).
For the purposes of this policy and in relation to the behaviours sanctioned or
not sanctioned at PCS the following definition is to be considered as reference
to the boundaries of what is acceptable behaviour for adults in disciplining
students at PCS;
A Position Paper of the Society for Adolescent Medicine, Journal of Adolescent
Health: 1992; 13:240-246
‘Corporal punishment refers to intentional application of physical pain as a
method of changing behaviour. It includes a wide variety of methods such as
hitting, slapping, punching, kicking, pinching, shaking, choking, use of various
objects (wooden paddles, belts, sticks, pins, or others), painful body postures,
use of electric shock, use of excessive exercise drills, or prevention of urine or
stool elimination (1).’
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Parent/Caregiver Support
Parents/Caregivers are requested to undertake to fully support the Student Welfare and
Discipline Policy of the School. The Policy is discussed with parents/caregivers at a parent
interview and they are required to indicate their support by signing the Statement of Discipline
form, the text of which appears on the following page.
The School seeks to work in open communication with parents/caregivers in relation to
disciplinary matters concerning their children. This may involve interviews with teachers, Heads
of Schools, Assistant Principal Operations and Student learning (APOSL) or Principal depending
on the level of the issues being addressed. Parents have access to information through the
Parent Portal (via the School’s website) concerning all current discipline matters concerning
their child. Questions raised should be addressed to the teacher making the entry initially.

Parental awareness of the various issues facing children of differing ages is helpful in
maintaining standards across the School. For Example, access to social networking and
communications technology can be a major source of problems for students, and consistency
and awareness from parents can assist greatly in providing a safe environment for your child.
The School will have parent information evenings, training times, support networks, police
information evenings, counselling and other programs, as it deems necessary, to support
parents in developing skills to deal with the rapidly changing landscape of the world in which
children will live.
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Statement of Partnership in Discipline and Student Welfare
PENRITH CHRISTIAN SCHOOL acknowledges that it works together with the family in the
education of a child. This education must incorporate proper training in the child’s life of selfdiscipline, self-respect and self-confidence as well as a reverence and reliance on a loving God,
and respect for the people of God. In this training process, it is recognised that from time to
time forms of correction and direction will need to be applied in the child’s life to facilitate and
encourage the child’s development.
Penrith Christian School reserves the right to implement such forms of correction and discipline

(as well as encouragement and merit) as is necessary for the good of the child and the welfare
of the School. Such correction may include temporary removal from class, detention,
suspension on probation and in extreme circumstances, expulsion.
In accordance with government legislation, Penrith Christian School does not use corporal
punishment as part of its student discipline system. Nor does the School explicitly or implicitly
sanction the administering of corporal punishment by non-School persons, including parents, to
enforce discipline at the School.
It is expected that each parent and caregiver will support the School, and its desire and efforts
to encourage the development of all that is good and praiseworthy in the child.
I recognise that PENRITH CHRISTIAN SCHOOL is working together with me, in the education and
development of my child. I acknowledge that a trained and qualified staff of committed
Christian teachers has the best interests of my child at heart. I shall in every way, endeavour to
support them as they work for the good of my child.
I recognise that children are not perfect in all that they say or do, and at times need discipline
and correction. I am confident that the staff of the School will administer the appropriate
correction, as they see fit, in every circumstance and situation involving my child. I will
cooperate with them in all matters of discipline and will speak to them directly if I have any
concerns. I will not undermine the discipline of the School through gossip or criticism.

I recognise that attending Penrith Christian School is a commitment and privilege, not a right. It
is my intention to abide by the decisions of the staff and support the discipline of the
administration.

Father’s Signature

Mother’s Signature

Date

Date
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Student Behaviour Policy and Code of Conduct
Penrith Christian School encourages students to display appropriate behaviour at all times.
Students should view all with whom they have contact as their neighbour. They should
endeavour to follow Christ’s command to love one another, love their enemies, show respect
towards God, themselves, others and their environment.
The behavioural expectations of the School can be summarised by focusing three key values.
These are;
•
•
•

Work Hard
Show Respect
Be Safe

Each classroom teacher implements different aspects of these key values in their respective
roles. For example, in the Design and Technology rooms, the focus on ‘Be Safe’ may take on
specific attributes to the work space in which the students are involved which would be different
to a General Learning Area (GLA). Generally, the key sub points for these values are as follows:

Work Hard
•

Work Productively.
o For example, make the best use of the time set aside for a particular task.
o Complete Homework and study requirements.

•

Allow Others to Work Productively
o For example, do not distract others with comments, jokes, or other distractions.

•

Strive for Excellence
o For example, set goals that stretch you without being unreasonable and aim to
achieve them.
o Find out what strengths you have and work on your weaknesses.

Show Respect
•

Listen Carefully When Someone is Speaking
o For example, wait your turn to speak, put up your hand and wait to be called
upon. Don’t interrupt other class members.

•

Speak Respectfully to One Another
o For example, use ‘please’, ‘thank you’, ‘excuse me’ when appropriate.
o Speak pleasantly to one another without insults, innuendo, name calling or bad
language.

•

Show Respect for Adults and Those in Authority
o For example, say ‘good morning’ or ‘good afternoon’ when they pass or when you
first have a class with them.
o Follow teachers’ directions without arguing or grumbling.
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o
o
•

Stand and greet teacher at the start of the lesson.
Stand and greet guests when introduced in a classroom.

Respect the School Property and Property of Others.
o For example: Obtain permission before using equipment, treat property with care,
keep rooms and grounds clean and free from litter.
o Only enter rooms when there is a supervising teacher present.

Be Safe
•

Walk Carefully through rooms and corridors.
o For example, walk quietly, keeping conversations quiet so as not to disturb other
classes.
o Be careful to give way and keep to the left in corridors to allow others to pass.

•

Obey Safety Signs
o For example, wear goggles and ear plugs in the D&T room when operating
machinery.
o Wear safety equipment in the Science Labs.

•

Be Aware of Others Around You
o For example, don’t run in confined spaces. Be careful when playing ball sports.
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PCS has a strong Wellbeing program which will continue as the School transitions to online
learning. The School recognises that students and parents may be feeling increasingly
overwhelmed with the influx of updates and changes facing their immediate family structure
and within their wider community network. This, coupled with the natural anxiety they will be
experiencing in an unstable global environment, presents us with a very real need to continue to
deliver strong pastoral care.

Student Pastoral Care

Students in current care with the team of counsellors will maintain their communication
avenues. This will be achieved by way of:
•
•

On-site, regular appointments agreed to by parents and student services where
government regulation allows
Offsite counselling by way of phone or team chat, or email with allocated counsellor.

Students identified as vulnerable, or at-risk due to mental health concerns and/or learning
needs, will continue to come on-site where agreed upon by parents and school administration
to maintain a balance of human contact and learning, considered critical to the maintenance
of learning and /or mental health of at risk/vulnerable students.
We will comply with government regulation if a society-wide lockdown is enacted and move to
off-site check-ins by way of phone, team chat or email with agreed upon connections to
support staff which may include APOSL, HOS and School Counsellor Coordinator.

Parent Pastoral Care

The School’s website has a series of resources for the community in light of the current situation.
This includes, but is not limited to links to documents on hygiene, Federal Government updates,
mental health support links, and access to pivotal updates for the school learning community
when online.
In addition, parents are welcome to maintain email and or phone contact with administration.
These calls and emails are not limited to questions about online learning, but we encourage
parents to make contact if they note their child struggling with wellbeing so we can activate a
school support plan.

Staff Pastoral Care

We recognise that staff will be in challenging positions of teaching online and parenting fulltime in some cases, if all schools move to online learning. Staff will work through with
administration, the needs of the family in conjunction with the requirements of teaching and
learning. We also recognise some staff will need to make health plans with the School given
personal considerations related to respiratory or immune compromised systems.
We intend to promote open avenues of discussion regarding staff wellbeing: mentally,
emotionally, physically and spiritually with regular communications and support via online
services, conversations and/or on location in alignment with governmental regulation.
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Curriculum Leader (HOD, Head of Spiritual Development & Curriculum Continuity, Heads of
Junior School) and APTL will remain connected to their staff as will the Wellbeing Executive
(APOSL, HOSs) as we troubleshoot online behavioural, or other concerning issues, that come to
light in this pandemic period.
We require staff to be transparent with Executive staff in the face of challenges and to embrace
a team environment so we can best support the pastoral care of individuals in any
circumstance. It is prudent for staff to read and commit to the protective behaviours
requirements and report any questionable behaviour or experience in order to best safeguard
themselves.

To pastorally care for staff, we would consider that instant disclosure to the line manager of any
scenario they have felt subject to, responsible for, or uncertain about with regards to
student/family communication, would be enacted.
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Staff Responsibilities: Curriculum Delivery
•

The School Code of Conduct and ALL School policies apply at all times during Online
Learning.

•

The normal professional expectations and standards of a staff member at Penrith
Christian School applies to the online learning environment.

•

All course materials are to be posted to the Online Classroom before 8:00 am prior to the
next lesson with clear lesson information, including:
o

Learning Intentions and Success Criteria

o

Key curriculum content for that lesson

o

Activities to complete

o

Resources to be aware of and consult

o

A reminder of a conference meeting (if applicable).

•

Only schedule conferencing between 7:30 am and 5.30 pm.

•

Years K-6: Conference with your class in small groups of about five for about 30-minutes
each day.

•

Years 7-12: Be available for each one of your scheduled class times for consultation via
chat or conferencing with the class or small groups. Where this is not possible, due to
personal circumstances, consult with your HOD about an alternative time to conference,
if this is not possible, contact the APOSL about the need to take leave on that particular
day.

•

It is not necessary to be conferencing for the entire timetabled session. If you are
delivering content via conferencing for the full period allocated, allow students five
minutes before and after the conferencing to break and set up for new subjects.

•

When setting up a conference, be clear with students about how long they are required
to be in the meeting and what they are expected to complete ready for the conference
and as a follow up from it.

•

Provide avenues for students to upload their work so that you can monitor completion
and progress.

•

Where students have not submitted work or attended conferences, use our Absence
Policy as a guide for making contact with parents about absences.

•

Initially it will be important to set an expectation that students will be online, so regular
contact home regarding non-completion of work or non-participation in chats and
conferences should be communicated home. Communicate with HOSs about this as
they will use admin support to contact parents.

•

Provide an avenue, such as chat or posting, to the class for students to ask questions
outside of the timetabled class. Students may be able to answer each other. Teachers
can provide answers or clarification of tasks again in the schedule chats and
conferences timetabled.
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•

Teachers are not expected to answer questions continuously throughout the day.
Normal work hours and the need to prepare and deliver resources may mean not all
questions are answered, as is the case in face-to-face delivery.

•

Normal conditions regarding teacher absence (due to illness) apply.

•

•

Teachers will contact their Curriculum Leader and APOSL to indicate they will be
absent and indicate what work has been provided for the students for the day.

•

It is expected that the teacher completes the online lesson plans, but would not be
expected to run conferencing or chats during the lesson.

•

In this case, you would inform students in your Online Classroom that you will be not
be available. For example, ‘There will be no meeting on Teams for today’s lesson’.

The School’s Assessment Policy will apply (see above).
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Staff Responsibilities: Keeping Everyone Safe Online
It is important that staff model correct etiquette online and maintain their vigilant stance on
protective behaviours. In coalition with the Staff Code of Conduct and Child Protection Policy,
staff are reminded of the following as we move to a program of online learning:
Staff must:
•

model and promote appropriate behaviour, including in the online environment; and
comply with the School’s child protection policies

•

have a duty of care to be vigilant with any concerns in regards to student wellbeing and
child protection, and take all reasonable steps to ensure the safety and welfare of our
students

•

report to HOSs any concerns arising with respect to student safety

•

maintain a professional distance with students on all digital social networks, including for
one year after students graduate

•

act in a professional manner with students in all school sanctioned digital platforms. This
means establishing clear professional boundaries with students to protect everyone
from misunderstandings or a violation of the professional relationship.
This may include:
o

Developing routines and structures that promote clear boundaries

o

Implementing School policies in regards to care and discipline

o

Understanding the welfare policies of the School

o

Responding to provocative behaviour calmly, in a non-confrontational manner, and
using the normal escalation procedures through HODs and HOSs

o

Active supervision of the digital platform

o

Clear instructions and feedback to students

o

Not meeting one-to-one with students in the digital environment: always ensure at
least one other person is in the room with you or present on the platform.

o

Staff will rectify any situation they may inadvertently find themselves in, if isolated in
a chat with a student, and close this down immediately, alerting their HOD for classes
7-12 and HOS for classes K-6. Both Teacher and HOD/HOS will record the instance.

o

If you suspect a child is seeking a special relationship with you, or seeks to blur
appropriate boundaries, flagging this early with HODs/HOSs to note and discuss
strategies.

o

No discussion of anything of a sexual nature unrelated to syllabus, and not exposing
students to anything of a sexual nature

o

Not being a ‘friend’ or ‘follower’ online, or accepting a student doing so

o

Posting any images of students or staff on social media

o

Supplying a personal email address or mobile phone number

A failure to comply with the School Code of Conduct and policies may result in disciplinary
action as outlined in these documents.
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Curriculum Leader Responsibilities

(HOD, Head of Spiritual Development & Curriculum Continuity, Heads of
Junior School)

In the event of the School transitioning to online learning, Curriculum Leaders and APTL will form
a pivotal link in ensuring that curriculum delivery is maintained. Curriculum Leaders model
expectations by following the protocols in relation to their own classes. They provide clear
communication with other staff on the requirements and necessity for the requirements.
Curriculum Leaders will need to work with their staff to ensure that requirements are understood
and protocols are put in place during a transition to online learning. During online delivery,
Curriculum Leaders will need to liaise with staff to ensure that protocols are being followed,
monitor Online Classrooms, chat, conferencing and communications, etc. and communicate
regularly with staff around curriculum delivery.

HOS and Wellbeing Mentor Responsibilities
Heads of School and Wellbeing Mentors are able to be contacted by parents if students are
experiencing difficulty in accessing coursework, have concerns in regards to assessment tasks
or assessment procedures, or if there are any student wellbeing concerns.
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WH&S
Wherever you work, PCS takes its responsibility for your safety seriously. In accordance with the
Work Health and Safety Act 2011, and the School’s Workplace Health and Safety Policy, it is
important that:
• the home-based worksite is a safe area to work
• systems of work undertaken in the home-based worksite are safe
• staff working from home are provided with appropriate training to enable them to
perform their work safely
• all incidents are investigated and hazards are adequately controlled.
Please consider the following recommendations regarding general safety at home, keeping in
mind all of the following are good things to have in place anyway, even when home isn’t also
your workplace.
•
•
•
•
•
•

Ensure there is more than one reliable way to contact emergency services, the School, or
to get other help.
Have a first aid kit.
Have equipment at hand to put out a small fire. This may be a fire blanket, or an
appropriate fire extinguisher.
If possible, have a Residual Current Device (RCD) installed which limits the chance of
electric shock.
As far as possible, try to limit trip hazards, such as additional leads for device chargers,
etc.
Consider what you can do to have a comfortable area to work in with enough space,
light, etc.

We also advise you to contact your Home and Contents Insurance provider to let them know
you are working from home, as some policies require this to be specified.

Staff Responsibilities
Staff working from home must:
• adhere to all the School policies and procedures.
• ensure the home-based worksite complies with WHS requirements at all times. The staff
member is responsible for all costs associated with compliance.
• Report any health and safety risks in the home-based worksite, and notify immediate
supervisor of any work-related accident, injury, illness or disease arising from homebased work.
• take reasonable precautions necessary to secure the School’s equipment.
• ensure emergency contact details are accurate in the database.
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Supervisor Responsibilities
The Supervisor must:
• monitor the Work From Home arrangements to ensure that agreed work outcomes are
consistently being delivered.
• schedule regular virtual meetings with their team to ensure adequate support and
guidance is available.
• provide equipment and tools required to perform the tasks required (does not include
workstation furniture, additional services, or costs.)

General WHS Advice
Below are some suggestions to ensure that working from home is safe and sustainable.
•

Ensure your work space is conducive to working.
o To be productive, you need an environment that allows you to comfortably work
and stay focused.
o While I understand that you may not have a dedicated workspace at home, the
tips in Appendixes 1 gives you information regarding appropriate set up of a
workspace.

•

Schedule your day.
o A structured routine helps to effectively manage tasks and stay on target for
deadlines.
o A short planning session in the morning to map out your day can be very
effective.
o Speak with members of your household about how you may all work together.

•

Track your time.
o Be aware how much time you spend working and not working.
o What are you spending that time doing and how much does it detract from your
work goals?
o Focus on what you’ve accomplished at the end of each day to keep yourself
motivated.

•

Avoid checking personal email or visiting social networking sites during work hours.
o These may become a serious distraction that can go by unnoticed - and cost you
your day.

•

Stay Connected.
o

o

It’s easy to lose contact. Check in with your immediate colleagues and team
regularly throughout the day using email or Microsoft Teams.
Don’t forget family and friends, set aside time, or use your breaks to call or email
close contacts; stay in the loop.
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•

Take regular breaks and ‘exercise’.
o Respite from your desk is important, especially when you’re confined to your
home. Best to schedule regular breaks.
o Staying active can be a challenge, especially cardio. Think stretching, Yoga, dips,
lunges, natural resistance exercises.

General
Expectations

The School’s expectations of staff remain the same while we are working from home, but some
aspects may look different in practice:
• Staff should still let the relevant people (APOSL, HOD, Head of Spiritual Development &
Curriculum Continuity, Heads of School) know if they are unwell or unable to work due to
carer responsibilities.
• Generally, we would be expecting to be able to contact you during normal school hours.
This is so that leaders can check on course implementation, student concerns and staff
wellbeing.
• Student welfare concerns should still be raised using the normal channels, including
child protection mandatory reporting (see below).
• You should not arrange home visits or individual face-to-face meetings with students or
parents.

Workspace

It is likely that most staff will need to work predominantly at a computer workstation while at
home, so it is important that we follow ergonomic principles so that work is comfortable and
safe.
Sitting at a computer for long periods is not recommended, even if the workstation is perfectly
set-up. Staff should take regular breaks such as standing up for a few moments, doing different
tasks, gently stretching or changing position about every half an hour.
It would be helpful to consider where a good place to work from would be. There might not be a
perfect spot, but it may be helpful to take the following into account:
•
•
•

Is there somewhere to set up a workstation – a desk or table, and a reasonably
supportive chair (with a backrest)?
Can your laptop be plugged in from that area, or is an extension cord needed? Would the
cord need to be taped down so it can’t trip anyone?
Check that you have earphones or buds which can plug into your computer or phone.
Cradling a phone under your chin can cause neck strain.

Please let us know if further, more specific advice would be helpful, especially if you have had
ergonomic issues in the past.
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The diagram below gives an indication of the general principles of effective workstation set-up:

Note the recommended height of the screen - the top of the screen is at eye line, i.e. if you look
straight ahead, your eye line is to the top of the monitor.
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Child Protection when working at home
It is worth considering if flexible delivery of learning presents different considerations for
professional boundaries, compared with learning at School.
Naturally, flexible delivery means the school day will look very different, and how that’s done
may be different in various parts of the School. However, ‘contact’ with students will in effect be
very similar; using the same systems already in place each day.
Teaching and learning at home may include different features or functions of these systems

than are currently used, such as video conference. Practices may also involve greater reliance
on modes of communication which aren’t usually used as much.
Contact with students should always still be in line with School policy and practice. In particular,
we will still observe the principles of professional boundaries:
•

Transparency: in most cases, this is naturally built into our existing systems such as the
database, school email, and involvement of parents. While voice conference may be
used by some, the vast majority of feedback and communication with students will be
written, via Online Classrooms.

•

For video conference: give consideration to what is being presented to the student
regarding your appearance (dressed for work) and where you are in your home.
Consider what is in the background, to be sure it could not be misinterpreted, e.g. not in a
bedroom.

•

Tone and content: there need be no change to the way staff communicate with students
and parents. This is an opportunity for parents to have a greater exposure to the delivery
of curriculum from a biblical basis, and the amazing support our students experience for
their learning.

•

Privacy and confidentiality: we take great care to protect the privacy of personal
information about our staff, students and their families. When working at home, we need
to consider how to maintain that, especially if we have other family members at home.
This may be through carefully observing our policies about not sharing school-provided
devices, or through other practices such as remembering to lock a laptop when not
using it, or taking care about who can overhear you on the phone, etc.

•

Reporting any concerns: As is our usual practice, if something happens which is of
concern in relation to a student’s welfare, an incident, or something else you wish the
School to be aware of, raise it as soon as possible with your HOS.

There may be specific practices in your role which you would like to discuss or think further on.
Please raise these with the appropriate supervisor for guidance.
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Related Policies or Procedures
•
•
•

Child Protection
Student Welfare and Discipline
Workplace Bullying and Harassment Policy

Purpose
•
•

•
•
•

To define acts of harassment, victimisation and bullying
To declare the School’s commitment to the minimisation of these types of behaviour
within the School
To state clearly the potential consequences of serious offences in these areas of human
behaviour
To outline the commitment of the School to educational and pastoral programs that
address these issues and go some way to preventing their occurrence
To outline procedures for dealing with reports of offences in these areas.

Acknowledgments

We appreciate and freely acknowledge the work done by Mr Robert Johnston (Principal) Wycliffe
Christian School, in the development of the original policy upon which this document is based
and from which content has been drawn.
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Definitions
Harassment

Harassment is any unwanted, unsolicited and unreciprocated behaviour or statement that
offends someone or humiliates them.

Victimisation

Victimisation is the specific targeting of one person by another person, or a group of persons, for
repeated actions or comments of an unwelcome and unwanted nature. It is often inflicted on
the subject in retaliation for a stand that has been taken against a wrong action, or lodged a
complaint against harassment or bullying.

Bullying

Bullying is any repeated and/or intentional action or comment of a cruel, demeaning or
intimidating nature by a person who is perceived to be more powerful than the person towards
whom that action or comment is directed. It contains the following elements:
•
•
•
•
•

Harm is intended
There is an imbalance of power
It is repetitive, occurring over a period of time, or it is random but serial activity carried
out by someone who is feared for their behaviour
Hurt experienced by a victim of bullying can be external (physical) and /or internal
(psychological)
It is often organised and systematic.

Sexual Harassment

Sexual Harassment occurs if a person makes an unwelcome sexual advance, or an unwelcome
request for sexual favours, or engages in other unwelcome conduct of a sexual nature and a
reasonable person in the circumstances would have anticipated that the person harassed
would be offended, humiliated or intimidated.
The Sex Discrimination Act 1984 describes “sexual harassment” as
A person sexually harasses another person if:
•
•

the person makes an unwelcome sexual advance, or an unwelcome request for sexual
favours, to the other person, or
the person engages in other unwelcome conduct of a sexual nature in relation to the
other person, in circumstances in which a reasonable person, having regard to all the
circumstances, would have anticipated that the other person would be offended,
humiliated or intimidated.

Physical Abuse

Physical abuse is any action of an unwanted nature inflicted upon a person that incurs hurt or
harm to their bodies.
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Psychological Abuse

Psychological abuse is any action or comment of an unwanted nature directed towards a
person, which has the effect of creating fear, isolation, distress, humiliation or affront in the
victim.

Duty of Care

Duty of Care is a legal term describing the responsibility of executive and teaching staff to be
aware of and protective of the students’ wellbeing while under their supervision. If an outcome
is foreseeable, the staff members most closely involved with the students concerned have a
‘duty of care’ to take action to protect their wellbeing. The executive also have a duty of care to
ensure that there is appropriate policy and that policy is being monitored and enforced.

Cross-References

Legislation pertaining to:
•
•
•
•
•
•

Sexual Harassment (Sex Discrimination Act 1984)
Anti-Discrimination (NSW Anti-Discrimination Act 1977)
Equal Opportunity
Racial Vilification
Assault
United Nations Convention on the Rights of the Child
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Framework and Rationale
The Bible declares that all humankind is ‘made in the image of God’ (Genesis 1:26-27) and as
such, bears His likeness and is worthy of honour from other human beings.
This is expanded further, when in Romans 12:9-2, Christ’s people are called to “.Live peaceably
with all people” (v 18) and in Galatians 5:22-25, to exhibit “..the fruits of the Spirit.” Jesus’
powerful words in Matthew 25:31-40 call us to allow our actions to speak the love of Jesus to
those in need - “For, inasmuch as you do it unto these, the least of your neighbours, you do it
unto me.” This is portrayed as the standard by which God will judge the faithful.
The scriptures then are clear that the Christian is called to act with awareness, compassion,

thoughtfulness, grace, kindness and protection towards those who are vulnerable - not only
within the church, but within society. Therefore, it is appropriate that a Christian School
community should be modelling, facilitating and educating with a view to all children catching
a vision of what it means ‘to live at peace with all people’ and to ‘bear the Fruit of the Spirit’.
One of the most prominent characteristics of a Christian school must be its commitment to
maintaining a safe, supportive and inclusive context for all students. To be known for this
quality, the staff, the students and the parents must be firmly committed to it as a value. They
must also have a commitment to:
•
•
•
•
•

being aware of the unacceptable behaviours
understanding the sources of such behaviours
actively educate at home and at school to inculcate such values
working constructively together to prevent such behaviours from occurring in the school
actively and constructively resolving unhelpful incidents that occur in the school context.

To achieve the ideal, there needs to be a recognition that the skills of communication and
relationship do not just happen. They need to be taught and they need to be learnt. Much
learning takes place through the experiences of failure, disappointment and frustration. In the
cases of harassment, victimisation and bullying, that learning needs to take place for both the
victims, the perpetrators and the onlookers.

This policy, therefore, focuses on education, prevention, pastoral response, peer support and
community leadership issues as much as it focuses on discipline.
Childhood and adolescence are periods in which students are:
•
•
•
•
•

largely unaware of how others perceive them
often awkward and uncomfortable when facing people who are different from
themselves
usually unskilled at expressing themselves sensitively and skillfully
sometimes unthinking in their actions and communications
unaware of the importance of setting limits in their risk-taking with others.
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We should, therefore, never be surprised that schools are places where behaviours, attitudes
and comments between students have unexpected and unwelcome consequences. In such
circumstances, the staff have the responsibility to all students (victims and perpetrators) to:
•
•
•
•
•

demonstrate understanding of the circumstances and the dynamics of the incident
seek to educate both parties as to why things went wrong
seek to build bridges between the parties and to see them fully reconciled
ensure that both parties have skills for the future to avoid repeat occurrences
establish monitoring procedures to help the parties to keep to their commitments.

Penrith Christian School has developed an escalation process which allows for reported
incidents to be dealt with and recorded appropriately, as well as any ongoing management of
particular behaviours and individuals, in order to deal with the various forms and levels of
bullying, intimidation and victimisation. However, it must be acknowledged that there will, in any
school community, be students who willfully and repeatedly offend in these areas. Having been
through the pastoral and educational processes, they may reasonably be expected to know
what is right and what is required of them. They will have been taught the skills and yet they
have chosen not to exercise self-control. In such cases, their behaviours have become:
•
•
•

intentional or uncontrolled
repetitive and
a flagrant, unwelcome exercise of power over another person.

This is clearly within the definition of ‘bullying’. In its most serious forms, this behaviour becomes
‘assault’ which is a civil wrong and, in certain circumstances, a crime. In this country, a child
from the age of 10 can stand trial in a children’s court for such actions though this is unlikely to
occur except in the most extreme situations.
Nevertheless, the standards of our society are defined by such laws and they coincide with our
standards and our principles as a Christian School community. It is therefore appropriate that
our policy and practices should be developed with these standards in mind.
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Basic Policy Statements
•
•
•

All members of the school community are entitled to feel and to be safe while in the
school and while travelling to and from school.
Harassment, victimisation and bullying are unacceptable behaviours.
All members of the school community (staff, parents and students) have a responsibility
to be working towards the school being a safe and inclusive environment.

Staff (See Workplace Bullying Policy in Staff Policies Section)

All harassment, victimisation and bullying in the workplace is unacceptable behaviour. The
School will respond appropriately to any allegations of harassment in endeavouring to provide
a safe and supportive environment in which to work.
Sexual harassment in the workplace is unlawful and against School Policy (refer AntiDiscrimination Act NSW 1977 and Sex-Discrimination Act 1984).
The School as the employer may be held vicariously liable in relation to claims emanating from
sexual harassment allegations. PCS will, therefore, take all reasonable steps to ensure that
sexual harassment does not occur and to respond appropriately to any claims or allegations of
harassment in the workplace.

Students

Any student experiencing harassment, victimisation or bullying can expect to be treated
seriously when reporting an incident.
Any student found responsible for repeated or intentional acts of harassment, victimisation or
bullying must expect significant consequences.
All students involved in incidents of harassment, victimisation or bullying (whether as victims or
as perpetrators) can expect to receive counsel and advice to assist them in avoiding repeated
occurrences of such incidents.

Statement of Unacceptable Behaviours

The range of unacceptable behaviours that fall under the headings of Harassment,
Victimisation and Bullying can be grouped in a number of different ways. Irrespective of how
they are grouped, there will be clear overlaps between the categories. These lists, therefore,
serve only to assist in defining the territory of behaviours that have the potential to cause
serious consequences were they not to be addressed.
•
•
•
•
•

Physical acts - hitting, kicking, pushing, tripping, punching, pinching, hair pulling,
damaging property
Verbal acts - taunting, teasing, name-calling, insults, put-downs or personal remarks of
a racial or sexual nature
Psychological acts - ostracism, rejection, threats of physical abuse, gossip

Discrimination - exclusion based on grounds of race, sex, ability, appearance, disabilities
Use of electronic communication devices to demean, bully, intimidate or victimise other
individuals or groups.
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Responsibilities of Staff, Parents and Students
For the School to succeed in its goal to minimise the occurrences of harassment, victimisation
and bullying, there needs to be a commitment from all sections of the community to taking
constructive steps when faced with incidents involving these behaviours.

Responsibilities of Staff
•

•
•
•

•
•
•
•

To model appropriate standards in speech, attitudes, values and behaviours that
demonstrate respect for all types of people
To refrain from actions designed to frighten, intimidate or demean students, parents or
other staff members, even under trying circumstances
To treat seriously any report of harassment, victimisation or bullying, and follow the
School’s procedures in ensuring that the incident is appropriately dealt with
To ensure records of such reports are kept on file using the School’s Electronic
Compliance Register to assist in the identification of processes needed to ensure a safe

environment for all community members
To actively encourage a culture amongst the students of speaking up against all forms
of victimisation, harassment and bullying
To actively affirm all students for the qualities they display
To take every opportunity to educate students in relation to harassment, victimisation
and bullying, and to raise their awareness of unacceptable behaviours
To take every opportunity to teach students appropriate skills of communication and
relationships, in the face of challenging circumstances.

Responsibilities of Parents
•

•
•
•
•

•
•
•
•

To model appropriate standards in speech, attitudes, values and behaviours that
demonstrate respect for all types of people
To refrain from actions designed to frighten, intimidate or demean children, even under
trying circumstances
To treat seriously any report of harassment, victimisation or bullying, and investigate it
even-handedly in establishing the facts of the incident

To promptly convey to the School the facts of any incident that has been reported at
home
To actively teach your children the importance of speaking up against all forms of
victimisation and of appropriately expressing what is unwelcome behaviour towards
them
To actively affirm your children for qualities that they display

To take every opportunity to educate your children and to raise their awareness of
unacceptable behaviours
To take every opportunity to teach your children appropriate skills of communication and
relationship, especially in the face of challenging circumstances
To ensure that appropriate steps are taken in the home to ensure the safe and
monitored use of communication devices, especially online social networking sites and
other Internet environments.
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Responsibilities of Students
•

•
•
•
•
•
•
•
•
•
•
•
•

To remember what you have been taught about inappropriate behaviours, attitudes and
speech
To observe the effects of your behaviour, attitudes and speech on other people
To take action to actively discourage inappropriate behaviours and speech towards
others
To appropriately express when certain behaviours and/or speech directed to you are
unwelcome
To practise positive and encouraging behaviours towards your fellow-students
To refrain from actions designed to frighten, intimidate or demean other children even

under trying circumstances
To refrain from using any electronic communications device to in any way demean,
harass, victimise or bully any other individual or group
To promptly report to the staff the facts of any inappropriate incident that you have
observed in the school or on the bus/train
Identifying any harassing, victimising or bullying incident
The relationship between the persons involved is not mutual, comfortable or equal in
terms of power
The victim clearly demonstrated that certain behaviours or comments were unwanted
and unwelcome
The effect of the behaviour or comment was to distress, confuse, humiliate, intimidate,
exclude or physically hurt
The perpetrator is unrepentant, dismissive or insincere when confronted with the
allegation.
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Purpose

This Policy is intended to ensure that we handle complaints fairly, efficiently and effectively.
Our Complaint Management System is intended to:
enable us to respond to issues raised by people making complaints in a timely and costeffective way
boost public confidence in our administrative processes, and
provide information that can be used by us to deliver quality improvements in our services, staff
and complaint handling.
This Policy provides guidance to our staff and people who wish to make a complaint on the key
principles and concepts of our Complaint Management System.

Scope

This Policy applies to all staff receiving or managing complaints from the public. made to or
about us, regarding our services, staff and complaint handling.
Staff grievances and code of conduct are dealt with through separate mechanisms.
The School has a Child Protection Policy with a stated Code of Conduct and Reporting Process.
This Child Protection Policy and Procedures takes precedence over the Complaints Handling
Policy at all times. Please see the appendix for the NSW Ombudsman’s Fact Sheet for Identifying
and notifying Reportable Conduct.

Organisational commitment

This organisation expects staff at all levels to be committed to fair, effective and efficient
complaint handling. The following table outlines the nature of the commitment expected from
staff and the way that commitment should be implemented.
Who

Principal

Commitment

Promote a culture that
values complaints and
their effective resolution

How

•

•

•

•

•

Report publicly on Penrith Christian
School’s complaint handling.
Provide adequate support and
direction to key staff responsible for
handling complaints.
Regularly review reports about
complaint trends and issues arising
from complaints.
Encourage all staff to be alert to
complaints and assist those
responsible for handling complaints
to resolve them promptly.
Encourage staff to make
recommendations for system
improvements.
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Who

Commitment

How

•

•

Assistant Principals

Establish and manage
our Complaint
Management System

•

•

•

•

•

•
•
Executive Staff and
Supervisors

Demonstrate exemplary
complaint handling
practices

•

•
•
•
•
•

•
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Recognise and reward good
complaint handling by staff.
Support recommendations for
service, staff and complaint handling
improvements arising from the
analysis of complaint data.

Provide regular reports to the
Principal on issues arising from
complaint handling work.
Ensure recommendations, arising out
of complaint data analysis, are
canvassed with the Principal and
implemented where appropriate.
Recruit, train and empower staff to
resolve complaints promptly and in
accordance with Penrith Christian

School’s policies and procedures.
Encourage staff managing
complaints to provide suggestions
on ways to improve the school’s
Complaint Management System.
Encourage all staff to be alert to
complaints and assist those
responsible for handling complaints
to resolve them promptly.
Recognise and reward good
complaint handling by staff.
Treat all people with respect,
including people who make

complaints.
Assist people to make a complaint, if
needed.
Comply with this Policy and its
associated procedures.
Keep informed about best practice in

complaint handling.
Provide feedback to management
on issues arising from complaints.
Provide suggestions to Management
on ways to improve the school’s
Complaints Management System.
Implement changes arising from
individual complaints and from the
analysis of complaint data as
directed by management.

Who

All staff

Commitment

Understand and comply
with Penrith Christian
School’s complaint
handling practices

How

•

•

•

•

•
•

•

Treat all people with respect,
including people who make
complaints.
Be aware of Penrith Christian
School’s complaint handling policies
and procedures.
Assist people who wish to make
complaints access the Penrith

Christian School’s complaints
process.
Be alert to complaints and assist
staff handling complaints resolve
matters promptly.
Provide feedback to management
on issues arising from complaints.
Implement changes arising from
individual complaints and from the
analysis and evaluation of complaint
data as directed by management.

Terms and Definitions
Complaint

Expression of dissatisfaction made to, or about us, our services or staff, or the handling of a
complaint, where a response or resolution is explicitly or implicitly expected, or legally required.
A complaint covered by this Policy can be distinguished from:
•
•
•
•
•
•
•

staff grievances (see our grievance policy)

public interest disclosures made by our staff (see our internal reporting policy)
code of conduct complaints (see our code of conduct)
responses to requests for feedback about the standard of our service provision (see the
definition of ‘feedback’ below)
reports of problems or wrongdoing merely intended to bring a problem to our notice with
no expectation of a response (see definition of ‘feedback)

service requests (see definition of ‘service request’ below), and
requests for information (see our access to information policy).

Complaint Management System

All policies, procedures, practices, staff, hardware and software used by us in the management
of complaints.

Dispute

An unresolved complaint escalated either within or outside of our school.

6

Feedback

Opinions, comments and expressions of interest or concern, made directly or indirectly, explicitly
or implicitly, to or about us, about our services or complaint handling where a response is not
explicitly or implicitly expected or legally required.

Service request

A service request will include, but is not limited to the following:
•
•
•
•

requests for action in relation to the provision of educational services
routine enquiries about the delivery of educational services
requests for the provision of educational services and assistance
requests for explanation of policies, procedures and decisions.

Grievance
•
•

A clear, formal written statement by an individual staff member about another staff
member or a work related problem.
A clear, formal written statement by a parent or student about another parent or student
in the school community.

Policy

A statement of instruction that sets out how we should fulfil our vision, mission and goals.

Procedure

A statement or instruction that sets out how our policies will be implemented and by whom.

Guiding Principles

Step 1

Facilitate
complaints

Step
2

Respond to
complaints

Step
3

Manage
the parties
to a
complaint

Facilitate complaints
People Focus

We are committed to seeking and receiving feedback and complaints about our services,
systems, practices, procedures, products and complaint handling.
• Any concerns raised in feedback or complaints will be dealt with within a reasonable
time frame
• Response times to complaints may differ depending on the nature of the complaint, the
jurisdictional level of accountability around the type of complaint and the resources
available to deal with the complaint.
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•
•
•

Formal complaints will be dealt with promptly
A complaint will be acknowledged within 2 days
A complaint will generally be assessed within seven days

Progress reports will be provided throughout the process of dealing with a complaint and within
two weeks of the receipt of a complaint for matters not finalised within that time frame.
People making complaints will be:
• provided with information about our complaint handling process
•
•

•

provided with multiple and accessible ways to make complaints
listened to, treated with respect by staff and actively involved in the complaint process
where possible and appropriate, and
provided with reasons for our decision/s and any options for redress or review.

No detriment to people making complaints

We will take all reasonable steps to ensure that people making complaints are not adversely
affected because a complaint has been made by them or on their behalf.

Anonymous complaints

We accept anonymous complaints and will carry out an investigation of the issues raised, where
there is enough information provided.

Accessibility

We will ensure that information about how and where complaints may be made to or about us
is well publicised. We will ensure that our systems to manage complaints are easily understood
and accessible to everyone, particularly people who may require assistance.
If a person prefers or needs another person or organisation to assist or represent them in the
making and/ or resolution of their complaint, we will communicate with them through their
representative if this is their wish. Anyone may represent a person wishing to make a complaint
with their consent (e.g. advocate, family member, legal or community representative, member
of Parliament, another organisation).

No charge

Complaining to us is free.

Respond to complaints
Early resolution

Where possible, complaints will be resolved at first contact with Penrith Christian School.
Records of complaints, resolved at first contact, will be recorded in the Complaints Management
System of Penrith Christian School in order to provide data for tracking complaint handling
procedures and activities by staff.

Responsiveness

We will promptly acknowledge receipt of complaints.
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We will assess and prioritise complaints in accordance with the urgency and/or seriousness of
the issues raised. If a matter concerns an immediate risk to safety or security the response will
be immediate and will be escalated appropriately.
We are committed to managing people’s expectations, and will inform them as soon as
possible, of the following:
• the complaints process
• the expected time frames for our actions
•
•
•

the progress of the complaint and reasons for any delay
their likely involvement in the process, and
the possible or likely outcome of their complaint.

We will advise people as soon as possible when we are unable to deal with any part of their
complaint and provide advice about where such issues and/or complaints may be directed (if
known and appropriate).
We will also advise people as soon as possible when we are unable to meet our time frames for
responding to their complaint and the reason for our delay.

Objectivity and fairness

We will address each complaint with integrity and in an equitable, objective and unbiased
manner.
We will ensure that the person handling a complaint is different from any staff member whose
conduct or service is being complained about.
Conflicts of interests, whether actual or perceived, will be managed responsibly. In particular,
internal reviews of how a complaint was managed will be conducted by a person other than the
original
decision maker.

Responding flexibly

Our staff are empowered to resolve complaints promptly and with as little formality as possible.
We will adopt flexible approaches to service delivery and problem solving to enhance
accessibility for people making complaints and/or their representatives.

We will assess each complaint on its merits and involve people making complaints and/or their
representative in the process as far as possible.

Confidentiality

We will protect the identity of people making complaints where this is practical and appropriate.
Personal information that identifies individuals will only be disclosed, or used by Penrith Christian
School, as permitted under the relevant privacy laws, secrecy provisions and any relevant
confidentiality obligations.
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The School will treat a complaint with respect and sensitivity. However, a complainant should
not assume communications with the School, or any documents supplied to the School, will
necessarily be kept confidential. Although the School will endeavour to deal with complaints
with appropriate discretion, the School reserves the right to disclose details of the matter to
other persons who, in the School’s opinion, need to know them in order to facilitate the resolution
of the complaint.
As far as possible, due discretion will be respected and maintained by all parties throughout the
resolution process, save where the persons are required to be informed on a ‘need to know’

basis or where investigative, statutory or legal requirements stipulate that matters be disclosed,
reported or discussed. Therefore, there can be no overriding legal obligation or right with respect
to confidentiality.
Where complaints are made in circumstances where an alleged crime may have been
committed or the matter falls under the Reporting Abuse and Neglect provisions the Police, or
similar outside agencies (e.g. Child Abuse Report Line), will be contacted and formally advised.

Manage the parties to a complaint

Complaints involving multiple agencies

Where a complaint involves multiple organisations, we will work with the other organisation/s
where possible, to ensure that communication with the person making a complaint and/or their
representative is clear and coordinated.
Subject to privacy and confidentiality considerations, communication and information sharing
between the parties will also be organised to facilitate a timely response to the complaint.
Where a complaint involves multiple areas within our school, responsibility for communicating
with the person making the complaint and/or their representative will also be coordinated.
Where our services are contracted out, we expect contracted service providers to have an
accessible and comprehensive Complaint Management System. We take complaints, not only
about the actions of our staff but also about the actions of service providers and volunteers.

Complaints involving multiple parties

When similar complaints are made by related parties, we will try to arrange to communicate
with a single representative of the group.

Empowerment of staff

All staff managing complaints are empowered to implement our Complaint Management
System as relevant to their role and responsibilities.
Staff are encouraged to provide feedback on the effectiveness and efficiency of all aspects of
our Complaint Management System.
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Managing unreasonable conduct by people making complaints

We are committed to being accessible and responsive to all people who approach us with
feedback or complaints. At the same time, our success depends on:
•
•
•

our ability to do our work and perform our functions in the most effective and efficient
way possible
the health, safety and security of our staff, and
our ability to allocate our resources fairly across all the complaints we receive.

When people behave unreasonably in their dealings with us, their conduct can significantly

affect the progress and efficiency of our work. As a result, we will take proactive and decisive
action to manage any conduct that negatively and unreasonably affects us and will support our
staff to do the same in accordance with this Policy.
For further information on managing unreasonable conduct by people making complaints
please see the NSW Ombudsman’s Managing Unreasonable Complainant Conduct Model Policy
2012.

Complaint Management System
Introduction

A Complaint made by a parent, student or member of the school community, should be made
in writing to any one of the following:
• Assistant Principal – Teaching and Learning
• Assistant Principal – Operations and Student Learning
• Head of Early Childhood, or Junior School, Middle School or Senior School
• Human Resource Officer/Accounts Manager

Receive

Acknowledge

Assess and
investigate

Provide
reasons for
decision

Options for
redress and
close complaint

When responding to complaints, staff should act in accordance with our complaint handling
procedures as well as any other internal documents providing guidance on the management of
complaints.
Staff should also consider any relevant legislation and/or regulations when responding to
complaints and feedback.

The five key stages in our Complaint Management System are set out below.

Receipt of complaints

Unless the complaint has been resolved at the outset, we will record the complaint and its
supporting information. We will also assign a unique identifier to the complaint file.
The record of the complaint will document:
• the contact information of the person making a complaint
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•
•
•

issues raised by the person making a complaint and the outcome/s they want
any other relevant and
any additional support the person making a complaint requires.

Acknowledgement of complaints

We will acknowledge receipt of each complaint promptly, and preferably within two working
days.
Consideration will be given to the most appropriate medium (e.g. email, letter) for
communicating with the person making a complaint.

Initial assessment and addressing of complaints
Initial assessment

After acknowledging receipt of the complaint, we will confirm whether the issue/s raised in the
complaint is/are within our control. We will also consider the outcome/s sought by the person
making a complaint and, where there is more than one issue raised, determine whether each
issue needs to be separately addressed.
When determining how a complaint will be managed, we will consider:
• How serious, complicated or urgent the complaint is
• Whether the complaint raises concerns about people’s health and safety
• How the person making the complaint is being affected
• The risks involved if resolution of the complaint is delayed, and
• Whether a resolution requires the involvement of other organisations.

Addressing complaints

After assessing the complaint, we will consider how to manage it.
To manage a complaint we may:
• Give the person making a complaint information or an explanation
• Gather information from the person or area that the complaint is about, or
• Investigate the claims made in the complaint.
We will keep the person making the complaint up to date on our progress, particularly if there
are any delays. We will also communicate the outcome of the complaint using the most
appropriate medium.
Which actions we decide to take will be tailored to each case and take into account any
statutory requirements.

Providing reasons for decisions

Following consideration of the complaint and any investigation into the issues raised, we will
contact the person making the complaint and advise them:
•
•

the outcome of the complaint and any action we took
the reason/s for our decision
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•
•

the remedy or resolution/s that we have proposed or put in place, and
any options for review that may be available to the complainant, such as an internal
review, external review or appeal.

If in the course of investigation, we make any adverse findings about a particular individual, we
will consider any applicable privacy obligations under the Privacy and Personal Information
Protection Act 1998 and any applicable exemptions in or made pursuant to that Act, before
making a decision about sharing our findings with the person making the complaint.

Closing the complaint, record keeping, redress and review
We will keep comprehensive records about:
•
•

•

How we managed the complaint
The outcome/s of the complaint (including whether it, or any aspect of it, was
substantiated, any recommendations made to address problems identified and any
decisions made on those recommendations, and
Any outstanding actions that need to be followed up.

We will ensure that outcomes are properly implemented, monitored and reported to the
complaint handling manager and/or senior management.

Alternative avenues for dealing with complaints

We will inform people who make complaints to or about us about any internal or external review
options available to them (including any relevant NSW Ombudsman, NESA, AIS, Christian Schools
Australia, or other oversight bodies).
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The three levels of complaint handling

Level 3 - External review of complaints and/or
complaint handling by organisations.
Level 2 - Internal review of complaints and/or
complaint handling (may include further
investigation of issues raised and use of
Alternative Dispute Resolution options).

Level 1 - Frontline complaint handling and early
resolution of complaints

We aim to resolve complaints at the first level, the frontline. Wherever possible, staff will be
adequately equipped to respond to complaints, including being given appropriate authority,
training and supervision.
Where this is not possible, we may decide to escalate the complaint to a more senior officer
within Penrith Christian School. This second level of complaint handling will provide for the
following internal mechanisms:
assessment and possible investigation of the complaint and decision/s already made, and/or
facilitated resolution (where a person not connected with the complaint reviews the matter and
attempts to find an outcome acceptable to the relevant parties)
Where a person making a complaint is dissatisfied with the outcome of Penrith Christian
School’s review of their complaint, they may seek an external review of our decision.

Accountability and Learning
Analysis and evaluation of complaints
We will ensure that complaints are recorded in a systematic way so that information can be
easily retrieved for reporting and analysis.
Regular reports will be run on:
the number of complaints received
the outcome of complaints, including matters resolved at the frontline
issues arising from complaints
systemic issues identified, and
the number of requests we receive for internal and/or external review of our complaint handling.
Regular analysis of these reports will be undertaken to monitor trends, measure the quality of
our customer service and make improvements.
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Both reports and their analysis will be provided to the Principal of Penrith Christian School and
senior management for review.

Monitoring of the Complaint Management System

We will continually monitor our Complaint Management System to:
ensure its effectiveness in responding to and resolving complaints, and
identify and correct deficiencies in the operation of the system.
Monitoring may include the use of audits, complaint satisfaction surveys and online listening
tools and alerts.

Continuous improvement

We are committed to improving the effectiveness and efficiency of our Complaint Management
System. To this end, we will:
support the making and appropriate resolution of complaints
implement best practices in complaint handling
recognise and reward exemplary complaint handling by staff
regularly review the Complaints Management System and complaint data, and
implement appropriate system changes arising out of our analysis of complaints data and
continual monitoring of the system.
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APPENDIX A - Measuring Current Compliance (A Guide for Schools)
Commitment

Complaints handling procedures are compliant with the essential element ‘commitment’ if the
following criteria are met:
• Relevant staff receive training in effective complaints handling, including the use of
relevant policies and procedures from the Department and other agencies as
appropriate.
• New staff are oriented in complaints handling procedures.
• Complaints handling processes are listed in relevant school documents.
• Complaints handling processes are promoted within the school and community.

Fairness
•

•
•
•
•

Complaints handling procedures are compliant with the essential element of ‘fairness’ if
the following criteria are met. All complaints are taken seriously, for example, by being
managed through the formal complaints handling processes

Expectations of staff with respect to confidentiality are set and made known
Recognition that the principle of fairness applies both to the complainant and where
relevant, the person or persons being complained about
All parties to a complaint are informed of the decision and the reason for it
Processes for handling complaints are demonstrably fair, transparent and capable of
review.

Resources
•

•
•

Complaints handling procedures are compliant with the essential element resources if
the following criteria are met. There are identified school staff who have complaints
handling as part of their brief.
Identified staff have sufficient power to handle complaints OR quick access to those who
do have the necessary power
Physical resources are available to accommodate complaints management.

Visibility
•

•
•

Complaints handling procedures are compliant with the essential element of ‘visibility’ if
the following criteria are met: Complaints handling processes are promoted within the
school community.
The process is made available through applicable school documentation.
School-specific pamphlets describing the complaints handling processes exist, are on
display at the school and are readily available to those who want one.

Access
•

•

Complaints handling procedures are compliant with the essential element of ‘access’ if
the following criteria are met. Complaints can be made by:
o verbal, both in person and by phone
o email

o written.
Information on the lodging of complaints is available in plain language
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•

Sensitivity in the management of complaints is evident, for example, culturally
appropriate procedures, supported access for people with disabilities and those from
culturally and linguistically diverse backgrounds.

Assistance
•

•
•
•

Complaints handling procedures are compliant with the essential element of ‘assistance’
if the following criteria are met. Advice on the process is available by:
o telephone advice
o written advice, such as an explanatory brochure.
Complainants are not required to repeat their information to a number of different staff
An officer from the school is available to facilitate the lodgement of a complaint,
including helping the complainant frame the complaint
Specific support is available for people with disabilities, those from culturally diverse
backgrounds and any other complainants who may have special needs.

Responsiveness
•

•

Complaints handling procedures are compliant with the essential element of
‘responsiveness’ if the following criteria are met. Benchmarks are established for the time
taken for each stage required in the complaints handling process.
The processes at the School meet these benchmarks.

Charges

No charges are to be applied to complaints handling.

Remedies
•

•
•

Complaints handling procedures are compliant with the essential element ‘remedies’ if
the following criteria are met. Acknowledgement/apology when a complaint has
substance
Providing options for the resolution of the complaint
Providing a complainant with evidence that a complaint has been addressed in an open
and transparent manner.

Data Collection
•

•

Complaints handling procedures are compliant with the essential element ‘data
collection’ if the following criteria are met. Complaints are recorded systematically and in
a standard way.
Records of complaints include sufficient information to allow subsequent analysis. This
information should include:
o The nature of the complaint
o Source of complaint
o Response times as per Section 7 above.
o Action taken.

Systematic and Recurring Problems
•

Complaints handling procedures are compliant with the essential element of addressing
‘systematic and recurring problems’ if the following criteria are met. Recorded
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•

complaints are analysed to determine what, if any patterns and consistencies appear in
complaints made to the School.
There are demonstrable changes to school practices as a result of such data analysis.

Accountability
•

•

Complaints handling procedures are compliant with the essential element
“accountability” if the following criteria are met:
o Performance criteria are set, for example, criteria related to:
o Number of complaints received
o Responsiveness to managing complaints
o Monitoring and evaluation processes.
There is reporting on compliance handling against these criteria, for example in the
School’s Annual Report.

Reviews
•

Complaints handling procedures are compliant with the essential element ‘reviews’ if the
following criterion is met. Reviews occur regularly on a known timetable.
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APPENDIX B – Ombudsman NSW Child Protection Fact Sheet 11
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