
Concord School 
Concerns and Complaints Procedure 

 
Purpose: 
To have problem solving procedures that do everything possible to: 
•    achieve positive outcomes 
•    promote good home/school communications and relationships 
•    serve the best interests of the child 
•    ensure fairness, accuracy and balanced input between home and school 
•    give priority to achieving solutions as soon as practically possible 
•    have follow-up actions to review the effectiveness of actions 
 
As a general rule, every effort is made to resolve problems at an informal level through 
two-way discussion, and as early as possible so that issues do not compound. 
 
To achieve this, the following process should be followed: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Parent/family has a concern/complaint 
about something at a classroom level 

Parent/family has a concern/complaint 
about something at a school management 

level 

Parent/family asks for an 
appointment with the child’s 
teacher.  Issue discussed  

with teacher 

Matter 
resolved 

Parent/family asks for an 
appointment with the 

Principal.  Issue discussed  
with the Principal. 

Matter 
resolved 

Matter unresolved or has 
resurfaced.  Make an 

appointment and discuss 
with the Principal 

Matter 
resolved 

Matter unresolved.  Concern/complaint put in writing and addressed to the Board of Trustees 
Chairperson 

Letter of concern/complaint is acknowledged by Chairperson and complainant advised of the next 
steps in the Board process.  The letter becomes part of the correspondence to be dealt with at the 

next Board meeting while the public is excluded (ie ‘in committee’) 

(Public excluded) Letter is tabled at meeting and referred to relevant parties for reporting back to 
the Board.  The Board decides whether to deal with the matter as a whole, or to appoint a 

committee to investigate and recomment to the Board 

(Public excluded) At a meeting of the Board/committee the reports are received and the parties 
may be invited to speak to their concern/complaint or answer questions.  The Board/committee 

considers the evidence and/or information and comes to a decision or recommendation 

(Public excluded) Depending on the delegated powers of the committee, either they or the Board 
as a whole come to a resolution as to how the Board will respond and/or what action will be taken 

The Board’s response is communicated to the parties of the concern/complaint.  This may be either 
publicly or confidentially, depending on the case 



 

 

Responsible Conduct 
Both parents and teachers act responsibly and respectfully when discussing any 
concerns about the school, whether in public or private, so that children are not 
exposed to negative views.  See the Concord School Code of School Behaviour, which 
is based on our identified values of Respect, Honesty, Responsibility and Confidence. 
 
Effectiveness Review: 

 
These procedures will be reviewed by the Board of Trustees triennially, or as 
required due to unforeseen circumstances or any genuine reasons or concerns 
 

 

 
Signed:       Date: 
   (Principal) 
 
Signed:       Date: 
  (Board Presiding Member) 
 


