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Snowy Mountains Grammar School recognises that a successful school community is 
built upon open communication between its various stakeholders and to this end, 
that all members of the community, staff, students and parents, need a transparent 
process through which they can air any grievance.  
 
 

Level of Grievance: Report Grievance 
to (usually): 

Investigator (usually): Forward 
Outcome to: 

1 - minor Any relevant 
member of staff 

Relevant member of 
staff or Middle 
Leader 

Middle Leader 

2 – moderate or 
unresolved level 1 

Middle Leader Executive Executive 

3 – significant or 
unresolved level 2 
or repeated 

Middle Leader or 
Executive 

Executive or Principal  Principal  

    

 
 
An addendum is attached to guide and support the investigation process where 
appropriate. 
 
Students 
 
Level 1 A student can approach any member of the school staff to consider a 

grievance. The staff member approached is asked to: 

 Listen to the student grievance and try to bring about a resolution. 
The matter must be considered confidential unless the student 
gives permission to take it further.  (If a duty of care issue is 
involved, the student must be informed of the legal responsibility 
to pass the information on.). In most cases it would be appropriate 
for the staff member to engage the Head of Year (pastoral)  or 
Head of Faculty (curriculum) to further pursue to matter, unless 
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the grievance is about that person (referral to another HOY or 
member of the executive may be appropriate). Or, the matter may 
be considered more serious and forward to an appropriate 
member of the Executive. 

 The person following through should offer to put the student’s 
viewpoint to the member of staff at the centre of the grievance.  

 Report back to the student with the outcome of that discussion. 

 In all cases the person at the centre of the grievance is to be given 
an opportunity to present their own perspective to the person 
facilitating the approach (they should not approach the student 
directly unless asked to do so by the facilitator). 

 
If the student is still not happy with the resolution, the staff member will suggest 
that the grievance is taken to the second level. 
 
Level 2  A student can take the grievance to another staff member for 
consideration and advice. The staff member approached is asked to: 
 
Follow the steps outlined above to try to bring about a resolution. It is hoped that by 
securing a second opinion, the student may realise that the advice being offered is in 
his/her best interests. If the student is still not happy with the resolution, the staff 
member will suggest that the grievance is taken to the third level. This person should 
be member of the Executive if not utilised in Level 1. 
 
Level 3  A student can take an ongoing or serious grievance to the Director of 
Senior School (DOSS), Director of Junior School (DOJS) or Director of Curriculum and 
Academic Development (DOCAD). At this point, formal written records will be kept 
and parents most likely will be informed. The role of the DOSS/DOJS/DOCAD will be 
to: 
 

 Listen to the student grievance 

 Gain the perspective of the staff member concerned 

 Gain the opinion of the staff members consulted in Levels 1 and 2 

 Determine the course of action that should follow, with one of 
two options being possible: 

o The grievance is unfounded based on based on evidence 
presented or weight of probability. All parties will be 
informed, giving the reasons for the decision. 

o The grievance has substance in part or in full and therefore 
it is forwarded to the Principal or his delegate for final 
consideration before resolution is sought. All parties 
concerned will be informed of the decision or outcome 
pertaining to their own situation, though not necessarily 
the outcome involving others for reasons of privacy and 
decency. (Matters of child protection do not relate to this 
policy and reference to the Child Protection Policy is 
necessary). 
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Once the Principal or his delegate is informed, the matter will be considered by the 
Principal to determine what action is necessary in order to bring the matter to a final 
resolution. A written response may be sent to both the student/s and staff 
member/s concerned, to ensure that the message of any verbal resolution is clearly 
understood and recorded.  
 
 
Staff 
Level 1  A staff member may approach any other staff member with whom 
he/she feels comfortable to help them resolve a grievance. The response of the staff 
member approached may be to: 
 

 Suggest a way that the grievance may be resolved 

 Act as an intermediary/support for the staff member in any 
ensuing discussion aimed at bringing about resolution 

 After listening to the grievance, advise the staff member to take 
the matter to Level 2 

 
Level 2  A staff member may take the grievance to a person with leadership 
responsibilities in the relevant area of concern, such as a Head of Year, Head of 
Faculty or Head of Sport. The member of the leadership team may seek advice as to 
how to proceed with the grievance. The member of the leadership team will: 
 

 Outline the course of action that the School is legally bound to 
follow if the matter is presented to them as a formal grievance, 
should this be applicable at this stage 

 Help the staff member determine the course of action he/she 
wants to follow 

 An alternative could be to bring the grievance to a member of the 
Executive for resolution or to a School committee such as the 
Pastoral Care Committee or Academic Committee. 

 
Level 3  A staff member may take the grievance to a relevant committee or to 
a member of the school Executive. The committee will then follow clear procedures 
to determine the appropriate course of action. One of two options is possible: 
 

 The grievance is unfounded based on evidence, weight of 
probability or other legislative requirements of operation. The 
committee or member of the Executive will inform the staff 
member of this, giving the reasons for the decision after an 
appropriate investigation or inquiry in to the matter to achieve a 
fair and reasonable process 

 The grievance has substance and therefore it is forwarded to 
either the Principal for resolution (the Chairman of SMGS will only 
be sought to be involved when the Principal is directly involved in 
the grievance complaint, or if the Principal elects to forward the 
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matter to the School  Board through the Chairman). The Principal 
(or his delegate) will inform the staff member of this, giving the 
reasons for the decision after an appropriate investigation or 
inquiry in to the matter to achieve a fair and reasonable process. 
 

 
Once the Principal is informed, the matter will be considered to determine what 
action is necessary in order to bring the matter to a final resolution. A written 
response will be sent to both parties, to ensure that the message of any verbal 
resolution is clearly understood and recorded. The Principal may need to be involved 
at an earlier stage dependent on the circumstances of the grievance. 
 
Parents 
 
Level 1  A parent should make an appointment to meet with the particular 
staff member with whom he/she has a grievance, or at least communicate the 
grievance by email or phone call. If they do not feel able to make this direct 
approach, then they should contact a member of staff in a relevant leadership 
position at the School such as Head of Year (pastoral) or Head of Faculty 
(curriculum). The response of the staff member approached should be to: 
 

 Listen to the grievance 

 Try to resolve the grievance to the satisfaction of all parties and 
respond to the parent 

 If unresolved, recommend an appropriate member of staff to 
progress/address the grievance 

 Make brief interview notes to record the grievance and the 
resolution, keep a record on School Pro2 (if appropriate) and then 
make the relevant supervisor and Principal aware of the grievance 
and response 

 
Level 2  If the matter is unable to be resolved to the satisfaction of all parties, 
the parent should make an appointment to meet with the relevant supervisor (such 
as Head of Faculty or Head of Year if not utilised in Level 1). If a relevant supervisor 
has been utilised in Level 1, then approaching a member of the school executive is 
appropriate to discuss the grievance, if not resolved in the initial meeting. The 
response of the relevant staff member (supervisor or member of executive) should 
be to: 
 

 Listen to the grievance and agree to follow the matter up or 
agree to forward the matter on to a member of the executive 
for investigation. If more complex, see Level 3 

 Discuss the grievance with the member of staff concerned 

 Determine a course of action which is most appropriate, which 
may well be the best possible compromise to accommodate 
the views of all parties 
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 Inform all parties of the course of action determined in 
writing, keeping a file copy for future reference 

 Monitor the situation over the following weeks/months to 
ensure that the course of action is having the desired effect 

 
Level 3  If the grievance is more serious, or if the parent is not satisfied with 
the action taken by the supervisor or member of the executive, the parent can 
request for correspondence to be passed on to the Principal or to meet in person 
with the Principal. The principal will determine the most suitable person to 
investigate. The response of the appointed staff member should be to: 
 

 Listen to the grievance and investigate (a framework is 
included below for guidance of this process) 

 Discuss the grievance with the staff involved 

 Determine a course of action which is most appropriate, which 
may well be the best possible compromise to accommodate 
the views of all parties 

 Inform all parties of the course of action determined in 
writing, keeping a file copy for future reference 

 Monitor the situation over the following weeks/months to 
ensure that the course of action is having the desired effect 

 
 
If the parent is not satisfied with the action taken by the Principal, the parent can 
request for correspondence to be passed on to the Chairman of the School Board. If 
the complaint is about the Principal, the parent can contact a member of the 
executive to forward on the grievance to the Chairman of the Board to seek a 
response. 
 
Where a staff member has a grievance with a member of the parent or student 
body, he/she should contact a member of the school executive or principal for 
advice as to how best to proceed. Where possible, the procedures followed should 
reflect those outlined above.  
 
Access to the school counsellor may be an appropriate support person in any of the 
cases above. 
 
 
Appeals 
 
A person involved in an unresolved grievance can appeal to the School Board 
through the Chairman if the grievance handling procedure is not followed or the 
person thinks something was done improperly. If the process has not been properly 
followed, the person can also approach the Human Rights and Equal Opportunity 
Commission or the Anti-Discrimination Board. 
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Addendum One: Framework for conducting an internal investigation into a grievance 
outlined above. 
 
 
This investigative framework is intended to support the process of a member of staff 
conducting an investigation into a grievance as outlined above. The level of 
grievance will influence the adherence to the investigative process outlined below. 
 

1. Consider all aspects of the grievance, people involved or potentially involved 
and the need for maintaining confidentiality where appropriate and how to 
manage the process so that the interests of all involved are represented and 
protected.  
 

2. Where required, seek additional information or clarification from the source 
so that a full understanding is established. Do not seek other views on the 
grievance until the situation is clearly understood from the perspective of the 
person who has lodged the grievance. Seek permission from the person 
making the grievance to identify them in the process where it may not 
already be clear and established. In many cases, this would be required to 
adequately conduct an investigation, though not in all cases. Be clear on this 
need to move forward. Also ascertain if there are independent witnesses or 
those who can corroborate the stance, should they be needed. 

 
3. Once clarification is established, communicate the grievance to the source of 

the issue without judgement. It is advisable to do this in person, in private 
and follow up with a written confirmation of the grievance afterwards within 
48 hours. In doing so, invite the person to provide their perspective on the 
specific matter being investigated to ensure procedural fairness is achieved. 
This should typically be a 7 day response time. Minor grievances (level 1) may 
not require written documentation and may be kept at a verbal level, though 
the investigator should at least make their own diary notes. All level 2 or 3 
grievances should be documented. Also ascertain if there are independent 
witnesses or those who can corroborate the stance, should they be needed. 
 

4. In seeking a response, the investigator should consider whether it is 
necessary to specify or prescribe the information being sought, or whether it 
is appropriate to enable the person to respond to the grievance as they deem 
appropriate. The investigator should not allow or seek unrelated or 
consequential information during this process. (Should there be a 
consequence to the outcome, that should occur after the whole investigation 
and in consultation with the appropriate person, most likely the principal). 

 
5. This additional step should only be utilised where necessary in the process – 

consulting independent witnesses. Choosing this option decreases the 
likelihood of maintaining confidentiality during the process, but it may be 
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required to assist with making a determination where greater accuracy is 
required. 

 
6. Once a response has been sought, the investigator should consider the 

weight of evidence and make a determination. If it is not entirely clear, a 
decision made on the balance of probabilities is a reasonable approach. 

 
 

7. The outcome should be communicated to the person making the initial 
grievance as well as the person it was made about (source). Where there is 
any breach in the Staff Code of Conduct, the information is to be forwarded 
to the Principal for consideration. Only the Principal is enabled to take 
disciplinary action against staff. 

 
 
Other: 
It is important that the people involved are supported throughout the process by 
suspending judgement on the outcome, offering an appropriate support person to 
consult with or counsellor as needed (for members of staff) and dealing with in a 
timely manner with consideration for any key school events occurring at that 
particular time. 
 
 
 
 
 


