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NAPIER INTERMEDIATE SCHOOL
‘Growing and Empowering Learners’

CONCERNS & COMPLAINTS POLICY
The purpose of our concerns and complaints policy is to promote and maintain the
school’s philosophy of openness and partnership to ensure the best learning
environment for our students. It provides clear guidelines for the school community
in raising and resolving concerns and complaints.
Napier Intermediate identifies the difference between concerns and complaints as;
•
•

Concerns are minor issues that can be resolved informally between the two
parties
Complaints are issues of a serious nature that need to be dealt with by the
Principal or the Board of Trustees.

An unresolved or repeated concern might escalate to a complaint. If you feel
uncomfortable approaching the person involved, contact a member of the
management team or the Principal to help you resolve the matter.
Parents, members of the community and Staff have access to the concerns and
complaints polity through the school office and online on the school’s website.
Our policy and procedures enable us to;
•
•
•

Keep all concerns and complaints confidential to the parties involved
Resolve matters of concern as early as possible and ensure appropriate
action is taken
Protect our staff and provide them with safe working conditions
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You have a concern that is a classroom
matter, or involves a Staff member or the
Principal

1. Contact the Class Teacher / Staff
member or Principal with a note,
email or phone call to make a
suitable time to discuss the issue

2. Talk with the Class teacher / Staff
member or Principal about the
issue. This may require more than
one meeting and may involve other
Staff members

3. Once your concern has been
addressed, let the class Teacher /
Staff member or Principal know if
you are happy with the outcome

YES

Is the concern
resolved?

No further action
required

NO

Does your concern
involve the Principal?

YES

NO

You can write to the
Principal and ask for an
investigation.

YES

Is the concern
resolved?

No further action
required

NO

You can write to the
Board of Trustees

You have a formal complaint
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You have a formal complaint that has
escalated from a concern, or involves the
Principal or a Board member

1. Put your complaint in writing,
either as a signed letter, or as an
email. Outline your complaint in as
much detail as possible and any
actions taken to date. Send your
complaint to the Chairperson of the
Board of Trustees (or another
Board Member if your complaint
involves the Chairperson) via the
school office.

2. The Board of Trustees will
acknowledge the receipt of your
complaint within 5 working days
and will give a copy of the
complaint to whomever it concerns

3. The Board of Trustees will
appoint a complaints committee
and will delegate to the committee
the authority to make decisions.
Any conflicts of interest will need
to be declared to ensure the
committee has no bias.

YES

Did your complaint escalate
from a concern?

NO

4. The Board of Trustees role is to
investigate the process that the
Principal has undertaken when
they have dealt with the concern.
Trustees will ensure the correct
procedures have been followed by
the Principal.

4. The complaints committee will
ask the Principal or Board member
to make a written response to the
complaint. The Principal will be
advised in writing to seek union or
legal advice and representation at
an early stage of the investigation.

5. The complaints committee will
review all of the details of the
complaint from the complainant
and from the Principal. The
committee will make any
recommendations for resolution of
the complaint within 6 weeks.

5. The complaints committee will
review all of the details of the
complaint form the complainant
and from the Principal or Board
member. If necessary, the
complaints committee will conduct
interviews and enquiries. All
reports and discussions will be
documented and available to all
parties

6. The complaints committee will
meet with the Principal or Board
member, who has a right to
representation, to inform them of
their findings

The matter is now closed

7. The Board of Trustees will report
back to the complainant with any
steps taken to resolve the
complaint or any future actions
within 6 weeks.

