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 One of the most important but least liked responsibilities  

of principals, administrators and teachers is to  

handle parentsõ complaints and grievances.  

 

No one wants to deal with conflicts and complaints but  

they are a part of the schoolsõ realities and have to be  

dealt with before they become a major challenge.  

I. INTRODUCTION  



 
È Parents entrust their most valuable children to the school and 

want to be sure the school is doing the best for their children. 
 

È The school staff claims that they are the educators, they know 
the best and get offended when parents suggest anything. 
 

È The school administrators and teachers are educators and 
they know how to educate children; however, parents know 
their children best.  
 

 IT IS NOT POWER STRUGGLE;  
WE ARE BUILDING A PARTNERSHIP FOR THE 

BENEFIT OF OUR CHILDREN  
 



È Building trusting relationships is central to the 
principalõs role. 

 

È One important role of the principal is identifying, 
analyzing and solving problems that  occur in 
schools.  

 

È The skill of understanding and managing the 
problem solving process is the key to success for the 
principal.   



Some of todayõs parents are: 

1. Less respectful of authority  

2. More educated about schools 

3. Overly concerned about the quality of 
education 

4. Disengaged and absent 

5. Feeling stressed and guilty 

6. Overly protective  

7. Defensive and confrontational  

 

 



È Todayõs parents donõt respect the authority, 
rather, they question the authority.  

 

È Dealing with parents who lack respect for 
school authority means that before we can 
move to solving the problem, we must first 
establish rapport. 



È Todayõs parents are much more educated about 
schools. 

  
È The shelves of libraries and book stores are full of 

books giving parents the inside track in choosing 
the best schools and teachers for their children. 

  
È Parents are advised about how to lobby assertively 
for their childõs education. The books are full of 
suggestions: 

     òDonõt be intimidated by your childõs teacheró 
      òDonõt be afraid of the principaló 



È Todayõs parents are filled with negative information 
about òfailing schoolsó by the media.  
 

È Parents are fearful that that their children wonõt be able 
to measure up because the schools are failing to provide 
basic skills, discipline and values. 
 

È Parents who see education as the answer to a better 
future for their children are concerned that watered -
down curricula, lack of standards and lack of discipline 
will deprive  their children of the skills they need to 
succeed in life. 

 



 

È Most of the time, the parents who you need to speak to 
the most are the parents who never respond. You call 
home, leave messages on voicemail, but you never hear 
back from them. 

 
È Thereõs not much you can do other than send a letter 

home in the mail in case phone messages are being 
deleted. Keep a copy of this letter in your records.  
 

È Unfortunately, parents are under no obligation to speak 
or meet with you, and the best you can do is advocate for 
these students yourself. 

 
 
 
 



È Many of todayõs parents lead very complicated lives 
filled with demanding jobs, daily planners, cell 
phones, and nannies. 

 

È They rarely find 30 minutes of quality times for their 
children.  

 

È These parents want educators who can handle all of 
their childrenõs problems at school. 



 
È All parents should be advocates for their children, but 

not to the point where they enable the student to get 
away with minimal effort for maximum credit.  
 

È The overly protective parent will argue that the student 
has difficulty being responsible, and therefore the teacher 
should help take over the studentõs responsibilities.  
 

È These parent insists that the teacher should write the 
homework in the studentõs agenda or give less 
homework.  
 

È The overly protective parent focuses on the student's 
final grade and not the learning process. 
 



È There are some parents who defend their children's 
devious actions, deny their children have any wrong -
doing, and imply the problem is you.  

 
È Be sure to discuss specific observations of behavior, 

and let parents draw their own conclusions.  
  
È Also, be sure to refer to your rules and grading as 
òpolicies.ó Use fairness to your advantage, and 
explain that you can't make exceptions since it would 
not be fair to your other students.  
 
 



1. Failure to communicate 

 

2. Always defending the teachers 

 

3. Breaking promises 

 

4. Labeling parents 

 

5. Defensiveness 

 

6. Educational jargon 

 

7. Intimidation, control, power and blame  

 

8. Lack of respect for parents and children 

 

9. Dishonesty 

 

10. Unwillingness to admit mistakes and apologize  

 

11. Failure to give parents credit for understanding their children  

 

12. Unprofessionalism  

 



È This is the number one reason why parents are 
upset with the school. 

 

È Making major changes without giving parents 
notice makes them upset. 

 

È Although parent forums, newsletters, advisory 
councils and opinion polls take a lot of time and 
energy, the information sharing and discussion can 
defuse anger, lessen rumors and remove 
misconceptions. 



È Always defending the teachers without even hearing 
the issue from the parentsõ perspective makes  
parents upset. 

 

È Many teachers feel that their administratorõs first 
responsibility is to back them up, no matter what 
they do. 

 

È The administrator needs to be fair and just with both 
parents and the teacher.  
 

 



È Parents get really upset if you say youõll do 
something about the problem and do nothing.  

 

È Promising to call a parent back but not calling 
makes parents angry. 

 

È It is extremely important to let parents know 
that you will investigate the complaint and 
inform the parents in 48 hours and never fail to 
call. 



È Putting labels on parents because of their 
backgrounds, cultures and social status makes 
parents upset. 

 

È Donõt assume the child is having a problem because 
he/she comes from a single-parent home. 

 

È We need to understand parents no matter what 
background they come from.  

 

 



È Getting defensive whenever a parent questions 
our actions or motives is a natural, but unwise 
reaction. 

 

È When we get defensive, we appear guilty, 
dishonest and unprofessional.  

 

È These behaviors will surely escalate and only 
serve  to inflame a parent who only wanted 
answers or explanations. 



È Our inability as educators to explain what we 
are doing and why in a language parents can 
understand makes them angry. 

 

È Unless we do a better job of communicating in 
plain language, any efforts to bring changes in 
improving education will fail.  



 There are many subtle ways to intimidate  parents, most are 
unintentional but damaging:  

 
È Sending notices of meetings without checking parentsõ availability 
 
È Not telling them what the meeting is all about  
 
È Sometimes administrators use sarcastic, demeaning language 
 
È Sometimes administrators tell parents instead of asking them 
 
È Sometimes administrators accuse parents instead of listening to 

them 



 

È Administrators are sometimes accused of 
treating parents who are educationally or 
economically disadvantaged without respect.  

 

È Whether this is true or a perception, that makes 
parents angry. 


