Caulfield South Primary School
Parent Concerns and Complaints Resolution Policy

Definitions:
For the purpose of this policy the following terms are defined as follows:


a ‘parent’ includes:
 a person who has parental responsibility for ‘major long term issues’ as defined in
the Family Law Act 1975 (Commonwealth) for a student at Caulfield South Primary
School (referred to as CSPS in this policy)
 a person appointed as ‘guardian’ pursuant to the Children Youth and Families Act
2005 (Victoria) for a student at CSPS
 an informal carer with whom a student at CSPS normally or regularly resides, and
who has day-to-day care and control of the child



The ‘Department’ refers to the Department of Education and Training



a ‘concern’ is a matter of interest or importance which has an undesirable impact on a student
at CSPS and may be raised informally in order to improve or change a situation



a ‘complaint’ is an expression of dissatisfaction with an action taken, decision made or service
provided, or the failure to provide a service, take action or make a decision at a school



a complaint is considered to be ‘resolved’ when the complainant and the school, agree on an
appropriate response or resolution



a complaint is considered to be ‘finalised’ when the Principal or Department has made a final
determination on the matter after exhausting the processes set out in this policy



a complaint is considered to be ‘unresolved’ when agreement cannot be reached on a course
of action and/or a resolution, or if the resolution cannot be implemented

Rationale:


CSPS appreciates that it is in the best interest of students for there to be a trusting and
cooperative relationship between parents and the school and the opportunity for parents to raise
concerns and complaints is important in building such a relationship



CSPS considers that raising concerns or complaints provides valuable information and feedback
to the school and is an opportunity for reflection and learning



CSPS recognises a parent’s right to raise a concern or make a complaint and the school’s
responsibility to provide a framework within which efforts can be made to resolve these in a fair,
effective and efficient manner



In its endeavour to promote a healthy, safe and respectful school community, CSPS
acknowledges the best practice of community members working in positive partnerships with
school personnel where concerns and complaints are addressed early, demonstrating the
responsibilities outlined in the CSPS Statement of Values, based on the Department of
Education and Training (DET) template. (Appendix 1). In the handling of concerns and
complaints, as with all other school business, the school will uphold the values outlined in this
document.
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This policy is based on the Department of Education and Training Parent complaints policy (interim)
Resolving parent issues and concerns September 2016
This policy does not apply to matters where rights and processes for review and appeal already exist.
These include:


student expulsions, see: Expulsions



complaints about staff that if upheld would constitute misconduct, see: Complaints,
unsatisfactory performance and misconduct



student critical incident matters: The school will follow the advice of the Student Critical Incident
Advisory Unit



other criminal matters, see: Police – Department Protocols

This policy covers all students at CSPS.

Purpose:


To ensure that all parents are informed of the process for
complaint at CSPS, with a view to reaching a resolution



To provide clear procedures for raising concerns or complaints. This may include (but is not
limited to) issues about:

raising a concern or making a



The management of an incident or incidents between students at the school



The educational or other progress of a child



Communication with parents



General administrative issues

Aims:


To assist CSPS parents to be informed about a clear process to follow if the need arises to raise
a concern or complaint at the school



To ensure that parents feel confident that CSPS will respond to parent complaints in a fair,
effective and efficient manner with regards to confidentiality



To assist CSPS staff to confidently address the concerns and complaints of parents

Implementation:
When addressing a complaint, it is expected that parents and school personnel will:


show respect and understanding of each other’s point of view


be considerate of each other’s views and respect each other’s role



operate within applicable legislation



acknowledge that their goal is to achieve an outcome acceptable to all parties


be focused on resolution of the complaint, with the interests of the student involved at the
centre



act in good faith and in a calm and courteous manner



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


respect the privacy and confidentiality of those involved, as appropriate

Parent Concerns and Complaints Resolution Policy
Page 2 of 11



recognise that schools and the Department may be subject to legal constraints on their ability
to act or disclose information in some circumstances.

All Department staff (schools, region, central office) must observe the code of conduct for Victorian
public sector employees.
Staff will be briefed annually about the school’s procedures to address concerns and complaints and
they will be provided with or given access to training and support appropriate to their responsibilities
under these procedures.
For further information, please see:
Creating Respectful and Safe School Communities at:
http://www.education.vic.gov.au/school/teachers/studentmanagement/Pages/conduct.aspx
Code of Conduct for Victorian Public Sector Employees

Complaints process
CSPS is always happy to discuss with parents/carers and community members any concerns that
they may have.
However before you approach your child’s teacher or the school:


Consult the Communication Checklist (Appendix 2) to ensure you speak to the appropriate staff
member in the first instance



clarify the issue: be clear about the issues you want to discuss



focus on the facts and the things that genuinely affect your child



remember you may not have all the facts relating to the matter you want to raise so be open to
listening to the full picture



think about how the matter could be resolved; what might be an acceptable outcome for you and
your child



be informed by checking the Department's and the school's policies and guidelines; see the
school and DET websites



be realistic about what the school can do

Where concerns cannot be resolved in this way, parents or community members may wish to make a
formal complaint to the Assistant Principal or Principal, noting that formal complaints should be
directed to a member of the school’s leadership team.
If you would like to make a formal complaint, in most cases, depending on the nature of the complaint
raised, our school will first seek to understand the issues and will then convene a resolution meeting
with the aim of resolving the complaint together. The following process will apply:
1. Complaint received: Please either email, telephone or arrange a meeting through the front
office with the Assistant Principal/ Principal, to outline your complaint so that we can fully
understand what the issues are. We can discuss your complaint in a way that is convenient
for you, whether in writing, in person or over the phone.
2. Information gathering: Depending on the issues raised in the complaint, the Principal,
Assistant Principal or appropriate staff member may need to gather further information to
properly understand the situation. This process may also involve speaking to others to obtain
details about the situation or the concerns raised.
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3. Response: Where possible, a resolution meeting will be arranged with the Assistant
Principal/Principal to discuss the complaint with the objective of reaching a resolution
satisfactory to all parties. If after the resolution meeting we are unable to resolve the
complaint together, we will work with you to produce a written summary of the complaint in
the event you would like to take further action. In some circumstances, the Principal may
determine that a resolution meeting would not be appropriate. In this situation, a response to
the complaint will be provided in writing.
[Note – we recommend including the above procedures for a resolution meeting to take place
as part of your complaints process. A face-to-face resolution meeting provides the best
opportunity to repair relationships between complainants and the school. Preparing a written
summary of a complaint together with the complainant can be a useful strategy for ensuring
that all parties understand the issues in dispute, and reach an agreement about the most
important issues that need to be addressed further. However, this process is not compulsory
and may be amended to reflect how you would like to manage complaints at your school.
You may prefer, for example, to respond to complaints in writing].

4. Timelines: CSPS will acknowledge receipt of your complaint as soon as possible (usually
within two school days) and will seek to resolve complaints in a timely manner. Depending on
the complexity of the complaint, CSPS may need some time to gather enough information to
fully understand the circumstances of your complaint. We will endeavour to complete any
necessary information gathering and hold a resolution meeting where appropriate within 10
working days of the complaint being raised. In situations where further time is required,
CSPS will consult with you and discuss any interim solutions to the dispute that can be put in
place.

The school will consider all parent complaints by:


the relevant staff member acknowledging a concern or complaint promptly via direct contact,
email or mail and providing the complainant with a timeframe for investigating the complaint



following up issues in the complaint with relevant staff and/or members of the school community



consulting, where appropriate, with relevant school services officers, sections of the Department
and/or external agencies for technical or other advice



attempting to resolve a complaint as quickly as possible. If the complaint is complex, involves
many students or a range of issues, additional time may be required to investigate and resolve
the problem. The complainant will be made aware of any adjustments required regarding
process or timeframes



discussing the school’s findings with the parent in an attempt to reach an agreed resolution

CSPS will actively assist parents with the complaint process, informing them that at any point of the
complaint process they are able to be supported by an advocate/support person. The role of the
advocate/support person in this process is a supportive and enabling one. A complainant’s
advocate/support person may be a member of the family, a friend, a community member or a person
provided through an appropriate support/advocate agency. The advocate/support person in the
parent complaint process does not receive a fee for service. The complainant should inform the
principal if they want to include an advocate/support person in the complaint process and provide the
name of the advocate, contact details and the relationship to the complainant. An advocate/support
person’s role may include:


assistance for the complainant to clarify the issues in the complaint



discussion of difficulties being experienced by the complainant



assistance in the development of a co-operative and collaborative working relationship between
the complainant and the school community
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assistance for the complainant to understand Department policy and guidelines and the
resolution being proposed for the complaint

Resolution
Where a complaint is found to be justified, the school may be able to resolve the issue by:


an explanation, apology or expression of regret



an acknowledgement of differing perspectives and agreement about how this may be managed



an agreement about changes in behaviour required



an undertaking regarding future acceptable behaviour



an acknowledgement of error



a change of decision



a change of policy, procedure or practice



a refund of parent payments



offering the opportunity for student counselling or other support



other actions consistent with school values that are intended to support the student, parent and
school relationship, engagement, and participation in the school community.

Solutions will be implemented as soon as practicable.
The school will ensure all serious complaints, both written and verbal and the actions taken to resolve
these complaints are well documented and records maintained at the school. This will include:


name and contact details of the person making the complaint



student/s involved, if relevant



details of the staff responding to/following up the complaint



date the complaint was made



a description of the complaint



any action taken to investigate and resolve the complaint



the outcome of any action regarding the complaint and the resolution



recommendations for any further action

Escalation
Where a resolution is not able to be agreed between parties at the school level, the principal may
consider engaging a mediator if they believe this may lead to a satisfactory outcome. They may also
decide to contact the regional director and request the region’s intervention to help resolve a
complaint. The principal will ensure the school’s parent complaint-handling procedures have been
exhausted and be of the belief that the complaint would not be able to be resolved at the school level.
The parent would then be advised that their complaint will be handled by personnel from the region.
Where a complaint has been resolved to the satisfaction of the Principal, after following school policy
and procedures but a parent is not satisfied with the manner in which their complaint has been
treated by the school, or their complaint is about the principal of the school, the parent may wish to
contact the South East Victoria regional office.
When a complaint remains unresolved after referral to the region, parents are able to request a
review of process through the Deputy Secretary, Regional Services Group.
Parents are able to take their complaint to the Victorian Ombudsman if they are dissatisfied with the
outcome or response from the Department, or if they feel their complaint is not being handled
properly or in a timely manner.

Parent Concerns and Complaints Resolution Policy
Page 5 of 11

When complaints are sent to areas of the Department not identified above, the complaint may be
referred to the relevant level as identified in the Parent Complaint Flowchart. (Appendix No3)
When a complainant demonstrates unreasonable conduct:
All complaints will be considered in accordance with the school’s complaint-handling procedures,
including complex or challenging complaints and when parent behaviour is thought to be
unreasonable.
While the Principal will consider a range of factors and views, they may at any point in the process
outlined in this policy, consider a parent’s behaviour to be unreasonable. In these circumstances, the
Principal will communicate the basis on which the conclusion was made, to the parent in writing. The
Principal may also indicate an acceptable procedure for future communication with the parent about
their complaint.
The Department considers behaviour to be unreasonable when:


it is clearly and significantly outside the expectations of cooperation, courtesy and respect



it calls for staff resources and time unjustified by the nature or significance of the complaint



an action or complaint is brought without merit, often to cause annoyance to another person



it is oriented towards conflict.

When a complaint is made anonymously:
The Department requires all complaints to be considered. However, it recognises that its staff might
not be able to fully consider a complaint if they cannot effectively liaise with the parent. Furthermore,
anonymous complaints raise natural justice issues for respondents who have a right to know
particulars of the allegations made against them.
The Principal will determine, when necessary, in consultation with other relevant personnel from the
central office or region, the extent to which an anonymous complaint received by the school shall be
investigated.
At CSPS we support the development of learner agency where students are encouraged to feel
confident and capable of taking action. We want students to own their actions, learn from mistakes
and receive acknowledgement for being courageous and parents are encouraged to demonstrate
these behaviours, attitudes, and values in support of our school culture.
The school’s Complaints Resolution Policy and procedures will be made available within the school
community and on the school website. The community will also be reminded of these processes
through the school newsletter.

Relevant policies and documents:
This policy should be read in conjunction with the following policies and documents:


CSPS Statement of Values



Student Engagement Policy



Code of Conduct Policies



Safe and Respectful Schools Policy



Home/School Communication Protocols



Parent complaints policy (interim) Resolving parent issues and concerns September 2016



DET Parent Complaints Flowchart

Evaluation:
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The school will review the Complaints Resolution Policy and procedures as part of the three-year
evaluation cycle.
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Appendix:1
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Appendix:3
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