
 

 

 
 
 
 
 
There is a  “Parent concerns and complaints             
procedure” within DECD that outlines the principles  
and procedures of complaint resolution across the   
department.  
 
i� A parent or caregiver may raise a concern or    

complaint verbally or in writing.  
i� Parents can call the DECD Parent Complaint Unit 

hotline on 1800 677 435 for information, advice and 
support. 

i� Parents and caregivers may be asked to put a  
complaint in writing or use a parent complaint form 
that can be sent to the Principal or Regional        
Director.  

i� People involved in a complaint can expect that 
they will be supported by the department    
throughout a process. 

i� Anybody involved in a complaint management 
process can bring a support person to meetings. 

i� Any parent concerns or complaints referred to  the  
Regional Office or Parent Complaint Unit that have 
not first been raised at the school level will be      
referred back to the school for resolution except 
where circumstance  may not be manageable.  

i� In situations where the people involved cannot    
resolve a complaint, the relevant regional office 
staff member can make a decision in relation to the 
complaint, based on the evidence  put before that 
staff member. 

i� If this occurs, the people involved will be advised in 
writing of the decision. 

i� Complaints submitted to the Parent Complaints Unit 
must be in writing and state the reasons why the 
complaint remains unresolved and an outline of the  
reasonable action that could be taken to resolve 
the complaint. 

(continued overleaf) 

 
i� The policy commits that the Parent Complaint Unit 

staff will remain impartial through any process . 
i� The Parent Complaint Unit will assess complaints as 

soon as reasonably possible but within 10 working 
days. 

i� Any written or verbal complaints that contain      
personal abuse, inflammatory statements and/or 
comments of a threatening or intimidating nature 
will not be addressed and the parent/caregiver will 
be notified accordingly. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

 
 
 
 

 

GRIEVANCES and 
COMPLAINTS POLICY 

 
Alberton Primary School working and learning   

environment fosters: 
Inclusive practice for all members of our school 

community  
Authentic student choice and voice 

A successful and safe school community 
 

We build on our partnerships and relationships 
 between all members of our community through 

our agreed school values of : 
SUCCESS 

BELONGING 
WELLBEING 
DIVERSITY 

DISCOVERY 
 

We expect all members to: 
Care for ourselves 

Care for others 
Care for this place 

 
PARENT COMPLAINTS 



 

 

 
 

Alberton Primary School’s Grievances and Com-
plaints Policy is based on the premise that problem 
resolution is best managed through respectful      
communication between all people involved.       
Successful resolutions are most likely when all people 
involved look for  common needs and work from an 
attitude of  respecting difference rather than judging 
and blaming. 
 
Differences in opinion will almost certainly arise at 
times. This diversity is valued within the school and 
can lead to great opportunities and new                 
understandings, if the differences are expressed with 
an openness to all diverse opinions and a willingness 
to find mutual agreements despite diverse thinking. 
 
Grievances are managed using a framework of     
Restorative Practices. 
 
                                                                                  

 

i� The educational wellbeing of students is the first  
priority in all instances. 

i� Everybody in the school and preschool           
community has a right to be treated with respect 
and courtesy. 

i� Parents and Caregivers are able to make         
enquiries or share concerns about any aspect of 
school and preschool life and have them dealt 
with fairly and promptly. 

i� Parents and Caregivers will be involved in the  
development and review of processes for raising 
concerns and implementing these processes fair-
ly. 

i� We always aim to have our school free from     
violence, bullying and harassment. 

i� Most grievances can be avoided through        
reasonable two-way communication. 

i� Conflict can be seen as a great opportunity to 
highlight an issue that needs addressing. 

i� There are options available to all people involved 
in an issue outside of the school, if the issue     
cannot be resolved from within the school. 

i� It is very important to remember that in any       
interaction between people there are usually   
different perspectives of the same events and 
there are often misunderstandings. If students   
report school issues that create a concern for 
caregivers, please contact school for clarification 
or alternative perspectives before  reacting to  
information from your child in an angry manner. 

i� If the grievance is with a student (e.g. for       
something they may have done to your child), 
parents and caregivers must not approach the 
student directly nor approach their friends about 
the concern. 

i� The most effective way to resolve grievances is to 
speak with the people involved. If there is a     
concern relating to a teacher, it is more efficient 
to speak with them about the issue. To take     
concerns straight to leadership will require them to 
speak with the teacher anyway and often leads 
to response delays . 

i� If additional support is required in addressing     
issues, parents may invite advocates to any  
meetings. 

i� The following is a set of guidelines, established by 
Governing Council, to follow in managing a  
grievance. It is important that these grievances 
are kept confidential. 
x� Arrange a time to speak to the teacher. Let the 

teacher know what is considered to be unjust 
or unfair. Aim to find a workable solution or 
plan. 

x� If the problem is resolved, there must be     
feedback and follow up between the teacher 
and parent. 

x� If the issue remains, contact the School     
Counsellor to set up a meeting. Aim to find a 
workable solution or plan. 

x� If the problem is resolved, there must be     
feedback and follow up between the School 
Counsellor and parent. 

 
x� If the issue remains, the School Counsellor will 

refer the issue to the Principal. Aim to find a 
workable solution or plan. 

x� If the problem is resolved, there must be     
feedback and follow up between the Principal 
and parent. 

x� If the issue remains, there is the option to     
contact the Parent Complaints Unit (see     
overleaf). 

 
 
 
 
 

 
 
i� If students have a grievance with a staff member, 

the following is a set of guidelines for addressing 
this. 
x� Communicate with the staff member to       

express what is believed to be unfair and work 
on a workable solution or plan. 

x� If concerned with approaching the staff   
member alone, it is okay to request the support 
of any other staff member, including the  
Counsellor, Deputy Principal or Principal. 

x� If the matter cannot be resolved, students can             
consult the Counselllor, Deputy Principal or  
Principal to mediate. 

 
 
 
 
 
i� If staff have a grievance, the following is a set of 

guidelines for addressing this. 
x� Arrange a time to speak to the person          

concerned or seek support from a Staff      
Grievance Officer or nominated person. 

x� If the problem is not resolved, speak to a    
member of the leadership team for support in 
addressing the grievance 

x� Other options include: Completing ED155 form, 
speaking with PAC and or with AEU. 

x� If the issue is still unresolved, consult the Assistant 
Regional Director. 

RATIONALE PARENT GRIEVANCES 

STUDENT GRIEVANCES  

STAFF GRIEVANCES  

PRINCIPLES UNDERLYING THE 
GRIEVANCE PROCEDURES 


