
 

 

 

Complaints Procedure 

Purpose of the Procedure 
 
The purpose of the procedure is to outline the process for receiving and handling 
complaints.  
 
All complaints will be confidential. 
 
1. A person with a concern will generally approach the person directly involved and 

raise the issue.  Board of Trustees parties should endeavour to find a reasonable 
solution at this stage. 

2. If the matter concerns a child, the caregiver is encouraged to first approach to the 
staff member concerned.  

3. If the issue is not settled, it is inappropriate to approach the employee, or the 
complainant does not feel comfortable approaching the staff member the matter 
should be taken to the Senior Teacher /or Principal. 

4. The Principal / Senior Teacher will investigate the complaint and endeavour to find a 
reasonable solution. Before considering the complaint, the Principal/Senior Teacher 
may ask for the complaint to be in writing with any supporting documentation.  

5. A complaint concerning the Principal will, if appropriate, be taken in the first instance 
to the Principal. If not appropriate, the complaint should be addressed to the Board 
of Trustees Chairperson. 

6. A complaint concerning a Board member will, if appropriate, be taken in the first 
instance to the Chairperson. 

7. A written signed record of the complaint will be required (the complaint may be 
given verbally, but will be documented, and the complainant ask to sign the 
complaint as confirmation of the complaint made). 

8. If the complainant is not satisfied with the handling of the complaint, it will be 
referred to the Board of Trustees in writing, addressed to the Chair. 



 

 

9. Outside agencies will be asked for advice in any situation where the Board is unsure 
as to how to resolve the situation. 

10. The complainant shall be informed of the outcomes by the Principal or Chair of 
the Board. 

11. The receipt of all written complaints must be acknowledged in writing. 
Complaints should be signed.  

12. Any complaints, discipline or competency issues regarding employees will be 
dealt with, where appropriate, under the relevant employment contract with 
guidance from an NZSTA Industrial/Personnel adviser. 

 

Complaints to the Board of Trustees  
 
Procedures for dealing with complaints to the Board will be decided by the Board as 
may be appropriate in each case. In general terms where the Board as a whole or the 
Chairperson of the Board received a complaint, 
  

• Receipt of the complaint shall be acknowledged in writing 

• The Board may delegate the task of investigating the complaint to either the 
Principal or establish a Board Sub Committee.  

• The investigating person or subcommittee reports back to full Board at a 
following meeting with possible recommendations for discussion 

• The Board of Trustees makes a final decision on recommendations. 
• The decision of Board is reported back to the complainant. 

 
The Boards decision will be final. 
 
The following principles shall guide the investigation of any complaint: 
 

• Natural Justice will be followed and is defined as the obligation to act fairly and 
reasonably as per the New Zealand Bill of Rights Act 1990 (NZBORA).  

• Each person’s explanation will be heard fairly, completely and without prejudice. 
• Any person directly involved or with a vested interest in the complaint shall not 

be included in the final determination. 


