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interactions: 

and Internal Policy 
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Executive Director 

Procedures and forms: Grievance & Concern Flowchart 
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Supporting documents: Complaint Handling Guide: Upholding the rights of children 
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United Nations Convention on the Rights of the Child (CRC) 
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1. POLICY STATEMENT 
 
Perth Waldorf School (PWS) and Parkerville Steiner College (PSC) are committed to 
resolving concerns of parents, guardians, staff, students or members of the public. We 
welcome and encourage all types of feedback, recognizing that grievances and concerns are 
important pieces of information for the school.    The education of our children is enhanced if 
the school has good communication between parents and staff. Good procedures are needed 
to ensure concerns are heard, recorded, and addressed in a fair, efficient and prompt manner. 
  

2. PURPOSE 
 

The purpose of this policy is to explain the process to follow if you have a concern or grievance 
relating to any aspect of the School. A concern refers to any issue, grievance, worry, or 
complaint about the School, including matters involving discrimination. Concerns may relate 
to the way an issue has been managed, the conduct or actions of a member of the school 
community, matters affecting safety or wellbeing, financial or administrative issues, or a 
child’s experience of treatment by a member of staff or the School more broadly. 
 
This procedure may be used by parents, guardians, staff, or members of the public. This 
procedure may be used by a student’s parent or guardian on behalf of a concern or grievance 
their child has at the school. 

 
3. KEY PRINCIPLES  
 

Confidential – only the people directly involved in the grievance or sorting it out can have 
access to information.  
 
Employees – have a right to complain to an external body, such as the Human Rights & 
Equal Opportunity Commission and various other tribunals. 
 
Impartial (fair) – all sides get a chance to tell their side of the story. No-one makes any 
assumptions or takes any action until all relevant information has been collected and 
considered. All sides have access to support if they want or need it. 
 
Free of unfair repercussions of victimisation – the Executive Director and school Council 
takes all necessary steps to make sure people involved in a grievance are not victimised for 
coming forward with a grievance or helping sort it out. 
 
Sort out at the immediate level, if possible – we will aim to sort out all grievances at the 
immediate level, if possible, with the minimum of fuss. In many cases, grievances can be 
sorted out by agreement between the people involved with no need for further action to be 
taken. 
 
Sensitivity – the Executive Director and School Council will treat all concerns seriously and 
sensitively. 
 
Timely – We aim to deal with all concerns as quickly as possible. The School will normally 
acknowledge receipt of a written complaint within five working days and aim to provide a 
substantive response within twenty working days. More complex matters may require 
additional time, in which case the complainant will be advised. The Executive Director or 
delegate will keep the complainant informed of the progress of the matter. 
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Record Keeping – the Executive Director and Staff will keep written notes of: 
- their interviews with all parties to the grievance, and  
- what action they took to resolve the grievance. 
These notes will be kept securely.  
 
Complaint data will be reviewed periodically by the Executive Director and reported to School 
Council to identify trends, recurring issues, opportunities for improvement, and the 
effectiveness of the complaints management system. 
 
Support 
When a meeting occurs between a member of staff and a parent, guardian, staff, student(s) 
or member of the public, both parties are able to have a support person present. 
 
The support person does not say anything in grievance meetings. They are simply there to 
provide moral / emotional support for the person/s involved. The support person is also bound 
by confidentiality. 
 
Roles and Responsibilities 

Role Responsibility 
Staff Members Receive concerns and attempt to resolve matters at the 

lowest appropriate level. 
Heads of Faculty and 
Heads of School 

Investigate concerns, facilitate resolution and 
communicate outcomes. 

Executive Director Oversee complaint handling processes, support 
resolution of complex matters and report systemic issues 
to School Council. 

School Council Chair Consider complaints involving the Executive Director and 
requests for review. 

School Council Provide governance oversight of the School's complaint 
handling system. 
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4. PROCEDURES 
 

4.1 Grievance and Concern Flow chart  
 
 
 

 
 
 
 
 
 
 
 
 
 

WHERE DO I GO WITH A CONCERN or GRIEVANCE? 
 

The following flow chart outlines the appropriate procedure for raising a concern. 
 

The School leadership and members of the School Council check that the procedure has been 
followed if a matter is brought to them. The Director General of the Department of Education is 
responsible for ensuring that the school observes the registration standards, including the standard 
about the School’s complaints handling system.   Any student, parent or community member is 
entitled to contact the Director General with concerns about how the school has dealt with a 
complaint. Information is available on the Department of Education website.  While the Director 
General may consider whether the school has breached the registration standards, the Director 
General does not have the power to intervene in a complaint or override the school's decision.  

 
With regard to more whole school concerns, it may be best to put them in writing to the Executive 
Director for appropriate action or attend the weekly listening circle if available.  

 
 

You can contact the school in person, by telephone 08 9417 3638, email at pws@pws.wa.edu.au  
or by letter PO Box 1247, Bibra Lake WA 6965.  Please ask if you require some assistance in 
expressing your concern. 

 
 
 
 
 
 
 
 
 

mailto:pws@pws.wa.edu.au
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PROCEDURES FOR RAISING GRIEVANCE OR A CONCERN 
FLOW CHART (for parents, guardians, staff or member of the public) 

All members of the school community are obliged to follow these procedures. 
The School has a Wellbeing staff team to provide support to people in our community. Feel free to contact them for a confidential 

discussion, listening ear, mediation at meetings, referral to outside agencies and support for you and your child. 
 

With Regard to: Education Staff     With Regard to: Non-Education Staff 
STEP 1:  Appointment with Teacher/Assistant 
o Make an appointment to discuss the concern with the 

relevant person.  

 STEP 1: Appointment with Staff Member 
o Make an appointment to discuss the concern with the 

relevant staff member. 
⇓ If the matter is not resolved, proceed to the next step.  ⇓ If the matter is not resolved, proceed to the next step. 
STEP 2: Head of Early Childhood, Primary, High School or 
Parkerville Steiner College 
Raise your concern with the appropriate Faculty Head who 
may:  

o listen 
o gather information 
o offer advice 
o take action 
o arrange to mediate a discussion between the parties.  
 

A support person is welcome to join meetings. 

 STEP 2: Head of Faculty or Head of School 
Raise your concern with the relevant line manager who 
may: 
o listen 
o gather information 
o offer advice 
o take action 
o arrange to mediate a discussion between the parties. 
 

   

OR  
o The concern is to be put in writing to the Head of School by letter/email or using the “Grievance and Concern Report” form 

available from the front office and school website. 
o The Head of School will arbitrate a resolution. 
o A response will be provided to relevant parties regarding the substance of the concern and what actions are being taken to 

resolve the matter by the Head of School. 
⇓ If the matter is not resolved, proceed to the next step.  ⇓ If the matter is not resolved, proceed to the next step. 
STEP 3: Written Concern or Complaint Reviewed by Head of 
School and/or Executive Director (College of Teachers (COT) 
may be informed)  
o The concern is to be put in writing to the Head of School 

by letter/email or using the “Grievance and Concern 
Report” form available from the front office and school 
website. 

o The Head of School or Executive Director is to mediate the 
issue.  

o If relevant, College of Teachers is to be informed. 
o A response will be provided to relevant parties regarding 

the substance of the concern and what actions are being 
taken to resolve the matter by the Head of School or 
Executive Director. 

 STEP 3: School Council Mediation 
o A written formal complaint is to be lodged with the 

Executive Director or Council Chair 
o The Executive Director in consultation or with the 

support of the Council and/or College of Teachers will 
arbitrate a resolution. 

o All relevant parties are to be kept informed. 

⇓ If the matter is not resolved, proceed to the next step.  ⇓ If the matter is not resolved, proceed to the next step. 
STEP 4: School Council / College of Teachers Mediation 
o A written formal complaint is to be lodged with the 

Executive Director, Council Chair or College. 
o The Executive Director in consultation or with the support 

of Council and/or COT will arbitrate a resolution. 
o All relevant parties kept informed. 

 STEP 4: Right of Review 
o If the matter is not considered resolved, the Executive 

Director or School Council may seek resolution through 
an external, independent mediator. A request for this 
should be put in writing to the Council. 

⇓ If the matter is not resolved, proceed to the next step.   

STEP 5: Right of Review 
o If the matter is not considered resolved, the Executive 

Director or School Council may seek resolution through an 
external, independent mediator. A request for this should 
be put in writing to the Council. 

 NOTE: Grievances or Concerns with regard to the Executive 
Director should be directed to the Council Chairperson. 
NOTE: Grievances or Concerns when there is a conflict of 
interest (familial connection for instance) should be 
directed to another leadership staff member or the Council 
Chair. 

   
The Director General of Education has a role in overseeing the school’s complaint handling process and that registrations standards 
have not been breached.  The Director General does not have the power to intervene in a complaint or override the school’s decision.  
See the Education Department website for more information. 
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4.2 Grievance and Concern Report Form 

  
 

Grievance and Concern Report Form 
 

This form is to be used when putting a grievance or concern in writing. 
 

Please refer to the procedure outlined on the Grievance and Concern Flow Chart overleaf. 
 
Once completed:  

• Email (General Inquiries pws@pws.wa.edu.au or Executive Director 
administrator@pws.wa.edu.au) , post or hand this form in to the front counter at the school 
office. It will be directed accordingly. You may ask for a receipted copy, if required. (Place 
in an envelope marked “confidential” if necessary.) 

• Concerns will be processed in accordance with the Grievance and Concern Policy. (See 
website or ask in the office for a hard copy of the policy and this form.) 

 
INDICATE LEVEL OF CONCERN TO YOU (circle):  MINOR           MIDDLE         MAJOR 
 

• Date:   / /   
 
• Name of person filling in this form:         

 
• Phone number:     Email:        

 
• Address:              
  

Person filling in this form is a (please circle, or note other):  
 
Teacher       Parent/ Guardian        Teaching Assistant      Other:       
  
 
Description of concern and actions taken so far: (Add additional pages if more space is needed) 
 
 
 
 
What you would like to see happen: (Add additional pages if more space is needed) 
 
 
 

 
 

Thank you for filling out this form. You will be contacted to let you know how your concern is 
being addressed. Please feel free to follow up this report with the Executive Director or School 
Council if you feel you are not being heard. 

mailto:pws@pws.wa.edu.au
mailto:administrator@pws.wa.edu.au
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5. STUDENTS’ COMPLAINTS 
 

The principles that apply to complaints by parents, guardians, staff and members of the 
public will also be applied to complaints and concerns from students. 
 
Teachers introduce children to the concept of complaints and concerns through age-
appropriate activities such as story, circle work and both verbal and visual instruction. 
Reference is made to the ‘Are you Listening – Complaints Guidelines for Children’ for 
reinforcement. 
 
Students are welcome and encouraged to raise concerns with any member of staff with 
whom they feel comfortable, whether it is the class teacher, a member of the support staff, 
and school leadership team members.  
 
The school will promptly acknowledge the complaint and treat the student with understanding 
and helpfulness. 
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5.1 Grievance and Concern Flowchart – Students 
 

Grievance and Concern Flowchart – Students 
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Find 

out 

how 
 
Sometimes it is 
tricky to know 
how to make a 
complaint. It is 
usually best to 
talk to the 
organisation you 
are dealing with 
first. 

2 b
 

c
 



Perth Waldorf School & Parkerville Steiner College – Grievance & Concern Policy v8.2 
 
 

https://pwswaeduau.sharepoint.com/sites/Collaboration/Shared Documents/O Drive - Executive/Governance/Policies & Procedures & Guidelines/3. 
Grievance Concerns Complaints/2026 02 03 PWS and PSC Grievance & Concern Policy V8.1 Website.docx                                                                                                                               

9 | P a g e  
 

Be calm and ask 
questions 
When you make your complaint, try to be 
calm and polite even if you feel upset. Staff of 
the organisation should also treat you with 
respect. 
 

Ask as many questions as you like. You may want to know: 
• How they will keep your complaint private? 
• What will happen next? 
• Who will get back to you and your support person? 
• When will they get back to you? 
• If you’re not happy about the result of your complaint what 

is the next step - who will review your complaint then? 
•  

 
 

                          Keep notes 
Write down who you speak or write to, the 
dates, anything they promise they will do 
and the date they say they will get back to 
you. 
This will help you keep track of 
things. You can also write down 
how you feel about the complaint 
process, this may be useful later 
 
 
 
 

Keep at it 
 
 
Don’t be afraid to complain 
further if you are still not 
safe or feel the matter has 
not been resolved fairly. 
 
 
 

 
 

 
From the Commissioner for Children and Young People WA| www.ccyp.wa.gov.au 

4 

5 

6 

mailto:administrator@pws.wa.edu.au
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6. CONFIDENTIALITY   
 

Parent, guardian, staff, students or members of the public are requested to respect 
confidentiality in dealing with issues of concern and therefore refrain from discussing issues of 
concern with uninvolved members of the school community or students, until the matter has 
been resolved.  
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7. CONTACT DETAILS FOR GRIEVANCES AND CONCERNS 
 
 

 

 
 
  

Listening/Feedback Opportunities 

The School may provide informal opportunities for parents and guardians to raise feedback and concerns with 
school leadership. For example, a Listening Circle with Leadership Staff. Current arrangements are published 
through school communication channels. 

School Staff 

You can arrange an appointment with a staff member by phoning: PWS (08) 9417 3638 / PSC (08) 6158 6738 

Alternatively, you can email a staff member directly to organise an appointment or please email reception for 
assistance: PWS -  pws@pws.wa.edu.au PSC - pscreception@pws.wa.edu.au  

Fiona Peters is the Schools Executive Assistant and can direct you to a member of the School’s leadership team 
fpeters@pws.wa.edu.au  

School Leadership Team 

Executive Director: Bruce Lee    Email: administrator@pws.wa.edu.au  

Head of School (PWS): Annabelle Kellenberger  Email: akellenberger@pws.wa.edu.au 

Head of Early Childhood: Jess Carvalho   Email: jcarvalho@pws.wa.edu.au 

Head of Primary: Kevin Mazzer    Email: kmazzer@pws.wa.edu.au 

Head of High School: Donna Kerr    Email: dkerr@pws.wa.edu.au 

Assistant Head of High School: Sharon Symes  Email: ssymes@pws.wa.edu.au  

Head of School (PSC): Hayley Spracklen  Email: hspracklen@pws.wa.edu.au  

Education Coordinator (PSC): Ethna Brave  Email: ebrave@pws.wa.edu.au  

Post: Perth Waldorf School 
PO Box 1247 
Bibra Lake WA 6965 

The School Council (Board) 

 
Chairperson: Peter Finlay     Email: pfinlay@pws.wa.edu.au 

 Post: Perth Waldorf School 
PO Box 1247 
Bibra Lake WA 6965 

 

mailto:kewan@kewanbond.com.au
mailto:pscreception@pws.wa.edu.au
mailto:fpeters@pws.wa.edu.au
mailto:administrator@pws.wa.edu.au
mailto:akellenberger@pws.wa.edu.au
mailto:jcarvalho@pws.wa.edu.au
mailto:kmazzer@pws.wa.edu.au
mailto:dkerr@pws.wa.edu.au
mailto:ssymes@pws.wa.edu.au
mailto:hspracklen@pws.wa.edu.au
mailto:ebrave@pws.wa.edu.au
mailto:pfinlay@pws.wa.edu.au
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Perth Waldorf School and Parkerville Steiner College 
 
8. Grievance/Concern Tracking 
 

Date of 
complaint 

Child, 
Parent, 
Staff 
Member or 
Matter 
Concerned 

Issue Other 
Parties 
Involved 

Complaint 
investigator 
and 
position/role 
at the school 

Location of 
records  

Resolution and 
date completed 

Complaint 
reviewer and 
relationship 
to the school 

Review 
outcome and 
date review 
finalised 

Final 
comments 

Investigation 
completed 
date 

Complaint 
upheld 
(Yes / No 
/ Partially) 

            

            

            

            

            

            

            

            

            

 
Annual Review Summary: Complaint trends, recurring themes and any resulting policy, procedural or operational improvements identified by 
the Executive Director and reported to School Council. 
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