COMPLAINTS (STAFF) - POLICY AND PROCEDURES
Principles and Scriptural Context

Bethania Lutheran School is Christ-centred and needs to keep in mind the goals of its community. If conflicts arise they need to be dealt with in a spirit of loving servant-hood. Conflicts should be dealt with in relation to the principles of a functioning Christian community. (See Matt. 18:15, 1 Cor 12, Eph 4, Rom 12). In any organisation conflict of a personal or professional nature may arise. Staff need at all times to seek to resolve conflict at the lowest level possible and not contribute to it by gossip.

For a Christian community to function well, all members must actively work together for the common good (Paul’s analogy of the church as a human body). The functions and gifts of each member will vary but the desire to work for the good of the community is the same. The respect and status of an individual is not determined by their particular gifts, or by their position in the school. Responsibilities are to be carried out in love and forgiveness so that the community is built up. No one is exempt.

General Statement

Bethania Lutheran School should at all times seek to create harmony and to avoid destructive conflict. The Christian atmosphere of the school community should be such that all feel safe to express their point of view openly and honestly, and in a spirit of love.

It is essential that before the airing of a complaint begins all parties participating in the discussions must first have familiarised themselves with the  Complaints Handling Policy and Procedures set out in Annexure D of the Queensland Lutheran Schools Single Enterprise Agreement 2013 (“Complaints Handling Policy and Procedures”) in particular, its principles and considerations.

It is recognized that individuals in the school community are at different stages in their faith journeys and that this could affect their readiness and/or willingness to engage in prayer throughout the procedural steps.

The objective of the Complaints (Staff) – Policy and Procedures is to provide a framework and set of guidelines to support the raising of a concern involving staff and the means of achieving a final resolution. The process encourages informal resolution of a complaint between all parties concerned - parents, staff and students - but also provides a structured, formal channel should it be required.
What Is a Complaint?

Where an action or decision is considered to be unfair or inappropriate, there is the right to raise a complaint and have it considered seriously.

The Complaints Handling Policy and Procedures is intended to encompass any educational, behavioural, or school environment issues that may involve members of staff.

General Guidelines

The process of raising and resolving a complaint, through both informal and formal procedures, should embody the following guidelines.

Potential conflict should be dealt with and discussed as early as possible and people be encouraged to put the best construction on things.

The focus needs to be on the issues, rather than the people.

Those involved in a conflict come together as God's people in prayer. Prayer, repentance and forgiveness set a basis for further discussion.

Ensure that the appropriate person represents the conflict. It is the responsibility of Christian community leaders to contain issues to the appropriate people, and to see that others understand this.

It must again be emphasised that there needs to be clarity as to the precise roles and responsibilities of people involved.

All input/contributions are to be listened to respectfully and attentively by others in the process - ie. participants in the process require a sense of 'having been heard'.

The School welcomes the airing of a complaint in a responsible and constructive

manner.

Specific Guidelines

In the event of an unresolved dispute, the following specific procedure shall be followed with the process ending at the point of resolution.

Resolution is aimed at achieving consensus or a working agreement.

Rules of absolute confidentiality apply at all steps.
Staff Complaints Handling Policy and Procedures (as per Annexure D of the Queensland Lutheran Schools Single Enterprise Agreement 2013)



PRAY (seek counsel from a colleague if needed)


Check you have all the facts available



Issue settled 
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        PRAY

At a mutually convenient time, and if possible and appropriate, meet with the person(s) concerned and discuss. Document as per the Complaints Handling Policy and Procedures (Level 1)


                           Agreed resolution


OR

Agree to disagree
PRAY                                                                             (
\



If possible and appropriate, both parties meet with a neutral third party 
Document the issue as per the Complaints Handling Policy and Procedures (Level 2).

Agree on outcomes and monitoring

Agreed Resolution
OR

Agree to disagree

(
PRAY

Activate Formal Process
Document the issue as per the Complaints
Handling Policy and Procedures (Level 3).

Assessment, determination and monitoring

Have a concern?





      Still concerned?





Not  possible/ appropriate or issue still not resolved?





Not  possible/ appropriate or issue still not resolved?
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