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Complaints and Grievance Policy 
including Code of Conduct 

Introduction  

St Brigid’s Catholic Learning Community is committed to providing a safe and supportive working 

and learning environment for all members of the school community. To achieve this the school 

fosters trusting and cooperative relationships where regular, open and constructive communication 

between all stakeholders is encouraged. The school acknowledges that misunderstandings and 

differences of opinion may occur from time to time and that these need to be resolved in a 

satisfactory manner for all parties. St Brigid’s Catholic Learning Community has developed a 

framework for resolving parent, guardian (parent) or student complaints and grievance 

(complaints) in a dignified and respectful manner.   

 

St Brigid’s Catholic Learning Community approach to handling complaints is based on the 

school’s intention: 

» To experience belonging and connectedness to ensure wellbeing thrives 

» To recognise that Catholic teaching and tradition values relationship and forgiveness. 

» To provide a safe and supportive learning environment. 

» To build positive and genuine relationships between students, parents and staff. 

» To provide a safe working environment for all staff. 

» To resolve complaints fairly, efficiently, promptly and in accordance with DET guidelines. 

 

St Brigid’s Catholic Learning Community is committed to resolving all complaints promptly at a 

school level, in a non-judgemental manner where parents and students are treated fairly and given 

ample opportunity to present their views.  

 

Where parents or students are dissatisfied with the school’s response or feel that the complaint 

remains unresolved, they may seek further resolution via the relevant Catholic Education Office. 

 

Purpose 

The purpose of the school’s Complaints & Grievances Policy/Code of Conduct is to establish clear 

guidelines for responding to and resolving concerns raised by parents, caregivers or students. The 

policy ensures that:  

» The school and the relevant regional office meets its obligation to respond to parent, 

caregiver or students complaints in a fair, effective and efficient manner. 

» Parents, caregivers and students are informed of how they may raise their concerns or 

complaint with the school. 

» A formal and transparent process for resolving complaints is maintained and 

communicated to all members of the school community. 

This policy does not apply to critical incidents, emergency management, criminal offences, conduct 

of religious clergy or other religious individuals. 
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Scope 

The policy applies to any member of the school community who has concerns or feels dissatisfied 

with the treatment of their child, educational outcomes or pastoral care provided by St Brigid’s 

Catholic Learning Community at any time.  

 

Key Definitions: 

Complaint: An expression of dissatisfaction with action taken, decisions made, services provided, 
or failure to provide a service, take action or make a decision.  
 
Complainant: Parent or caregiver who formally expresses dissatisfaction with the school over 
action taken, decisions made or services provided, or failure to provide a service, take action or 
make a decision.   
 
Grievance: A real or perceived complaint over something believed to be wrong or unfair. 
 
Parent: A ‘parent’ includes: 

» Any person who has parental responsibility for ‘major long term issues’ as 
defined in the Family Law Act 1975 (Commonwealth). 

» Any person appointed as ‘guardian’ pursuant to the Children Youth and Families 
Act 2005 (Victoria). 

» An informal carer with whom the child normally or regularly resides, and who 
has day-to-day care and control of the child. 

 
Resolved: A complaint is considered to be ‘resolved’ when the complaint and the school agree 

on an appropriate response or course of action. 

 

Unresolved: A complaint is considered ‘unresolved’ when an agreement cannot be reached on 

an appropriate response or course of action to be taken.  

 

Guiding Principles:  

The School’s Complaint and Grievances Policy reflects the following guiding principles in 

accordance with AS/NZ 10002:2014 Guidelines for Complaint Management in Organisations. 

 

Visibility / Accessibility: Information about how and where to make a complaint, as well as how 

they will be handled, will be regularly communicated to the school community. This policy will be 

made publically available via the school website. The complaint-handling process is flexible and 

includes the ability to make a complaint in person, via email, by phone or in writing. Support will 

also be provided to parents with special needs, including translations, interpreters and enabling a 

parent to seek the services of an advocate. 

 

Responsiveness: Receipt of a written complaint or email will be promptly acknowledged by a 

member of the school. Dependant on the grievance or complaint this may be by a member of staff, 

the Leadership Team or the Principal. Complaints will be addressed promptly with parents kept 

informed on the progress of their complaint.  

 

Objectivity: Each complaint will be treated in an equitable, objective and unbiased manner. 

 

Cost: There will be no cost to the parent for access to the complaint-handling process at the school 

or relevant Catholic Education Office. 
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Protection of Privacy: Personally identifiable information concerning the parent will be actively 

protected from disclosure except where needed in relation to the complaint. This means that the 

complaint will only be discussed with those directly involved in the complaint-handling process. 

 

Student Focused: The school will remain open to feedback including complaints and will 

demonstrate a commitment to resolving complaints with the educational wellbeing of students as 

the first priority. 

 

Accountability: The schools are accountable, both internally and externally, for their decision 

making and complaint management performance. The school will provide explanations and 

reasons for decisions made and provide these to relevant stakeholders as required. 

 

The best interests of the school community will generally exceed those of any individual. 

 

Implementation: 

Making a Complaint: 

Where a parent is dissatisfied with action taken, decisions made or educational services provided 

a complaint can be made to the school in person, via the phone or in writing or email.  

 

Prior to making a formal complaint the school encourages the complainant to raise their concern 

or issue with the relevant staff member in an attempt to resolve the issue.   

 

The complaint should be made to the following stakeholders dependant on circumstance: 

» The Student’s Teacher where it relates to teaching and learning issues or incidents that 

occur in their class or group. 

» The Principal or a member of the Leadership Team where an issue or concern relates to 

a staff member or complex student issues. 

» The Principal about issues relating to school policy or school management. 

» The Principal about issues relating to students or other families. 

 

Clarification regarding the appropriate point of contact for a complaint can be made by contacting 

the office on 5428 2220. 

 

Complainants can seek the services of an advocate when they feel they are unable to express 

their concern clearly. An advocate can be a friend or someone who is available through an 

appropriate support organisation who does not receive a fee for service. 

» All parties involved in addressing a complaint may seek the services of a mediator when 

there is difficulty coming to an agreement. 

» St Brigid’s Catholic Learning Community will ensure that the complainant is aware of 

these supports. A complainant who wishes to use these support services should ensure 

the person addressing the concern or complaint is aware of their intention and is in 

agreement. 

 

Parent Expectation / Code of Conduct: 

St Brigid’s Catholic Learning Community expects parents raising concerns or complaints to:  

» Do so promptly, as soon as possible after the issue occurs or the concern has been 

realised; 

» Provide complete and factual information about the concern or complaint, preferably in 

writing or via email; 

» 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 of differing points of view and value difference, rather 

than judging and blaming; 

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

 

Complaints & grievances can be made via the School’s Formal Complaints Form located on the 

school’s website. 

 

St Brigid’s Catholic Learning Community will not tolerate parents who approach children from other 

families with a school related complaint. In the interests of safety and respect for all within the 

school community, parents must bring their concerns or complaints to the relevant Staff Member, 

or the Principal to ensure that an appropriate resolution can be achieved. 

 

Initial Response to Complaints:  

St Brigid’s Catholic Learning Community will make all reasonable efforts to promptly respond and 

resolve complaints made by any member of the school community. 

   

Upon receipt of a complaint of a serious nature (those that require intervention or investigation), 

the school will document: 

» Name and contact details of the person with a concern or complaint; 

» The date the concern was expressed or complaint made; 

» The form in which the concern or complaint was received (such as face-to-face, by 

telephone, in writing, by email); 

» A brief description of the concern or complaint; 

» Any recommendations for future improvement in the school’s policy or procedures. 

 

The School will then: 

» Promptly acknowledge receipt of the concern or complaint either in writing or via email. 

» Establish a clear timeline for investigating and responding to the complaint and commit 

to adhering to this timeline. 

» Provide the complainant with a copy of the school’s Complaints & Grievances Policy in 

order to establish clear expectations. This may also be accessed via the school’s 

website. 

 

Upon receipt of a concern or complaint of a less serious nature (those anticipated not to require 

intervention or investigation) the school will: 

» Acknowledge receipt of the concern or complaint verbally and will commit to providing a 

prompt response to the complainant with possible resolutions.   

 

 

Addressing Complaints: 

St Brigid’s Catholic Learning Community may choose to consider either an informal or more formal 

approach to addressing complaints. The school will generally, in the first instance, choose an 

informal approach as it may prevent the escalation of a minor dispute to a more serious complaint. 
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Informal Options: 

The following informal options could be considered: 

» Self-resolution – The parties themselves may resolve concerns in open discussion with 

the provision of relevant information or the clarification of issues. This option involves 

reflection and conversations respectful of each person’s needs in the school. 

» Supported self-resolution – The parties may be assisted to resolve a possible 

misunderstanding, miscommunication or lack of clarity about the issue in question by a 

support person such as the Principal, a member of the Leadership Team, a colleague, or 

counsellor providing professional advice or support. 

 

Formal Options: 

In circumstances where no mutually acceptable resolution to the matter is reached through 

informal resolution, or in cases where the matter is considered to be serious, formal procedures 

can include: 

» Intervention – The principal may meet with the party, or parties separately or jointly. If this 

does not resolve the issue then the principal makes a decision and notifies the parties of 

that decision. 

» Facilitated mediation – The parties may be assisted by a facilitator who is trained in 

mediation to identify issues, explore options and consider alternatives to find a resolution. 

The facilitator may be an external mediator, the principal, a member of the Leadership 

Team or a counsellor. 

» Investigation – A complaint about a person concerning an alleged serious breach of 

legislation, school policy or procedure (e.g. student bullying, student drug and alcohol 

issues) may require an investigation. This may also involve relevant members of the 

Catholic Education Office. 

 

Complaint Escalation: 

If a matter cannot be resolved at the school level through formal or informal options, or if the 

complaint is about the principal of the school, the complainant may be referred to the relevant 

Catholic Education Office or Regional Office or the relevant governing authority for the complaint 

to be dealt with in accordance with their complaints policy. 

 

Compliant Resolution: 

Where a concern or complaint is substantiated in whole or part and a resolution has been agreed 

upon, the school will offer an appropriate response. This may include, but not be limited the 

following:  

» An explanation or further information about the issue;  

» Mediation, counselling or other support;  

» An apology, expression of regret or admission of fault; 

» To change its decision;  

» To change its policies, procedures or practices; 

» To cancel a debt (such as for school payments);  

» A fee refund. 
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Complaints Against Teachers & Staff Members: 

The nature of the complaint will determine who is the most appropriate person or body to 

manage a complainant's concerns. 

 

Misconduct: 

All complaints of alleged misconduct or serious misconduct by a teacher or staff member should 

be reported to the Principal of the school. Complaints about teachers can also be reported to the 

Victorian Institute of Teaching (VIT) and the relevant Catholic Education Office, which is the 

regulator in relation to the registration and investigation of serious misconduct (including conduct 

which is of a physical or emotional nature) of all teachers in the state of Victoria.  

 

In some cases, certain actions which involve physical or emotional misconduct, such as unlawful 

assault or threats to the person, may constitute a criminal offence. These types of offences should 

be reported to and investigated by the police. Initial consultation with the principal of the school 

may help to determine the appropriate course of action in these circumstances. 

 

Child Abuse (Including Sexual Offences): 

There are legal obligations on all adults to report child abuse to police once a ‘reasonable belief’ 

is formed that a sexual offence has been committed against a child. Failure to disclose a sexual 

offence against a child is a criminal offence under Section 327 of the Crimes Act 1958 (Vic.) and 

applies to all adults (18 years and over) in Victoria. 

 

The school also has a statutory duty to inform the Victorian Commission for Young People & 

Children of any alleged misconduct committed by a staff member or volunteer.  

 

Complaints involving communication with children under 16 years by teachers, staff, or any other 

person to prepare or ‘groom’ a child for future sexual activity is a criminal offence under Section 

49B (2) of the Crimes Act 1958 (Vic.) and must be reported to the police. The offence of grooming 

applies to any person aged 18 years or over and does not apply to communication between people 

who are both under 18 years of age. 

 

Complaints Against the School Principal: 

In the case of complaints involving the principal, which forms part of a parish, the Parish Priest 

(‘the employer') and the manager of the relevant Catholic Education Office which oversees that 

school should be informed immediately. 
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Complaint & Grievances Flowchart 

 

Reference: Complaints Management, A Practical Guide for Schools CECV 2017   
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Formal Complaints Form 

Complainant Details 

Given Name: Family Name: 

Address: 

Contact Number: Email: 

Subject of the Complaint 

 School  Staff Member  Student  Policy / 

Procedure 

 Other (please specify) 

Details Of The Complaint 

 
 
 
 
 
 
 
(Please attach additional pages if space is insufficient.) 

Details Of The Outcome You Are Seeking  

 
 
 
 
 
 
 
(Please attach additional pages if space is insufficient.) 

Have You Previously Raised This Concern with a Staff Member? 

 Yes  No         If Yes, When? 

Who dealt with the matter? 

What was the result? 

Signature: 

 

Date: 

 

School Office Use: Record of Outcomes 

 Self-Resolution  Supported  
Self-Resolution 

 Facilitated 

Mediation 

 Intervention  Investigation 

Actions Taken to Resolve the Complaint 

 

 

 

 

 

 

 

 

 

Date the matter was finalised: 

Name of Staff Member: Signature: 
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St Brigid’s Child Safety Code of 
Conduct for Community members. 

Introduction  

This Code of Conduct has a specific focus on safeguarding our students and young people at St 

Brigid’s Catholic Learning Community against sexual, physical, psychological and emotional abuse 

or neglect. It has been developed in accordance with the  Victorian Government’s Ministerial Order 

No 870 to support the school’s ‘Professional Child Safety Code of Conduct’ and defines 

expectations of parents and those members of the school community, who may, at times, act as 

volunteers.  

 

Purpose 

The purpose of this Code of Conduct is to establish clear expectations for appropriate behaviour 

by adults towards students & young people. It aims to protect children and reduce any opportunity 

of abuse or harm to children. This Code of Conduct also provides members of the broader school 

community with guidance on how best to support students or young people, and how to avoid or 

better manage difficult situations. 

 
Scope 
This Code of Conduct applies to all parents, parent volunteers, members of the school board or 

parent’s association and any other person, who volunteer their services to the school. This code 

applies to members of the school community who infrequently participate in ‘Child Connected 

Works’ at St Brigid’s Catholic Learning Community. 

 
Child Connected Work 
Child Connected work is defined as: ‘Work authorised by the school’s Principal, members of the 
Leadership Team or the School Board performed by an adult in the school environment while 
children are present or are reasonably expected to be present’. 
 
For the purpose of this School Community Child Safety Code of Conduct, ‘Child Connected Work’ 

includes activities such as volunteering as a parent helper, guest speaker, members of the school 

board or parent’s association. This also applies to members of the school community who 

infrequently volunteer their services at working bees, maintenance works, school sporting events, 

concert rehearsals or other like activities. 

 

Acceptable behaviours 

 

All parents, parent volunteers, members of the school board or parent’s association are 

responsible for supporting the safety of our students, young people and broader school community 

by complying with the following ‘acceptable behaviours’: 

» Adhering to the ‘School Community Child Safety Code of Conduct’ (this Code) and 

associated procedures at all times.  

» Taking all reasonable steps to protect students & young people from all forms of abuse. 

» Respecting the privacy of all students & young people and their families. 

http://www.vrqa.vic.gov.au/Documents/ChSafMINOrder8702.pdf
http://www.vrqa.vic.gov.au/Documents/ChSafMINOrder8702.pdf
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» Ensuring at all times that those participating in ‘Child Connected Works’ are never left alone 

with a student or young person. Where possible students & young people should remain 

in groups at all times. Where this is not possible, all ‘Child Connected Works’ must be 

undertaken in an open and visible environment, in close proximity to a member/s of St 

Brigid’s Catholic Learning Community staff.  

» Treating everyone within the school community with respect including students, young 

people, staff members, other parents & service providers. This includes listening to and 

valuing their ideas and opinions. 

» Listening and responding to the views and concerns of students, particularly if they are 

telling you that they or another student has been abused and/or are worried about their 

safety or the safety of another child. These disclosures must be reported to the supervising 

teacher in the first instance, the Principal, a member of the school’s Leadership Team or 

Child Safety Officer immediately. 

» Taking account of the diversity of all students, including (but not limited to) the needs of 

Aboriginal students, students from culturally and/or linguistically diverse backgrounds, 

students with disabilities and students and young people who are vulnerable. 

» Promoting the cultural safety, participation and empowerment of all students & young 

people in all activities, including those from diverse backgrounds. 

» Maintaining relationships with other school community members and their children that are 

supportive & respectful. 

» Reporting all child safety complaints, suspected abuse, disclosures or breaches of the 

School Community Child Safety Code of Conduct to the supervising teacher, in the first 

instance, a member of the school’s Leadership Team or Child Safety Officer immediately. 

» If an allegation of child abuse is made, ensuring the safety of the student/s or young 

person/s as soon as possible and then reporting this to the Principal, a member of the 

school’s Leadership Team or Child Safety Officer as soon as possible. 

 

Unacceptable Behaviours 

 

All parents, parent volunteers, members of the school board or parent’s association must not: 

» Ignore or disregard any child safety complaints, suspected abuse, disclosures or breaches 

of the ‘School Community Child Safety Code of Conduct’. 

» Maintain relationships with other members of the school community that exposes, or has 

the potential to expose, any student or young person to intimidation, ridicule, abuse, 

violence, bullying or neglect.  

» Disclose with any member of the school community, including their own children, 

confidential information obtained as a result of participating in ‘Child Connected Works’. 



St Brigid’s Catholic Learning Community  System Update: 24/05/2018 
 

Version 0.1 Date of Next Review: May 2020 

 

 

 

(i.e. discussing with any person a student’s or young person’s academic strengths or 

weaknesses) 

» Develop any ‘special’ relationships with students or young people that could be seen as 

favouritism (such as the offering of gifts or special treatment for specific students). 

» Exhibit behaviours with students or young people, which may be construed as 

unnecessarily physical (such as inappropriate sitting on laps). 

» Do things of a personal nature that a student or young person can do for themselves (such 

as toileting or changing clothes). 

» Engage in open discussions of a mature or adult nature in the presence of students or 

young people. 

» Speak aggressively to, or discipline a student or young person whilst participating in ‘Child 

Connected Works’. 

» Exchange personal contact details such as phone numbers, social networking sites or 

email addresses with students or young people. 

» Have unauthorised contact with students or young people ‘on line’ via email, social media 

networking sites, by text message or other means. 

» Display any behaviour or participate in conversations, in person or ‘on-line’, which could 

be construed as inappropriate or disrespectful to those who may overhear or view it. In 

particular students, young people and those from Aboriginal and diverse cultural 

backgrounds. This includes displaying opinions or making comments that may degrade, 

ridicule, intimidate or bully a student, young person or any member of the school 

community.  

» Use inappropriate language in the presence of students, young people and other members 

of the school community. 

» Use prejudice, oppressive behaviour or language in the presence of, or with students, 

young people and other members of the school community.  

» Express personal views on cultures, race, ethnicity, sexuality or disabilities in the presence 

of students, young people and other members of the school community. 

» Discriminate against any student, young person or member of the school community 

because of culture, race, ethnicity or disability. 

» Attend the school site under the influence or effects of illegal drugs or alcohol. 

» Consume alcohol without the prior knowledge and consent of the Principal or a member of 

the Leadership Team on the school premises, at a school event or in the presence of 

students or young people. 

» Photograph or video a student or young person without the consent of the Principal or a 

member of the Leadership Team. 
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Failure to Comply with this Code of Conduct 

Where parents, parent volunteers, members of the school board or parent’s association is 

suspected of breaching any obligation, duty or responsibility within this Code of Conduct, St 

Brigid’s Catholic Learning Community will take immediate action to address the concern. Where 

deemed appropriate, a breach of this Code of Conduct may be referred to Victorian Police. 

 
Acknowledgement 

I have read and understood this Code of Conduct and agree to display behaviours that safeguard 

students, young people and other members of the school community at St Brigid’s Catholic 

Learning Community against sexual, physical, psychological and emotional abuse or neglect. 

 

Name: 
 

Signature: 
 

Date: 
 

 

Principal / Child Safety Officer Name: 
 

Signature: 
 

Date: 
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