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Complaint Response and Resolution Process

This document sets out our school’s process for responding to and resolving complaints from
students and parents/guardians. It should be read together with the overarching Complaint
Response and Resolution Procedure issued by Catholic Education South Australia (CESA).

What issues does this process cover?

A “complaint” is an expression of dissatisfaction by a student and/or parent (“complainant”)
with the quality of an action taken, decision made, or service provided by the school or a
member of school staff (“relevant person”).

What should a complainant do if dissatisfied with something?
As the first step, a complainant should:

= Contact the relevant person and outline their concerns, explaining why they are
dissatisfied and setting out all relevant facts.

= State what would be an acceptable outcome to resolve the issue.

= Allow the relevant person a reasonable opportunity to consider and respond to the
complaint, and to resolve or address the issue.

= Give fair and reasonable consideration to the relevant person’s response.

What if the issue isn’t resolved with the relevant person?

If the complaint is not resolved, the complainant can escalate it by contacting the next
person in order of seniority as shown in the following flowcharts.

Respect, courtesy and good faith

All people involved in a complaint should work together in good faith to resolve the matter
informally and as quickly as possible, always treating each other with courtesy and respect.
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What about problems between parents?

If a problem exists between parents it is very
important that it is discussed or dealt with in
private, not in the presence of students or other
parents, or on social media. Parents may seek
the assistance of the school in resolving the
problem if it is likely to affect students, staff or
families in the school context.

What about other problems?

Concerns about other matters (such as student
behaviour, the preschool, OSHC or serious legal
matters) are outside the scope of this process
and are dealt with in other CESA and school
procedures. If a parent has such a concern, our
office staff can guide the parent as to the
appropriate person or organisation to contact.
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If the complaint is still not resolved, a parent may wish to contact the Catholic
Education Office: Catholic Education South Australia | Feedback or Complaints.

What about problems between parents?

If a problem exists between parents it is very
important that it is discussed or dealt with in
private, not in the presence of students or other
parents, or on social media. Parents may seek
the assistance of the school in resolving the
problem if it is likely to affect students, staff or
families in the school context.

What about other problems?

Concerns about other matters (such as student
behaviour, the preschool, OSHC or serious legal
matters) are outside the scope of this process
and are dealt with in other CESA and school
procedures. If a parent has such a concern, our
office staff can guide the parent as to the
appropriate person or organisation to contact.
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