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Malvern 

Grievance Policy for Students and Parents 
 
 
Rationale 
 
De La Salle College strives to be a community of faith, hope and love where communication takes place in an 
environment of transparency, respect, compassion, fairness, inclusion and a Christian concern for all. The Victorian 
Registration and Qualifications Authority (VRQA) guidelines stipulate that schools must provide best-practice 
procedures to manage grievances and complaints with respect to the minimum standard of student wellbeing. 
 
 
Mission 
 
De La Salle College is a community of faith and excellence to achieve their full potential with integrity and distinction. 
 
“You are called like the apostles to make God known to others” 
 
St John Baptist de La Salle 
(Med. 78.2) 
 
 
Aim of the Policy 
 
This policy outlines De La Salle’s procedures for resolving student and parent complaints in an effective and timely 
manner. 
 
Policy Statement 
 
De La Salle College is committed to resolving complaints wherever possible through mediation, consultation, 
cooperation and discussion. Positive resolution of grievances or complaints is more likely when: 
 

 the College creates an expectation that everyone will be treated with respect; 
 the College encourages an openness to listening to the concerns of students and parents; and 
 members of the College community can expect that their concerns will be taken seriously. 

 
General Principles 
 
The Grievance Policy for Students and Parents will: 
 
• enhance staff relationships with parents, students and the broader school community; 
• encourage the resolution of concerns and disputes at the earliest possible stage; 
• allow for the swift handling of complaints with established time-limits for action; 
• be publicised and easily accessible; 
• create expectations that the complaints management process will be respectful and courteous; 
• avoid escalation of vexatious or frivolous complaints; 
• empower students and parents by giving them a clear path to resolve issues in a consistent, systematic and 

responsive way; 
• enable valuable feedback about where the College is not meeting parents’ and students’ needs; 
• ensure that the College complies with its legal obligations; and 
• assist the College to continually improve its internal systems, processes and controls. 
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Procedural Fairness 
 
The principles of procedural fairness apply to the handling of complaints. De La Salle College will: 
 

 respect the right of all parties to be heard and treated fairly; 
 respond to complaints promptly and thoroughly; 
 make sure all parties understand the Grievance Policy for Students and Parents and the process; 
 if the complaint is about a person, give that person the opportunity to respond to any allegations; 
 conduct investigations impartially, substantiate the facts of the matter and maintain appropriate records; 
 appropriately communicate the reason for any decision and any action it intends to take; 
 meet privacy and other legal obligations; and 
 record complaints on a secure database with relevant levels of authorised access. 

 
Confidentiality 
 
De La Salle College will treat the complaints of students and parents/guardians with respect and sensitivity. 
However, it may not be possible that all communications with the College, or any documents that students or 
parents/guardians supply to the College in relation to a complaint, will be kept confidential. Although the College 
endeavours to deal with all complaints with appropriate discretion, the College reserves its right to disclose details 
of the matter to other persons who in the College's opinion need to know them, in order to facilitate the resolution 
of the complaint. 
 
Recording Complaints 
 
All complaints will be recorded in writing, even those which are about issues perceived as trivial or minor. This 
process will help De La Salle College to identify key risk areas and any whole-school issues which, if not resolved, 
could lead to an escalated or more serious grievance or complaint. 
 
De La Salle College has established an appropriate records management system, Synergetic, which protects the 
privacy of the individual(s) concerned and which contains full details of the complaint and actions taken to resolve 
the matter. 
 
The record will contain the following information: 
 

 the contact details of the complainant (i.e. student, parent/guardian); 
 the date of the complaint and the method of communicating it to the College (e.g. in person, phone call, 

email, letter etc.); 
 the nature of the complaint and the requested resolution; 
 the member of staff handling the issue; 
 any actions and time taken, minutes of meetings, and communications; and 
 a statement of the outcome, including the closure date and the date of advising the complainant of the 

outcome. 
 
It should be noted that documents that may be created during the course of investigating and handling a complaint 
may be required to be produced in legal proceedings. 
 
Definitions and Scope 
 
This Grievance Policy for Students and Parents provides advice on how to respond to general complaints and 
grievances raised by parents, guardians, carers and students (complainants), so that all parties reach a positive 
resolution. 
 
A grievance or complaint is an expression of dissatisfaction with a real or perceived issue at the College where a 
response or resolution is expected. 
 
The dissatisfaction will usually arise from a perception that the College has: 
 

 done something wrong; 
 failed to do something it should have; and/or 
 acted unfairly or inappropriately.  
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The complaint may be about an individual staff member, a student or a policy or procedure. 
 
Examples may include issues related to: 
 

 student discipline procedures; 
 learning and teaching; 
 students requiring educational adjustments or interventions; 
 damage/loss of personal property; and/or 
 bullying and harassment by students against other students. 

 
This policy does not cover complaints that are of a child protection nature. These must be addressed in accordance 
with child protection laws and reporting obligations (see the Child Protection Policy). 
 
Child Protection Procedures 
 
Nothing in this policy replaces De La Salle College’s obligations to comply with the legal requirements and 
procedures that relate to mandatory reporting and managing the risk of child abuse under the Children, Youth and 
Families Act 2005 (Vic.), the Crimes Act 1958 (Vic.), the Child Wellbeing and Safety Act 2005 (Vic.), Children 
Legislation Amendment (Reportable Conduct) Act 2017 (Vic.) and Ministerial Order No. 870 – Managing the Risk of 
Child Abuse in Schools made under the Education and Training Reform Act 2006 (Vic.). 
 
De La Salle College abides by the professional, moral and legal obligations to implement child protection and child 
safety policies, protocols and practices. 
 
If, in the course of carrying out their duties, a mandatory reporter forms a reasonable belief that a child/young person 
is in need of protection from physical harm or sexual abuse, and that the child/young person’s parents are 
unwilling or unable to protect the child/young person, they must report that belief to the Department of Health 
and Human Services/Child Protection and/or Victoria Police. 
 
 
Procedures for Managing Complaints 
 
There are both formal and informal options for the resolution of a complaint. 
 
Use of informal options is recommended in the first instance as it may prevent the escalation of a minor dispute to 
a more serious complaint. 
 
As a general guideline for communication with the College, initial contact is to be made with the Subject Teacher 
or the Class/House Mentor. 
 
If a complaint cannot be resolved by the Subject Teacher or the Class/House Mentor, the matter will escalate until 
it is resolved. 
 
The Stages of Dealing with Complaints 
 

Level Student Learning Student Wellbeing 
Level One Subject Teacher Class / House Mentor 
Level Two Learning Area Team Leader Year Level Coordinator / House Coordinator 
Level Three Director of Learning and Development Yr9 Head of Campus / Director of Students 
Level Four Deputy Principal – Learning and Teaching Deputy Principal – Students 
Level Five Principal Principal 
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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, restorative practices and conversations 
respectful of each person’s needs in the College. 
 
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 a colleague, supervisor, 
principal, leader or counsellor providing professional advice or support. 
 
Facilitated Mediation: The parties may be assisted by a facilitator who is trained in mediation and/or restorative 
practices to identify issues, explore options and consider alternatives to find a resolution. The facilitator may be an 
external mediator, a senior colleague, a principal, a school leader or a counsellor. 
 
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. 
 
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. 
 
Note: This process is not applicable in a complaint of a child protection nature, which must be addressed in 
accordance with child protection laws and reporting obligations. 
 
Possible Resolutions 
 
Resolution for a complainant may include: 
 

• feeling that their concern has been considered seriously knowing that the school is now alerted to a 
possible problem; 

• achieving an outcome which may be different from the one they sought, but which the complainant 
perceives to be well considered; 

• receiving a verbal or written apology; and/or 
• achieving a change to a policy, procedure or practice that would prevent a recurrence of similar 

complaints. 
 
Resolution for the College may involve: 
 

• reaching a compromise solution; 
• dismissing the complaint, (e.g. if this decision accords with legislation or government policy or related 

workplace policy or procedures); 
• upholding the complaint and implementing a specific action, such as overturning a decision; 
• giving an apology; 
• improving processes (i.e. changing procedures and workplace practices); 
• increasing staff development, training or performance improvement; 
• improving implementation of College policies and procedures (e.g. issuing updated documentation or 

reminders); and/or 
• taking other actions to ensure that the matter is handled appropriately in future. 

 
Potential improvements that could be made to College policy, procedures or practices that would resolve the 
complaint and prevent a recurrence of similar complaints can be assessed and initiated by the Principal, the Deputy 
Principal, or a school leader. 
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Complaint Escalation 
 
If a matter cannot be resolved at the school level the Principal may contact Catholic Education Melbourne for 
support and advice.  
 
Should a complainant feel the matter has not been resolved at the school level they may contact Catholic Education 
Melbourne for support and advice, and the complaint will be handled in accordance with the Catholic Education 
Melbourne: 2.20 Complaints Policy. 
 
If the complaint is about the Principal, complainants may contact the Chair of the College Board.  
 
The College will maintain a Complaints Register listing all formal complaints and subsequent actions. The 
Complaints Register will be available to the College Board and College community subject to the relevant Privacy 
Legislation in Victoria. 
 
 
Related Legislation 
 
Crimes Act 1958 (Vic.) 
Disability Discrimination Act 1992 (Cth) 
Disability Standards for Education 2005 (Cth) 
Education and Training Reform Act 2006 (Vic.) 
Education and Training Reform Regulations 2007 (Vic.) 
Equal Opportunity Act 2010 (Vic.) 
Health Complaints Act 2016 (Vic.) 
Health Records Act 2001 (Vic.) 
Occupational Health and Safety Act 2004 (Vic.) 
Privacy Act 1988 (Cth). 
 
 
Related Policies 
 
Child Protection Child Safety Policy 
Child Protection Policy 
Child Protection – Failure to Protect Policy 
Workplace Equal Opportunity Policy (Staff Grievance) Policy 
 
 
Approval 
 
Responsible officer: Deputy Principal – Students 
Approval body: College Board 
Approval date: 08.05.2020 / 25.05.2020 
Previous approval: January 2019 
Next scheduled review: May 2023 
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Complaints Flow Chart Appendix 1 
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De La Salle College Complaint Form Appendix 2 
 
1. YOUR DETAILS 
Family name:  Given name(s):  

Address: 

Contact number:  Email:  

2. YOU ARE: (PLEASE TICK ONE) 

☐Student ☐Parent/Guardian ☐Other (please specify) 

3. SUBJECT OF THE COMPLAINT (PLEASE TICK ALL RELEVANT BOXES) 

☐School ☐Staff member ☐Student ☐Policy/Procedure 

☐Other (please specify) 

4. DETAILS OF THE COMPLAINT 
 

 

 

Please attach additional page(s) if space is insufficient. You may also wish to add additional materials. 

5. DETAILS OF THE OUTCOME YOU ARE SEEKING 
 

 

 

Please attach additional page(s) if space is insufficient. 

6. HAVE YOU PREVIOUSLY RAISED THIS CONCERN WITH A STAFF MEMBER? (PLEASE TICK) 

☐No              ☐Yes If yes, when?  

Who dealt with the matter? 

What was the result? 
 
Signature:  Date:  

School Office use: RECORDING OF OUTCOMES 
For matters which have been resolved: 
Resolution options 

☐Self-resolution ☐ Supported self-resolution ☐ Facilitated mediation ☐ Intervention ☐ Investigation 

Actions undertaken:  

Outcome:  

Date matter is finalised:  

Name of staff member:  Signature: 

For matters which need further action: 

Referred to: Name:  Date: 

Referred by: Name:  Signature: 

Outcome:  

Name of staff member: Signature: 

 


