
 
Procedure 

 
Raising Complaints 

 
1. Introduction 
If your concerns have not been resolved, or for more serious matters, you can make a 
complaint. 
 
Complaints may be about an employee of the school, a parent or caregiver, a student, or any 
matter within the school's responsibility. The definition of a Complaint is included in the 
Concerns and Complaints Policy. Examples may include: 

●​ an action that is a serious risk to public health and/or the safety of students or staff or 
any other person closely connected with SHS 

●​ inappropriate conduct by a staff member toward a student, another staff member or a 
parent 

●​ bullying and harassment  
●​ restraint or seclusion of a student 
●​ illegal acts 
●​ oppressive, improperly discriminatory, or grossly negligent behaviour, 
●​ gross mismanagement 
●​ improper use of public money 

 
In the interests of fairness, any complaint must be made in writing and resolved as quickly as 
possible given the details and the steps that need to be considered. 
 
All parties must respect confidentiality of all persons that are or may be involved in the 
complaint and must not provide information about the complaint to any other person(s) 
including using social media to promote a point of view. 
 
 
2. To make a complaint: 
Put your specific complaint(s) in writing with as many facts and details as possible, any 
evidence supporting your complaint, including the names of people involved and dates of 
events, together with any steps you have taken to resolve the matter and your preferred 
contact details. 
 
The letter or email should be marked "confidential" and sent to: 

●​ the principal, if the complaint is about a staff member, student, parent or caregiver, or 
other member of the school community 

●​ the board chair if it is about the principal 
●​ the deputy chair if it is about the chair. 

 
Contact details for the principal, board chair, and deputy chair are available at the school 
office or or on the Southern Health School’s website – srhs.school.nz . 
 



3. When your complaint is received: 
The principal, board chair, or deputy chair will acknowledge receipt of your complaint 
immediately advising that they will confirm whether your complaint has come to the correct 
person. A further response will be sent to you within a week. You may be asked for further 
details about your complaint, to assist in determining the appropriate investigation process. 
 
a. The principal (if the complaint is about a staff member, student, parent or caregiver, or 
other member of the school community) will: 

●​ inform the board chair of any complaints about staff members, students, parents or 
caregivers, or other members of the school community 

●​ take steps to resolve the complaint in accordance with their delegated authority and 
the relevant school policies, including undertaking a preliminary assessment of the 
complaint. The scope of the preliminary assessment is to consider whether the 
complaint is: 
●​ a general concern or particular concern that is unlikely to lead to disciplinary 

action against a staff member and informal resolution of the complaint is 
appropriate in the first instance  

●​ a complaint including a sensitive matter  that could lead to disciplinary action 
against a staff member and may have to be referred to the board for 
consideration in-committee, with a view to determining the required level of 
board or chair involvement (see definition of complaint in Concerns and 
Complaint policy) 

 
●​ follow the general procedure for Investigating a Complaint  
●​ take appropriate advice from advisors such as NZSTA or legal advisors  
●​ report to the board in accordance with the general procedure for Investigating a 

Complaint 
 
b. The board chair (if the complaint is about the principal) will: 

●​ undertake a preliminary assessment of any complaints about the principal. The 
scope of the preliminary assessment is to consider whether the complaint is: 
●​ a general or particular concern or complaint and it is unlikely the board will need 

to take immediate action  against the principal.  
●​ a matter that is suitable for informal resolution and should be discussed with the 

principal at an informal meeting as soon as possible. The informal meeting will 
usually be held within a week of receipt of the complaint, where a potential 
resolution can be considered 

●​ serious enough that the board chair considers it appropriate to follow the 
procedure for raising Complaints because the complaint raised could lead to the 
board taking action against the principal. 

 
●​ If the board chair assesses the complaint to be a Compliant as defined in the 

Concerns and Complaint policy the board chair will refer the matter to the board to be 
considered further at an in-committee meeting, usually held within a week of receipt 
of the complaint.  

●​ The complaint will then be promptly disclosed to the principal together with an 
indication of the proposed process for managing the complaint. 

●​ follow the general guidelines for Investigating a Complaint. 
●​ take appropriate advice from advisors such as NZSTA or legal advisors. 

 
 



c. The deputy chair (if the complaint is about the chair) will: 
●​ call an in-committee board meeting to discuss any complaints about the chair and 

determine an appropriate process for resolution 
●​ take appropriate advice from advisors such as NZSTA or legal advisers 

 
4. Updating the complainant 
Subject to the privacy of the person or people whose actions have been complained about , 
the person who has received the complaint will keep you informed about the process and the 
expected timeframe for any investigation. You will be provided with written confirmation when 
the matter is concluded. 
 
Relevant collective employment agreement provisions for dealing with complaints about staff 
members must be observed, including protecting the staff member's dignity and mana, 
advising them of their right to seek support and representation before responding to 
complaints, advising them on possible detrimental outcomes and giving them a reasonable 
opportunity to take that advice. 
 
5. Concerns and Complaints process 
Your views are important to us, and all complaints are taken seriously. However not all 
complaints will require a formal investigation. In determining whether a formal investigation 
may be required, the principal, board chair, and/or board may consider any preliminary 
response from the person the complaint is about, and any action the school has taken 
previously, including meetings and correspondence. There may be other processes which 
can more constructively address general concerns, opinions, and views about the school. 
 
See Investigation policy and procedure. 
 
A full documentary record of any formal complaint is completed and stored confidentially in a 
secure location. 
 
6. Relevant Supporting Documentation 
Policy and Procedures 

●​ Please refer to the Concerns and Complaints Policy for the definition of a Concern 
and a Complaint  

●​ See flowchart for Concerns and Complaints Process for an overview of all 
procedures 

●​ A procedure is in place for Raising a Concern see Procedure – Raising Concerns 
●​ Investigation Policy and Procedure 
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