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A.G.B.U. ALEXANDER PRIMARY SCHOOL
COMPLAINTS AND GRIEVANCES RESOLUTION POLICY

POLICY

AGBU Alexander Primary School is committed to fostering a positive and supportive
school community where concerns and complaints are addressed respectfully, fairly,
and in a timely manner. The School promotes an open and effective complaints and
grievances resolution process to ensure that all concerns are managed professionally
and in accordance with the principles of procedural fairness.

All members of the School community are encouraged to raise concerns through the
appropriate channels rather than discussing or escalating matters informally within the
community, as this can lead to misunderstandings and unnecessary conflict.

The Principal will maintain appropriate communication with the School Board regarding
matters that may result in complaints or grievances so that issues can be addressed
promptly and appropriately.

The aim of this policy is to:

e Provide a clear process for raising concerns and complaints

e Ensure complaints are handled fairly, respectfully, and confidentially where
appropriate

¢ Resolve issues at the lowest possible level

¢ Maintain positive relationships within the school community

PROCEDURES

1. Complaints Concerning a Teaching Staff Member

If a parent has a complaint concerning a teacher or a member of staff, the following
steps should be followed:

1. The parent should contact the School Office to request a meeting with the
teacher.

2. The teacher will arrange a meeting at a mutually convenient time.

3. If the matter is not resolved, the parent should request a meeting with the
Principal.

4. If the matter remains unresolved, the complaint must be put in writing and

submitted to the School Board via the School Office of the Board’s email.

The School Board will review the complaint and determine appropriate action.

Decisions will be communicated to the relevant parties in a timely manner.

Teachers must not be approached with complaints during class time or while

supervising students, as teaching and student supervision must not be disrupted.
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2. Complaints Concerning Another Parent

If a parent has a complaint concerning another parent:

1.
2.
3.

4.

The complaint must be made in writing and signed.

The complaint should be submitted to the Principal through the School Office.
The Principal will attempt to resolve the matter between the parties where
appropriate, or refer the matter to the School Board if necessary.

Communication will occur with the parties in an effort to resolve the matter
respectfully and appropriately.

3. Complaints Concerning the School Board

If a parent has a complaint concerning the School Board:

1.
2.

3.
4.

The complaint must be made in writing and signed.

The complaint should be submitted through the Office of the Board’s email to be
presented at the next School Board meeting.

The School Board will review the complaint and determine appropriate action.
The decision will be communicated to the complainant in writing.

4. Complaints Regarding School Activities, Events, Policies, or
General School Operations

From time to time, parents may have concerns or complaints regarding school activities,
events, policies, decisions, or the general operation of the school.

In such cases, the following process should be followed:

1.

2.

3.

4.

5.

Parents should first raise the matter with the Principal, either by requesting a
meeting or by submitting the concern in writing.

The Principal will consider the concern and may discuss the matter with relevant
staff or the School Board where appropriate.

If the parent is not satisfied with the response, the concern may be submitted in
writing to the School Board for review.

The School Board will consider the matter at a scheduled meeting and determine
if any action is required.

The School Board’s decision will be communicated in writing to the parent.

Please note that school activities, policies, and operational decisions are made in the
best interests of the students, the school community, and the long-term sustainability of
the school. Not all requests or suggestions may be able to be accommodated.

GENERAL PRINCIPLES

All complaints must be respectful and appropriate in tone.

Anonymous complaints may not be accepted or investigated.

Confidentiality will be maintained where appropriate.

The school expects all members of the community to behave respectfully during
the complaints process.

The goal of the complaints process is resolution, not blame.

Complaints should be raised as soon as possible after an issue arises.

Complaints & Grievances Resolution Policy 4



