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GRIEVANCE FOR PARENTS & COMMUNITY 
Policy and Procedure 
 
 
Due to our human nature, grievances may arise from misunderstandings or differences of 
perception, or deliberate action.  
 
A healthy College community culture is one in which there is a priority on maintaining 
positive relationships, collaborating for improvement, and speaking the truth with love. To 
this end, no one should approach others in a spirit of anger or emotion. ‘Cool off’ time 
may be needed to allow calm discussion of the issues and to avoid further grievances 
being caused. 
 
At MNCC we use the principles developed by Peacewise in dealing with grievances, 
which see conflict as an opportunity for growth. 
http://www.peacewise.org.au/get-help-with-conflict-2/peacemaking-principles 
  
We also follow the counsel of Jesus. In Matthew 18:15-16, Jesus gives His formula for 
solving person-to-person problems. The following are the words of Jesus: 
 

“If another believer sins against you, go privately and point out the offense. If the 
other person listens and confesses it, you have won that person back. But if you 
are unsuccessful, take one or two others with you and go back again, so that 
everything you say may be confirmed by two or three witnesses. (Matthew 18:15–
16 NLT-SE) 

 
In this formula, four important ground rules are established: 
 

1. Keep the matter confidential. The pattern of sharing the problem only  
with those directly involved establishes the principle of confidentiality. The Bible has 
much to say about those who gossip or malign others with their words. Here is one 
example: “A troublemaker plants seeds of strife; gossip separates the best of 
friends.” (Proverbs 16:28 NLT) 

 
2.   Keep the circle small. “If another believer sins against you, go privately and 
point out the offense.”  The first step and most often the only step needed in solving a 
person-to-person problem is for one of the two people involved to initiate face to face 
dialogue. Most problems are-solved at the two person level. 

 
3.   Be straightforward. "… point out the offense " Jesus tells us to be forthright and 
to love honestly.  Restoration and improvement can only come when the issues are 
lovingly yet clearly presented.  

 
4.   Be forgiving.  “If the other person listens and confesses it, you have won that 
person back.” Once the matter is resolved we should wholeheartedly forgive and 
restore the person whose fault has offended us.  
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Steps to follow if you have a grievance: 
 
Step 1:  Evidence Check  
1) Decide whether the issue needs action.  

a) Pray, and discern what the path of integrity is in this matter.  
b) Write down the issue and the evidence to support the claim. Read it back and 

check it is legitimate. Reflect on whether you may need to apologise for your part 
in the matter. Check whether your emotions are clouding your judgement. 

c) (Optional) Talk to a trusted friend, and ask them to pray with you, assist you to 
gain perspective, or select the best way forward. 

d) If it is a first instance, you may decide to overlook it. If a pattern is beginning to 
form, it requires different action. To take no action is to choose to overlook, and 
should not be an excuse to avoid confrontation or to save up with a list of other 
offences for future action.  

 
Step 2:  Informal Process  
2) Talk to the person with whom the issue exists without leaving a long delay between 

the incident and your speaking to them. “Do not let the sun go down on your anger” 
(Eph 4:25-27).  
a) Ask for a meeting, and explain what the nature of the matter is. Keep in mind they 

may have no idea about the issue at this stage.  
b) Remember to speak the truth with love (Eph 4:15) and try to also bring a solution 

or suggestion rather than just a criticism / complaint.  
c) The ideal outcome is that each party acknowledge their wrongdoing, make 

appropriate apology, and provide reciprocal forgiveness.  
d) If the issue is able to be resolved, proceed to Step 7 Resolution.  
e) If all parties are not satisfied with the outcome, proceed to Step 3 for mediation.  

 
Step 3:  Formal Process-Mediation  
3) If the issue remains unresolved, inform the other party that you are not satisfied, and 

arrange a meeting with an appropriate member of College Leadership.  
a) The ELT (Educational Leadership Team) will be advised that a formal process has 

commenced.  
b) If the matter is with the Principal, another member of Leadership will be appointed 

by ELT to mediate in the matter.  
c) Provide a written statement of why you believe the matter has not been resolved, 

and copies of any evidence you feel to be relevant. 
d) The mediator will gather evidence, and will expect to speak to others who may 

have evidence relevant to the matter. They will seek to bring reconciliation  
e) If the issue is able to be resolved, proceed to Step 7 Resolution.  
f) If all parties are not satisfied with the outcome, proceed to Step 4 - Determination. 

 
Step 4:  Determination 
4) If the issue remains unresolved, inform the mediator that you are not satisfied, and 

the matter will be escalated.  
a) The Board will be advised at this point. 
b) The matter will be progressed to the Principal 
c) If the grievance is with the Principal, due to conflict of interest protocols step 5 is 

skipped. The mediator will refer the matter to the College Board - Step 6. 
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Step 5:  Formal Process - Escalation  
5) The Principal will review the process and evidence to date, and seek to find a 

mutually agreeable resolution pathway.  
a) The Principal will make decisions in keeping with principles of natural justice and 

applicable legal principles, and typically seek advice from CEN, AISSA and other 
key sources. 

b) If the matter is able to be resolved, proceed to Step 7 Resolution.  
c) If all parties are not satisfied with the outcome, the Principal will refer the matter to 

the Board along with all evidence and procedural records. 
 

Step 6:  Board Formal Process  
6) After step 5, the matter may be referred to the College Board. All written evidence 

from previous steps will be compiled and forwarded to the Board Secretary.  
a) It is never appropriate to discuss the matter with individual Board members unless 

as part of a Board initiated process.  
b) The Board members will review the evidence and make decisions about next 

steps at the next properly constituted Board meeting. 
c) If the matter is able to be resolved, proceed to Step 7 Resolution 

 
If the matter is still unresolved at this point it is extremely serious, and it is likely to require 
an external process / agency intervention. 

 
Step 7: Restoration 
The most important aspect of the policy is the principle of restoration, using 

processes that resolve conflict, repair damaged relationships, and seek 
forgiveness. 

 
“Be alert. If you see your friend going wrong, correct him. If he responds, forgive him. 
Even if it’s personal against you and repeated seven times through the day, and 
seven times he says, ‘I’m sorry, I won’t do it again,’ forgive him.” (Luke 17:3–4 MSG) 

 
The aim is to use fair and impartial processes to identify causes, and achieve shared 
understandings against College Principles. 
 
In resolving matters, the following outcomes are desirable: 
  
Making Amends 

• Take responsibility for your part in the grievance 
• Make sincere apology for those things. 
• Accept apologies made, and commit to forgiving. 
• Restore any damaged goods, or damaged reputation e.g. issuing a public 

apology, or paying for broken items. 
 
Goal Setting 

• Identify what each party will do differently from here on 
• Agree on what boundaries will help the resolution afterwards. 
• Commit to not bringing this up, or spreading it as slander. 
• Make personal changes where necessary 

 
For matters where other members of the community have awareness of the grievance, a 
resolution statement may be provided if agreed to by all parties, which will be provided 
within reasonable bounds of confidentiality and ‘need to know 
 
END OF POLICY 


