
Page 1 of 1 

 

Christmas Hills Primary School 

PARENT CONCERNS OR COMPLAINTS POLICY AND PROCEDURES 

November 2017 

 

 

POLICY STATEMENT 

Christmas Hills Primary School is committed to treating everyone with dignity and respect and encourages good communication 

between parents and schools. Schools, regions and the central office act in accordance with the Department’s parent complaints 

policy and processes when managing complaints.  

All concerns and complaints lodged with the Department about a Government school are addressed in line with the relevant 

professional and administrative standards and in accordance with obligations and rights afforded under Victorian legislative and 

regulatory frameworks. These include the Education and Training Reform Act 2006, the Charter of Human Rights and 

Responsibilities Act 2006 and the Equal Opportunity Act 2010. 

 

Procedures 

 The school should always be the first point of contact for all parent concerns or complaints. The school needs to 

know if there are concerns about a child’s education or wellbeing. Teaching and learning work best when parents 

and teachers talk to each other and work together to solve any problems. 

 The classroom teacher should be the first point of contact for parents wishing to raise concerns. Parents should 

contact their child’s teacher either by phone or email to arrange a meeting time. 

 Parents should never directly approach a child regarding an issue or concern. 

 In preparation for the meeting, parents are advised to plan what they are going to say and also to have some ideas 

about how the problem could be resolved realistically. 

 Both parents and staff are advised to keep notes of any such meetings. 

 Both parents and staff are reminded that concerns are to be addressed in a calm, considered and respectful manner 

at all times and that threats or intimidation of any kind are not tolerated in our school.  

 Where a parent or staff member fails to maintain a civil and respectful tone, or uses inappropriate language, threats 

or other forms of intimidation, the Principal (or staff member acting on their behalf) has the right to instruct that 

person to leave the school grounds. If the person fails to do so, the Principal (or staff member acting on their behalf) 

has the right to issue a Trespass Order and this will be followed up with Victoria Police.  

 Where a satisfactory agreement or resolution cannot be reached between the teacher and parent, the Principal 

should be contacted and a meeting will be arranged. Such meetings will be timely and held at the earliest possible 

convenience of the parents and staff. 

 If the matter is still not resolved parents are encouraged to contact the Community Liaison Officer at the North-

Western Victoria Regional Office on 9488 9488 

 The Community Liaison Officers will then facilitate discussions between the school and families. 

 Where resolution still cannot be reached, parents may send a complaint in writing to: 

Deputy Secretary, Regional Services Group 

C/o Manager, School Operations and Governance Unit 

GPO Box 4367, Melbourne 3001 

E: community.stakeholders@edumail.vic.gov.au 

 Parents are encouraged to ask for copies of the school’s policies and procedures for further clarification. 

 Both parents and staff are reminded that strict confidentiality is to be maintained in all instances unless where staff 

need to consult with other members of staff for additional support or unless an issue pertaining to Mandatory 

Reporting or Child Safety arises and relevant authorities need to be informed.  

 At no time are grievances to be aired via Social Media and any reports of bullying via Social Media will be referred to 

Victoria Police. 

 

Policy Review 

This policy will be reviewed tri-annually as part of the school’s periodic review cycle. 


