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Rationale 

Catholic schools strive to be communities of faith, hope and love where communication 

takes place in an environment of transparency, respect, compassion, fairness, inclusion and 

a Christian concern for all. To achieve this, Sacred Heart Primary School fosters trusting and 

cooperative relationships where regular, open and constructive communication between all 

stakeholders is encouraged. Within the reality of the schooling experience, it is recognised 

that from time to time misunderstandings and issues will arise, and that these need to be 

resolved satisfactorily in partnership with members of the school community.  

 

 

Aims 

 
Sacred Heart Primary School’s approach to handling complaints, as detailed in this policy, is 

based on the school’s intention to: 

 

 enhance staff relationships with parents, students and the broader school community  

 encourage the resolution of concerns and disputes at the earliest possible stage  

 create expectations that the complaints management process will be respectful and 

courteous  

 empower staff by giving them a clear path to resolve issues in a consistent, 

systematic and responsive way  

 enable valuable feedback about where Sacred Heart Primary School is not meeting 

parents’ and students’ needs  

 ensure that Sacred Heart Primary School complies with its legal obligations  

 

What is a grievance? 

 

A grievance or complaint is an expression of dissatisfaction with a real or perceived issue at 

a school where a response or resolution is expected. The dissatisfaction will usually arise 

from a perception that the school has:  

 done something wrong  

 failed to do something it should have  

 acted unfairly or inappropriately.  

The complaint may be about an individual staff member, a student or a policy or procedure.  

 

Examples may include issues related to: 

 student discipline procedures  

 learning and teaching  

 students requiring educational adjustment  

 damage/loss of personal property  

 bullying and harassment by students against other students.  

 

 Implementation 

  



At Sacred Heart Primary School, we recognise that a positive resolution of grievances or 

complaints is more likely when there is an expectation that everyone will be treated with 

respect, that an environment of openness to listening to the concerns of parents and 

students is in place, and that members of the school community expect that their concerns 

will be taken seriously.  

At Sacred Heart Primary School, grievances will be addressed professionally, competently 

and in a timely manner, and principles of procedural fairness and confidentiality will be 

applied. 

It is essential that the established process as outlined below is followed to resolve 

grievances:  

 

 Where a parent has a complaint, it can be made to the school in person, via the 

phone or in writing or email. 

 Try to establish the facts as clearly as possible, be wary of third hand information. 

 If the matter involves your child or an issue of everyday class operation, contact the 

teacher via one of the options detailed above. 

 An appointment should be made with the Principal to discuss issues involving school 

policy, operations beyond your child’s classroom and concerns about staff.  

 Parents making complaints are to be well-behaved, confidential and courteous. 

Parents who are unreasonable, threatening or discourteous can expect their 

discussions with staff to be terminated until such time as an alternative discussion 

time is arranged by the school.  

 If the scope of the investigation is beyond the capacity of the Sacred Heart Primary 

School, the matter will be referred to the appropriate authority and the parent will be 

informed of the referral.  

 Parents will be provided with an anticipated time-frame for a resolution.  

 All grievances are to be kept confidential.  

 Sacred Heart Primary School will record the details of all complaints including the 

name and contact details of the persons making the complaints (see attached). 

 The Principal will exercise his/her judgement as to whether or not they will act upon 

anonymous complaints.  

 

Confidentiality  

Sacred Heart Primary School will treat all complaints with respect and sensitivity. All 

complaints will be handled in a confidential manner. When necessary and allowed by law, 

information may be disclosed outside the complaints process. 

It is important to remember however, in these and all cases, the investigation process will be 

completed with discretion. 

 

Recording complaints  

All complaints will be recorded. A record will contain the following information (see attached):  

 the contact details of the person making the complaint   

 the date of the complaint and the method of communicating it to the school (e.g. in 

person, phone call, email, letter etc.)  

 the nature of the complaint and the requested resolution  

 the member of staff handling the issue  

 any actions and time taken, minutes of meetings, and communications  



 a statement of the outcome, including the closure date and the date of advising the 

complainant of the outcome. It should be noted that documents that may be created 

during the course of investigating and handling a complaint might have to be 

produced in legal proceedings unless the complaint is subject to ‘privilege’, as 

mentioned above under ‘Confidentiality’. 

Options for resolving a complaint or grievance  

There are both formal and informal options for the resolution of a grievance or complaint. 

Use of informal options is recommended in the first instance where appropriate. 

 

Informal options  

The following informal options will be considered:  

Self-resolution – The parties themselves may resolve concerns in open discussion with the 

presentation of relevant information or the clarification of issues. This option involves 

reflection and conversations respectful of each person’s needs in the school.  

Supported self-resolution – The parties may be assisted to resolve a possible 

misunderstanding, miscommunication or lack of clarity about the issue in question by having 

a support person present.  

 

Formal options  

In circumstances where no mutually acceptable resolution to the matter is reached through 

informal resolution, or in cases where the matter is considered to be serious, formal 

procedures can include:  

Facilitated mediation – The parties may be assisted by a facilitator who is trained in 

mediation to identify issues, explore options and consider alternatives to find a resolution. 

The facilitator may be an external mediator.  

Intervention – The principal may meet with the party, or parties separately or jointly. If this 

does not resolve the issue then the principal makes a decision and notifies the parties of that 

decision.  

Investigation – A complaint about a person concerning an alleged serious breach of 

legislation, school policy or procedure may require an investigation. This investigation may 

be completed by the principal and or outside professionals. 

Complaint escalation  

The Principal can provide community members with appropriate Catholic Education Office 

contact names and numbers if grievances are not resolved.  

 

 

 

 

 

    

  

References/Resources:  

• Website name (hyperlinked to web address)  

• Catholic Education Commission of Victoria Ltd (CECV) 2016, Commitment Statement to 

Child Safety: A safe and nurturing culture for all children and young people in Catholic 
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Related Policy:  

Sacred Heart Primary School Child Safety Policy [revised February 2018]  

Sacred Heart Primary School Working with Children Check Policy and Procedures [October 

2018]  

Sacred Heart Primary School Anti-Bullying Policy (Student) [October 2018] 

Sacred Heart Primary School Code of Conduct (Staff) [July 2016] 

Sacred Heart Primary School Privacy Policy [May 2018] 

 

 

Policy Review:  

This policy will be reviewed in consultation with the Sacred Heart School Advisory Board as 

part of an ongoing two-yearly review cycle, or earlier if required.  

Document file name and version:  File name (VX.0)  

Date policy first adopted:   DATE   

Date current edition of policy adopted:  DATE  

Date of next review:  DATE  

Authorised by:  Mark Tierney Principal  
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Complaints Form 

 
 



Name of complainant   

 

Contact details of 

complainant 
 

 

Date of complaint  

How complaint was 

received 

 

 

Details of complaint  
 

 

 

 

 

 

 

 

 

 

Requested resolution 
 

 

 

 

 

Staff member handling complaint 

 

 

Actions taken during resolution process 

 

 

 

 

 

Outcome 

 

 

 

 

 

 

Further actions 

 

 

 
 

   


