
 

 

 

 
Mackillop Education is committed to building a school community that features positive and 
respectful relationships.  Within the Catholic school, relationships are founded in the Gospel values 
of justice, hope, compassion, collaboration and respect.  Such relationships support the learning 
and development of students and value the innate dignity of each person.  It is important that each 
member of the community, including staff, parents/guardians/carers and students, are 
contributors to the building of the school community. 
 
Mackillop Education understands that from time-to-time complaints arise regarding aspects of a 
school’s operation of its programs and activities and that it is important that all members of the 
community have the opportunity to be heard.  Each school commits to ensuring procedural fairness 
is observed when dealing with complaints and grievances. 
 
Positive, clear and effective processes for resolving grievances between the school and community 
members can assist in building strong relationships, dispelling anxiety and ultimately provide 
students with a settled and happy learning environment.  MacKillop’s Codes of Conduct for 
parents/guardians/carers and students outline the expectations for behaviour for members of our 
community. 
 
The following procedures relate to any concerns that members of the community may have – 
whether these are serious grievance issues, or relatively minor concerns. 

 

 
This policy outlines how Mackillop Education will respond to complaints and grievances raised by 
parents/guardians/carers and students (“complainants”) so that all parties can reach a positive 
resolution. The complaint may be about an individual staff member, a student, a policy or 
procedure. The policy is not applicable for use by staff for complaints about aspects of their work 
or employment conditions. 
  
This Policy will be accessible on the school’s website. 
 
Please note, this process is not applicable in a complaint of a child protection nature, which 
must be addressed in accordance with child protection laws and reporting obligations, The 
College Child Protection – Reporting Obligations Policy and PROTECT: identifying and reporting 
to all forms of abuse in Victorian schools. 

 

 
All complaints will be acknowledged as soon as possible and ideally within two school or business 
days of receipt.  Complaints are addressed in accordance with their urgency, however all 
complaints are responded to in a timely manner and complainants kept regularly informed of the 
progress of their complaint.  It is preferable to make initial contact via email as teachers may not be 
available during the day to respond to telephone or in person enquiries. 
  



 

 

 
Complaints are expressions of dissatisfaction related to our programs and activities or about the 
way in which a complaint is handled. 
 
Complainant is a member of the school community – parents, guardians, carers or students who 
wish to make a complaint to the school. 
 
Serious complaints are those requiring urgent action or which could have serious consequences for 
the parties concerned or others, resulting from a serious breach of legislation, school policy or 
procedure. These may relate to issues including student behaviour management, bullying or 
harassment, drug or alcohol use, damage or loss of personal or school property, student wellbeing 
or the requirement for adjustments to learning. Serious complaints may be complex issues or a 
whole-school nature. 
 
Less serious complaints would be those that fall outside the areas included above. 
 
Informal resolution options are those where the parties may resolve concerns in open discussion 
with the provision of relevant information or clarification of the issue. Other informal options 
include assistance to resolve a misunderstanding through the intervention of another staff member 
or school leader. 
 
Formal resolution options are used when concerns cannot be resolved by informal means and may 
be initiated by the principal or other school leader. Where no mutually acceptable resolution to the 
matter can be reached, formal options may include the intervention of the Principal or investigation 
by the Principal or an outside body. The nature and scope of the investigation will depend on the 
circumstances.  
 
A support person is a positive presence for the person bringing the complaint. The support 
person’s role is to listen, they may make notes and may occasionally speak to the person bringing 
the complaint to clarify what they are saying. The support person does not speak on behalf of the 
complainant. 
 

 
In receiving and responding to complaints, the following guiding principles will direct and shape 
the school’s actions: 

• We will work with the complainant with respect, courtesy and openness observing procedural 
fairness, with a genuine desire to achieve fair and reasonable decisions. 

• We will listen to and respect the views of each person. 
• Give opportunity for parents to clarify any concerns regarding their child, or the school. 
• Confidentiality, impartiality and the principles of natural justice will form the basis of our 

complaints resolution process, any personal information disclosed will be treated as 
confidential and remain private. 

• Any person(s) facing the complaint will be provided with detailed information about the 
substance of the complaint and will have the opportunity to respond. 

• If a satisfactory outcome cannot be achieved, the school will provide the complainant with 
options for having the decision reviewed or mediated via an external authority. 

 
The communal needs of the school community will in most instances exceed the needs of any 
individual. 
  



 

 

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

• Raise the concern or complaint as soon as possible after the issue has arisen. 
• Communicate and respond in ways that are constructive, fair and respectful. 
• Provide complete and factual information about the concern or complaint. 

• Observe confidentiality and a respect for sensitive issues. 
• Act in good faith to achieve an outcome acceptable to all parties. 

• Have realistic and reasonable expectations about possible outcomes/remedies. 
 
If 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, Deputy Principal or Principal.  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. 
 

 

 
When a complaint is received, it will be acknowledged and the complainant will be provided with a 
copy of this policy so they can understand the process that will be followed in dealing with their 
complaint. 
 
Please note, this process is not applicable in a complaint of a child protection nature, which must 
be addressed in accordance with child protection laws and reporting obligations. See Child 
Protection – Reporting obligations Policy and PROTECT: identifying and reporting to all forms of 
abuse in Victorian schools 
 
 

 

 
Raise the matter directly with the relevant staff member first, where appropriate.  If the matter 
involves your child or an issue of everyday class operation, contact the staff member concerned, 
preferably by email, explaining the nature of your concern and request for a telephone conversation 
or meeting.  Complainants are strongly discouraged from sending or discussing confidential, 
contentious or emotional information by email. This is best done in a meeting or phone call. 
  
The teacher will acknowledge the email within two working days and provide further information 
about the process to be undertaken, if this is required.  The staff member may be able to respond 
to your complaint by return email or telephone with a satisfactory outcome.  At times, parties may 
be assisted to resolve a misunderstanding, miscommunication or lack of clarity through the 
support of another person, such as another member of staff or the Principal. 
 
If further investigation of the complaint is required, the staff member will explain this to you and 
direct you to this policy if you have not already viewed this. They will also establish a clear time 
frame for the investigation and when you can expect further information from them. 
  



 

 

 
If the matter cannot be resolved informally, or you wish to make a formal complaint, you can do 
so by one of the following methods: 
 
1 If you still feel that the matter is unresolved after discussion with the relevant staff member, 

you may send an email to the Principal.  
 
2 You can telephone to make an appointment to discuss the matter with the Principal.   
 
If the grievance or concern is about broader school issues, school staff or serious issues that are 
difficult to discuss with classroom Teachers or if the issue not been satisfactorily resolved, 
complainants are invited to make an appointment to speak with the Principal. 

• In all cases, confidentiality is respected.  Only the people that need to know about the issue, 
will be involved.  The people that need to be informed will be discussed at the meeting. 

• Community members may be accompanied by a support person at appointments to resolve 
grievances.   

• All formal discussions and processes involving grievances will be documented. 
• Every attempt will be made to address an issue and where resolution is possible it will be 

reached in a timely manner. 
 

 
In moving to a more formal process, the Principal or a senior member of staff will undertake the 
investigation in the following manner, ensuring procedural fairness is observed: 

• Organise a meeting/telephone conference with you. 
• Direct you to a copy of this policy if you have not already viewed this document. 

• At the outset, establish the timeframe for the investigation of the matter and when you can 
expect to hear further information or have a resolution. 

• Fully document the complaint, any actions taken to resolve it and outcomes of those actions. 

• Further and fully investigate the matter. 
• Ensure that no-one is victimised as a result of a complaint being made 
• If necessary, enable a complainant to be accompanied by another person of his/her choice as a 

support person. 

• If appropriate, enable the person against whom the complaint has been made to respond, and 
to be accompanied to any meeting by another person of his/her choice as a support person. 

• You will be advised of the outcome of the investigation in writing.  
 

 
The school may be unable to deal with complaints that are made anonymously if there is 
insufficient detail for investigation or resolution of the matter.  There may, however, be instances 
when it is possible to investigate anonymous complaints, depending on their nature and the 
circumstances . Where possible, complainants are encouraged to give their names and to be 
reassured that we will deal with complaints professionally and in accordance with procedural 
fairness and confidentiality.  If the complainant wishes to remain anonymous, it is at the Principal’s 
discretion what, if any, action will be taken. 
  



 

 

 
All complaints received at the school will be recorded, even those which are about issues perceived 
as trivial or minor. This helps us to identify key risk areas or any whole-school issues which, if left 
unresolved, could lead to harm or injury or more serious concerns. 
The following information about complaints received will be recorded: 

• Contact details of the complainant. 
• Date of complaint and method of communication. 
• Nature of the complaint and the requested resolution. 

• The name of the staff member handling the issue. 
• Any actions and the timeframe taken, minutes of meetings and communication. 

• A statement of the outcome, including the closure date and date of advising the complainant of 
the outcome. 

 

 

 
Outcomes to complaints and grievances can include the following: 

• Apology – either verbal or written. 

• Mediation – with an internal or external mediator. 
• Official warning. 
• Disciplinary action. 

• Behavioural contract (in the case of a student). 
• Pastoral or spiritual care. 

• An understanding that the behaviour will not be repeated. 
• A change in policy or procedure. 
 

 

 
If a complaint remains unresolved, or if the complainant is not satisfied with the outcomes, the 
complainant has the right to appeal in writing through MacKillop family Services:  Manager of 
Quality and Compliance or the  relevant Regional Office of Catholic Education Melbourne (CEM).  If 
the complaint remains unresolved, in some circumstances, the next avenue of appeal is to make to 
your complaint to the Victorian Registration and Qualifications Authority. 
 

Contact details for CEM regional offices: 
MacKillop Family Services Catholic Education Melbourne (CEM) Western Regional Office of CEM 
Quality and Compliance James Gould House 47 Synnot Street 
237 Cecil Street 228 Victoria Parade Werribee   VIC   3030 
South Melbourne VIC 3205 East Melbourne VIC 3002  
 

 

 

• Student Code of Conduct 

• Child Protection Reporting Obligations 
• Reportable Conduct Policy 

• Child Safe Code of Conduct 
• MacKillop School’s Enrolment Policy 
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What was the result? 
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