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Mountainview High School

Policy Title:       COMPLAINTS

Purpose

1.
To assist the resolution of concerns and complaints and encourage this to be done in a positive manner

2.
To provide clear policy and procedure that is well known to staff, students and parents, including information that will help the parties to work through the process.

3.
To provide a basis for fair process.

4.
To include procedure to track complaints received and use this information to indicate areas that may need improvement.

Scope

The whole school community

References

NAG 3

National Education Guidelines

STA Handbook

Relative Collective Employment Agreements

Policy

1)
A concern should be raised with the teacher involved, or the Principal, who will arrange to address it.

2)
Complaints should be addressed to the Principal who may request the complaint be in writing.   See 6 below.

3)
Parties should not remain anonymous. Anonymous complaints cannot be acted upon.

4)
There should be a definite completion of the process to ensure the issue is not left unresolved.

5)
Documentation should be stored in an appropriate complaints file.

6)
Serious complaints should be directed to the Principal and responded to within five school days.

7)
Complaints against staff must be in writing to the Principal and responded to within five school days.

8)
Complaints against the Principal must be in writing and the following process will apply

i)
The Board of Trustees Chairperson will acknowledge receipt of the complaint within five school days. 

ii)
The Board of Trustees will respond within 5 days after the next Board of Trustees meeting, outlining the process to be followed in addressing the complaint. 

iii)
The Board will meet to consider the evidence and/or information regarding the complaint and make a decision and/or recommendation. 

iv)
The authority for  8) iii) may be delegated to a sub committee. 

v)
The Board of Trustees response will be communicated to the parties of the complaint.

9)
The school must act in accordance with current employment agreements, the National Education Guidelines, and the law when dealing with complaints and must act as a good employer.

10)
Staff are entitled to seek representation when any complaint against them is being investigated.
There are associated procedures for this policy.
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