St Thomas The Apostle Primary School

Updated: 26. 06. 2017

Grievance & Complaints Policy

Next Review: 26. 06. 2019

Grievance and Complaints Policy
Introduction
At St Thomas the Apostle School we believe that positive relationships existing between staff, students,
parents and community groups is an essential part in ensuring that students are happy, secure and open to
learning.
We understand that due to the nature of school communities, issues of conflict, misunderstanding and
grievances are inevitable.  However, we also acknowledge that all people in our school have both a desire
and a responsibility to ensure that high standards of conduct are maintained by staff, students and families at
all times, and that complaints are managed and resolved fairly, efficiently, promptly and in accordance with
the relative legislation and in the spirit of the Catholic Ethos.
Purpose
The purpose of this policy is to:
●
●

●
●

Provide a harmonious, positive and productive school environment.
To resolve complaints fairly, efficiently
To provide people in the process of deciding and/or making a complaint.
To treat all issues and complaints with respect and dignity responding in accordance with the Gospel
values that we espouse.

Scope/Implementation:
1. It is the principal’s responsibility to provide a healthy and positive school environment that is free from
discrimination and harassment.  In doing so, Principal’s must ensure that all staff are aware of their rights and
responsibilities.
2. It is also the role of the Principal to provide and communicate a pathway in which people within the school
and local community may take their grievance or complaint within a safe and caring environment and process.
3. The principal is required to use local complaints resolution procedures, where appropriate, for resolving
complaints in relation to issues that fall within the school’s area of responsibility.  All cases of serious
misconduct – sexual offences, criminal charges, other serious incidents – must instead be referred to the
CEOM (Catholic Education Office Melbourne.)Where appropriate other external agencies such Catholic
Education Office Melbourne, Victorian Institute of teaching, the Victorian Equal Opportunity Commission, the
Human Rights and Equal Opportunity Commission or the Ombudsman may be sought.  Also offences will be
understood in light of the recent legislation in child safety.
4.  Complaints usually fall into a minor or major category and can be dealt with informally or formally.
5. All complaints, grievances, concerns will be attended to & investigated and addressed.
6. The principal may choose to respond to a complaint through an informal process in cases where the
complaint is minor or the complainant wishes the matter to be dealt with informally, or the complaint has
arisen from lack of or unclear communication.
7. Formal processes will be used when informal processes haven’t been successful, a complainant seeks a
formal process, or the principal believes the complaint warrants formal investigation.
8. It is important that all complaints, ensuing procedures and outcomes are fully documented.

