[image: image1.png]Longburn School






Longburn School
COMPLAINTS – 3.03
RATIONALE

Complaints can emerge from many quarters: students, staff, parents, and even members of the public. They could be about students, staff, the board, the school policies, or school events.  

When complaints arrive they must be handled with care and sensitivity - and promptly. Every effort should be made to understand and resolve concerns.
The complaint should be dealt with at the lowest possible level.  

OBJECTIVES

· The Board of Trustees wants to ensure that any complaints are dealt with as quickly as possible in accordance with procedures that are equitable, fair and sensitive to all parties.

· The Board of Trustees is committed to mediation as the best means of resolving complaints.

· All unresolved or major disputes are to be resolved under New Zealand law, within New Zealand.

GUIDELINES

· The school community will be informed at the start of each school year of the procedure relating to dealing with complaints.

· The Principal will have a key role in complaint resolution, and will ensure that the Boards written procedures for managing complaints are followed.

· The Principal will inform the Board Chairperson of complaints that are unable to be resolved satisfactorily or have disciplinary considerations.  If the matter is still unresolved it should be put in writing to be submitted via the Chairperson to the Board of Trustee’s.

· The requirements of employment contracts, natural justice and relevant legislation will be complied with 

Complaints against staff:

In the first instance, members of the community are encouraged to raise issues of concern directly with the member of staff (including the Principal) in an attempt to resolve the complaint to their mutual satisfaction. If the matter cannot be resolved, then the subsequent steps are to be followed.

     
Complaints against the Principal should be made to the Chairperson of the Board of Trustees.

      
Complaints against other members of the staff should be made to the Principal.

      
A complainant has the right to submit a formal written complaint to the Board of Trustees.
A formal written complaint against staff (other than the Principal) which is submitted directly to the Board of Trustees, will be immediately re-directed to the Principal who will, in the first instance, attempt to resolve the complaint.

Procedures, as outlined in the relevant Employee's Contract or Education Act, will be followed for any formal written complaints submitted to the Board of Trustees.

In all cases, a record of the complaint, process and resolution, must be made by the staff member, Principal or Board of Trustees, as appropriate.

 Complaints against a Member of the Board of Trustees:

In the first instance, members of the community are encouraged to raise issues of concern directly with a Member of Board in an attempt to resolve the complaint to their mutual satisfaction. If the matter cannot be resolved, then the subsequent steps are to be followed.

Complaints against any Board of Trustees’ Member should be submitted to the Board of Trustees in writing. The Board of Trustees (excluding the Member) will attempt to resolve the complaint with the Member and the complainant.

Should the complaint not be resolved, the complainant may refer the matter to the Ministry of Education or the Education Review Office.

Review Date:  

Adopted by the Board:

Signed
___________________________

Date
_____________


          Chairperson
 Procedure for  Formal Written Complaints 

	Letter of complaint is acknowledged within 7 working days of its receipt and the complainant advised of the next steps in the Board process.  The letter will be tabled as inwards correspondence that will be dealt with ‘in committee’.  Protected disclosures will be dealt with as per Protected Disclosure Act 1 Jan 2001.

	


	Letter is tabled at the Board of Trustees monthly meeting (in committee). The Board decides whether to deal with the matter as a whole or appoint a committee to investigate and recommend to the Board.  For any complaints of a disciplinary nature the board will use the appropriate collective agreement.

	


	At the meeting of the Board/Committee, the parties may be invited to speak to their complaint or answer questions. The Board/Committee considers the evidence and/or information and comes to a decision about a recommendation.

	


	Depending on the delegated powers of the Committee, either they or the Board as a whole come to a resolution as to how the Board will respond and/or what action will be taken.

	


	The Boards response/advice/report is communicated to the parties of the complaint in writing.

	


	Any parties may request the Board to reconsider their decision. However, normally for such a reconsideration to take place new information that would be relevant to the Boards deliberations must be produced.


Longburn School
CONCERNS AND COMPLAINTS

	When you have a concern or complaint it should first be addressed with the person concerned. If not resolved move on to step 2.

	


	If the concern or complaint is not resolved with the person concerned then it may be referred to the Principal to assist with resolution


If concern/complaint is not resolved at an informal level then it should be placed in writing and submitted to the Board Chairperson, for submission to the Board of Trustee’s. It now becomes a formal complaint.
Once the complaint has been received in writing it will be processed in the following way:

a) An acknowledgement of said complaint will be sent within seven working days of receipt of the letter, including the date that the Board will meet to discuss the issue of concern.

b) Assurance will be given that the complaint will be dealt with confidentially 

c) All reasonable effort will be made to resolve the complaint within seven days of the next Board meeting. 


