Concerns and Complaints

This policy provides staff members, parents/caregivers, and the wider
school community with clear guidelines for raising and resolving concerns and complaints.

We encourage open communication and prefer that you come to us to talk through any issues
rather than discussing them in the community.

We have procedures in place to ensure that complaints and concerns are handled
appropriately. Our procedures enable us to:

®* maintain a safe environment for our students and staff

* treat all people fairly, transparently, and with dignity and respect

* resolve matters of concern early, if possible

* respond to feedback and concerns constructively

* deal with complaints fairly, effectively, and in a timely manner

* take into account individual circumstances

* maintain confidentiality

* preserve and enhance school and community relationships

* monitor and record complaints and concerns about student safety and wellbeing.
Most concerns can be resolved informally through discussions with the people concerned. See

Guidelines for Raising Concerns. The school also has a procedure for making a formal
complaint if informal discussion doesn't resolve the issue.

For complaints concerning harassment, see Harassment. For allegations of theft or fraud, see
Theft and Fraud Prevention. School employees needing to make a protected disclosure, see
Protected Disclosure.

We will be able to manage your concerns and complaints more effectively if you raise them
with us promptly.

Complaints about events that occurred more than three months earlier, do not involve you or
your children, or which have been made anonymously, will not usually be formally
investigated.

SchoolDocs appreciates the guidance of Fiona McMillan (fiona.mcmillan@al.nz) from Anderson Lloyd, and David Beck (david@sblaw.nz) of SB Law
incorporating RA Fraser & Associates, who have separately reviewed the changes we made to the Complaints section as a result of our three yearly
review.

We recommend boards of trustees seek legal advice at the earliest stages of any serious complaint to ensure the correct process is followed.

Legislation

e Employment Relations Act 2000

Release history: Term 1 2019, December 2015, 29 November 2014, 10 January 2013, 30
March 2010



P11 5200j00Y3S @ bLAdO)
'sainpado.d pue Adjjod sjuie|dwo) pue suisauo) s,[00yds Yl UM suSije Leysmojy siyl

Nwmwooa Ay} MOJ|0} mzj

"NOA 0} SjUM |[Im pJeoq
1o jedpuud ay) ‘paajosal
pUE paiapisuod usaq
sey juie|dwod ay} 8duQ

Jediounid 10 Jaquiaw
Jels ay) 01 xoeq
pajoaap 8q Aew NOA
‘pamoj|o} udaq
sey §s200.d 1981109 .—

au) pue Bupum ug
S1 )1 sso|un paydasoe

= H.oc [0 S0 Suinuuelap pue ieidwos
B ‘S20UBISWNOIID 5 BULIBPISUCD 10}
leuondaoxe sse004d sjureidwo?) [euLioy
aJe 919U} SSaUN U} SMOJ|0} |00YDS BY |

< 23 J P

‘uonebpsaauy
a)jeudo.idde ayy

'uofinjose. 1oy sweyawn) pajoadxe
ue ypm Guoje pabpsjmouoe aq |pm Juleidwos Ino A

L

-9jeudoidde se ‘Jieyo
p.eoq Ayndap Jo 'yeyo pieoq ‘jediouud sy 0} puss

‘s|ielsp
JOBIUOD pue ‘ainjeubis ‘awieu JnoA apnjou| ‘ajep
0} 8NSSI B} SA|0SaJ 0] USHE] SUOIJOR BY) PUE ‘|IB18p
ul wsjqoud ayy Buiuigno ‘Bunum vy uieidwos ayy Ing

*

Juiejdwod {euLIoy B 9YEW UBD NOA

"Jaquisw pieaq e Jo [ediouud 8y} SSAI0AUI HO

SNOLISS 210W S| UI82U09 INoA YO

sdajs snonaud
AqQ panjosal usaq | ON SBY 8Nnssijuiaduod JNoA

palinbal uonoe Jaypny oN

¢ PAAjOSal anss| 9y} S|

L]

"UoIIN|OSaL BYJ YUM Isisse
0} pawiasuod suosiad Aue aAjoaul Aew [ediound ay )

1t

"anssi aL) Uuo }oeqpas) apinoad
PUB ‘MalA Jo sjulod Jualayip 0] ua)sl| 0} pasedaid og

*‘anssi 8y} ssNasip
pue Juawabeuew Jojuas Jo [ediduud ay) yum Jeop

1t

-wesald uosiad poddns
B 9ARY 0] UYSImM NOA 1 SSIADY "}l ApSLIal 0} UaXe) usaq
Apealle aAeY jey; sdajs sy} PUE ‘INOGE S| WISJU0D 3l
JeyMm a1ed|pu| “JajjEwW sy} SSNosip 0} awl e abuele o}
uawabeuew Jojuss o ediduud sy} Yum 101U SXB

"pauUIaouod
uosiad ay) yoeoidde 0] ysim J0U Op NOA YO

Jagquaw
4eis Jo Juapnjs Jejnolued B aAjoAul | ON S20P HO

paulaouod uosiad sy yum
Bunasw Aq paAjosal usaq J0u Sey NSS)UIBOUOD INOA

saA

ON

¢ POAI0SSl BNSSI BY) S|

1

‘paAjosal Jou
S| NSS! 3Y) J JO ‘SWOINO SY} YIIM PaysIies aiem nok
Jsyjoym 0) Se JaquIaLL JelS aY) 0} YOBqpPaa) apIro.d

1t

"uswabeusw
JOIUSS 9AJOAU| Jo/pue Bunasw Jayioue aainbal Aew
Siy| "maA Jo sjulod Juasaylp 0) uajsy| 0y pasedaid ag

*uonnjosal
B SPJEMO) 3JOM 0} A1) "SNss| ay) SSNISIP PUE J9o)y

1t

"Jayoea] SJuSpN)s AU} JOBJUOD ‘JUSpN)s
B JN0QE S| LWIAJUOD 3y} J| INOGE SI J JeUM pueyaloseq
Buneosipu) ‘AjajeAld Japew ay) ssnosip 0} awwn
e abue.lse 0] psusasuod uossad ay) UM 19B)UOD aXB

"JoquIaW YE)s B JO JUapN]S Jejndjued B SSAI0AUl O

aInjeu ul [eiausb s| anssi/uIaouod JNOA

"PSuJzdU0D 3(doad Y3 Yum suoissnasip AQ Ajlewogul panjosal 9q U SUIIIUOD ISOA

SS920.d m“_.C_m_QEOU pue suiaduon)



