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TIKOKINO



NAG 3

TIKOKINO SCHOOL

PERSONNEL

PROCEDURE:   COMPLAINTS PROCEDURE
This procedure is designed to ensure that complaints are resolved in a manner that accords fair process to the complainant and persons complained about. It aims to achieve an outcome to complaints that is accepted by the parties involved, meets the Board’s commitment to community consultation, being a good employer, self review and the needs of the students.

It is envisaged that this procedure will see most complaints resolved without formally coming to the attention of the Board.

STEPS TO FOLLOW:

Step one

Any complaint should be made to the person it is directed at, where appropriate, and the staff member will be asked to attempt to resolve matters with the complainant. The staff member or the complainant may request the Principal / support person to assist in facilitating a resolution.

Step two

 If a satisfactory conclusion is not achieved the complainant may refer the complaint to the Principal. The Principal, or a person delegated by the Principal, will meet with the complainant to discuss the complaint and will discuss the complaint with the staff member to whom the complaint is directed at in an attempt to resolve the matter. The principal will take notes on the complaint and get them signed by the complainant. The Principal may advise the complainant to submit the complaint in writing to the Board if she / he believes that it is appropriate for the Board to consider the matter.

Step three
Should the Principal be unable to resolve the matter to the complainant’s satisfaction the complainant may send a written complaint, to the Board of Trustee Chairperson. The chairperson shall inform the Principal of the receipt of the complaint and have the complaint put on the agenda of the next Board meeting. The Chairperson may request that the complainant be more specific as to the nature of the complaint.

The Chairperson, in consultation with the Principal, may investigate to see if the matter can be resolved prior to being discussed by the Board. If the Chairperson is able to resolve the matter then the Board should be informed of the outcome. 

The Chairperson can seek the advice of NZSTA or an equivalent advice bureau.

The Board may refer written complaints to the Principal to resolve or investigate. The Principal shall report back to the Board with recommendations. 

The Board may decide to investigate and determine appropriate action itself or delegate the responsibility to a special committee of the Board.

Before determining action to take the Board should be prepared to seek advice, conduct an appropriate investigation and give matters due consideration.

If the complaint is related to alleged misconduct the staff member concerned will be advised of the right to representation and the Board shall comply with requirements of its disciplinary policy, the rules of natural justice and the relevant employment contract. Such matter should be conducted in the public excluded section of the Board meeting. 

Complaints against the board should come to the Board directly.

Step four

The result of any Board decision in relation to a complaint should be forwarded to the relevant parties in writing. A meeting may be required to explain the Board’s decision and to ensure that the parties accept that decision.

GUIDELINES:

1) The Board will ensure that complaints are dealt with at the appropriate level

2) Parents / caregivers / staff will be informed of the school procedure relating to the handling of complaints

3) All parties to the complaint should be involved in the resolution  where possible

4) The Principal’s role of manager and professional leader requires that the Principal will have a key role in complaint resolution. He / she will ensure that procedures are conducted in accordance with the Complaints Procedure.

5) The Principal will inform the Board Chairperson of complaints that are unable to be resolved satisfactorily or have potential disciplinary considerations. If the Chairperson and Principal are unable to resolve the matter, the Board will be informed. The Board will determine what further action to take, which may include further investigation. 

6) The requirements of employment contracts, natural justice and relevant legislation will be complied with.

7) Staff members must respect the authority of the Principal to make decisions on the administration and management of the school.

8) Complainants have the right to refer the complaint to Board of Trustees. The Board will only receive complaints in writing, signed by the complainant. Assistance will be given to complainants who have difficulty expressing their complaint in writing. 

9) Complaints to the Board will normally be accepted if the complainant has followed the earlier steps of the procedure and is not satisfied with the outcome or the matter is sufficiently serious to warrant the Board’s involvement as the first step.

     All written complaints are acknowledged, as having been received, to the    complainant.

10) The Board may refer written complaints to the Principal to resolve or investigate. The Principal shall report back to the Board with recommendations.

11) Potential disciplinary matters will be addressed in accordance with relevant disciplinary provisions

12) Complaints against the Principal, which are not resolved through discussions between complainant and the Principal shall be referred to the Board in writing.

13) Complaints against the Board, individual members or Board policy / actions shall be made to the Board Chairperson in writing.

14) Board members are to regard complaints against individuals made to the Board as confidential and shall express personal opinions on the matter. All business concerning the complaint and action resulting from it will be held “in committee”.

15) Board members with personal knowledge or a conflict of interest should exclude themselves from participating in the complaints procedure.

16) Where a complaint may have a potential disciplinary consequence for an employee they should be advised of their right to representation.

It is important that:

1) The problem is defined. A concise statement or the facts or circumstances of the complaint is made. Establish an agreement on the facts if possible.

2) The problem is owned. Establish respective responsibilities for actions to resolve the complaint e.g Principal’s role, staff member’s role, complainant’s role.

3) Reflection is carried out on possible courses of actions, including remedy and / or redress, strategies to prevent repetition of the situation and constructive alternative actions if the situation reoccurs.

4) Action is taken. Work for agreement between the parties. Work for acceptable remedy or redress. Evaluate action taken.

5) Record agreement on action and evaluation. Provide copies of agreements, where appropriate, to the complainant, staff member and Principal.

6) If agreement cannot be reached, the Principal should decide on action that is consistent with the appropriate school policy, job description and employment contract. This may include informing the chairperson and referring the matter to the Board for resolution.
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