
 

 

 
 
 

 

School Board Policy 

COMPLAINTS 
 

Purpose: To respond to complaints in a fair, timely and consistent manner. 

Objectives: 

To provide a process for all school personnel to deal with complaints that may arise whether in 
relation to students, teaching and non-teaching staff, coaches, tutors and volunteers, leadership, 
School Board members or in relation to school policies and systems. 

1. To ensure that all people in the school community know the correct procedure to be taken 
for both making and resolving a complaint. 

2. To resolve complaints speedily at the lowest appropriate level within the school’s structure. 

PROCEDURES 
The procedures differ depending on 

● the seriousness of the complaint; or 
● the nature of the complaint; or 
● the people involved 

See process flowchart - appendices 1-5  

There are two broad categories of complaint 
● Category 1 - Minor Complaints (appendices 2, 3 & 6) 
● Category 2 - Serious Complaints (Definition: appendix 7; Treatment: appendices 4, 5 & 8) 

  
A        INITIAL STEPS – COMMON TO BOTH CATEGORIES OF COMPLAINT 

The Complainant will follow the following process:  

1.         All complaints will be treated in confidence. 

2.         Complainant has a concern about something that is under the jurisdiction of the school. 

3.         Complainant discusses concern with the appropriate School leader using the “One Up” 
procedure. The recipient of the complaint must first determine whether the complaint 
is Category 1 - Minor or Category 2 - Serious.  



 

 

Following steps – see Complaints Process Flowchart - appendices 1-5 

4.         School leader refers complaint to appropriate manager for initial investigation and 
appropriate steps taken to resolve matter 

5.         Matter resolved to both parties’ satisfaction – no further action. 

6.         Matter unresolved or has resurfaced. Make an appointment and discuss with the 
Senior Leadership Team (includes Principal where appropriate). 

7.         Matter remains unresolved. Complaint put in writing and addressed to the Chairperson 
of the School Board. The Chairperson then follows the Board process for handling 
complaints. 
 
 

B       CATEGORY 1 – MINOR COMPLAINTS: 
See appendices 2, 3 & 6 for process  

Notes 

1. While minor issues may be able to be discussed in a quick informal chat with a staff member, 
the preferred option is to arrange a time to discuss the matter in order that all relevant persons 
give the matter proper attention. 

2. If the complaints procedure has not been followed the Board will normally return any letter of 
complaint to the writer and ask that they follow the procedure first. 

3. All parties to a complaint may bring a support person to any meeting where the issue is to be 
discussed. 

 C       CATEGORY 2 – SERIOUS COMPLAINTS 
See appendices 4 & 5 for process 
See appendices 7 & 8 for Definition of Serious Complaints 

D       BOARD PROCESS 

The Board will follow the process in Complaints Process Flowchart - appendices 1 - 5 

1.  Complaint against an employee, (including the Principal) 
See appendices 4 & 5  

 
2.     Complaint is against a Board member 

See appendices 4 & 5  
 
3.     Complaint is against a student 

See appendices 4 & 5  
 
4.     Complaint is from an international student 

See appendix 1 
 



 

 

5.     General Guidelines on Complaints 
See appendix 9 

 
 

Policy Review 
  
This policy was prepared/reviewed and presented to the School Board for endorsement on 28TH September 
2021 by the Personnel Committee and will be reviewed in accordance with the Board’s programme of self-
review. 
  
 
Signed:                                  Date: 28th September 2021 
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