




 

 

 

NAG 3 – Personnel 
Policy # 3.6 
 

Parent/caregiver has a concern about something happening at 
school (eg. a classroom matter or a particular staff member) 

  

 
 

  

Parent/caregiver communicates the issue to the staff member 
concerned (eg. email, phone) to make a time to discuss. Talk 
with the staff member about the issue. Be prepared to listen to 
their point of view. This may require more than one meeting. 
Give feedback to the staff member about whether you are 
satisfied or not to ensure the problem is settled. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved or has resurfaced.  
Pastoral matters should be referred to the Dean. 
Curriculum matters referred to the Head of Department. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved or has resurfaced. 
Pastoral matters referred to the DP – Wellbeing 
Curriculum matters referred to the DP – Leader of Learning 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved.  
Make an appointment to discuss with Principal or put in writing 
addressed to the Principal. Indicate what the concern is about 
and what steps you have taken to remedy it. Discuss with 
Principal, be prepared to listen to their point of view. Provide 
feedback to ensure the matter is settled. The concern may be 
referred back to the staff member(s) concerned where this 
process has not been followed to date. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved. You now have a complaint. 
Complaint put in writing and addressed to the Chairperson, 
Board or Trustees, and/or Chairperson, Proprietor’s Board. 
Include your name, signature and contact details. Your 
complaint will be acknowledged, with an expected timeframe 
for resolution. The Chair will need to ensure the correct 
process has been followed, and may direct you back to the 
staff member or principal. Chairperson(s) follow the board 
process for handling complaints. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

If the matter remains unresolved, the Office of the Ombudsman (www.ombudsman.parliament.nz) can be 
asked to investigate the complaint. 

 

Appendix 1: Concerns and Complaints Procedure for parents/caregivers 



 

 

 

 

NAG 3 – Personnel 
Policy # 3.6 

 

 

Staff member has a concern about something happening at 
school. 

  

 
 

  

Staff member communicates the issue to the staff member 
concerned. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved or has resurfaced. 
Issue referred to the relevant Manager. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved or has resurfaced. 
Issues relating to teaching staff referred to relevant DP. 
Issues relating to non-teaching staff referred to the 
Commercial Manager. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved. 
Appointment made to discuss with Principal or put in 
writing and addressed to the Principal. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

Matter unresolved. 
Complaint put in writing and addressed to the Chairperson, 
Board or Trustees, and/or Chairperson, Proprietor’s Board. 
Chairperson(s) follow the board process for handling 
complaints. 

 Matter resolved to the 
satisfaction of both parties. 

 
 

  

If the matter remains unresolved, the Office of the 
Ombudsman (www.ombudsman.parliament.nz) can be 
asked to investigate the complaint. 

  

 

Appendix 2: Concerns and Complaints Procedure for staff members 


