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¶ In dealing with a complaint, informally or formally, every reasonable effort 

shall be made to ensure that natural justice is afforded to all parties. This 

mean, in practical terms: 

o Subject to duty of care or other legal obligations, respondents should 

be informed of all allegations, and the basis for and the specific 

circumstances which give rise to the grievance. 

o The right of all parties to be heard and state their case. 

o Investigations into the grievance must be undertaken expeditiously 

and thoroughly. 

o Only matters that are relevant to the grievance under consideration 

should be taken into account. 

¶ It is recognised that the application of the principles of procedural fairness can 

vary, depending upon the context and nature of the grievance and the nature 

of the response proposed or sought. 

¶ As far as possible and appropriate, confidentiality 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 

statutory or other legal requirements demand that matters be reported. 

¶ Whilst complaints from an anonymous source will be taken seriously and 

investigated as far as practically possible, it is very difficult to proceed or 

undertake a thorough and extensive investigation if the complainant cannot 

be identified and hence cannot provide further and better particulars or 

information to assist with that investigation. Complainants are therefore 

encouraged to identify themselves. 

¶ Where complaints or grievances are made in circumstances where a crime may 

have been allegedly committed, the Police or similar outside agencies will 

normally be contacted and formally advised of the complaint or grievance. In 

some cases, (e.g. Mandatory Reporting), there is not discretion and the matter 

must be reported to the relevant authorities. 

 

Options for the Resolution of Grievances 
 
A person may elect, according to the nature and seriousness of their grievance, to deal 
with that grievance in one or more of the following ways: 
 

1. Personal resolution – this might involve: 

a. Discussing and resolving the matter directly with the person 

responsible for the behaviour, to see if a misunderstanding has 

occurred, and can be resolved, 

b. Seeking confidential advice in relation to strategies to deal personally 

with the grievance, 

c. Seeking advice in relation to different options, 
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d. Seeking the support of another person to assist in informally resolving 

the grievance. 

2. Reporting a grievance 

a. Select the appropriate person to report the grievance to. 

b. When making a report, explain the nature of the complaint, including 

the specific details and the extent of the dissatisfaction. 

c. The person receiving the complaint will gather information relating to 

the allegations and may convene meetings of the parties to discuss the 

complaint with the person(s) accused, to hear all relevant evidence and 

submissions. A determination will then be made, on the basis of a 

thorough investigation, whether or not to uphold the grievance. 

d. If the complaint is substantiated, the evidence is inconclusive or if the 

complaint is found to not be substantiated, both the complainant and 

the accused will be advised accordingly, with such follow-up 

counselling or other actions deemed appropriate. 

e. The complainant and respondent will, in all instances, be informed of 

the outcome and action taken.  

f.
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Withdrawal of Grievance 
 
A person may withdraw a grievance at any stage of the resolution process. If a 
grievance is withdrawn, the matter will be deemed closed. 
 

Beyond Carmel School 
 
Please note that neither the Minister for Education and Child Development not the 
Department for Education and Child Development has any power to intervene directly 
in complaints relating to the operations of a non-government school. 
 

Record Keeping 
 
Accurate and appropriate records will be kept securely, by the person(s) responsible 
for overseeing or managing the resolution process for a particular grievance. A record 
of the complaint should contain the following detail: 

¶ Date when issue was first raised 

¶ Name of complainant 

¶ Detailed statement of concern / complaint including: 

o Nature of complaint 

o Identity of person involved 

o Time of allegation 

¶ Description of the procedures applied and the time frame for reporting 

on the outcomes of any investigation 

¶ Statement of outcomes 

¶ Staff member(s) handling of the complaint 

¶ Location of files established as part of office records management. 

The records management system will protect the privacy of the individual(s) 
concerned. 
 

Outcomes 
 
A matter is deemed successful if all parties find the outcome(s) acceptable. Should any 
party not be satisfied with the result, they can choose to pursue the matter further. 
 
Each complaint or grievance is to be dealt with in good conscience and with equity, 
and on its particular circumstances and merits. Any settlements reached through the 
grievance process will not constitute any binding precedent for future cases. 
 

Appropriate Confidentiality 
 
The School recognises that accusations can potentially be defamatory and can involve 
risks to those concerned, especially if such accusations are without foundation and 
reputations are damaged without just cause. All person
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