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SCHOOL GRIEVANCE POLICY

RATIONALE

In handling complaints, this school acts In accordance with the TCIC
Complaints Processing Policy. Therefors, it Is important that you are familiar
with this document. Please speak to the Principal if you are unsure about the
details of this policy.

CQrolc schools have a responsidiity to act wisely and Justly In relation to ssues of
confict that have the potential 1o couse a breakdown In the relationships Detween
members of our school community.

We must always keop In mied when handiing complaings, tThat regaediess of how important
OF UWNIMPOrant e Ssue MIGHt aopoar on the surface, for the persons invoived, it Is »
sourte of unhagpiness. Anyone who makes 3 complaint therefore must be trested with
respect; our response will De perceived @s & measure of how we Iive W o the Gosool
values that we espouse.

The prompt, sespoctid and Just manner In which we handle complaints has a two-fold
benefit for owr school, It makes s sware of arces where we noed 10 Improve and can
heip us to bulld positive relationships with students, =¥, parents and mombers of e
wicer school community.
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KEY PRINCIPLES FOR MANDLING COMPLAINTS:

*  Aways act promptly to Investigate 3 complaint.

*  Ustes carefully to the complainant. Give them a chance to tell thelr story.

= Kotp an open ming.

*  Discuss the issues with the complainant in & Calm and ressonabie way.

*  Make sure thet they are given a copy of the school’s Geievarce Procedures and dscuss
the stags Shat can and should be taken.

* 8o dear 1 your own ming about the appropriateness of your own Inoivement ¢g. I
NS somathing that should be handed on to the Principal?

*  Ithis & a complaint that you should handie, make sure that you know (or ¥ you don't,
can find oot about) school polices and procedures related 10 the ssue.

* Oearly eglain 10 he complainant the actions that you will take 0 follow-up on the
complaing.

* Complaints should only be dscussed by those respongidie for handing them. They
should NEVER Be the subject of casual conversation of gossip.

¢ Keep 2 recond of all D relevat detals,

* s 2 policy of the school that anomymous complaints will not be acted upon.



3 5 mportant thet adequate records of complaints, €.4. I a school complaints log, are
kept for the folowing reasors:

* S0 that subsequent enguiries andlor concerms can De located within thor proper
content |e. in the Big picture”.

¢ SO that complsints can be trackad through the stages of action to resolution,

* SO that patlerns of compleints can lead t0 Improvements In ouwr polices, Sperations
AN Processes,

¢ SO Mt acourate information s svalable to those directly invohwed in investigating the
ssues and exploning sohtions,

What should be recarded?

Notes of meetings, Interviews, tolephone calls, written documents such as letters, faxes,
emals ctc.

Al records should be dated and signed.

An axception to the record rule!

Any ol or written communiations gathered In 2 modiation process ase sty
confidential to the parties nvolved, This Information should not be made availablie 10 any
other person without the specific persission of those parties,  This confidentiality
guarantee docs mot apply where there are threats of physical viclence or where child
abuse s suspected or reported.



INFORMATION FOR FAMILIES - PARISM SYSTEMIC SCHOOLS

Please note: The following materisl has been developed from a study
of ‘best practice’ used in a wide range of educational contexts. It is
Intended for use as a template guide to schools in the development of
grievance procedures.

AL our school, we Daieve that the relationship between the home and the school is 3 very
important pert of ensuring that children are happy, secure and open to leaming.  We
recognise that paronts and teachers need 10 work Closely together to provide the best
eucationsl opportunities for children. We encowrage you to descuss your child's progress
WER ha/her teacher and 10 let us know If you have any concerms 50 that we might work
together to resaive these as promptly and effectively &5 we can.

What to do If you have » problem:

*  Tey 1o identify the problem dearly before contacsng the schosl, I there s more
than orm problemn, §st them to ersure that the estent of the problem s Cear to the
school.

*  Decde whether the problem Is a concermn, enguiry or compiaint. This will heip In
finding & solution,

¢ Make an sppointment to meet with your chid's class teacher. The Best way to do
DNS 5 10 contact Bhe school ofice to armange 3 mutually corvenient tme for
telephone cal or meeting

* ¥ you do not feel after your meeting that the matter has been resoived or If you

haree & complaant about the teacher or another stalf member, make arangements
1o Mmoot with the Assistant Principal.
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Try to stay caim when discussing your concern.  Even ¢ you dont feel 2, being
calm will held you get your CONCEmMSs Across more Clearly than  you are upset of
angry. I may help Lo take SOMmeons with you,

Rememder, the STl amw committed to resolving any Issues that parents might
harve regarding their children and will discuss with you acSions that might be taken
In regard 0 your Concem.

¥ you stif do not feol that the matter has Deen rescived or # your complalnt is
AbOUt & very serious matter, send your complaing in writing to the Prindpel,

After your complaint has been dealt with by the School Principal, If you are stk not
satsfied with the ocutcome, you shoud then send your complalet In writing to the
Head of School Sorvices for the school.

I the matter has stil not been resolved, notify the Director of Cathalic Education
SAINg your concerrs In writihg. If no resoiution has been achieved, the Diector
wil artatyate after thorough examination of the grevance and related issues.

If matters Uil reman urresohved you have the right 10 seck arbitration through the
COTS, ombuduman, legal regresentation and other government COMMISSIONS SUCH
& Human Rights Commission etc. These migiht ental some financial cost o you.

Note: The School Registration Soard and the Secretary of e Department of Education
4o mot ceal with complaints within the Catholic Education system except in 5o far a3
hose complaints relate 1o Standerds required by the Schools Registration Board of

Tasmanda.

When you make a complaint:

If 3 complaint = made aganst 3 person, that porson will be informed of the nature
and content of the complaint and will have the rght 1o respond.



*  Disoussions of complaings are confidential.

* Complaints may Be made verbally or in writing.

* AR complaints, the actions taken to resoive tham and outcomes of those actions
will be fully documented,

* A person who has made & complaint may withdraw & 3¢ any tme. If the complaint
15 10 writing, the withdrawal $hould also Be in writing.

. MmﬂhW“.MdMoﬂawm.

. Mhhﬁﬂmammmm:mruhmwm
represented and SupDorted By another person e.g. 2 friend of ofwr person of
hg/her choice a5 2 SUpPont persen.

* A process of medation is an option a sty s5age of the process.



FLOW CHART FOR FAMILIES MAKING COMPLAINTS ~ PRIMARY SYSTEM
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FLOW CHART FOR FAMILIES MAKING COMPLAINTS — COLLEGE SYSTEM
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INFORMATION FOR STUDENTS

At our school, we belleve that it is important that everyone fiecls happy and safe 50 that
e Dest Marning can take place. We belleve that everyone, staff and students, need 10
work Closely together 10 provide the best educational cpportunities for you. If you have 2
Probiem, & CONTMM OF 3 COMPIING, we erCOWIge you o spesk to someone about & and
We have providied some steps that you might work throush 0 Selp you o this.

What to do if you have 3 problem:

» Try to ientify the problem that & wpsetting you. If there s more than one
prodiem, st them 50 Bat you ane doar about what you feel or need.

* I you fodl you can, tak to the person you are having the probiem with and If ther
Behavicur IS upsetting you, tell them %0 stop.

¢ 1 you do net feel that you could do this or If your ik with the penon does not
sobve your problem, talk 10 & teacher about your concems and ask them to help
you e with . Your Seacher will often be able %0 ghve you good ideas on how o
cope with it and will Ml you, You should explain:
¢ Who was invoived,
o  What happened,
o What you &, and
o What you Defleve wias unfair or wnjust,
*  Tey 10 stay caln when discussing your protiiem or corcem, Even If you don't feel
£, being calm will help you get your concems across more cearly than ¥ you are

upset o angry. It may help to take someone with you.

*  Work with the teacher %0 detide what shoukd be done 1o help you,
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* ¥ you stil G0 not feel that the matter has been soived, make an sppolntment to
talk 10 the person at the school who deals with student problers. The teacher wil
el you wiho this is ¥ you dont alrcady know,

* I you stil do not foel that the matter has been sohvod, make & time to tak to the
Princioal about your concem.

Remember:

*  Sometimes the person helping you will need 20 spoak 1o SOMmeone dise 5o that the
problem can be solved. You need to let that person know that you are comfortable
with that.

¢ You can bring 2 friend, panet o & teacher 10 SuppOrt you when you noed to talk
adout the problem.

* No one wil be allowed 10 pck 0n you o hurt you becouse you are makdng a
complaint.

* Ifyou want to, you can write cut your complaing in & letter nstead of taling about
£, Bt the person helping you will need 80 spoak 10 you later,

¢ A prodess of medation 5 an ootion ot any Stage of e procest.
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INFORMATION FOR STAFF ~ PARISH SYSTEMIC SCHOOLS

At this School, we befieve that the relationship betwoen colleagues is 2 very important paet of
ensuning thet chidren are happy, secure and cpen to learning. We recognise that aff stalf
need to work cosely together 10 providie the best educational opportunities for the students n
our care. If you have any condems o complaings regarding any other member of the school
communty, we strongly encourage you 10 work Sogether %0 resolve these as promptly and
effectively as you can.

What to do ¥ you have a problem:

*  Try to identiy e problem clearly before taking aoy acsion, If there s more than one
problem, Ist them to ersure that the extent of the problemn & dear to the school.

» Decice whether the problemn s 3 concern, encuiry or complaint. This wil help In
fndng & sohtion,

* In P interests of resoiving matters quickly and effoctively, you are encowraged o
nformally Siscuss your concermicomplaint with the person concemed.

. You may 350 wish 10 nformally dscuss your concems with 2 senior sta® member
(e.g. Assistant Principal) and seek advice and msuistarce,

* I informal strategies do not resoive the issue, make your complaing formally and In
weing %0 the Frincpe.  Where the Principal advises, mediation can be arranged
Betveen the parties concerned, with thelr mutual agreement.,

¢ 1f you sl do not fleed that the matter has been resolved, ¥ your complaing is senous o
invoives the Principal, telephone o send your complaint in writing to the Mead of
School Services for your school who will Then CONtact you and make srrangements for
you 1o dscuss your grievarce,



¢ I the manter Pas &0l ot Deen resolved, notfy the Direcior of Cathollkc Education
SAUNG yOur ConCrns In writing, If no resolution has Deen achieved, the Drector will
arbirate afer thorough examination of the grievance and related sues.

¢ N omatters st remain unresolved you have the rght to seek arbitration through the
COUTS, OMDLCEMan, ol reprosentation and other Gowirnmant Commssions such as
Workplace Safety, At-Discrimination and Muman Rights Commissions. These might
ental some financial cost 10 you.

Note: The School Registration Board and the Secretary of the Department of Education
do not dexl with compiants within the Catholic Education system except s 50 Tar 25
those complaints relate to Standards requined By the Schools Registration Board of
Tasmanky,

When you decide to make a complaint:

¢ I a compiaint is made aghinat & porson, that person will be informed of e nature
and content of the complaint and will have the right to respond.

*  Descussions of complaints are conficential,
* Complaints may be made verdaly of in writing.

* Al complants, the actions taken to resoive Tem and outcomes of these acions
will be Aully documentnd

¢ A person who has made a complaint may withdraw it at any time. I the complaint
&5 In writing, the withdrawal should also e s writing.

*  No ore wil be victimised a5 & result of taking out a formal grievance,
¢ Al e formal stage, 8 person who hes made 3 complaint has the right o be

represented and SUPEONed by ancthar Danon e.4. hissher union, work colleague,
friend or other person of his/Mer ChoiCe a8 & Spport person,
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* A process of meciation & an option at any stage of the process.



FLOW CHART FOR COMPLAINTS ~ STAFF IN PARISH SYSTEMIC SCHOOLS
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COMMUNITY INFORMATION ~ PARISH SYSTEMIC SCHOOLS

Al our school, we belleve that open, friendly and constructive relationshios with our
Community are vital 10 cur Qrowth and the good of the community.

What to do if you have a concern or a problem:

*  Try w0 idertify the probiem dearly before contacting the school. IY there s mere
Than ore probiem, st them 20 ensure that the extent of e matter Is Clear 1o the
KROM,

*  Detde whether the problem &5 3 concem, enguiry of complaint.  This wil help In
finding & sobtion

* Nake an appointment to meet with the Assistant to the Princigel/Deputy Principal
O Principa. The Dest way 1o 9o this Is to contact the school office 1o arange 2
mutually convenient Bme for » telephone cal or meeting.

*  After this initlal contace, If you @0 not feed that the matter has been resoived o If
YOUr COMpIaNE 5 DOt & serious matter, send your complaint in writing 1o the
Principel.

* If ths does not resoive the lssue, send your complaint In writing to the Mead of
School Senvices ot the Tasmanian Catholic Education Office.

¢ I the matter has stil ot been resolved, notify the Director of Catholie Education
stating your concems in writing. I no resolution has been achieved, the Directer
wil artitrate after thorough examination of the grevence and related issues.

¢ I ovatters stil comain unresoived you have the right 1o seek arbitration through the
COUs, OmBuZsman, legal represertation and other QoW ment commissions such
&5 Human Rights Commission etc. These might entall some financial cost to you,



Note: The School Regstration Board and the Secretary of the Department of Education
G0 NOt dedl with complients within the Cathoic Education system excest in so far a5
Those compiants relate to Stancards reguired by the Schodls Rogistration Board of
Tasmana.

When you make a complaint:

* U2 complaint 5 made against a person, that person will be informed of the rature
and content of the complaint and have the right to respond,

+  Disoussions of complants a'e confidenssl.
«  Complaints may be made vertally or in weiting,

* Al complaints, the a0 takon 10 resoive them and outcomes of hose actions
will be fully documented.

* A person who has made & complaint may withdrrw & ot any time. I the complaint
I8 In writing, the withcrawad should also be in weitng,

* Noone will be victimisad as 2 result of I0dging a formal grievance.
* Al the formal stage. & person who has made a complaint has the nght to be
represented and scpported by another person of his/her choice as & support

person.

* A process of mediation s an opuion & any age of the Srocmss,



FLOW CHART FOR MAKING COMPLAINTS
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COMPLAINT FORM

Please complete this form and return 10 the Principel. A letter of acknowledgement will bo
sent to you and will informe you of The next step In the complalets process.

;‘MM: Family Rame:
|

| Retatiorship with the school (e.5. parent, staff, student, Aegheowr 4t )

Vour address [ Phone fwork)

p I —-ol E-n--.):l- -
Mobée:
Email:

(Please inClude al the Infomation you Can £.G. witnesses, dates, cvents etc. lfmmq
YOU Can 30d extra DagEs o attach any cotumentation that you belleve s relevant)

The action(s) you have already taken to resolve the problem (.9 who you bawe
Spoken to, what you said and what was done efc.)
P




What action do you believe is needed to now resclve the prodéem?
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