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1. Purpose 

 

 The purpose of Calvary Christian College’s Raising Concerns and Complaints Policy is to – 

o  outline a process that provides parents with an opportunity to facilitate the 

resolution of a concern or complaint  

o outline a process that provides staff & the College with an opportunity to respond 

and facilitate the resolution of a concern or complaint.   

o provides all stakeholders with clarity on how a concern or complaint is to be 

managed in line with principles of natural justice. 

 

Calvary Christian College will provide this policy to families upon the confirmation of enrolment.  

 

2. Principles 

 
2.1 Calvary Christian College’s approach to handling concerns and complaints is based on the 

College’s values of: 

 providing a safe and supportive learning environment 

 building cooperative relationships between students, parents and staff 

 providing a safe and supportive working environment for staff. 

 

2.2  The process shall be based on the principles of natural justice, including the complainant's 
right to: 

 be heard 

 have their concern/complaint treated seriously 

 be informed of the processes of concern/complaints handling 

 be informed of the College’s decision and reasons for that decision. 

 

2.3  The person or section of the College about whom the complaint is made shall have the right 

to: 

 be advised of the identity of the complainant and the concern/complaint 

 collect sufficient detail to enable them to gather information and prepare a 

response to the concern/complaint 

 have the opportunity to respond to the person investigating the complaint and 

have their response taken seriously 

 be informed of the processes engaged in the concerns/complaints handling  

 be informed of the decision and reason for the decision. 
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3. Philosophy  

3.1 Parents’ concerns and complaints generally relate to - 

 the educational or general progress of their child,  

 the management of an incident between students or between a Teacher and a 

student    

 the implementation of College policy. 

3.2  The College requests that parents deal with any grievance or dispute in accord with 
the principles espoused in Matthew 18:15 (NIV). 

"If your brother sins against you, go and show him his fault, just between the two of 
you. If he listens to you, you have won your brother over." 

3.3  In the first instance, the College requests there is an attempt to informally resolve 
the matter at the lowest possible level. Parents are encouraged to firstly talk to a 
member of staff as soon as a problem arises. If this is unsatisfactory or does not 
result in a resolution of the matter, then the procedures prescribed in this policy will 
be followed.  

4.    Definitions 

4.1 A concern refers to an issue which is raised in order to highlight, improve or change 
a situation. A concern is raised through a conversation in person, a phone call or an 
email with a non-Executive member of College staff. A concern may not require a 
meeting in person. A concern is generally resolved at this first level of contact or a 
level excluding an Executive member of staff.  

4.2 A complaint is an expression of grievance where the complainant is seeking justice. 
A complaint is raised through a letter or email directed to an Executive member of 
College staff. A complaint is usually followed up by a meeting in person. 

5. Expectations 

5.1 Expectations of the person raising the concern or complaint include -  

• to raise the issue  promptly, (as soon as possible after it occurs) 

• provide complete and factual information about the concern or complaint 

 • maintain and respect the privacy and confidentiality of all parties within the 

associated due processes but understand that this will be disclosed if the 

process involves investigation of the complaint with the staff member involved  

• 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 of other points of view and value difference, 

rather than judge and blame, and 

• recognise that all parties have rights and responsibilities which must be balanced. 

 

5.2  Expectations of the College and Staff (about whom the concern/complaint is made) 

include -  
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 to address all concerns and complaints in a courteous, efficient, fair and timely 

manner 

 maintaining confidentiality of all parties involved within the associated due 

processes  

 striving to achieve an outcome that is acceptable to all parties when resolving an 

issue.  

 to provide/offer appropriate levels of support to both parents and staff during 

this process.  

 

6. Procedure  

 

6.1 Appendix A outlines an indicative guide for parents to identify the relevant and 

appropriate staff member to report the matter to.  

 

6.2 The parent must first raise the concern with the staff member involved unless the 

matter is a child protection matter.  

 

6.3 The matter may be deemed serious enough to become a complaint and  require 

immediate reporting to a Executive member of staff if the matter involves –  

o serious student misconduct  

o actions that would damage the reputation of a staff member or the 

College  

 

6.4 A Parent is not to enter classrooms about a concern or complaint without prior 

appointments.  

 

6.5 Parents should allow up to five working days for the matter to be resolved or 

followed up.  

 

6.6 The staff member to whom the initial concern is made is required to make 

reasonable efforts to resolve the concern with the parent. 

 

6.6.1 When notified of the parent concern, the staff member is then expected to 

contact the parent, as soon as practicable.  If the concern can be easily resolved, 

a telephone call or email may be all that is necessary. 

 

6.6.2 For transparency, the staff member is required to inform the Head of School of 

the concern and the outcome of the discussions and the solutions reached.  The 

Head of School can then decide if the action taken is effective.  Ideally, most 

issues should be able to be resolved at this level.   

 

6.7 If the staff member believes that the concern is more complex, or the situation is 

unable to be resolved, or parent believes that the concern is unresolved, the matter 

should  then be referred to the next level of authority (usually the Head of School).   
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6.8 If the matter remains unresolved, the concern or complaint may  then be referred to 

the Principal.  

 

6.9  If the matter is of a serious nature, the matter is to be investigated by the Head of 

School/ Principal as outlined below.  

 

6.9.1 The Head of School is to provide a copy of the complaint to the staff                 

member as soon as practically possible.  

6.9.2 The staff member is to provide a written response to the Head of School within a 

reasonable time. 

6.9.3 The Head of School will make a decision and if necessary hold a meeting with the 

parents and staff member to discuss the outcome. 

 

6.10 This procedure is outlined in Appendix B 

 

7.  Timing  

7.1 The College will make every attempt to resolve a concern or complaint as quickly as 

possible and within a reasonable timeframe.  

 

7.2 It is acknowledged if the concern or complaint involves many students and a range 

of issues, more time will be needed to investigate and resolve it. Should the concern 

or complaint involve complex issues, the College may need to take advice from 

external sources which may take more time.  

 

7.3 The College will ensure that the complainant and staff are informed of progress and 

the new timeline for addressing the concern or complaint and the reasons for any 

delays.  

 

8. Resolution 

8.1 Where the College is able to substantiate in whole or part of a complaint, the 
College will offer an appropriate resolution. This may take the form of -  
 an explanation about the issue 
 mediation, counselling or other support 
 an apology or expression of regret 
 changing a previously made decision 
 reviewing a College policy or practice 

 
8.2  When the complaint is not substantiated in whole or part, the College will provide 

feedback to the complainant including an explanation about the issue. There is an 
expectation that the complainant will accept the decision of the College as final and 
close the issue.  
 

9. Recurring Concerns or Complaints  

Where, in the opinion of the Principal, a parent is raising excessive or unreasonable concerns 

and complaints (either by the number of complaints raised or nature of the complaints), the 
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Principal may apply certain conditions to the manner in which the parent may raise a 

concern.  

10.  Documentation  

10.1 Records of both concerns and complaints must be maintained by a member of the 
Executive Team.  
 

11. Monitoring the Complaints Policy 

11.1 The College will review its information about concerns and complaints made over 

time to identify common or recurring issues that may need addressing and assess 

the effectiveness of these procedures and whether they are being followed. 

 

  



Appendix A 

As outlined in the policy (paragraphs 3.2, 3.3, 6.1 and 6.2), the matter must be raised first with the staff member 
concerned.  

The following table provides guidelines for parents to identify the relevant staff member when raising a concern or 
complaint.  

Type of Issue 

Most Appropriate Staff member 

JS MS/SS 

 Learning issues (e.g. homework issues; difficulty 
understanding concepts taught in a particular 
subject). 

 Incidents that happened in the class or group (e.g. 
student not having equipment for that class). 

Classroom Teacher 

 

Subject Teacher 

 

 Issues relating across more than one class 
 Issues relating to behaviour management and 

consequences 
 Ongoing problems that continue to be unresolved 

(e.g. bullying issues.) 
 Issues relating to curriculum  

Deputy Head of School 

Chaplain 

Director of Middle School 

Year Level Coordinator 

Chaplain 

Head of Faculty 

 Issues relating to complex student issues (e.g. family 
trauma; diagnosed mental health issues) 

Head of School 

Deputy Head of School 

 

Director of Academic 
Studies 

Counsellor  

Head of School  

Year Level Coordinator  

 Issues relating to staff matters 
 Issues relating to complex behaviour management 

(e.g. suspensions). 

Head of School 

Deputy Head of School 

 

Head of School 

Director of Middle School 

 

 Issues relating specifically to the implementation of 
College policy 

 Issues relating to College management 
 Issues regarding very complex student matters (e.g. 

pre-expulsion meetings). 

College Principal 

(All appointments with the College Principal are made 
through the Principal’s PA) 
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A parent identifies a concern or 

complaint regarding service, teacher, 

program, school practice or policy.  

 

STAGE 1  Parent contacts the relevant staff member about the concern or complaint (Please see Appendix A). As 

per an informal meeting discussion is undertaken between parent/staff. Parent outlines concerns and provides any 

supporting details and records. Parent outlines what they would like to happen in response. Parent is prepared to 

listen to further information/details the staff member may have. 

 

 

 

Refer matter to -  

E.g. Deputy Head of School 

Year Level Coordinator 

Chaplain 

NO   <  RESOLUTION >    YES 

 

 
Stage 3- Refer matter to - 

E.g. Head of School 

Deputy Head of School 

Director of Middle School 

NO   <  RESOLUTION >    YES 

 

Stage 4- Refer matter to-  

College Principal  

(Appointments made through the Principal’s 

PA) 

NO   <  RESOLUTION >    YES 

 

Resolved (Yes) 

No further action 

Resolved  

(No) 

If the concern or complaint has not 

been resolved or the follow up is 

unsatisfactory. Proceed to next stage. 

Work 

through  

Stages until 

resolved 

 

Note 1: Please do not 

enter classrooms 

about a concern or 

complaint without 

prior appointment.  

Note 2: Allow up to 

five working days for 

the matter to be 

resolved or followed 

up.  


