
©GovHub Reviewed July 2026 CONCERNS AND COMPLAINTS PROCESS EXAMPLE 2026 Page 1 of 1 

Hawera Christian School 
Concerns and Complaints Process 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Use this example template to demonstrate your own concerns and complaints process. 

It can be included in your board and staff induction packs, in student enrolment packs, and published online so everyone understands how it works. 

Guiding principles 

• Restorative practices and natural justice support a fair, transparent, and timely process that respects the mana and integrity of all parties. 
• Raising concerns is encouraged at the earliest appropriate stage. 
• All parties are treated with fairness, respect, and impartiality. 
• Information is managed appropriately with confidentiality where possible. 

YES 

YES 

No further action required 

Has your concern been resolved?  

Provide feedback to the person you have 
been working with about the outcome of 
your concern. 

• Meet with the staff member and 
discuss your concern 

• Be prepared to listen to different 
points of view or feedback 

• Explore ways to resolve your concern 
together 

• Make an appointment with the 
relevant staff member to discuss your 
concern 

• Explain what your concern is about 
before the meeting 

• Indicate if you will be bringing a 
support person to the meeting 

Does your concern: 
• Involve a classroom matter? 
• Involve a staff member (who is not 

the principal)? 
• Involve a student? 

This is a concern 

Note:  
This may require more than one meeting 
and/or the involvement of other staff or 
external agencies to help resolve your 
concern. 

Start Here 

YES 

The board will acknowledge your 
complaint as soon as practicable after 
receiving it and provide an outline of the 
process and expected timeline. 

Note: 
• Before considering your complaint, 

the board will ensure the school's 
complaints process has been 
followed. 

• The board may refer your complaint 
back to the school for resolution if 
reasonable attempts have not been 
made to resolve the concern through 
that process. 

• Send your complaint to the board in 
writing 

• Outline your complaint in detail and 
the actions taken to date 

• Include your name, contact details, 
and signature 

• Contact the school if you need 
assistance preparing or submitting 
your complaint in writing. 

Does your concern: 
• Involve the principal? 
• Involve a board member (in their 

capacity as a board member, not as 
an individual)? 

• Remain unresolved after completing 
the previous steps? 

This is a complaint 

The board will consider your complaint. 

This may require several meetings with 
the parties involved and/or support from 
an external agency. 

The board will respond in writing with its 
findings as soon as practicable to support 
a fair and timely resolution. 

No further action required 

YES 

YES 

• Meet with the principal and discuss 
your concern 

• Be prepared to listen to different 
points of view or feedback 

• Explore ways to resolve your concern 
together 

• Make an appointment with the 
principal to discuss your concern 

• Explain what your concern is about 
before the meeting, and the actions 
taken to date 

• Indicate if you will be bringing a 
support person to the meeting 

Does your concern: 
• Involve a whole-school matter or a 

decision made by the principal? 
• Involve circumstances where you are 

unable to raise it with the staff 
member concerned? 

• Remain unresolved after completing 
the previous steps? 

Provide feedback to the person you have 
been working with about the outcome of 
your concern. 

Has your concern been resolved?  

This is a concern 

Note:  
This may require more than one meeting 
and/or the involvement of other staff or 
external agencies to help resolve your 
concern. 

No further action required 

NO 

NO 

NO 

NO 


