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Complaints and Grievance Policy 

explore together    I    thrive together    I    serve together  

 
Purpose 
 
Lobethal Lutheran School is a Christ-centred community where relationships are 
built on respect, honesty and a shared commitment to the wellbeing of all. 
From time to time, concerns may arise regarding learning, behaviour, 
communication or aspects of the school environment. This policy outlines how 
concerns and complaints can be raised and resolved in a fair, respectful and timely 
manner. 
We are committed to working collaboratively with families and staff to seek positive, 
restorative outcomes. 
 
Scope 
 
This policy applies to all members of the Lobethal Lutheran School community, 
including: 

• Parents and caregivers 
• Students 
• Staff 
• Volunteers 
• Community members 

 
Guiding Principles 
 
All complaints are managed in accordance with the following principles: 

• Concerns are addressed in a timely and respectful manner 
• The focus is on the issue, not the individual 
• All parties are treated fairly, impartially and with dignity 
• Individuals have the opportunity to be heard without fear of disadvantage 
• Confidentiality is maintained appropriately 
• Wherever possible, issues are resolved at the earliest stage and closest 

level 
• A restorative approach is prioritised 

 
How to Raise a Concern 
 
Step 1 – Speak with the Relevant Person 
 
In most cases, concerns should first be discussed directly with the person involved 
(e.g. class teacher), where appropriate. 
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Step 2 – Contact the School 
 
If the matter is not resolved, or it is not appropriate to address it directly, concerns 
should be raised with: 

• The Principal 
 

Concerns are preferably submitted in writing and should include: 
• A clear description of the issue 
• Relevant dates and details 
• Any supporting information 

 
Step 3 – Escalation 
 
If the concern relates to the Principal, it should be directed to the: 

• Chair of School Council 
 

How Complaints Are Managed 
 
Once a complaint is received: 

• It will be acknowledged in a timely manner 
• The matter will be assessed and investigated as appropriate 
• All parties will have the opportunity to share their perspective 
• A restorative conversation may be facilitated where appropriate 
• A response outlining the outcome and any next steps will be provided 

 
Where relevant, this process may include reference to: 

• Behaviour Management Guidelines 
• Bullying Prevention and Response Procedure 
• Parent Communication Policy 

 
Timeframes 
 
Complaints will be managed within a reasonable timeframe, with communication 
provided throughout the process. 
Record Keeping 
A confidential record of complaints and outcomes will be maintained by the school 
to support consistency, accountability and continuous improvement. 
Privacy and Confidentiality 
All information will be handled in accordance with the school’s Privacy Policy. 
Confidentiality is essential to maintaining trust and ensuring appropriate resolution 
of concerns. Information will only be shared where necessary. 
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Related Policies 
 
This policy should be read alongside: 

• Child Safety and Reporting Processes 
• Behaviour Management Guidelines 
• Bullying Prevention and Response Procedure 
• Parent Communication Policy 
• Whistleblower Policy 

 
Our Commitment 
 
We value open and respectful communication and encourage families and 
community members to raise concerns early. 
By working together, we aim to resolve issues constructively and maintain a positive, 
safe and supportive school environment for all. 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This policy is current as of Thursday 11th June, 2026 


