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Rationale
To be able to work as a Christian community, the school must have a means of dealing with complaints. The Bible exhorts us to 'make every effort to live at peace with all men' (Heb 12:14a). It also gives principles and means of reconciliation when differences arise (Matt 5:23,24; Matt 7:5; Matt 18:15-17a; 2 Cor 2:8).
Guidelines 
1. STEP 1: Complainants are first to approach the person directly to the staff member concerned. This is usually the classroom or homeroom teacher.
2. STEP 2:: If the complaint is not resolved, go to the next level of authority. For Y7-13 this is the Dean, for Y0-6 it is the Head of Primary.
3. STEP 3: If the complaint is still not resolved,  in Y7-13, go to the Head of Secondary.
4. Step 4: If the complaint is still not resolved, refer to the Principal
5. STEP 4 - Board: If the complaint is still not resolved, take it to the Board. 
a) Complaints must be made in writing to the Presiding Member, outlining concerns, actions taken and response received to date.
b) A complaint must be received at least one week before a scheduled board meeting or it will be held over till the next meeting.
c) The Board will not ordinarily deal with a complaint which has not gone through the above process (steps 1 to 4), but will refer it back to the complainant to go through the correct process.
d) A letter of complaint received which has not gone through due process will not ordinarily be copied to all members of the board, though the presiding member may choose to inform them a complaint has been received and has been referred back to complainant.
e) Once a complaint is referred to the Board of Trustees after going through correct process, it will be dealt with by an appointed committee which will consist of the presiding member, at least one other trustee, and the principal or other staff member as appropriate.
f) In the interest of natural justice, the person about whom a concern has been raised (complaint made) must have the opportunity to hear all details about the complaint and reply to it.
g) Complaints may be made orally in the first instance, once considered serious they should be put in writing.
h) Staff will be advised of their right to seek representation. If a mediation meeting is recommended by the board, the staff member will be asked if s/he wants to participate before any such meeting is scheduled.
i) Any complaint made in writing will be responded to in writing. An initial acknowledgement of receipt of letter will be made within two working days of the time it is received, and will give an indication of process and timeframe involved in giving a full response.
j) All parties involved with a complaint will maintain full confidentiality in regard to the issue.
6. Dealing with gossip:
a) Any parental concern regarding an occurrence at school is a school concern and should be brought to the school, not to the parent of any other child involved.
b) In the event that a complaint related to the school is raised with another member of the school community, who is neither the reason for the complaint nor the appropriate person to deal with it, that person should encourage the complainant to go directly to the appropriate person – offering to accompany the complainant if necessary (Matthew 18:15-17a).
7. Matters that occur outside of school time:
a) These will be referred to the families to deal with.
b) If the matter is serious and effects school life, the leadership will be involved in managing the situation in school hours.
8. These procedures shall be made known to the school community by placing them in the school handbook or newsletter.

