
 

RESOLVING CONCERNS AND COMPLAINTS AT ST 
BRENDAN’S CATHOLIC PRIMARY SCHOOL, ANNANDALE 

 
INTRODUCTION 
 
St Brendan’s Catholic Primary School Annandale acknowledges that parents, students 
and caregivers can sometimes have concerns about school related issues. The resolution 
of these concerns is vital to the well being and success of our community. 
 
The following information is an extract from Resolution of Complaints Policy 03/2012 
CEO Sydney  

 
A ‘complaint’ is defined as an expression of discontent. This differs from an ‘inquiry’ where 
someone is simply seeking information (although an inquiry could become a complaint). A 
complaint to the school can be either verbal or written. 
Where a complaint is received anonymously, it is considered and acted upon. 
However, as clearly no interaction is possible with the complainant, then the ability of the 
school to act upon the complaint may be limited. 
 
 
GUIDING PRINCIPLES 
2.1 Confidentiality, access, dignity and impartiality form the basis of the complaints 
resolution process. 
2.2 Stakeholders must work together with respect and openness to achieve fair and 
reasonable decisions. 
2.3 Complaints resolution is most effective at the school level. 
2.4 Each parent/caregiver has the right to be heard and to expect that ongoing 
relationships will continue respectfully. 
2.5 Complaints will be resolved as quickly as possible. 
2.6 The input of all stakeholders is valued and respected. 
2.7 Restoration of ‘right relationships’ is most often best achieved through ‘restorative 
practice' 
2.8 The communal needs of the school community generally exceed the needs of any 
individual. 
2.9 Staff members have a right to be informed of formal complaints that are made relating 
to them. 
2.10 The availability of a review is an integral component of the complaints resolution 
process. 
 
Confidential Information obtained during the course of investigation of complaints must be 
treated as confidential. Other staff members will only be given information where their 
advice or counsel is required, or where there are implications for future practice or safety. 
The Principal may exercise discretion as to how information is shared and with whom. 
 

 



 
 
WHAT IS THE PROCESS OF MAKING A COMPLAINT AT ST BRENDAN’S ANNANDALE? 
 
These processes apply to concerns of parents, students, carers about: 
 

● Children’s learning, behaviour and welfare 
 

● School organisation and management 
 

● Student health and safety issues 
 

Matters concerning Child Protection or other areas covered by specific legislation will be 
referred immediately to the relevant external agency. 
 

Generally, issues involving an individual child should be raised first with the class 
teacher. 

 
Any queries or concerns raised about student learning should be recorded by the 
teacher in the student tracking system.  

 
All verbal complaints must be documented by the teacher and kept on file. Written 
complaints should be kept on file. If the matter is resolved this should be noted and the 
Principal informed of the outcome. 

 
Where the issue involves a staff member and the complainant is  
unable to resolve it directly with him/her the matter should be taken 
up with the Principal or Assistant Principal.  

 
      Matters concerning school policy or management should be directed  
      to the Principal or Assistant Principal 
 

Where a matter cannot be resolved locally, it will be managed by 
Regional Catholic Education Office 
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PATHWAY FOR RESOLVING CONCERNS AND COMPLAINTS AT SCHOOL 

 
♦ Concern related to issues including learning, behaviour                         Parent/Caregiver has a concern that 
♦ School organisation and management                                        OR     may be of  - child protection 
♦ Student health and safety                                                                                         - serious legal nature 

  
 
  
 
 
 

 
Step 1 - Where possible try to deal with the matter  
 with the person subject of the concern 

 
  
 

 
              Step 2 – Assistant Principal if Principal unavailable 
 
                                                                                                 If the concern  
                                                                                                 relates to the   

                                                                                                                                                        conduct of a 
                                                                                                                  member of the 

                     Step 3 – Principal                                                                     school community 
 

                                                                                     OR 
 

 
                Step 4 – The Regional Office                                                         If the concern  
   A concern should not be brought to this step unless every                             relates to the  
   effort has been made to resolve it with the Principal OR                                conduct of the  
   if the concern is about the conduct of the Principal.                                        Principal 
  

 
  
                           Step 5. – Regional Director                                         Outside authorities (eg Police, 
  (Certain matters can be appealed to the Regional Director                 Dept Community Services, the 
  according to the CEO Sydney Pastoral Care Guidel;ines)                  Ombudsman) will be involved  
                                                                                                               as necessary in serious matters  
  
  
 
                           Step 6. – Appeals Process 

 


