Complaints Procedures

Introduction

The college should have a fair and supportive environment where students, parents/caregivers or staff members can register any complaint and feel confident that these will be handled in a fair and professional manner.

Complaints may be from: 

· A student about a student or staff member

· A staff member about a student or staff member

· A parent or a member of the public about a student or staff member

Complaints dealt with under these procedures are most likely to concern relationships between students or staff.

These procedures are in place to:

1.
Resolve complaints in a fair and professional manner – this should be done in a co-operative and speedy manner.

2.
Protect the right of complainants by

(a) acting promptly to resolve the dispute or complaint;

(b) ensuring that they are not harassed for having laid a complaint.

To protect the rights of staff by

(a) ensuring the complaints are fairly investigated and decisions are made on the basis of properly evaluated evidence;

(b) ensure the process complies with the procedures set out below and relevant contractual provisions

To protect the rights of students by

(a) ensuring that complaints are fairly investigated and decisions are made on the basis of properly evaluated evidence;

(b) ensuring that a process is in place so that the student does not suffer adversely as a result of making the complaint.

Student Complaint Procedure
1.
All complaints (which should preferably be made in writing) must outline clearly the details of the complaint being made and the names of the person/s involved.

The Principal (or such staff member as may be appropriate) shall investigate the complaint to determine whether or not it is of substance.  If there is no foundation to the complaint or it is capable of being remedied informally with the agreement of the parties concerned, then this shall conclude the inquiry and the outcome advised to those concerned.

2.
Where appropriate, a written record shall be kept of the complaint and its resolution.

3.
If the complaint is not capable of being resolved informally the Principal shall give consideration to an appropriate response in accordance with the standdown, suspension, exclusion and expulsion rules and provisions under the Education Act 1989 or the Staff Discipline Procedures as outlined in the Teachers’ Collective Contract.

Staff Complaints Procedure

1.
Complaints should preferably be in writing, clearly setting out the details of the complaint and identifying the person/s involved.  It is acknowledged in some cases a written complaint may not be practicable, this will not prevent these procedures being implemented.

2.
If a complaint is received about a staff member’s conduct then the Principal shall carry out an investigation in the first instance unless the complaint is about, or concerned with, the Principal in which case the Board of Trustees shall carry out the investigation.  The purpose of this initial inquiry is to determine whether there is any foundation to the complaint, whether it can be resolved informally or if it should be the subject of a formal disciplinary investigation.

3.
An investigation into a staff complaint shall comply with the requirements of procedural fairness and the relevant terms of the applicable employment agreement.  The investigation process shall be determined by the investigator on a case by case basis, but shall include the following minimum requirements:

(a) the staff member shall be fully advised of the complaint and be given the opportunity to make an initial response.

(b) if a formal disciplinary investigation is commenced, the staff member shall be advised of this decision and of his or her right to representation during the investigation.  The identity of the person(s) who will be carrying out the formal investigation on behalf of the Board of Trustees shall be notified

(c) The disciplinary investigation may involve interviewing those persons considered relevant to the enquiry.  The staff member shall be kept advised of the scope of the enquiry and provided with all interview notes, documentation and other information obtained during the process

(d) The staff member shall be given the opportunity throughout the process to give responses and ensure his or her views are considered

(e) At the completion of the formal investigation a report setting out the tentative findings and recommendations of the Board shall be made available to the staff member who will be given further opportunity to respond to the findings and recommendation.

4.
The complaints procedure will be carried out in accordance with the principles of procedural fairness and relevant provisions contained in a teacher’s employment agreement.  It is also acknowledged that the investigation process may be varied to meet individual circumstances and that in some cases the following may apply:

(a) The Principal or the Board of Trustees may suspend a staff member at any time following receipt of a complaint provided the reason for suspension is in accordance with the relevant provisions of the Secondary teachers’ Collective Agreement.  The Principal is authorised by the Board of Trustees to suspend on its behalf in appropriate circumstances.

(b) The Board may delegate all or part of an investigation to a suitably qualified person outside of the school where the Board considers such external assistance appropriate.

5.
During an investigation and upon its completion the applicable reporting requirements to the Teachers’ Council shall be met, in particular if:

(a) The teacher is dismissed for misconduct or failure to reach the required level of confidence

(b) The teacher resigns within 12 months of an investigation being carried out with respect to the teacher’s conduct or competence

(c) A complaint is received within 12 months after a teacher ceases employment

(d) There is reasonable belief that a teacher may have engaged in serious misconduct or has not reached the required level of competence despite the school undertaking competency procedures

(e) Any criminal conviction of an offence punishable by imprisonment for three months or more must be reported by the teacher within seven days of conviction.

6.
The teacher shall be provided with copies of any notices sent to the teacher’s Council provided in accordance with the Education Act 1989.

Complaints Procedure – Parent Information

No organisation the size of a large school like ours is likely to do everything right, all the time.  At Rosehill College we take the view that if people have concerns, they should express them without hesitation or fear.  We believe that only by hearing from people, can we hope to continually improve the service we provide.

So, it may be that you wish to lodge some form of complaint, or register some concern.  Parents/community members can do this in a variety of ways.  Often, much will depend on the nature of the complaint.

Here are some options:

By Phone:
· Phone the school and talk to the receptionist; explain the problem and ask to be put through to the appropriate person.

· Phone and ask to speak with your son/daughter’s Head of House.  In most cases the Head of House will know what to do.  The Head of House is the person who will know your son/daughter well and who has overall responsibility for his/her welfare.  You can leave a message on the Head of House’s phone.  Please do not expect an instant response.  Heads of House have a teaching load, and can be busy working with students.

Heads of Houses
Atawhai
Mr Williams 

Ext 808

Kahurangi
Ms Mackay

Ext 807

Manutaki
Mrs Palmer

Ext 835

Pounamu
Mr McConchie

Ext 834

Rangatahi
Mrs Ormandy

Ext 833

Taikura

Mr Aitchison

Ext 806

· Phone and ask to speak with a particular teacher.  This is not easy and it may be some time before you obtain a response.  The teacher is likely to be teaching.

· Phone and ask for the associate principal or one of the deputy principals; generally you will want to discuss serous matters with these people.  You can leave messages on the phones.

· Phone and ask for the principal.  You are likely to talk with Noeline Brown, the principal’s assistant, who will ensure that you are put through as necessary.

In Writing

· You can also write to any of the above people.  If the matter is not urgent, this is our preferred approach. A complaint that is written can be thoroughly investigated and checked.

· Serious matters can be directed to the Board of Trustees, in writing, (you are unlikely to be able to talk directly with the Board of Trustees by phone, given that all members work) addressed to the chairperson, particularly if you feel the principal has not dealt with the issue in a satisfactory manner.  The Board of Trustees is not likely to act on an operational matter, unless the principal has first been contacted.

No Response or Inadequate Response
· We hope very much that you do get responses which are appropriate.  We pride ourselves on being open and responsive.  However, sometimes things do not work out.

· If you phone or write and then get no response, (e.g. phone calls not answered, letters not replied to) please write directly to the principal.

If the problem lies with the principal, write to the Board of Trustee chairperson.

· If you get an inadequate response, please try again and explain why you think the response was inadequate.  Do not give up in disgust!!

· If all else fails, write to the principal; if the concern is with the principal’s response, write to the Board chairperson.
Complaints Procedures

Page5 


