
INTRODUCTION 

 
In a Catholic school, partnerships between 

students, teachers and parents are 

important to educational success. 

 

An atmosphere of trust and openness is 

essential.  We need to be able to talk to 

each other when we have concerns, so that 

a solution can be worked out. 

 

From time to time you may have concerns 

or complaints relating to our school. 

 

 Perhaps we may not have explained 

something very well.  We need to put 

that right. 

 

 Perhaps you don’t agree with a 

decision.  We need to talk the issues 

through. 

 

As a result you may gain a better 

understanding of why we made that 

decision.  Or we may need to reconsider 

our decision.  In that way all members can 

contribute to the growth of our community. 

Grievance Process for Parents, 

Guardians and Carers 

 
Our Catholic schools want to work in 

partnership with our families.  If a parent / 

guardian / caregiver has a current 

complaint, criticism or concern, it is 

expected the following steps be followed 

in the first instance:. 

 

1. Speak to the appropriate school person 

involved (eg  class teacher) first and try 

to resolve the concern with mutual 

respect and clear communication.  

Where if possible make an appointment 

with the relevant person. 

 

2. If for some reason this is not possible, 

then make an appointment to see the 

Principal (or other nominated 

leadership personnel). 

 

3. The Principal (or nominee) should 

endeavour to mediate and find 

resolution. 

 

4. If, having followed Steps 1-3 with no 

satisfaction from your perspective, you 

make take your complaint to 

Townsville Catholic Education Office 

for further facilitation. 

 

 

 

 

 

 

 

There are usually four phases in 

handling a complaint. 
In most cases these can all be worked 

through in one process 
 

 

STEP 1 – IDENTIFYING THE ISSUE 

 

Making a complaint or raising an issue of 

concern can be stressful. 

 

A great place to start can be taking some time 

to consider the issue, to relax and to pray.  Try 

to focus on the issue and not the person.  

Planning or rehearsing what you want to say 

can be a great help.  Having some possible 

solutions in mind can also enable the issue to 

be addressed constructively. 

 

Try to state your concern calmly, clearly and 

courteously.  State the facts as you see them 

(maybe make notes if it makes you feel more 

comfortable).  Being aggressive will not help 

resolve the issue. 

 

STEP 2 – FINDING OUT ABOUT  

THE ISSUE 

 

In this phase the person handling the complaint 

will try to find out all about your concern.  He 

or she will try to find out the context and the 

causes.  That person will listen to your concern 

and make sure that all relevant details you raise 

are understood.  You should help by providing 

all the information you can.  It is best to first 

see the person who can best address your 

concerns.  The most effective and lasting 

solutions are usually achieved at the level 

closest to the issue. 

 

 



STEP 3 – DECIDING HOW TO HANDLE  

THE ISSUE 

 

This teacher/administrator will summarise the 

main points.  He or she will usually explain to 

you the school policy or procedure on the issue. 

 

If the matter requires, he or she will work out 

an action plan with you: 

 

 what he or she will do 

 what you should do 

 what your child should do, and 

 when you and this school 

representative will talk again. 

 

In many cases your concern should be able to 

be resolved straight away. 

 

There are times, however, when he or she may 

need to refer the complaint to another person. 

 

They may need to talk to other people to get a 

complete picture.  As they do this they may 

begin to explore options to resolve the matter. 

 

You can help them by focusing on a positive 

resolution of the matter.  Your information will 

be treated confidentially (but where the matter 

must be investigated by an external agency it 

will need to be passed on to the appropriate 

civil authority). 

 

STEP 4 – RESOLUTION 

 

In this phase a decision will be made about 

how this issue will be handled. 

 

The person who is handling your complaint 

will use the facts that have been gathered to 

make a decision that is fair to all. 

 

He or she will work to put things right for you 

and would appreciate your help to do this.  He 

or she wants to make sure that you can accept 

the resolution. 

 

If you feel you cannot accept the proposed 

resolution of  your complaint, or aspects of the 
action being proposed, your school will assist 

you in making an appointment with the 

relevant person within the Catholic Education 

office, normally your School’s consultant. 

 

 

OUR COMMITMENT TO YOU 

 

Positive, open and caring 

Relationships are important in 

our school community.  When 

anyone in this community has 

a cause for concern we are 

committed to dealing 

positively with concerns 

quickly, fairly and as 

harmoniously as possible 

 

We will try to make sure that 

Your complaint is resolved 

quickly.  Sometimes a complex 

matter will take time.  But we 

will always make sure you  

understand what we are doing 

and why. 

 

Anonymous complaints will  

not be accommodated. 

 

 

 

 

 

 

 

SAH Appendix 1100.48 

 

Diocesan Education Council 

Diocese of Townsville 

 

MAINTAINING 

HARMONY 

IN OUR 

COMMUNITY 

 

 

 

 

 

 

 

 

 

 

In a Catholic School 

our commitment 

is to resolving issues or positive 

complaints, quickly, fairly and 

harmoniously. 

 

 

 

All members of our community must be 
concerned for one another, 

Because if one member suffers, all members 
suffer; if one member 

Is honoured, all members share this joy. 
You then are the Body of Christ. 

(1 Corinthians 12:25-27) 


