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Introduction 
 
As part of the church’s mission, Holy Family Primary School educates young people in the gospel and 
forms them to live their life to the full. Holy Family works to improve the learning outcomes for all 
students and promote professional and rewarding working life for all staff. 
 
The purpose of this policy is to facilitate this mission. We acknowledge that staff, students and parents 
may sometimes have a complaint about a decision, behaviour, act or omission that they feel is 
unacceptable.  
 
Scope of the policy 
 
This policy provides a process for students, staff, parents, pastors and members of the wider community 
to raise a complaint. Complaints may relate to any practice or policy of the school or related to the 
treatment of or education of students.  
 
The Parramatta Catholic education system has some specific complaints processes. The systemic child 
protection processes has specific procedures to address complaints of child abuse, suspected risk of 
harm or significant harm to a child. Maintaining Right Relations Policy and Procedures addresses 
complaints of harassment, bullying and discrimination. Performance and discipline of employees are 
managed under the Addressing Unsatisfactory Performance or Discipline Policies and Procedures; 
industrial and legal instruments and suspension, negotiated transfer and exclusion are also covered 
under other policies. 
 
Underlying principles 
 

 Holy Family Primary School is committed to the following principles to ensure complaints are 
addressed appropriately. 

 Complaints will be investigated in a fair and impartial manner. 

 A person facing a complaint is entitled to know detailed information about the substance of the 
complaint and to have the opportunity to respond. 

 Confidentiality will be observed. 

 The complaints management process will be conducted in a manner that is respectful of all 
parties. 

 Persons making a complaint will not be victimised. 

 It is expected that complaints are made in good faith and are not vexatious or malicious. 
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 Complaints will be addressed in a timely manner and complainants will be advised if the matter 
cannot be finalised within one month. 

 
 
Making and receiving complaints 
 
Most complaints will be resolved informally. For these complaints there will be no need to maintain 
records.  
 
Where a complaint cannot be resolved informally:  

a) the complaint will be put in writing (complaint form) and given to the principal (complaint 
manager) 

b) the principal will establish a process to deal with the complaint by: 
 assessing seriousness of the complaint 
 assessing appropriateness of each option for resolution 
 keeping the resolution as close to the source of the complaint as possible. 

 
If the complaint is against the principal 

a) the complaint will be put in writing (complaint form) and given a senior member of the 
Leadership Team, or any team member within the CEO, or any other principal or assistant 
principal of a systemic school in the Diocese of Parramatta  

b) the notified party (complaint manager) will establish a process to deal with the complaint by: 
 assessing seriousness of the complaint 
 assessing appropriateness of each option for resolution 
 keeping the resolution as close to the source of the complaint as possible. 

 
Note: Refer to CEO Complaint Handling Policy & Procedures if complaint is against a team leader, 
head of service, executive director of schools or Catholic Education Office. 
 
Assessing and referring complaints 
 
The complaint manager will assess and decide on the appropriate option for resolution of the complaint. 
The assessment of the complaint will be guided by Assessing and Referring Complaints (Appendix 1) 
 
The options for resolution of the complaint are: 

a) Informal options 
 self-resolution (handle issue personally) 
 assisted resolution (seek to reach resolution with the help of a colleague, support person or 

complaint manager) 
 facilitation of communication, options and resolution 
 mediation 

 
b) Formal options 

 Intervention Procedure 
 Investigation Procedure 
 System Improvement Procedure 

 
Information about these options is detailed in the Explanation of Options for Resolution (Appendix 2) 
 
Obtaining advice and delegation 
 
The complaint manager may obtain advice and, based on assessment, delegate the responsibility for 
handling the complaint to completion. 



 

 3 

Access to support 
 
The person who made the complaint and the person responding may access support. Each party may 
have a support person at all meetings held. 
 
Persons under the age of 18 who make a complaint are to be offered the support of an adult support 
person. This may be a parent, guardian, teacher or other significant person. 
 
A complainant who may require support in putting their complaint in writing may be offered appropriate 
assistance. 
 
All employees participating in the complaints process may access a confidential counselling service 
which is available by contacting the employee assistance program on 1800 81 87 28. 
 
Natural justice integral to complaint management 
 
Procedural fairness requires that parties to a complaint are: 

a) treated impartially 
b) informed of concerns or allegations being made 
c) given the opportunity to respond 
d) informed of complaints process and review process 
e) timeliness 
f) records of complaints must be maintained 

 
Confidentiality 
 
All participants in the process should restrict the information about the complaint to those who need to 
know of the complaint in order to: 

a) refer the complaint 
b) manage the complaint 
c) provide advice and support in the process 
d) review and decide upon appropriate complaint mechanisms 
e) manage the workplace  
f) apply the process 

 
Record keeping 
 
Complaint managers will keep written records of the complaint resolution process and outcomes. 
Complaint records will be filed and stored appropriately. 
 
Reviews 
 
Either party may request a review of a decision. The request review must be made within 10 days from 
the date of the finding and detail the grounds for the request. 
 
School newsletter advice 
 
A notice is regularly included in the Holy Family school newsletter reminding families of the complaint 
handling procedures. See sample Advice for school newsletter (Appendix 3) 
 
Acknowledgement letter to complainant 
 
See sample Acknowledgement letter to complainant (Appendix 4) 
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