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VINEYARD LUTHERAN SCHOOL CLARE VALLEY INC 

GRIEVANCE POLICY (ADULTS) 

 
RATIONALE 

Vineyard Lutheran School, like other Lutheran Schools in Australia expects all staff and volunteers in the 

school to undertake Valuing Safe Communities training every 3 years. This, along with the LEA Code of 

Ethics underpins our approach to respectful relationships and conduct between all community 

members. 

In any organization, however conflict of a personal or professional nature may arise. Procedures to 

resolve conflict should reflect the Christian ethos of the school. Staff need to make every effort to 

resolve conflict and not contribute to it by gossip.  Issues or concerns that parents may have regarding 

their child’s care at Vineyard are most effectively dealt with if they are raised in the ways outlined in this 

policy. 

Any member of staff can receive a complaint. This includes all staff members directly employed by the 

school and excludes volunteers and others not directly employed by the school.  This policy defines the 

way complaints are received and managed at Vineyard Lutheran School. 

Please note: Neither the Minister for Education or the Department for Education has any power to 

directly intervene in any complaints relating to the operations of a non-government school.  

 

DEFINITION 

A complainant is any person making a complaint. 

A respondent is the person(s) alleged to have been explicitly involved in the act or acts to which the 

complaint relates. 

A receiver is the person with whom the complaint is lodged.  

An expression of concern is a comment made by a person who is not requiring a response. Action may 

still be required however under the terms of the policy statement. 

A complaint or grievance is an expression of dissatisfaction with a service provided, a decision made or 

action taken. 

Discrimination is unfair treatment of others because of prejudice about ability, race, gender or religion 

etc. 

Principal refers to the Principal or his/her delegate. 

 

AIMS 

This policy aims to provide an efficient, fair and accessible framework for resolving complaints and 

ensures that the complaint handling process is transparent, consistently applied and accountable. 

The policy also enables ongoing analysis of the root causes of complaints, thereby forming part of the 

school’s risk management process and facilitating improvement. 

 

POLICY PROCEDURE AND IMPLEMENTATION 

 

Complaint resolution processes rely on people acting in good faith, exercising good judgment, being 

honest and open, focusing on the issues not the person and communicating in a courteous and 

respectful manner. 

It is important that all complaints related to the school, are directed to the school, and not dealt with 

outside the context of the school. 
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 When receiving a complaint: 

 Always be respectful and helpful 

 Do not become defensive or apportioning blame 

 Remaining positive 

 Never perceive anger as a personal attack 

 Always consider the mission and vision statements and core  

values of the school 

 

 

WHEN A COMPLAINT IS RAISED (AT THE FIRST POINT OF CONTACT):  

 Listen to the event that gave rise to the complaint,  

 identify who is the most appropriate person to deal with the complaint (from the table below) 

and  

 refer the complaint and/or complainant to that person immediately or within 3 working days of 

the complaint being raised.   

 If the identity of the complainant is not known (anonymous complaint), the staff member most 

appropriate to deal with the complaint is to make an assessment of the complaint and legal 

responsibilities in relation to employees and students in determining what action should be 

taken, if any.  Complainants wishing to remain anonymous are encouraged to withdraw their 

anonymity so that the complaint procedure can begin. 

 

What is the event that gave rise to the complaint? Who is most appropriate person? 

Award of academic mark, grade or other recognition 

Student behavior / social issues 

Curriculum/programming/grouping / student needs 

Classroom organisation and practice 

Classroom Teacher – always first point 

of contact 

 

If not resolved: Principal  

Financial matters 

Equipment, Resources, Maintenance of grounds 

Occupational Health and Safety of staff 

Finance Officer 

Principal / Finance Officer 

*Protection and support of children (refer also to LSA Policy 

on Child Protection) 

* Discrimination 

* Conflict between staff (refer also to LEA Valuing Safe 

Communities and Lutheran Schools EBA) 

* Conflict between staff and student/parent (refer also to 

LSA complaints procedure) 

* Staff misconduct / Conduct of specific staff member / 

Conduct of classroom volunteer 

* Human Resource Management 

* Process and administration (Legislation, policies, 

procedures, practices and contracts) 

Principal  for all of these and other 

management matters 

Conflict between management and staff 

Principal Misconduct 

  

School Council Chair 

School Council Chair and LSA 

Executive Director 
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The MOST APPROPRIATE PERSON to deal with the complaint will then: 

Step 1: Receive the complaint 

 Contact the complainant as early as possible but no later than 3 working days of complaint 

referral, to acknowledge the complaint and proceed with the complaint handling process. 

 Listen to the issue/s being raised and identify the event/s that gave rise to the complaint 

 Acknowledge the complainant’s feelings. 

 Thank them for communicating the issue/s. 

 If the complainant does not require a response then the complaint is considered an 

expression of concern and should be evaluated in terms of the policy statement to 

determine what action is required, if any, and undertake such action. 

 If the complainant requires a response, and the complaint is not able to be managed 

immediately, arrange for a mutually agreed time to start the process. 

 

Step 2: Manage the complaint  

 Summarise the issue/s to clarify that your understanding of the situation is accurate. 

 Find out what the complainant wants to happen as a result of the complaint. For example, 

ask “what is it you hope we can do to help resolve this for you?” 

 Dispel any unrealistic or misconceived expectations and explain any limits of your powers.  

 Inform the complainant of the complaint handling process and possible timeframes 

 Inform complainant of their responsibilities. Advise complainant of the need to: 

 be open and honest throughout the process. Providing all known information at the 

outset.  

 maintain confidentiality. 

 If appropriate, inform complainant that strong warnings, and prompt, decisive action will be 

taken against those considering or involved in reprisals in relation to the complaint.  

 Record complaint, discussion and subsequent action plan in a diary. 

 Staff may seek advice from the appropriate coordinator or principal at any time during this 

process. 

 Action plans should be reassessed at mutually agreed timeframes by both the staff member 

and complainant until the complaint is resolved.  

 The principal should be informed of all complaints not resolved at the end of the first agreed 

timeframe meeting. 

 If the complaint remains unresolved or without an agreed action plan, the complaint is 

referred to the principal and the complainant is informed that the complaint will now be 

managed by the Principal.  

 

Strategies that may help to resolve a complaint in the initial instance: 

1.  Give more information 

2. Provide an explanation 

3.  Suggest a way forward 

4.  Express empathy and understanding where there is no solution 

5.  Regardless of rights or wrongs, give an apology and recognition of the effect the  

situation has had on the person  

6.       If necessary, undertake that action will be taken to prevent the problem recurring. 
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Step 3: Refer to Principal for review (as appropriate) 

The Deputy / Principal must contact the complainant as early as possible, but no later than 3 working 

days of complaint referral, to acknowledge the complaint and proceed with the complaint handling 

process. 

Thereafter the complainant and respondent (if applicable) should be involved in the process and 

regularly informed of the progress. 

The Principal takes further action, which may include: 

 An initial meeting with complainant, and other relevant persons within 7 working days of 

complaint referral, to attempt to resolve the complaint.  Further meetings would be convened 

as required. Notes of the meeting/s will be documented using the `Parent Meeting Proforma’ 

(Appendix 2) at the discretion of the Principal or request of the parent. 

 An investigation of the complaint, if further information is required following the guidelines for 

Investigation of Complaints (see appendix 6), giving due consideration to procedural fairness 

(Appendix 9), principles of good practice (Appendix 4), conflict of interest (Appendix 7) to: 

 Collect and analyse information and facts relevant to the issue 

 Consult the relevant policies on issues that relate to the complaint and legal 

requirements 

 Document findings and attach to Parent Meeting Proforma  

 A request that the complaint be submitted in writing by the complainant. 

 Making a timely decision (within 5 working days of last meeting) on the complaint and informing 

the complainant and other involved persons. 

 Referring the complaint externally. Written notification must be provided to the complainant 

within 10 working days of the last meeting, explaining the needs (and reasons) to refer the 

complaint for further review (see Reasons for Decisions - Appendix 9). This communication must 

be documented and attached to Parent Meeting Proforma. Options may include: 

 The chairperson of the school council 

 The Director of the Lutheran Schools of Australia (SA/NT/WA) 

 An agency outside the Lutheran school system, such as  

1. Ombudsman, Equal Opportunity Commission, Human Rights Commission,  

2. Other appeal procedure or legal remedy. 

 

The `Parent Meeting Proforma’ and attached documents are retained by the school in accordance 

with the Privacy Policy, and can be used to facilitate reviews of school practices and policy. 

 

Step 4: Review of decision  

If the complainant or respondent is not satisfied with the decision/outcome, they are encouraged to  

 discuss it further with the principal  

 follow other formal avenues available to them. 

 

Step 5: Review of complaint handling process 

All complaints that have been referred to the Principal are to be detailed on the School Complaints 

Register (Appendix 3). 

A summary report of such complaints is to be prepared and evaluated as part of continuous service 

improvement at least once every 6 months or as specified in the risk management policy.  
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Implementation Responsibilities 

The Principal will: 

 Be familiar with relevant government acts, regulations, agreements, administrative 

instructions, guidelines and complaint resolution procedures. 

 Ensure the complaint resolution policy and procedures are available and disseminated to all 

members of the school community and used by staff whenever complaints are presented to 

them. (see Appendix 1 and 2) 

 Ensure that staff are trained in using this policy and that resources are provided. 

 Attempt to resolve all complaints which necessitate the principal’s attention as outlined in 

this policy. 

 Treat all complaints seriously, investigate promptly and sensitively, and ensure that 

confidentiality is maintained where necessary. 

 Seek to ensure that there is no victimisation of complainants, respondents or anyone 

involved in the complaint resolution process. 

 Monitor the working, teaching and learning environment to prevent discrimination or 

harassment. 

 Identify and manage the risk associated with the allegations which are the subject of a 

complaint. 

 Ensure the school’s Complaints Register is maintained and reviewed to identify problem 

areas and analyse trends to facilitate improvement. 

 

Employees will: 

 Attempt to resolve all complaints presented to them as outlined in this policy. 

 Treat all complaints seriously, investigate promptly and sensitively, and ensure that 

confidentiality is maintained where necessary. 

 Provide regular feedback to school management about issues that arise. 

 Consider all complaints as ways to improvement, and as such allow them to form future 

practice. 

 Give regular feedback to school management of issues that arise. 

Complainants will: 

 Be open and honest throughout the process. Provide all known information at the outset.  

 Maintain confidentiality. 

 Communicate grievances in a respectful manner. Insulting or offensive behaviour is not 

acceptable. 
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References  / Related Policies 

Grievance Policy (Student) 

Good Shepherd Para Vista Problem Solving Protocol for Parents/Caregivers 

NSW Ombudsman Fact Sheets  -  available on file (staff J drive) and online:  

http://www.ombo.nsw.gov.au/news-and-publications/publications/fact-sheets/state-and-local-

government     Accessed Nov 2016 

 

1. FS PSA 01 Apologies 

2. FS PSA 02 Bad Faith, Bias and Breach of Duty 

3. FS PSA 03 Conflict of Interest 

4. FS PSA 08 Handling of Complaints 

5. FS PSA  09 Investigation of Complaints 

6. FS PSA 11 Knowledge of wrong conduct 

7. FS PSA 13 Maladministration 

8. FS PSA 14 Natural Justice and Procedural Fairness 

9. FS PSA 18 Reasons for Decisions 

10. FS PSA 21 Responding to Unreasonable Behaviour 

  

 

 

Appendices 

1. Grievance Flow Chart for Vineyard Lutheran School 

2. Parent Meeting Proforma 

3. Complaint Register 

4. Principles of Good Practice 

5. LEA Code of Ethics 

6. Handout for Parents 
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Grievance Flow Chart for Adults at Vineyard 
Appendix 1 

 



Vineyard Lutheran School :   J:\Principal\Policies\Grievance VLS\VLS Grievance policy Reviewed 

Nov 2017.docx  
9 

 

Appendix 2   Vineyard Lutheran School Grievance Policy 

 

PARENT MEETING PROFORMA 

 

Date: 

 

Meeting Attendance: 

 

1. Welcome & Introductions. 

2. Clarify purpose of meeting (who requested meeting?........................) 

Who? and What? Is the meeting about? 

                                                                                          

                                                                                                                                                                           

3. Information tabled for the meeting (from school & family) 

 

                                                                 

                                                

                                           

                        

4. Seek to develop an agreed direction for the future (plan) 

                          

                    

                                    

                                               

5. Communication ( a plan for future communication) 

                       

                          

                 

       

6. Thankyou & Close 
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Appendix 3  Vineyard Lutheran School Grievance Policy 

 

COMPLAINT REGISTER 

 

Confidential 

 
 

Date 

Complaint 

raised 

 

Complainant Respondent 
Managed by 

(name/designation) 
Complaint details (brief) 

Date of advice 

to Complainant 

(of resolution/no 

further action) 

File ref 
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Appendix 4          Vineyard Lutheran School Grievance Policy 

 

 

PRINCIPLES OF GOOD PRACTICE 
(Adapted from the SA Department of Education Training and Employment Grievance 

Resolution Policy for Employees) 

 

Principles of procedural fairness include: 

 Providing time to reflect on the information. 

 The respondent’s right to know the allegations. 

 The respondent’s and complainant’s right to respond. 

 The right for any enquiry to be free from bias. 

 Complaint procedures should be explicit and known to all. 

 Personnel with complaints should have access to the stated complaints 

procedures 

 Complaints should be made as soon as practicable after the alleged 

behaviour/incident occurs 

 The complaint should be clearly defined. 

 The complaint should be dealt with as soon as possible. 

 Prompt action must be taken against vexatious or frivolous complaints and 

relevant disciplinary procedures applied to protect employees from such 

conduct. 

The principles of appropriate use of discretion require that decisions. 

 Take into account all relevant factors and are not based on irrelevant factors 

 Are reasonable in the circumstances of the case 

 Are made for a proper purpose 

 Are based on evidence 

 Are not the result of undue influence by a person without appropriate authority 

 Are clearly articulated 

 Are not made in abuse of the position of authority which the decision maker 

holds 

 

The principles of good practice also provide that complainants and respondents 

 

 Are entitled to appropriate representation throughout the process of complaint 

management 

 Can access support through the Occupational Health and services officer within the 

organisation.   
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Appendix 5: LEA Code of Ethics 
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Appendix 6: Problem Solving Protocol : Handout for School Parents /Caregivers 

 

SCHOOL VALUES IN PRACTICE 

Some of the best opportunities we have to foster and promote our school values and grow our 

community are during times of adversity, challenge or high emotion. In reality, when life gets tough or 

issues compound, we often find it most difficult to behave in ways that positively reflect what we value – 

that’s human nature. This protocol provides parents with a simple structure that when implemented to 

tackle challenges and problems will lead to appropriate outcomes and serve to maintain and 

strengthen relationships. 

 

“Whenever we tolerate unresolved conflict in friendships, families, schools or churches, 

whenever gossip or slander go unchallenged, whenever ministry leaders attack other Christians 

in a spirit of arrogance or want to spread negativity about those who disagree with them – God 

is dishonoured”…. 

“All day, everyday in numerous ways in our homes, our friendships, and communities, we are, in 

our words and actions, either moving the world a little closer to God’s picture of peace, or we 

are moving it a little further away”  John Ortberg 

 

Put simply, we each have responsibility as members of the Vineyard community to 

 Look for and acknowledge the love of God in all situations, and  

 Build others up 

This responsibility is more than a vague goal or ideal. Whilst we all fail from time to time, it is expected 

that all members at all times will strive to adhere to these responsibilities. 

Issues or concerns that you may have regarding the functions or relationships within the school 

community are most effectively dealt with if they are raised in the following ways. 

 

PROCEDURE 

If a fellow believer hurts you, go and tell him – work it out between the two of you. If he listens, 

you’ve made a friend, if he won’t listen, take one or two others along so that the presence of 

witnesses will keep things honest, and try again. If he still won’t listen, tell the church, if he won’t 

listen to the church, you’ll have to start over from scratch, confront him with the need for 

repentance, and offer God’s forgiving love. Matthew 18: 15-17 

 

Reflecting this guide in Scripture, all personal matters such as concerns regarding student, parent or 

staff relationships should be raised directly with the school through the class teacher or Principal in a 

confidential matter.  

The following guidelines will assist to solve the problem effectively: 

 

Step 1: Stop and prayerfully reflect on the situation 

 

Step 2: Make an appointment to talk face to face with the person who is most closely related to 

your concern. This may be the classroom teacher, Principal or other school staff eg: Finance 

Officer. Give advance notice of the subject you wish to discuss as this will facilitate preparation 

and ensure the issue is directed to the appropriate person. A scheduled appointment ensures 

the person is free to give you their full attention. Approaching a staff member in the busyness of 

the day’s routines is often not confidential and rarely is it possible for a teacher to focus without 

distraction due to their supervisory role of the students. 

 

Step 3: Meet with the staff member, demonstrate respect and use appropriate problem solving 

and/or conflict resolution strategies to formulate positive action for the future. 

It is recommended that you take the time to: 

 Identify the rules for  engagement – respect for each individual  

 Identify the facts – take turns to speak the facts known about the problem. When each is 

speaking, the other must listen without interjection  

 



Vineyard Lutheran School :   J:\Principal\Policies\Grievance VLS\VLS Grievance policy Reviewed 

Nov 2017.docx  
15 

 

 Explore why the facts present a problem:  

o Share feelings – How has the problem affected you personally?  

 Make a plan – Jointly commit to some future action and goals within the guidelines of school 

policy, acknowledging school values.  

 Followup – Schedule an evaluation meeting to measure progress and to ensure both parties 

remain accountable to the action plan 

If you consider that the issue you have raised is not being resolved appropriately. It is important 

that you state this to the person at the conclusion of the meeting. 

 

Step 4: If the issues are not resolved, make an appointment with the Principal. Let him/her know 

what subject you wish to discuss as this will facilitate the process.  

 

Step 5: Meet with the Principal. Results of this meeting may include the following: 

o Data is collected and the situation is monitored 

o Further discussions and problem solving with those involved 

o External / professional support for the child or family may be sought or recommended. 

If you consider that the issue you have raised is not being resolved appropriately, proceed to 

the next step. 

 

Step 6: The grievance becomes a formal complaint and will be recorded in the complaints 

register. Write to the Principal outlining your ongoing concerns. If the matter relates to the 

Principal, it is appropriate to communicate with the School Council Chair. The Lutheran Schools 

Association complaints procedure will then be actioned.  

 

COMPLETING THE PROCESS 

The problem solving protocol will likely be completed at any point between steps 3 and 6. In ceasing to 

progress throughout the outlined steps, it is reasonable for the school to assume that the issue has been 

satisfactorily resolved. For serious matters, steps may be skipped.  

 

CODES OF CONDUCT 

It is vital that problem solving be handled with sensitivity and although at times you may wish to seek 

support from friends or an advocate, it is critical to do so with discretion. The use of social media as the 

forum to air any form of grievance relating to the school is viewed by the school as a serious breach of 

contract and failure to support the school’s vision and values. 

 

Whilst constructive criticism appropriately shared and in line with this policy is welcomed denigration or 

deformation of the school, staff or leadership serves only to undermine trust and confidence.  

In the event that a parent/caregiver persists in airing grievances in an inappropriate manner, the 

parents will be required to attend a meeting with the Principal and /or Council Chair. Due to the 

importance that Vineyard places on the building and maintaining of positive community relationships, 

repeated deviation from this protocol may result in the termination of enrolment.  

 

Any person charged with the implementation of this policy may, in certain circumstances which may 

require special consideration, waiver from the procedures set out in this policy so as to ensure the safety 

and wellbeing of all relevant persons at the time of implementation, whilst ensuring the spirit of the policy 

is not compromised. 


