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CONCERNS AND COMPLAINTS 
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PERSONNEL MANAGEMENT 

  

RATIONALE: 

The Pongakawa School Board of Trustees has a responsibility to maintain close co-operation and 

liaison between staff and parents. Occasionally parents may feel that they have cause for 

dissatisfaction with an aspect of the curriculum, or personal action or behaviour of a member of the 

staff 

  

Whether or not their concern is well founded, the school has a duty to receive these for investigation 

as necessary, and to satisfy all real/potential concerns or complaints 

  

PURPOSES: 

1.​ To provide a clear guideline on procedures parents can follow in addressing their concerns 

regarding the school curriculum and its delivery, in relation to the teaching and learning 

programmes provided 

2.​ A further purpose is to satisfy parents that the teaching, management, and governance 

standards of the school are of the highest quality. It is also a means for the school to discover 

if any aspect of management, governance or teaching is of concern 

  

GUIDELINES: 

1.​ In most cases the parents’ first course of action shall be to discuss a matter of concern with 

the staff member involved. The earlier problems can be discussed and resolved, the less 

likely these will compound into a major complaint 

2.​ Concerns relating to a child's learning progress or social behaviour shall be addressed directly 

and early with the child's teacher, by appointment. If the problem persists, parents should 

contact Mike Judd - Deputy Principal 

3.​ If the matter is of a nature the parent feels  would be best addressed  by senior management 

the principal is available to discuss the concern 

4.​ In matters relating to area administration and general team/area activities, where more than 

one class is involved, the Area Leaders should be contacted. Examples would be: area trips, 

sports, assemblies etc. Concerns or complaints of a whole school 

management/administration type where school policy and procedures are the cause must be 

directed to the Principal 



5.​ If a parent's direct approach or contact is not effective, i.e. the actions or behaviours being 

complained about continue, or if the parent is dissatisfied with the Teacher's or Deputy 

Principal’s explanation, they should inform the Principal 

6.   In any instance where parents feel they are unable to discuss the matters with the Class 

Teacher and/or Deputy  Principals, they should immediately inform the Principal 

7.  Serious allegations involving inappropriate actions by any member of the school staff 

must be directed to the Principal immediately 

8.   The Principal has the responsibility to investigate all parental concerns and to discuss 

with staff involved any changes in approach that may be necessary. The Deputy  Principal 

will liaise with the Principal in matters deemed to require his intervention to ensure that 

curriculum and child management are of the highest quality throughout the school. The 

Principal shall inform the Board Chairperson that an investigation/intervention is taking 

place. This step will ensure the Board Chair is aware that a complaint/concern has been 

received and that the matter is being addressed.  NB: This does not infer that the matter 

is one of competency and should the question of competency arise, the procedures 

invoked shall be those as identified within the Pongakawa School Competency/Discipline 

Policy and Teachers Collective Employment Contract and with respect to School Trustees 

Association Industrial Policy 

9.   At the time of the Principal receiving a complaint from a Parent, the parent is to be given 

an indication of both the possible time frame for an investigation and anticipated 

response to their complaint. Notes of verbal conversations may be kept at the Principal's 

discretion 

10. If the parent is not satisfied with the final steps taken by the Principal, or if the complaint 

(other than matters of curriculum and its delivery) involve a senior member of staff, i.e. 

Principal and Deputy  Principals, the matter shall be referred to the Chairperson of the 

Board of Trustees in writing 

11.  The Chairperson will use their discretion to: 

1.​ inform the person concerned and discuss the problem and/or 
2.​ nominate an ad-hoc committee to meet with the parent by arrangement for 

discussion. The ad-hoc committee will carry out appropriate investigations and will 

report to the Board which will take such actions as seems advisable. All 

communications with the Chairperson in such matters shall be absolutely 

confidential to those formally involved 

12. In the event that the above procedure (paragraph 10) is not considered to have produced 

a satisfactory outcome, final recourse is to the Advisory Council of the Education Ministry  
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