

	
Raising and resolving issues at school
[image: The Education State][image: Department of Education]
A resource for students


	
	
	



[bookmark: _Toc176332542]Contents

Raising and resolving issues at school	3
Who is this resource for?	3
When should I raise my problem?	3
I don’t agree with a decision	3
I’m concerned about privacy	3
I’m feeling unsafe	3
How do I raise a problem with my school?	4
What happens next?	5
Something still isn’t right?	5
Further information	5


	

[image: ]© State of Victoria (Department of Education) 2025
Raising and resolving issues at school is provided under a Creative Commons Attribution 4.0 International licence. You are free to re-use the work under that licence, on the condition that you credit the State of Victoria (Department of Education), indicate if changes were made and comply with the other licence terms, see: Creative Commons Attribution 4.0 International 
The licence does not apply to:
Government logo and the DE logo; and
content supplied by third parties.
any images, photographs, trademarks or branding, including the Victorian Copyright queries may be directed to copyright@education.vic.gov.au
[bookmark: _Toc213323697]Raising and resolving issues at school
If you have an issue that is impacting your wellbeing and focus, talking to your school can often help.
You might have a concern about your access to things at school, a decision that was made or feeling unsafe at school or at home.
This resource helps you to understand your rights and participate in decisions affecting you.
[bookmark: _Toc213323698]Who is this resource for?
This is a resource for senior primary and secondary school students. It will assist you to raise problems and concerns. It may form part of your school’s complaints process.
[bookmark: _Toc213323699]When should I raise my problem?
If something is concerning you, it’s important to talk about it. Talking to a trusted adult at school or home is a good first step.
You might be unhappy about:
· something the school has done or not done
· staff or other students’ behaviour or decisions
· feeling or noticing someone else is unsafe
· something else (for example, the accessibility of the oval or an assessment task).
[bookmark: _Toc213323700]I don’t agree with a decision
Sometimes you might not agree with decisions your school makes (e.g. who is school captain or what class you’re in). It’s best to talk to your school about these and why you don’t agree.
[bookmark: _Toc213323701]I’m concerned about privacy
If you have a concern about the way your personal, sensitive or health information has been handled by your school, we encourage you to speak with staff at your school first. The Department of Education’s privacy team can work with you and your school to consider options for resolution and improvements to information handling practices.
To make a privacy complaint, you can call 03 8688 7967 or email: privacy@education.vic.gov.au.
[bookmark: _Toc213323702]I’m feeling unsafe
If you or someone you know are in immediate danger, you can call the Police on 000. You can talk to a trusted adult at your school or home if you feel unsafe. Schools are a child safe organisation and must support you to feel and be safe.
If you would like support or someone else to talk to, you can speak to:
· headspace
· Kids Helpline, or call 1800 55 1800
· Reach Out. 
You can visit report abuse if you are a current or former student and report racism and discrimination for more information. 
You can visit the Commission for Children and Young People for information on the Child Safe Standards and your rights. Call 1300 782 978 or email: contact@ccyp.vic.gov.au.  
[bookmark: _Toc213323703]How do I raise a problem with my school? 
Talking about problems can be the best way to resolve them. Your school must listen and respond to your concerns. When you raise a problem or concern, your school will work with you to try to resolve it. Your school will have a policy to explain how they manage concerns and complaints on their website. It will explain the process to follow at your school. 
DEPENDING ON THE ISSUE AND HOW CONFIDENT YOU FEEL, YOU COULD ALSO: 
· raise it with your teacher
· talk to a trusted staff member, such as your year level coordinator, student wellbeing coordinator or multicultural education aide
· make a time to meet with the assistant principal or principal. 
· They can help you figure out the next steps and can help raise the issue with someone else in the school. 
It helps to let the person know what you would like to talk about and try to set up a time to meet. This gives you time to get prepared and means the other person knows what is going to be discussed. 
YOU COULD:
· ask them directly if they have time to meet
· send an email asking to meet (a trusted adult, friend or family member could help you with this).
YOUR SCHOOL SHOULD:
· listen to you
· treat you fairly
· only share information with people who need to know to be able to respond to and address your issue
· ask you to provide some details
· gather information from other people, if needed
· explain the process for handling your concerns and tell you how long it could take
· keep you updated and tell you who to contact during the process.
The person you speak with at your school may need to involve other staff members if they can help resolve your issue. They may have an obligation to tell someone else, for example, if it is about your or someone else’s safety.

Meeting about my problem
If there is a meeting about my concerns, can I bring someone with me? Yes. You can bring a friend or a support person such as a parent or carer. Before you meet, let your school know that you are bringing someone with you and who they are. 
BEFORE THE MEETING, YOU CAN:
· make some notes so you feel prepared and know what you want to say
· think about the outcome you would like. 
DURING THE MEETING, YOU CAN:
· be honest, respectful and cooperative
· try to keep calm and open-minded, even during hard or uncomfortable discussions
· take a break. Everyone should feel safe, including you and the people you are meeting with
· keep in mind that you might not have all the facts
· listen to and consider advice from staff involved in handling the issue, even if their advice is not what you want to hear, recognise what the school can or cannot do
· recognise the school must respect other people’s privacy and confidentiality. This means they may not tell you everything about how your concern or complaint is being managed or resolved
· take notes and/or bring a support person
· ask for questions to be repeated, responses explained differently, or for more or clearer information. 
[bookmark: _Toc213323704]What happens next? 
School staff will do their best to achieve a fair and reasonable outcome. 
THEY WILL:
· explain the reasons for the decisions made
· tell you what you can do next if you are unhappy with the outcome. 
Remember it can be difficult to resolve a problem or concern in a way that satisfies everyone. It might be that the original decision or action was appropriate. Whatever the outcome, the school will tell you what steps have been taken to resolve the matters raised.
[bookmark: _Toc213323705]Something still isn’t right? 
You and your parent or carer can speak with the Department of Education’s complaints team about your concerns.
To contact the complaints team, visit Make a complaint about your school, call 1800 338 663 or email: enquiries@education.vic.gov.au.
THE TEAM WILL:
· discuss your concerns
· help everyone involved
· look at different ways to resolve the issue. 
They may discuss your concerns with the school or other staff and will explain steps to request a review if you are not satisfied with the outcome. The complaints team can help resolve and support the management of complaints that have escalated from your school. 
Sometimes the complaints team will forward your concern to the Independent Office for School Dispute Resolution. The Independent Office will discuss their processes with you and your parents/ carers and give you the option of working with them if you wish. If you are still unhappy with the result, you can contact the Victorian Ombudsman on (03) 9613 6222 or email: complaints@ombudsman.vic.gov.au.
[bookmark: _Toc213323706]Further information
· Student Voice on the department’s website and The VicSRC Student Voice Hub
· National Translating and Interpreting Service as required by calling 131 450
· Victorian Aboriginal Education Association Incorporated (VAEAI)
· The Office of the Victorian Information Commissioner can support you with complaints about the handling of your personal information. Call 1300 006 842 or email: privacy@ovic.vic.gov.au
· The Office of the Victorian Health Complaints Commissioner can support you with complaints about how your health information is handled. Call 1300 582 113.
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