
Sara Cohen Specialist School Procedure 

under NAGS 3: Personal & Employer Responsibility 

Complaints Procedure 

Rationale 

It is important that the school responds to complaints in a fair and consistent manner 

and provides members of the school community with procedures to follow. Outside 

agencies will be asked for advice in any situation where the Board is unsure how to 

resolve the issue in accordance with the relevant employment contracts, legislation 

and the schools code of conduct. 

 

Procedure Statement 

The procedure is to: 

1. Ensure consistency when dealing with complaints 

2. Deal with complaints in line with set procedures such as Collective 

Agreements (any relevant contract / agreement) 

3. Put in place corrective or disciplinary action where this is deemed appropriate 

4. Safeguard the rights of both complainants and of staff or students involved 

 

Policy Guidelines 

1. Complaints may be made in writing (by email or letter, signed and named) or 

in person in the first instance to the relevant Staff Member, Principal or Board 

Chairperson 

2. Documentation will be sorted in a complaints file which is held by the school in 

confidential storage 

3. Complaints of a serious nature should be directed to the Principal or Board 

Chairperson 

4. Other parties will be informed at the Principal’s or Board Chair’s discretion 

and appropriate action taken at that point as required 

5. In cases of complaint against the Principal which remains unresolved in the 

first instance, a formal written complaint may be made to the Board Chair or in 

person. (see Complaints against the Principal Procedure) 

6. Complainants are informed by the Principal or Board Chairperson of the 

outcomes of the complaint enquiry or hearing  

7. Where appropriate outside mediation may be sought from organisations such 

as STA, PPTA, NZEI, etc. 

8. In dealing with any complaint the school will act in accordance with the 

relevant conditions of any contract/agreement pertaining. 

9. In all cases the Board, in dealing with complaints, will act as a good employer 

10. Complaints will be treated in the strictest confidence by the school and all 

rights respected. Where necessary the school will assist with any language or 

cultural sensitivities. 

11. All employees against whom a complaint is made will be advised in writing of 

the nature of the complaint, the process of investigation and the availability of 

support 



12. The complaints procedure will be published to the school community at least 

once a year through the school newsletter. 
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Next review date:  April 2026 

 
 



At Sara Cohen School we believe in an open, transparent process conducted in good faith. This flowchart outlines the process for bringing a concern to the staff and board at our 

school. We encourage you to follow each step to resolution. 

Write a note or phone the 

staff member concerned to 

make a suitable time to 

discuss the issue. 

 Indicate before the discussion what 

 the concern is about. 

 
Talk with the relevant staff member about 

the issue. Be prepared to listen to their 

point of view. (This may require more than 1 

meeting and/or involve the Principal

 

START     

HERE 

Your CONCERN or problem 

involves a classroom matter, or 

a member of staff. 

Your CONCERN or problem does 

not involve a classroom matter 

or particular staff member OR 

has not been resolved by visiting 

the staff member. 

Write a note or phone the 

Principal and make a time to 

discuss the concern or problem. 

Indicate before the discussion 

what the concern is about and 

the steps you have taken to 

remedy it. 

Discuss with the Principal. Be prepared to 

listen to their point of view also and provide 

feedback to ensure the problem is settled. 

The concern may be referred back to the 

staff member(s) particularly where this 

process has not been followed to date. 

 

 

YES 

No further 

action 

required 

 

NO 

Except in exceptional circumstances the 

Board of Trustees will not accept any 

complaint unless it is in writing and that a 

reasonable attempt has been made to 

resolve it through this process. Once the 

board has considered and resolved the 

complaint, the board will endeavour to 

convene a follow-up contact within one 

month. 

Write to the Board of Trustees, via the chairperson, 

outlining your problem, concern or complaint in detail, 

and all actions taken to date. The chairperson will need 

to ensure the correct process has been followed before 

the board will consider and may direct you back to the 

staff member or principal. Include your name, signature 

and contact numbers. Your complaint will be 

acknowledged along with an expected timeframe for 

resolution. 

Your concern or problem has 

not been resolved by visiting 

the staff member or the 

Principal, OR it involves the 

Principal or Board of Trustees. 

You now have a COMPLAINT 

Any staff discipline procedures enacted will be in accordance with the appropriate Collective 

Agreement. 

OR 



At Sara Cohen School we believe in an open, transparent process conducted in good faith. This flowchart outlines the process for bringing a concern to the 

staff and board at our school. We encourage you to follow each step to resolution. 

 


