
BETHEL CHRISTIAN SCHOOL

Complaints and  

Disputes Policy 
1. Rationale: 
Our School aims to provide an environment that allows a good relationship between all 
people involved in the Bethel Christian School Community.  We aim to base this policy 
and procedures for complaints and disputes on peacemaker principles from the bible. 

Explanation of Peacemaker Principles:  A true peacemaker is guided, motivated and 
empowered by the gospel, the good news that God has forgiven all our sins and made 
peace with us through the death and resurrection of his Son (Colossians 1:19-20)  
Through Christ he has also enabled us to break the habit of escaping from conflict or 
attacking others, and he has empowered us to become peacemakers who can promote 
genuine justice and reconciliation (Colossians 3:12-14  - Therefore, as God's chosen 
people, holy and dearly loved, clothe yourselves with compassion, kindness, humility, 
gentleness and patience. Bear with each other and forgive whatever grievances you may 
have against one another. Forgive as the Lord forgave you. And over all these virtues put 
on love, which binds them all together in perfect unity). 

As our school has an open enrolment policy and all parents and students may not share 
the same Christian principles we will however handle all complaints and disputes in an 
open, caring manner. This includes listening clearly to all sides of an issue and making 
fair and collaborative responses to issues that have arisen. 

This policy will outline the following: 
• The Nature of Complaints. 
• What constitutes a complaint? 
• Responsibilities 
• Lines of Approach and correct procedure for dealing with complaints and disputes. 
• Personal Well Being. 
• Recording of Complaints. 
• Confidentiality. 
• Responding to Complaints. 
• Staff Training. 
• Use of Other Agencies. 

Bethel Christian School will also abide by the The Education Act 1999 by having and 
implementing a thorough dispute resolution procedure. 
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Bethel will provide a flowchart of steps to take when working through disputes and 
complaints. 

2. Principles: 
2.1  Providing a safe inclusive school. 

It is the aim of all staff at Bethel Christian School that all matters of dispute or complaints 
be worked through as quickly as possible with all parties involved.  Our aim is to work as 
a team with all members of the Bethel Community with one aim in mind the well being 
of the students in our care. 

2.2 Definition of a Complaint and a Dispute: 

Complaint:  A complaint is an expression of dissatisfaction with a real or perceived 
problem.  A complaint may be made if a parent thinks the school has, for example: 

• done something wrong. 
• failed to do something it should have done; or 
• acted unfairly. 

A complaint may be made about the school as a whole, about a specific department in 
the school or about an individual staff member. 

All complaints will be handled seriously whether a gentle expression of concern or a 
simple query,  It is the schools aim to meet and discuss all complaints as quickly as 
possible and resolutions met so as to avoid problems growing into painful matters for 
the people involved. 

Procedures  will be flexible to handle both formal complaints and the informal raising of 
issues. 

All complaints will be recorded. 

The definition of a dispute: is a debate or argument, to discuss something heatedly, to 
question the truth or correctness or validity of a statement or an alleged fact. 

The school will aim to refrain from arguments or disputes with people.  All complaints or 
issues will be dealt with in a calm manner, facts will be presented, people will be 
listened to and all efforts will be made to resolve a complaint in a civil manner. 

2.3 What Constitutes a Complaint: 

There are essentially four areas of complaints: parents (and guardians), students, the 
public and staff.   

While parents will often wish to raise issues on behalf of their children, there are other 
issues which students may choose to raise on their own behalf and which are best raised 
by them. 
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Complaints from members of the public will be treated in a similar way to complaints 
from parents, although these complaints are to be made directly to the Principal or a 
member of the School’s Leadership Team. 

Staff complaints will be mentioned briefly in this document, but another document titled 
Staff Disputes and Complaints Policy will provide staff with a more in depth set of 
guidelines and procedures to follow. 

2.4 Lines of Approach: 

If a person has a complaint the following procedure should be followed: 

1. The person should directly contact the person responsible for the area at school of 
the complaint . (Example 1: If the complaint is about another student and an 
incident that happened at school the complaint should be made to the classroom 
teacher, not directly to the child or the child’s parent.  Example 2: If the complaint is 
with a person in administration or a teacher the person should go directly to that  
staff member.  Example 3: If the complaint is about an educational assistant or an 
ancillary staff member the complaint should be made to administration Example 4: 
If the complaint is about the Principal the complaint should be directed to the 
schools leadership team or for a serious complaint to the Chairman of the Board) 

2. The complainant should make an appointment to see the person, telephone the 
person or make their complaint in writing. 

3. The complainant and the person involved must maintain confidentiality. 

4. The person must then respond to the complaint either by telephone, in writing or in 
a meeting situation.  At no time from either side should a person text another 
person with a complaint. 

5. If the situation is not resolved the complainant may then make contact with school 
administration. If the complaint is regarding the school Principal the complainant 
may discuss the problem with the Chairman of the Board. 

6. Further Conflict - Resolution strategies will then occur. 

7. Should the outcome of administration intervention not be successful then 
complainant may take their concerns to the Bethel Christian School Board in writing.  
At no time should an individual board member be approached to discuss a 
grievance in person. 

8. Other agencies may be involved if the situation can not be resolved. 

Further Note: 

In all cases of complaints and disputes people involved must adhere to the enrolment 
conditions of the school. 
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2.5 Responsibilities: 

       Administration:   

★  Oversee all complaints made about the school, either to the school through 
administration or to a teacher individually. 

★  Help individuals to resolve conflicts and restore relationships. 

★  Communicate with people involved by telephone, writing or in an arranged meeting. 

★  Oversee staffs responses to particular incidents. 

★  Ensure Peacemaker principles are being followed throughout the process.  

★ Record complaints, results of investigations and make incident reports. Store these in 
a safe place and keep for the required period of time. 

★  Ensure that all parties are adhering to confidentiality in issues that have arisen. 

  

 School Staff:   

★   Treat all complaints seriously and follow procedures to ensure that they are resolved 
as quickly as possible. 

★   Respond to the complaint either by telephone, in writing or in an arranged meeting. 

★   Inform administration of any serious complaints that have been made. 

★   Seek administrations help in difficult situations, including sitting in on meetings that 
may occur. 

★   Make and keep all records, including letters received and written, copies of incident 
reports and meeting minutes. 

★  Follow Peacemaking principles and biblical values in their communication with 
parents and students. 

★  Be involved in ‘Peacewise' meetings to overcome the problem to everyones 
satisfaction. 

Parents:  If a parent has a complaint they should follow the steps below: 

★  Approach the teacher or administration directly either by making a telephone call, 
arranging a meeting or in writing. 

★  On school issues should not approach a child or a child’s parent directly. All contact 
must go through the school and a meeting may be arranged. 

★ With any issues involving an educational assistant, they should contact the class 
teacher responsible or administration (Principal). 

★  They should maintain confidentiality. (Including not talking about the incident with 
other parents) 
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★  Be confident that the school will investigate the incident or complaint thoroughly and 
endeavour  to seek a suitable resolution. 

★ The school also has an official grievance form that parents may use to lodge a formal 
grievance. 

Students:   

★   Students should follow the same procedure as parents. 

★  They can find extra support by being in contact with the schools Chaplain and/or 
coming and speaking to the Principal directly. 

★  If a student is having difficulty with approaching a topic of complaint they may write 
their problem and place it in the box provided at the school. 

Other people in the community:   

★  Put all complaints in writing addressed to the Principal and they will be dealt with in 
the same manner as outlined above. 

Board:  The School Board may in a small amount of cases need to be involved in 
complaint resolution.  If so the following points should be adhered to: 

★   Receive complaints only in writing and only presented to the whole School Board 
meeting situation.  An individual Board member should not under any circumstances be 
involved in one on one complaint discussions. 

★   The Board will respond to all complaints in writing. 

★   For serious complaints a Conciliation Committee may be formed from selected 
Board members to investigate the matter thoroughly.   

In the case of a Conciliation Committee being formed the following protocols must be 
followed: 

• A person must be nominated as a Convenor, other than the Chairman. 
• There must be at least 4 other members on this committee, of whom at least two are 

Board members. 
• Three members of this committee form a quorum for an individual case. 
• Members of the committee are required to keep the proceedings of the committee 

confidential and to operate in a fair and objective manner  -  their aim is to conciliate 
not judge. 

• In accepting appointment, members accept that they may never be called upon to 
meet. 

•
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• The Chairman of the School Board, in consultation with the Principal, decides when 
to refer a complaint to the Conciliation Committee, and invites the Covenor to call a 
meeting. 

• The Chairman has no further involvement until the Covenor reports back at the end 
of the Committee’s deliberations. 

• Conciliation Committee Points for Meeting: 
• Meetings should involve the Conciliation committee members plus the Principal, 

and/or a key member of staff. 
• A sufficient amount of time is committed to the meeting, in case it is needed. 
• The people involved in the case are asked to provide any papers, notes etc that they 

would like considered in the case. 
• The Convenor emphasizes that he or she is concerned for each a positive conclusion 

and gives opportunity for each person involved to speak. 
• The Convenor may ask the Principal and/or parents to leave the meeting to give the 

committee time to meet alone. 
• If more time is needed a second meeting may be convened. 
• When a positive solution is reached the Covenor should summarise the outcome and 

confirm the nature of the agreement before the meeting disperses.  The agreement 
should be recorded, copied and circulated as soon as possible. 

• At the end of the committee meeting the Covenor should make a full report and 
submit it to the Chairman to be presented at the next possible Board meeting. 

• The committee may seek outside advice from other sources such as AISWA Legal 
Services. 

3.   Administrations Procedures 
3.1 Recording: 

The school will keep an effective log of complaints and other parental concerns. 

The log should contain the following information: 
• Date - when the issue was raised. 
• Date - of the report or any correspondence. 
• Name of Student. 
• Name of any people involved. 
• Brief overview of the issue. 
• Location of detailed file. 
• Member of Staff handling the issue 
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• Brief Statement of outcome. 
• 3.2 Reports should contain the following information: 
• Details of all conversations. 
• Records of telephone correspondence. 
• In depth details of any case meetings. 
• Any other information, forms, reports from other people involved and so on. 

3.3 Confidentiality: 

It is essential that Bethel Christian School staff will treat any complaint in a confidential 
manner and with respect. 

Confidentiality will be discussed at all meetings and assurance sought about this point. 

The question of confidentiality  should be discussed sensitively and on an individual 
basis with the parents and school policy should be explained where necessary. 

When possible situations should be discussed without naming individuals, especially 
other students.  However, even if no names are given the source of the complaint may 
be clear.  Depending on the nature of the complaint and on circumstances, it may be 
impractical to investigate without identifying the member of staff or the child  - it may 
also be in the best interest of the child to do so. 

Members of staff have the right to know about a complaint against them, especially as 
that complaint may damage their reputation.  Bethel will also provide support for a staff 
member who is going through such a process. 

If there is a situation involving police, the Principal, or next senior staff member if the 
Principal is unavailable, must take responsibility  for action in the school and the 
Chairman of the Board should also be informed as soon as possible. 

3.4 Anonymous Complaints: 

Anonymous complaints will be recorded in the log. 

Anonymous complaints may include complaints from the public about a certain group 
of students. These will be investigated under the guidelines of our behaviour 
management policy. 

Parents and pupils are encouraged to give their names and will be given reassurance on 
the issue of confidentiality.  If they wish to remain anonymous, it is at the Principal’s 
discretion as to what action to take, if any, depending on the nature and validity of the 
complaint. 

Anonymous allegations about child abuse should be monitored closely but no action 
taken until there is more certainty about the veracity of the allegation. 
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3.5 Responding and Resolution: 

Acknowledgment of an issue by the school will be made in all cases.  A response may 
include any of the following: 

• assurance that changes have been made, and that matters will be different in the 
future. 

• assurance that the school has taken the matter seriously and is now alert to the 
problem. 

• a considered letter. 
• an apology. 
• Parents should receive a report letter at the end of any complaint and conflict 

resolution. 
• This  will contain: 
• the issue raised. 
• how the issues were considered. 
• the people consulted and involved. 
• the action that was or is to be taken. 
• an apology if necessary. 

4. Training: 
Given the diverse nature of complaints, Bethel Christian School will provide training that 
all staff including support staff to ensure that they all know how to carry out their 
responsibilities.  Training will cover: 

• the complaints policy and procedures. 
• communication skills, such as listening, questioning, how to respond etc. 
• handling complaints and mediation skills. 
• skills in observing recording and reporting. 
• the benefits of handling complaints well and the consequences of handling them 

badly. 

All staff will receive training in Mandatory Reporting. 

All staff will receive in-servicing regarding this document and other policies and 
procedures dealing with complaints management. 

Staff will also be involved in workshops about the Peacemaker Principles. 

5.  Pastoral Care: 
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Bethel Christian School will make every effort to help the person who has an issue or a 
complaint. These issues will be dealt with promptly so as to alleviate anxiety. 

Information about the complaints procedure will be made clear. 

Complaints will be acknowledged within 5 working days. Staff will inform parents what is 
happening to their concern or complaint and, if a more detailed response is needed, by 
what date it will be received. 

All issues will be dealt with as quickly as possible. 

Further counselling may be provided through the School Chaplains if necessary. 

6.  Peacewise: 
Bethel Christian School has been involved in training staff and parents in the Peacewise 
program.  This program will be used in conjunction with the schools Complaints and 
Disputes policy.  Staff are also training to be Peacewise mediators and these staff could 
then be used to help with meetings that may occur that need mediating. 

Supporting Documents: 

Enrolment Policy 

Student Behaviour and Discipline Policy 

Peace Packs 

Complaints and Disputes Pamphlet for Parents 

Official Grievance Form 
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