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This document is a summary of the full Complaint’s Procedure. The full document is available in the school office.
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A. Purposes

To ensure that Goldfields School responds to complaints in a fair and consistent manner, parents, staff, and
students must feel confident that if they have a legitimate complaint, a procedure s in place which enables it
to be fairly examined and a suitable resolution found as quickly as passible

To provide allinvolved with information and feedback when conduct or performance is in question

To provide personnel with an opportunity to correct behaviour or improve performance

B. Complaints
1. Broad Guidelines

a. The provisions of the appropriate employment contract will be recognised in any interaction with staff

b, Privacy Act principles apply in all complaints received. Complaints wil be dealt with in confidence.
Confidential aspects of any action taken will not be divulged to the person making the complaint or to
any other inappropriate person(s). Where an investigating committee is formed, information
confidential to that committee will not be divulged to any wider group

¢ Complaints wil be received by the principal or through the Board of Trustees

d. Complaints concerning the principal will be handled by the Chairperson of Goldfields School Board of
Trustees and with either a sub-committee of the Board or the full Board investigating and reporting on
the complaint therein

€. Documentation of complaints and any disciplinary or remedial measures is essential

£ The principal will report to the Board on resolution, of and action on complaints. In the case on non-
resolution of complaints where disciplinary action is involved, the Board of Trustees, as employing
authority, willtake such action as is deemed necessary

g The Board will seek advisement from and follow the guidance of the NZTSA representatives in all
matters of complaint.

h.In all complaints and disciplinary cases, a distinction will be made between unsatisfactory

performance, and unacceptable behaviour
i) Unsatisfactory performance is described as poor quality, quantity, or cost effectiveness of
the employee's work
ii) Unacceptable behaviour is described as a breach of the Code of Conduct governing
standards of conduct

Rules of natural justice will apply in all procedures
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2.

Complaints Process

aInall cases, if possible, concems or queries should be raised directly with the person concerned
b. Ifissues remain unresolved then the matter should be raised with the Syndicate leader and then the
Principal.
¢ The Principal must ahways be informed of any complaints from family / whanau, other staff members,
or the general public
) If the complaint is direct to a classroom teacher or ofher member of staff, the staff
member will nform the Syndicate Leader who willinform the Principal.
i) If the matter is not resolved then the Principal will discuss vith the staff member
concened, the substance of the complaint in an effor to resolve it
i) Ifthe matter s stll inesolved, the Board Chair should be informed
4. Where matters are referred to the Board Chair, he or she will decide on what further action to take
bearing in mind
i) The need to deal with the matter in a way most liely to lead to an outcome fair and acceptable to
all parties concemed
i) The need to inform the Board of matters for which it has direct responsibilty
ii) The need to see school management matters wherever possible resolved within the school

Serious Complaints Process

a. Inthe event of serous complaints, the Principal willinform the Board of Trustees
b, Anyone making a serious complaint or having a serious concern is requested to give it in witing or if
unable to do so, the Principal or Board member receiving the complaint will record the salient points in
writing
c Ifthe complaint is against a staff member, the Principal willinform the staff member concerned, giving
them a copy of the written complaint; advise them of union support available (if a union member) and
advise them they may bring a support person to any meetings. At this stage the Principal should also
seek the advice andlor support of NZSTA and inform the Board chair
This section applies to all complaints apart from those of child abuse, or alleged child abuse, or those
which, if proven may attract a criminal conviction. In these cases police and / or statutory agencies should
be contacted so they may investigate or give advice
d. The Principal or Board will investigate, with a report going to the staff member
e The staff member involved will be notified that if resolved by agreement of all parties, including the
complainant, a copy of the complaint and the Principals response, along with the staff members
response and a copy will be kept in the staff members personal file
£ Ifnot resolved, the matter will be referred to the Board of Trustees for further consideration
i) Changes in the staff members behaviour or practice may be suggested
ii) - Agreement will be recorded on remedial action and a record of agreement made
iij) For some complaints, outside remediation may be sought from organisations such as
NZSTA/ NZEI
g Ifthere is a case to answer then:
i) The employee must be advised of the right to seek representation
ii) The employee must be given the right to respond to the findings
iij) The employee should be given the opportunity to be heard by the Board
iv) The Board will need to consider the recommendation (i appropriate) and determine what
disciplinary action (if any) is appropriate
V) The Board must ensure objectivity and faimess





