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INTRODUCTION

The primary objective of this document is to provide an effective and transparent 
system of receiving and resolving in a fair manner, complaints or disputes involving 
Patersonia in the interest of maintaining a supportive and productive environment 
for students, staff, volunteers, families, board members and members of the 
community. We strive to create an environment that fosters open and respectful 
communication between members of the learning community. We recognise that 
from time to time conflict may arise and we urge the parties involved to work 
towards resolution as quickly as possible.

Patersonia aims to treat all grievances and complaints seriously, quickly and as fairly 
and confidentially as is reasonably possible. These guidelines are intended to provide
assistance to those who wish to bring a grievance (such as a complaint, concern or 
problem) to the attention of the organisation. They should be read in conjunction 
with Patersonia’s policies about unlawful discrimination, harassment and bullying.

PURPOSE

Patersonia will maintain a complaints and grievance management system to ensure 
that all educators, families and community members know that complaints and 
grievances will be taken seriously and investigated promptly and fairly. Complaints 
and grievances will be investigated and documented in a timely manner.  Our 
complaints and grievance management system will be promoted in the guardian 
handbook, policies and on our website. We will identify complaints and grievances as
opportunities to improve the quality of our service.

All families and young people who utilise Patersonia have the right to make 
comment or complaint about the service if it does not meet their expectations. 



This policy aims to:
 address all grievance issues in a sensitive and appropriate manner,
 actively work with complainants to address grievances, and
 seek positive outcomes at all times.

Flow charts detailing steps in the process are available from any staff member for:
 families and students
 staff and volunteers
 community members

Incorporated with these flowcharts is the process for complaints against the 
Principal and/or Business Manager.

Board members should refer to the separate Board Grievance policy for issues 
related to their role as a Board member.

POLICY

Patersonia is committed to excellence in educational delivery and to the provision of
supportive working and community environments. Patersonia seeks to work with all
people within its community in a constructive manner.  

We values direct communication between individuals and expect that individuals will
bring concerns directly to the parties involved. We expect that all reasonable efforts
will  be  made  by  all  parties  to  resolve  the  issue  using  the  appropriate  internal
process and in accordance with the Patersonia’s Code of Conduct.

All issues between staff, families, students, the general community and Patersonia
will be subject to the internal resolution processes.  We will assist individuals with
the presentation of grievances within these processes. 

We  acknowledge  aggrieved  parties  have  recourse  to  resolution  processes
independent  of  the school  at  any  stage  of  the grievance resolution process.  We
commit  to  resolving  grievances  as  quickly  as  possible  and  have  developed  a
timeframe for action.

THE GRIEVANCE RESPONSE PROCESS

At any stage of the grievance process, either party may request mediation through
the appointment of a mutually agreed mediator.

At any stage of the grievance process, either party may commence legal action. 

Where possible concerns can be resolved using an informal process.  An informal
process involves talking with the person concerned as soon as possible. While it may
be  helpful  to  talk  to  a  trusted  support  person,  it  is  not  helpful  to  share  your
grievance with others instead of following the grievance process.  



When attempting to resolve the conflict, take time to consider the following:
 Talk to the person as soon as possible.  Leaving things longer will only make it

harder.
 Try to remain calm even though you may not feel that way. Writing down the

problem will  help  to  clarify  whether  the  issue  is  a  concern,  complaint  or
grievance. Writing things down particularly helps if there is more than one
problem and may act as an “Aide memoir” at a later stage.

 Try to identify what outcome would resolve the situation for you.
 Choose a mutually convenient time to talk and do so in a private place, i.e.

not in front of students or other adults.
 Remember that you have one side of an issue, others will have another side.
 Seek positive outcomes at all times.

If talking with the person concerned does not resolve the grievance, you may move
to the formal resolution process. 

FORMAL RESOLUTION PROCESS

Generally speaking, if there is to be formal resolution, then: 
 Patersonia will ask the person with the grievance to describe that complaint, 

in detail, usually in writing 
 The person(s) against whom the grievance is brought will be given details of 

the allegation(s) against them and be given a reasonable opportunity to 
present their side of the story 

 Other people (witnesses) may be interviewed 
 Notes will be taken of interviews 
 Documents may be collected, and 
 After considering the evidence, Patersonia will communicate its decisions 

about the facts and the outcomes to all concerned, usually in writing. 

What are the possible outcomes? 
The final outcome of each type of grievance process may consist of: 

 a successful outcome for one party; 
 a compromise between the parties involved on the issues raised, or 
 a solution in which both parties benefit to some extent. 

At an initial contact regarding a grievance, complaint or dispute, if the informal 
process has not resolved the issues, staff of Patersonia should:

 identify themselves and affirm a person’s right to lodge a grievance; 
 try not to provide an excuse or become defensive; 
 document the persons complaint for referral, and to ensure all aspects of the 

complaint are answered; 
 confirm the details of the complaint with the person after they have lodged 

the complaint by orally repeating the details taken; 
 identify and document what the complainant hopes the outcome of the 

complaint should be.
 provide a copy of the Grievance Policy and relevant flowchart/s.



 provide assistance such as another staff member or parent, to help them 
lodge their grievance.

 provide any support or information that the complainant may need such as 
interpreters, reading and/or writing assistance or any other assistance 
identified as reasonable

Patersonia  will  respond  to  any  grievance  within  48  hours  and  expects  that  any
grievance process will take no longer than six weeks to complete.

 depending on the nature and level of seriousness, the complaint may be 
dealt with by management or educators.

 the person dealing with the complaint should interview the complainant, 
take all relevant details and inform the complainant they will follow up the 
complaint and report back to them. 

 management should be notified if not already involved. 
 when an investigation has taken place and a possible solution identified, this 

should be discussed with all parties. 
 the person dealing with the complaint must keep written records and advise 

both parties of the solution in writing. 
 the parties involved should be informed of other avenues if they are not 

satisfied with the decision.
 if the person wishes to lodge a formal complaint, they should be encouraged 

either to submit the complaint in writing or by email.

If any complaint cannot be resolved internally to the person’s satisfaction, external 
options will be offered such as an unbiased third party.

The formal resolution process involves arranging a meeting with the principal or a 
member of the Board.  A Board Representative will be appointed at the first Board 
Meeting after the AGM each year.  This person will assist in facilitating and 
attempting to find a mutually satisfactory resolution between the parties involved in 
the conflict.  If any aggrieved person feels that the Board Representative is not 
appropriate in their particular case (i.e. due to conflict of interest), then the Board 
should be contacted and they will appoint an appropriate person.

It may be appropriate for internal or external mediation between the parties to be 
arranged at any time in the process and the Board may authorise this mediation to 
take place at Patersonia's expense.  Any mediator must be acceptable to both 
parties.

If the Board decides that the grievance process has been exhausted or has broken 
down and resolution has not been achieved, Patersonia may decide to take legal 
action.  The option of legal action remains open to both parties at any time.



Child/Student Complaint Procedure 

 children are informed that educators are always available to listen to and 
respond as necessary to any issue the children may be experiencing whilst 
attending Patersonia’s care. 

 educators will take all matters seriously and provide the same level of 
confidentiality as any other grievance. 

 children’s concerns will be treated with respect and dignity. 
 complaints by children will generally be verbal. Educators should document,

and  must  respond  appropriately  to  any  concerns  regarding  safety  or
inappropriate behaviour.

 the child protection policy, code of conduct and behaviour support policies
must be adhered to.

Shared Understanding 
In working through this process it is understood that: 

 confidentiality will be respected and maintained, as far as is possible, by all 
parties concerned. While all parties have a right to seek advice in confidence, 
no party will canvas - within the Patersonia or beyond - to support or defend 
an allegation; 

 Patersonia’s Board and staff will be open to the concerns of families and 
students; 

 complaints will be received in a positive manner; 
 information that will assist in the resolution of a complaint will be clear and 

readily available; 
 concerns will be dealt with speedily and those who have raised them will be 

kept informed about progress; 
 students will not receive adverse treatment because they or their families 

have raised a complaint; 
 clear confidential files and a log will be kept; 
 resolution of the matter will be sought; and
 any person raising a grievance will not be victimised.

RESPONSIBILITIES

1. The Board will:

 regularly review this policy in line with the Policy Review Schedule and 
any relevant change in legislation or best practice.

2. The Business Manager will:

 ensure that the induction process includes training in this policy.
 Ensure management receive training in fair process and best practice 

complaints handling
 ensure that this policy is provided (including the appropriate flowchart)

when any grievance is notified, or on application.
 ensure that the enrollment process provides this policy to families.



 ensure that the policy is published in the school newsletter and available
on the school website.

 ensure that the process is displayed in the office in a prominent place.
 oversee the performance of subordinate officers in these matters.
 promote a culture of effective policy compliance across the organisation.

3.  All staff and volunteers at all levels will:

 ensure that they are aware of the organisation’s policy and undertake 
actions consistent with it.

 where appropriate, suggest ways in which practices, systems and 
procedures could be improved so as to improve the policy.

RELATED DOCUMENTS

Education and Care Services National Law 2010
Education and Care Services National Regulations 2010 and 2014 Update (r168)
National Quality Standards (7.3)
Guardian Handbook
Induction Policy
Providing a Child Safe Environment Policy
Grievance Resolution Flowcharts – families and students, staff and volunteers, 
community members
Board Member Grievance Policy
Code of Conduct
Child Protection Policy
Behaviour Support Policy
Victorian Ombudmans Good Practice Guide



PATERSONIA

Family and Student Grievance Process
Our educational delivery at Patersonia is dependent on our commitment as individuals to clear channels of 
communication. It is considered important to bring one’s concerns directly to the parties involved as a first 
step towards achieving resolution.  All issues between families, students and Patersonia shall be subject to 
resolution by this process.  As part of their evaluation of options for action, the Principal, Business Manager 
and Board may determine that the issues require independent investigation or arbitration.  The process 
should happen in a timely manner, especially in regard to specific class/education issues, that directly affect
students’ well being.  IMPORTANT: Mediation, with a mediator agreeable to both parties, or legal action 
is available at any step of this process.

See attached alternative process for Grievances against the Principal or Business Manager.

Discern between:

       Specific student/parent/education issues                 Admin/Management

Educational / Child Specific Student and 
Educational Issues

Contact the relevant teacher or educator

Unresolved

Action plan for resolution is agreed (including a 
timeline for action)

Resolved

Resolved

Admin, Fees, Info, Enquiries/Management, Policies, 
Finance, Staffing, Enrolment Issues, etc 

Contact the Principal or Business Manager

Meeting with the Principal

Resolved Unresolved

Meeting: Families (&/or support person if wanted), Educator, Principal 
and Board  Rep.

Action to resolution as agreed (incl. Timeline). Document.

Board to arrange independent mediation between relevant parties. Decision documented.

Resolved Unresolved

Aggrieved parties may take legal action. 

Unresolved

Meeting:Family/Student and Educator

Resolved Unresolved

 Parent speaks to Principal or 
Business Manager



PATERSONIA
Staff and Volunteers Grievance Process 

Clear channels of communication are essential to a supportive working environment. To this end, it is 
considered important that concerns are brought directly to the parties involved, as a step towards the 
resolution of issues.  All issues between staff and the school shall be subject to resolution by this Process. 
As part of their evaluation of options for action, the Board, Principal and Business Manager may however 
determine that the issues require independent investigation or arbitration.

IMPORTANT: Mediation, with a mediator agreeable to both parties, or legal action is available at any 
step of this process.

See attached alternative process for Grievances against the Principal or Business Manager.

Discuss with person
concerned

Discuss with your Department head – Principal or Business
Manager

UnresolvedResolved

A meeting is arranged with all
concerned parties to discuss the issue

and resolution steps.

Resolved Unresolved

 Unresolved Resolved

 Unresolved Resolved

Action to resolution as agreed (incl. timeline)
Documented.  Board to be informed of process and

outcome.  

Board to arrange independent mediation between relevant parties. Decision
documented.

Aggrieved parties may take legal action. 



PATERSONIA
Community Grievance Process

Patersonia is an incorporated association independent from the State Government. Patersonia strives to
create an environment that fosters open and respectful communication between members of Patersonia’s
community and beyond within the wider community.  All issues between the public and Patersonia shall be
subject to resolution by the following process.  As part of their evaluation of options for action, the Board,
Principal and Business Manager may decide that the issues require independent investigation or arbitration.
IMPORTANT: Mediation, with a mediator agreeable to both parties, or legal action is available at any
step of this process.

See attached alternative process for Grievances against the Principal or Business Manager.

Board to arrange independent mediation between relevant parties. Decision
documented.

Unresolved

Meeting: Concerned party and Principal or
Business Manager.  Outcome documented.

Action plan for resolution as agreed (incl. timeline for action).  
Documented. Board informed.

Resolved

 Do you have an issue with?

Resolved Unresolved

Aggrieved parties may take legal action. 

Administration
Fees, Information, Inquiries

Student Behaviour and Safety

Management Policies, Finance, Staffing,
Enrolment, Grounds Issues 

Any other issue

Contact Principal or Business Manager

Unresolved

Concerned party formalises issue in writing to Board

Action to resolution as agreed (incl. timeline for action)

Meeting between concerned party and Board 
representative. Outcome documented.

Resolved



PATERSONIA
Process for Grievances against the Principal or Business Manager

Clear channels of communication are essential to a supportive working environment. To this end, it is 
considered important that concerns are brought directly to the parties involved, as a step towards the 
resolution of issues. As part of their evaluation of options for action, the Board, may however determine that 
the issues require independent investigation or arbitration. IMPORTANT: Mediation, with a mediator 
agreeable to both parties, or legal action is available at any step of this process.

Discuss with person
concerned

Discuss with the delegated Board Representative

UnresolvedResolved

A meeting is arranged with all
concerned parties to discuss the issue

and resolution steps.

Resolved Unresolved

 Unresolved Resolved

 Unresolved Resolved

Action plan for resolution is agreed and documented
(incl. timeline) Board to be informed of process and

outcome.  

Board to arrange independent mediation between relevant parties. Decision
documented.

Aggrieved parties may take legal action. 


