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The underlying premise of this complaints management policy is that  
parent concerns and complaints are best and most effectively dealt with at the school level. 
This policy does not apply to matters about which there are existing rights (and processes for) review and 
appeal, such as matters relating to serious employee misconduct, student critical incidents and criminal 
activities. 
 

When addressing parent/carer concerns or complaints, all Government schools must: 
 Abide by relevant regulatory and legislative frameworks. 

 Maintain confidentiality. 

 Balance the rights and responsibilities of all parties. 

 Ensure that all parties are aware of their right to advocacy. 

 Act in a manner that seeks to achieve an outcome that is satisfactory to all parties. 
 

School Policies must be developed in accordance with the Departmental Policy ‘Addressing 
parent concerns and complaints effectively: policy and guides’. 
The school’s approach to handling concerns and complaints is based on the following values: 
 Providing a safe and supportive learning environment. 

 Building relationships between students, parents and staff. 

 Providing a safe working environment for staff. 
 

These procedures cover concerns and complaints about: 
 General issues of student behaviour that are contrary to the School Wide – Positive Behaviours 

values of ‘We are safe’, ‘We are Learners’ and ‘We are Thoughtful’ that are the core of our Code of 
Conduct. 

 Incidents of bullying or harassment in the classroom or the school yard. 

 Learning programs, assessment and reporting of student learning. 

 Communication with parents. 

 School fees and payments. 

 General administrative issues. 
 

These procedures do not cover matters for which there are existing rights of review or appeal.  
These matters include: 
 Student discipline matters involving expulsions. 

 Complaints about employee conduct or performance and complaints that should be dealt with by 
performance management, grievance resolution or disciplinary action. 

 Complaints by the Department’s employees related to their employment. 

 Complaints by the Department’s employees related to their employment. 

 Student Critical Incidents. 

 Other criminal matters. 
 

The school expects a person raising a concern or complaint to: 
 Do so promptly, as soon as possible after the issue occurs. 

 Provide complete and factual information about the concern or complaint. 

 Maintain and respect the privacy and confidentiality of all parties. 
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 Acknowledge that a common goal is to achieve an outcome acceptable to all parties. 

 Act in good faith and in a calm and courteous manner. 

 Show respect and understanding or each other’s point of view and value difference rather than judge 
or blame. 

 Recognise that all parties have rights and responsibilities that must be balanced. 
 

The school will address any concerns and complaints received from parents: 

 Courteously. 
 Efficiently. 

 Fairly. 

 Promptly, or within the timeline agreed with the person with the concern or complaint. 

 In accordance with due process, principals of natural justice and the Department’s regulatory 
framework. 

 

Parents are expected to firstly raise the concern or complaint with the school.   
 If the concern is about learning issues, or incidents that happened in the student’s classroom, then the 

best person to see will be the classroom teacher. 

 For concerns that involve students from a number of classes, the best person to see is the Assistant 
Principal. 

 For more complex issues such as school policy, school management staff issues or complex student 
issues, the Principal is the best person to see. 

 If the parent believes that the issue is not being taken seriously, the parent can contact the 
Department of Education and Early Childhood Development.  The phone number of the Footscray 
Office of the South Western Victoria Region is 9 291 6500.  
 

 
 This policy was ratified by School Council on ….   

14th May 2019 

8th August 2017 


