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1. POLICY STATEMENT 

1.1 The Mount Barker Waldorf School is committed to the management of parent concerns and 

complaints.  Our key principles for handling concerns and complaints are that they are:  

 Received in a positive manner 

 Handled with confidentiality and sensitivity 

 Taken seriously 

 Dealt with in a timely manner with ongoing communication about its progress 

 Resolved using Restorative practices, where possible, for conflict resolution. 

1.2 Please note that neither the Minister for Education and Child Development nor the Department for 

Education and Child development has any power to directly intervene in any complaints relating 

to the operations of a non-government school.   

2. OBJECTIVES 

2.1 The objectives of this policy are to ensure: 

 Information about how to make a complaint is clear and readily available. 

 Students will not receive adverse treatment because their parents have raised concerns. 

 The School environment is a safe and fair place in which to work and study.    

 An active approach to promote the development of positive and respectful relationships.  

 Minimisation of the incidence of conflict that might otherwise give rise to a complaint. 

 There is a fair and effective way to resolve parent complaints.   

 Support of parents to have their complaints listened to, taken seriously, in good faith 

and to be addressed and resolved fairly, reasonably and expeditiously.   

 All parents and staff receive appropriate information, instruction, training and 

supervision to understand the Policy. 

 The fair and equitable management of all complaints. 

 All parents, students and staff are treated respectfully. 

 All complaints pertaining to staff must be handled within Employment Law 

requirements of the Fair Work Act; the MBWS Enterprise Agreement and Work, 

Health and Safety Act, SA, 2012; Anti Bullying Policy  

2.2 To achieve the objectives of the policy the School will develop a framework for the 

implementation of the policy. 

2.3 This Policy does not address staff complaints relating to their employment matters. 

2.4 Complying with all relevant statutory and legal requirements. These include for example, but are 

not limited to: anti-discrimination and vilification laws, child protection laws and Family Court 

orders.   
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3. DEFINITIONS 

3.1 In this document unless otherwise stated: 

 

Board 

 

 

CLG 

 

Complaint 

 

Governing body of the School responsible for the governance of the 

Mount Barker Waldorf School, A School for Rudolf Steiner 

Education Inc  

 

Collegiate Leadership Group oversees the responsible delivery of the 

curriculum. 

Is an expression of dissatisfaction with a real or perceived situation 

or outcome.   Also referred to as a concern or grievance.   

MBWS 

 

Parent 

 

Principal 

 

 

Staff 

 

 

Mount Barker Waldorf School 

 

Person who is the biological or legal guardian of the student. 

 

Person in charge of handling complaints and overall management of 

the School. 

 

A person that carries out work in any capacity for the Mount Barker 

Waldorf School including Assistants, Teachers, Office workers, 

Tutors and Volunteers etc. 
 

4. RESPONSIBILITIES 

4.1 MBWS Board 

 Generally, the Chair of the MBWS Board and members of the Board are not directly 

involved in the first instance with the receipt, investigation or resolution of 

complaints other than complaints arising within or about the School Board itself. 

 In instances where a complaint is about the Principal, a person may, if they feel the 

matter cannot otherwise be resolved or feels it is appropriate to do so, lodge a formal 

complaint with the Chair of Board. In turn, and in consultation with the 

Complainant, the Chair of Board will expeditiously take all reasonable steps to have 

the complaint fully investigated and to facilitate a resolution. 

 In other exceptional and special circumstances, a parent may make a direct approach 

to the Chair of MBWS Board to bring his/her attention to a matter of concern, to 

formally lodge a complaint or refer a complaint where the resolution processes 

within the School have failed or are otherwise inappropriate. In such instances, the 

Chair of the Board will take advice from appropriate persons and make a 

determination as to how the complaint should thereafter be effectively dealt with. 

4.2 Class Teachers/Guardians 

 Class Teachers and/or Guardians are not deemed to be Officers within the School 

but are responsible for the pastoral care of a group of students in a particular year. 

 Informal concerns can be brought directly to the Class Teacher or Guardian 

4.3 Management 

 The Principal oversees the management of all formal complaints, all complaints 

regarding staff and any other complaints unresolved with the Assistant Principal. 
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 The Assistant Principal will handle complaints regarding curriculum and student 

behaviour and any complaints unresolved with the Class Teacher/Guardian. 

4.4 Parents 

 Parents are entitled to lodge a bona fide complaint with the School. This means that 

complaints should be lodged in good faith and without frivolous, malicious or 

vexatious intent  

 Every reasonable effort will be made by the School and its representatives to ensure 

that a parent who lodges a complaint or anyone dealing with or involved in the 

complaint will not be treated unfairly, victimised, coerced or intimated  

 Communication and resolution processes should always be based on the parties 

acting in good faith, exercising good judgement, being honest and open, and 

focusing on the issue and not the person(s)  

  Each complaint is to be dealt with on its particular circumstances and merits and 

any settlements reached or determinations made through the resolution process will 

not necessarily constitute any binding precedent for future or similar cases  

 In responding to a complaint, informally or formally, every reasonable effort shall be 

made to ensure that natural justice and procedural fairness are afforded to all parties. 

This means, in practical terms, that:  

a) All parties are entitled to be treated with respect and to be heard  

b)  All parties should participate fully in the resolution process to achieve an outcome 

that is realistic and reasonable  

c) A person who is the subject of a complaint should be informed of the substance 

thereof and given a full opportunity to present their perspective  

d) All parties have a right to seek advice and support  

e) Investigations and proceedings must be conducted fairly, thoroughly and without 

bias or undue delay  

f) Parties should provide all relevant, material, complete and factual information, 

documents or other evidence relating to the complaint. 

 If a parent chooses to make a complaint without disclosing their identity, this will 

limit the options for proper and thorough investigation and resolution. It also raises 

issues in relation to procedural fairness for those who have a complaint made about 

them as they have a right to know the particulars of the complaint and to respond. 

The School therefore cannot guarantee that anonymous complaints can or will be 

dealt with. Complainants are always encouraged to identify themselves, however, 

the School will respect the request of the Complainant to not be identified.     

 To lodge a formal complaint a Parent should use the Incident Report form available 

from the Front Office or found in Appendix 1 of this document.  

4.5 Staff  

 Many complaints may be minor in nature, or readily resolved, and often arise from 

genuine misunderstandings and/or issues relating to communication. In the vast 

majority of cases, these can be satisfactorily resolved informally directly with Staff.    

 The School encourages and supports complainants, wherever possible and as soon as 

practicable after a matter becomes of concern, to seek to resolve a complaint in an 

informal and amicable manner. This is best done through direct 

communication/discussion by and between the parties themselves (e.g. a parent and 

teacher).     
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 Formal procedures for the resolution of complaints should only be invoked when a 

matter is of a very serious nature and/or cannot be resolved by the parties themselves 

through informal means. 

5. FORMAL COMPLAINTS  

5.1 Complaints that cannot otherwise be resolved pursuant to 4.2 and 4.4 above or are of a serious 

nature may be referred to or should be lodged formally and in writing with the appropriate staff in 

the following categories:  

 Class Teacher/Guardian 

 Business Manager 

 Assistant Principal  

 Principal.  

5.2 In such instances, a parent may also seek advice or clarification from any of the aforementioned 

staff about the appropriate person(s) in the School to whom the concern or complaint might best 

be directed.   

5.3 As soon as practicable after a formal written complaint has been lodged, a process will be put in 

place by the School to investigate the complaint.   

5.4 The investigative process in relation to a formal complaint will include but not necessarily be 

limited to: gathering relevant and material information relating to the complaint, meetings 

convened of the parties to discuss the complaint and to seek a resolution. If a resolution can’t be 

found, a determination will be made by the School, based on thorough investigation, as to 

whether or not to uphold the complaint.   

5.5 If the complaint is substantiated, the evidence is inconclusive or if the complaint is found to not 

be substantiated, all parties will be formally advised accordingly, along with any follow up 

counselling or other actions as the parties agree and/or the School deems appropriate and 

necessary in all the circumstances. 

5.6 As far as possible and appropriate, due discretion will be respected and maintained by all parties 

throughout the resolution process, save where persons are required to be informed on a 'need to 

know' basis or where investigative, statutory or legal requirements stipulate that matters be 

disclosed, reported or discussed. Therefore, there can be no overriding legal obligation or right 

with respect to confidentiality.  

5.7 Where complaints are made in circumstances where an alleged crime may have been committed 

or the matter falls under the Reporting Abuse and Neglect provisions, the Police or similar outside 

agencies (e.g. Child Abuse Report Line) will be contacted and formally advised. 

5.8 The School, at its absolute discretion, may seek to use an outside mediator to facilitate resolution 

of the complaint.   

5.9 See Appendix 1 – Incident Report Form to make a formal complaint. 

5.10 See Appendix 2 –  Resolution of Concerns Table to know who to go to and for what. 

6. MONITOR  

6.1 The effectiveness of this policy will be monitored by: 

a) All complaints and their resolution are recorded and kept on file by the Principal and 

Business Manager. 

b) Monitoring and reviewing the effectiveness of the School’s policies and procedures are 

undertaken by the Principal and Business Manager 
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7. INFORMATION/INSTRUCTION 

7.1 All staff will be informed of the requirements of the Managing Parent Complaints Policy during 

induction. When this policy is reviewed and/or amended existing staff will be informed. 

7.2 All parents will be informed of this Policy at enrolment and current parents notified of any 

changes. 

7.3 The Managing Parent Complaints Policy will be available in full online via the School website 

www.mtbarkerwaldorf.sa.edu.au as per the Special Conditions Schedule 1 of the Funding Deed.    

8. REVIEW 

8.1 This policy shall be reviewed every two years by the Principal and Business manager. Changes in 

legislation may require earlier review. 

9. RELATED DOCUMENTS 

9.1 Appendix 1 – Incident Form for formal written complaints 

9.2 Appendix 2 – Resolution of Concerns Table – Who to go to? 

9.3 Internal Documents: 

a) MBWS Enterprise Agreement 

b) Parent Handbook 

c) Privacy Policy 

d) Teacher Handbook 

 

9.4 External Documents: 

a) Fair Work Act, 2009 

b) Funding Deed with the Minister for Education and Child Development 

c) Referenced Pembroke School Policy and AISSA Info “Handling Complaints” 
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