Operational Policy 12 CONCERNS AND COMPLAINTS

Outcome Statement

All complaints, concerns and incidents are attended to promptly, respectfully and professionally and seek to bring
effective resolution to all parties concerned.
Scoping

In order to maintain a safe and comfortable environment for all students, staff and visitors, an accessible procedure
for handling complaints and grievances will be implemented and maintained to provide an open and fair way of
resolving issues and will comply with all relevant legislation.

Delegations

The Board delegates to the Principal full responsibility for ensuring processes are in place and operating effectively
and adequately. In the event of a complaint or grievance concerning the Principal, responsibility lies with the Board.

Expectations and Limitations

In complying with the policy, the Principal shall not fail to:
¢ Implement and maintain robust procedures to meet the policy requirements

e Ensure that the process for complaints or grievances is clearly communicated and posted on the school website (if
applicable)

e Ensure that the complainant has previously followed the school’s concerns and complaints procedure before escalating
to Board level.

Should the Board receive a complaint regarding the Principal or determine that any policy violation may have occurred,

the Board in the first instance will consider whether this may be dealt with in an informal manner (as per the employment

agreement provisions that apply to the Principal).

Where the Board considers the degree and seriousness of the concern or any violation sufficient to warrant initiating a
disciplinary or competency process, the Board shall seek the support and advice in the first instance from an NZSTA Adviser
to ensure due process is followed.

The Board shall advise its insurance agent of any complaint escalated to the board.

Once the dispute Resolution Scheme comes into effect, in the event that a serious dispute is not able to be resolved, the

Board shall advise the parent of their right to apply to the Chief Referee for the dispute to be resolved by a dispute
resolution panel.

Definitions e Social media and technology (internet protection,
Identification and reporting of child abuse and neglect photo storage)
e Four categories of abuse (emotional, physical, sexual and ¢ Parenthelp
neglect) e Visitors on site
e How to respond to suspected abuse or neglect e  External contractors
e How to respond to disclosures made by a child e Before and after-school programmes
e Recording a disclosure e Billeting
e Reporting suspected child abuse and neglect e Socialising with children

Confidentiality, information sharing and recording
Safety checking — safety checklist
Police vetting

e  Gifts and rewards

e Intimate care —toileting

Staff capability and professional development ¢ Application of medication and sunscreen

Safe at work practices Managing challenging behaviour and physical restraint
e  Physical contact with children policy and procedures

e Working one on one with children Allegations against staff

e Transporting children Staff induction

*  Overnight stays/camps ALSO see Complaints flow diagram in Appendix and

Checklist



Procedure for dealing with Concerns and Complaints

Your concern or problem involves a classroom matter, No Your concern or problem does not involve a No Your concern or problem has not been resolved
or a particular staff member. classroom matter or particular staff member, OR by visiting the staff member or the Principal, OR it
1 has not been resotved by visiting the staff member. involves the Principal or Board of Trustees.
Yes % ¥
2 You now have a complaint.
Write a note or phone the staff member concemned b
to make a suitable time to discuss the issue, Indicate 43
before the discussion what the concern is about. 2
Write anote or phone the Principal and make a
ol time to discuss the concem or problem. Indicate ; :
3 k before the discussion what the concern is about. Write to the Board of Trustees, via the chalrpefson, :
5 outlining your problem, concern or complaint in detail,
and the steps you have taken to remedy it. . .
Talk with the relevant staff member about the issue. Z. and all actions taken to date. The chairperson will
Be prepared to listen to their point of view. This may Y need to ensure the correct process has been followed
require more than | meeting, and/or involve the o before the board will consider and may direct you back
associate/deputy principal. to the staff member or principal,
Discuss with the Principal, be prepared to listen Include your name, signature and contact numbers,
E to their point of view also, and provide feedback to Your complaint will be acknowledged along with an
% ensure the problem s settled. expected timeframe for resolution.
Provide feedback to the staff member as to whether The c:ncem mz:y bleareferred ba:ik tothe St:ﬂ '
you were satisfied or not, to ensure the problem is member(s) particularly where this processhas not
settled been followed to date.
Issue resolved? N Issue resolved? N Exceptin exceptional circumstances the Board of
- - N9 - a Trustees will not acceptany complaint unlessit s in
4 i witing and a reasonable attempt has been made to
Yes ; & Yes resolve it through this process,
3 - Onge the board has considered and resolved the
- complaint, the board will endeavour to convene a
~ follow-up contact within t month.
COMPLAINT RECEIVED
i TOTHEBOT %, RECEIPT N
PRINCIPAL CHAIRPERSONIN % ACKNOWLEDGED
y. 7 WRITING 7 WITHIN 12 HRS
LRSS T B B R R
BOARD CHAIR INVESTIGATES y ::> WITHIN 7 DAYS of complaint receipt, contacts
- or appoints external investigator. e complainant in writing to advise of meeting.
Details tabled, discussion, and resolution sought.
Written record retained by both parties. NOTE:
Relevant professional codes of conduct must be
| followed. Outcome CONFIDENTIAL. If no
| resolution achieved, extemal professional
mediation sought.
: . e e
A ASOUTSOMEONEOR N\ reclithtnan
", ABOUT SOME IR N, TERED AND
/ SOMETHINGELSE 7 TOTHEPRINCPAL 5% L cKNOWIEDGED P
P WITHIN 12HRS
ST VAR R SRR S o OV S S
WITHIN 7 DAYS of complaint receipt, Principal
contacts complainant in writing to advise of
- meeting. Details tabled, discussion, and
| PRINCIPAL INVESTIGATES !::} resolution sought. Written record retained by
; ’ both parties. NOTE: Relevant professional codes
 of conduct must be followed if staff member
| involved. Outcome CONFIDENTIAL. f no
resolution achieved, matter referred to BOT
Chairperson.
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