Mairehau High School

Complaints Policy

Rationale
Mairehau High School responds effectively to expressions of concern and/or complaints.

Purpose

To provide an avenue for concerns and/or complaints relating to the school to be expressed and
addressed.

To deal with concerns and/or complaints promptly, courteously and as confidentially as possible.

To ensure that the Principal communicates to the community ways in which they can

express concerns and/or complaints about the school.

Guidelines

® The policy and procedures will be advertised to the school community on the school website. A
paper copy will be displayed in the reception area in a prominent place.

® Any concerns and complaints against the school are to be recorded and reported to the Principal.

e The school will attempt to resolve the concern/complaint as quickly as possible or in a reasonable
timeframe.

e All relevant policies will be made available to the complainant and they will be offered support
from the school in formalising their complaint.

e To initiate a formal process all concerns and complaints must be submitted by a named individual
or group. The person/group raising the concern or making the complaint will receive updates of
the progress of the complaint and actions to resolve the concern/complaint will be documented.

® Because of the unpredictable nature of concerns and the variety of circumstances surrounding
them, it is not possible to provide a single comprehensive plan.

Procedures will be outlined under the five categories listed below:

Student Based

A person who has a concern/complaint about a student’s behaviour or progress should in
the first instance approach:

° The teacher, or

° The LTL in charge of subject, or

° The Dean, or

° The Guidance Counsellor, or

° The Principal or Deputy Principal.
Staff Based

The person who has the concern/complaint should approach the Principal who will receive the
concern/complaint and inform the complainant of how they will handle the issue. Any staff member
involved should be informed of the concern as soon as practicable. Staff should have the opportunity
to respond to the concern. Complaints of a serious nature may lead to the Principal invoking
procedures for misconduct/breach of discipline of an employee.

Principal

The person who has a concern about the Principal should in the first instance make their concern
known to the Principal in person or in writing. If they feel unable to, or uncertain about reporting a
complaint to the Principal then they can make contact with the Presiding Member of the Board of
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Trustees, in writing or email (link on school website), who will inform the person of the procedures
they will use to handle the issue.

School Based Procedures and Activities
The person who has the concern/complaint should approach the Principal who will inform the person
of the procedures she/he will use to handle the issue.

Parent Based

Where staff members or students have a concern relating to the parent/caregiver of another student,
this will be reported to the Principal at the earliest opportunity, who will decide on the appropriate
course of action.

Any other type of complaint
Any other type of complaint connected with the school, should be made to the Principal at the
earliest opportunity.

Exclusions
Nil.
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