
MSTYP Complaints and Grievances Policy 

Marian St Theatre for Young People Inc, a New South Wales Incorporated 
Association (MSTYP), is committed to providing all students, parents, guardians and 
carers with a safe, courteous and creative environment where students can learn 
and achieve.  

This Complaints and Grievances Policy (Policy) has been developed to ensure that 
MSTYP has in place a system that encourages early complaint or grievance 
reporting and ensures, as far as possible, speedy and efficient local resolution. 

The Policy is designed to assist students to resolve difficulties which they are unable 
to do independently, as concerns that are not dealt with have the potential to grow 
into major problems and these may reduce learning and achievement.   

The objective of the process is to reach a determination that is fair, equitable and in 
line with MSTYP policies and procedures.  Any complaint made to MSTYP will be 
taken seriously and investigated in an impartial manner.  MSTYP is committed to 
resolving all complaints and grievances in an efficient and timely manner.   

Scope 

This Policy applies to students, parents, guardians and carers wishing to make a 
complaint or raise a grievance with MSTYP. 

Procedure 

Where there is a complaint or grievance, the student or their parent, guardian or 
carer should raise the compliant or grievance promptly using the following 
procedure.  

Complaints or grievances should be raised with the General Manager (Jessica 
Blaxland Ashby jessica@mstyp.com.au, 0438241126).  A complaint or grievance 
may be referred to the Child Protection Officer under the MSTYP Child Safe Policy if 
the matter is a child safety or protection issue.  Complaints or grievances can be 
raised verbally or in writing and should contain the specific reasons for the complaint 
or grievance. 

The General Manager will make all necessary enquiries to establish the facts and 
circumstances involved with the complaint or grievance and acquire all relevant 
documentation necessary to determine the matter.  The exact process may vary 
depending upon the nature and seriousness of the complaint or grievance.  The 
student and their parent, guardian or carer must keep the details of the complaint or 
grievance confidential while it is being determined by MSTYP.  

If an investigation is required, it may be conducted internally or by an external 
advisor.  Following an investigation, an investigation report will be compiled.  The 
student and their parent, guardian or carer raising the complaint or grievance will not 
usually be provided with a copy of the investigation report.  Where appropriate, the 
student and their parent, guardian or carer will be informed of the results of the 
investigation and/or the action taken. 
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Negotiation of a solution between the parties themselves may be a possible remedy. 
Where a satisfactory outcome cannot be negotiated, the General Manager may 
arbitrate the matter in consultation with the Artistic Director if required. 

Where the student, parent, guardian or carer raising the complaint or grievance is 
not acting in good faith, or makes a false report, then MSTYP may resolve to remove 
the student from its classes, workshops or productions or take action to prevent the 
parent, guardian or carer from attending MSTYP premises. 

Anonymous complaints or grievances 

MSTYP will investigate all complaints received.  However students, parents, 
guardians and carers who chose to submit an anonymous complaint or grievance 
must note that: 

 it may not be possible to verify the complaint without knowing the identity of 
the complainant; 

 it is not possible to keep an anonymous complainant informed of the decisions 
or progress of investigations; and/or 

 it may not be possible to ensure the identity of the complainant remains 
anonymous due to legal obligations and principles of natural justice.  

The General Manager shall determine the extent to which an anonymous complaint 
or grievance shall be investigated and insofar as possible the anonymity of the 
complainant will be protected.  

Other relevant policies: 

 Child Safety Code of Conduct 

 Child Safe Policy 

 Code of Conduct 

 Anti-Bullying and Harassment Policy 

Policy review 

This policy will be reviewed annually or more often as circumstances require.   
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