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          COMPLAINTS AND GRIEVANCES  
                                                                     POLICY 

                                                                   (PARENTS) 

 

 

 

Rationale: 

St. Leo’s School is committed to providing a safe and positive environment for all members of the 

school community, and to ensuring that staff, parents, visitors and students maintain high standards 

of conduct. 

  

Aims: 

To provide a procedure by which parents, guardians, volunteers and any other member of the 

community can have complaints addressed fairly, efficiently and promptly. 

 

Implementation: 

 

 Complaints and grievances will be investigated in a fair and impartial manner, and remain 

confidential. 

 We will work with the complainant with respect, courtesy and openness and a genuine desire to 

achieve fair and reasonable decisions. 

 St Leo’s School will document complaints and ensuing procedures, investigations and outcomes. 

 We will use formal processes when informal processes have not been successful, or when a 

complainant seeks a formal process, or when the School Leadership believes the complaint 

warrants formal investigation.  

 In all cases of misconduct such as sexual offences (or allegations of sexual offences) or other 

criminal behaviour, St Leo’s School Leadership will report to appropriate authorities, such as 

Victoria Police and the Department of Human Services. 

 The School Leadership will seek advice and assistance from CEM (Catholic Education 

Melbourne) Western Regional office (8412-2400) if the matter is serious or if it cannot be 

resolved at school.  

       Procedures: 

 Complainants are asked to make contact with members of the school staff who are most closely 

connected to the concern. 

 Parents are asked to first contact their child’s teacher by email, with an appointment request for 

either a phone conference or face-to-face meeting. Complainants are asked to outline concerns or 

issues in the email (e.g. learning program, discipline, student/peer incidents) so that the staff 

member can prepare for the meeting/phone conference. 

 If initial communication does not resolve the complaint (an ‘informal’ resolution process), then 

the complainant should contact the Principal, Deputy Principal or Student Wellbeing Leader (a 

formal resolution process) to make an appointment for either a phone conference or a face-to-

face meeting. 

 The Principal or senior member of staff (a ‘formal process’) will fully document the complaint, 

any actions taken to resolve it and outcomes of those actions. 
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 The Principal or senior staff member will further and fully investigate the matter in order to 

satisfactorily resolve the issue. 

 

 If a complaint remains unresolved, or if the complainant is dissatisfied with the outcomes,  the 

complainant has the right to seek other avenues of appeal through authorities such as the  

the CEM (Catholic Education Melbourne) Western Regional office (8412-2400).  

 

             

EXPECTATIONS OF PEOPLE MAKING A COMPLAINT 

 

 In making a complaint, the school requests and expects that the complainant will: 

 

o raise the concern or complaint as soon as possible after the issue has arisen  

o communicate and respond in ways that are constructive, fair and respectful 

o provide complete and factual information about the concern or complaint  

o be welcome to accompanied by an advocate if they wish 

o observe confidentiality and a respect for sensitive issues  

o act in good faith to achieve an outcome acceptable to all parties  

o have realistic and reasonable expectations about possible outcomes/remedies. 

o parents making complaints are to be courteous to staff. 

o parents who are unreasonable, threatening and discourteous can expect that discussions will 

be terminated until such a time that an alternative meeting can be arranged. 

 

 

 

If as a parent your concern/complaint relates to your child’s treatment by another student or students 

while at school, the school expects that you will refer your complaint directly to the school via your 

child’s class teacher. 

 

Under no circumstances should you approach another student while in the care of the school to 

discuss the issue or chastise him or her. Direct contact with parents to resolve the matter is also 

discouraged if the complaint pertains to issues or incidents that have arisen at the school. 

 

 

 

Evaluation: 

 

 We will review this policy as part of the school’s policy review cycle. 

 

                      

Important Notes: 

 

St. Leo’s School maintains a ‘culture of child safety’ by actively implementing strategies in 

accordance with its moral and legal obligations and the Victorian Government’s Ministerial 

Order number 870. 

 


