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 Purpose of procedure 
 

Gov 23 outlines the Board’s policy on the handling of complaints; this procedure describes in detail 

how the policy will be implemented in situations where the Board is involved. 

 

 

 

 

 

Gov 23A COMPLAINTS PROCESS  
 

 
 

Note: In the interests of clarity, the school’s full complaints process 

is included in the attached flow chart. The Board should be clear, 

however, that the first stage of the process is managed by the 

Principal, and that the Board has direct responsibility only for the 

second stage of the process.  
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Stage One: Staff & Principal Process 

 
 

Parent or caregiver has a concern or grievance about 
something happening at the school. 

Concern relates directly to the child’s well-
being or achievement, in the classroom or 

playground. 

Parent or caregiver requests (or is 
invited to) an appointment with child’s 

teacher. 
 

Issue discussed with teacher. 

Matter resolved to both parties’ 
satisfaction: either concluded or an 
understanding in place for future action, 
within a defined time. 

Matter unresolved or has re-surfaced. 

Parent or caregiver requests (or is invited to) an 
appointment with Principal. 

 

Issue discussed with Principal. 

Matter resolved to both parties’ 
satisfaction: either concluded or an 
understanding in place for future action, 
within a defined time. 

Matter unresolved or has re-surfaced. 

Parent or caregiver puts complaint in writing and addressed to the Chair of 
the Board of Trustees. 

 
 

Matter is something parent is not comfortable 
discussing with the child’s class teacher, or 
relates to a school-wide issue. 

After an agreed period of time, 
concern still exists. 

After an agreed period of time, 
concern still exists. 



 

WAIHOPAI SCHOOL GOVERNANCE MANUAL  PART H:  GOVERNANCE POLICIES & PROCEDURES 

  

File:  GMH.Gov23A Complaints Process  Last Updated:11/8/2011 3:36:00 PM 

Stage Two: Board of Trustees Process 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Letter received by Board Chair.  
 
Chair determines what action is most appropriate from here (e.g. referral back to Principal, referral 
to Board, or no further action). 
 
Letter of complaint is acknowledged by Chair, and complainant is advised of the action proposed. 

Chair determines if letter of complaint needs to be addressed in public excluded session, and 
acts accordingly. 
 

Letter is tabled at Board meeting. Board determines if additional information or investigation is 
required, and decides whether to deal with matter as a whole, or to delegate to an individual or 

committee to investigate and make a recommendation to the Board. 
 

The Board may seek outside advice from NZSTA or elsewhere, as appropriate. 

The Board or Committee collects such information as required and may hold a meeting 
to invite the parties involved to speak to their complaint or answer questions. 

 
The Board/Committee then considers the information and formulates its decision or 

recommendation. 

Board makes resolution as to how complaint will be responded to and what 
action will be taken. 

The Board’s response is communicated in writing to the parties to the 
complaint. 

 

(This may be either publicly or confidentially, depending on the case). 

Any of the parties involved may request the Board to reconsider its 
decision – however normally for such a reconsideration to take 

place, new information that would have been relevant to the 
Board’s deliberations must be produced. 

If Chair determines that referral to the Board is appropriate, letter becomes part of 
correspondence to be dealt with at the next Board meeting. 


