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1. PURPOSE AND SCOPE

This procedure applies to Central Coast Grammar School in handling complaints made in respect of services
provided by the school or against staff members, which includes employees, contractors and volunteers.

This procedure does not extend to personal grievances between parents, guardians or other members of the
school community.
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3. RAISING A COMPLAINT

3.1 THE COMPLAINANT
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5.2.  CONTEXT

There will always be occasions when parents need to contact the School on an individual basis. The School
prefers in the case of the Junior School, such contact should commence with the class teacher. In the Middle
School and the Senior College contact should commence with the class teacher/ student’s
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INFORMAL PARENTAL CONCERNS AND COMPLAINTS

The staff members mentioned above should be the first to be contacted, although they may refer a parent on
to a colleague whose responsibilities are more pertinent to the issue raised. This referral approach will usually
follow the format below, with personnel listed in priority order so that the staff member mentioned first

would be approached first:

Junior School

Middle School

Senior College

For academic issues:

e the class teacher

o the specialist teacher

e the Year Leaderthe Head of
Junior School

o the Deputy Headmaster

For wellbeing and organisation
issues:

e the class teacher

For academic issues:

e the class teacher/House
Coordinator

o the Head of Department

¢ the Head of Middle School

e the Deputy Headmaster

For academic issues:

e the class teacher/House
Coordinator

o the Head of Departmentthe Head of
Senior College

o the Deputy Headmaster
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For Enrolment concerns:

e  Enrolment Manager
e Deputy Headmaster
e Headmaster

For Financial conerns:

e Business Manager
e Headmaster

For Health conerns:

e House Coordinator

e Deputy Head of School
e Head of School

e Deputy Headmaster

e Headmaster

For Mental Health concerns:

e House Coordinator

e Counsellors

e Deputy Head of School
e Head of School

e  Deputy Headmaster

e Headmaster

For Sports concerns:

e Director/Head of Sport
e Deputy Heads of School
e Head of School

e Deputy Headmaster

e Headmaster

For ICT conerns:

e ICT Manager

e Head of School

e Business Manager

e  Deputy Headmaster
e Headmaster

Canteen:

e Canteen Manager
e Business Manager
e Headmaster
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Grounds and Maintenance:

e Property Manager
e Business Manager
e Headmaster

Work Health and Safety

e Property Manager
e Business Manager
e Headmaster

FORMAL PARENTAL COMPLAINTS

Unresolved complaints after following the previous format should be addressed to the Head of School. If the
complaint deals with a particularly serious matter, it should be referred to the Head of School in the first
instance. If the matter is still unresolved the Deputy Headmaster and the Headmaster should be contacted.

. If parents have a specific issue about inappropriate staff behaviour, misconduct, or reportable conduct,
it is to be directed to the Headmaster. If there is another matter which they want the Headmaster to
formally investigate, they must put the complaint in writing and give permission for the complaint to be
shared with the staff member(s) or persons concerned, unless legal or legislative requirements prevent
this being applicable.

Parents are advised the School Board will not address complaints directly unless the formal ‘Parental
Complaints” process listed above is followed and:

a) the issue has first been addressed with the Headmaster and remains unresolved to the parent’s
satisfaction; and

b) the Headmaster has been formally advised that the issue remains unresolved and the parent intends to
take the matter up with the School Board; and

C) parents write to the Chair of the Board to formally complain.

If the matter is still unresolved after discussion with the Chair of the Board, parents must accept that their
complaint has been heard and cannot be resolved, as they would wish it to be resolved. The Board’s
determination on a complaint is final.

Parents are assured that, with their permission, complaints will only be shared with the people who need to be
involved, as judged by the Headmaster. Parents should expect no recriminations for the child(ren) of parents
making a complaint; the Headmaster should be informed immediately if parents believe that this has not been
the case and this will be dealt with as a separate matter.

Complaints relating to the Headmaster should be directed in writing to the Chair of the Board. The Chairman
of the Board, in consultation with at least two other Board members, will determine how the complaint is to
be managed and will inform the complainant in writing.
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Complaints relating to Board members should be directed in writing to the Chair of the Board. The Chair of the
Board, in consultation with at least two other Board members, will determine how the
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Standard Flow Chart for Formal Complaints (A Board Policy Document)
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6. CONTACT

If you have any queries about this procedure, you should contact the appropriate Head of School, the Deputy
Headmaster or the Human Resources Manager to advise.
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