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Complaints Handling Policy  
 

 
AIM 

To ensure processes are in place for the resolution of complaints and grievances raised 

by parents/caregivers.  

 

IMPLEMENTATION 

 

• St Therese School follows the CEO Guidelines for the Resolution of Complaints  

• The steps for raising complaints or grievances are outlined below:  

1. Parents/Caregivers are to discuss the matter with school personnel only.  Students are 

not to be approached. 

2. For general classroom or playground queries or normal correspondence contact is to be 

made with the class teacher.  This can be arranged either through the School Office or by 

correspondence with the teacher.  If necessary an appointment can be made with the 

teacher by calling the School Office on 02 9667 0188.  

3. If the matter is unresolved, an appointment may be made with the Stage Coordinator, 

Assistant Principal/Principal.  The details of Stage Coordinators are published in the 

school newsletter.  

4. All complaints and contentious issues should then be directed to  

info@sttmascot.catholic.edu.au  

 

-  The subject line should contain the staff member immediately responsible for the 

issue.   

- The Intake Office for Complaints & Grievances will then forward the correspondence 

to the appropriate staff member for action.   

- Should the action be a written reply, this will be forwarded through the Intake Officer 

back to you.   

- Teachers are requested to reply in a timely manner.  The timing will depend on the 

issue.  Teachers are engaged in face to face teaching, playground duty, scheduled 

staff and grade meetings as well as their entitlement to meal breaks.   
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5. Should a teacher receive correspondence directly, they have been directed to forward 

the email to the Intake Officer for consideration.  Families are further requested to 

address these issues in reasonable school hours.   

6. Parent behavior, both in actions and words, is to be consistent with that required by staff 

and students of the school. 

 


