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SISTEMA WAIKATO CONCERNS AND COMPLAINTS GUIDELINES 

Rationale 

Sistema Waikato encourages all parents/carers to discuss their child’s progress and the programme 

operation with us on a regular basis. We aim to be open, honest and straightforward with parents so 

that a two-way flow of information is established and problems can be resolved before they 

escalate. 

We hope that most concerns can be dealt with through discussion with the Programme Manager or 

Programme Leader.   

However, from time to time the programme may receive a complaint. This complaint may come 

from a parent, child, fellow staff member or community member. The Sistema Waikato Concerns 

and Complaints Guidelines help to ensure such complaints are dealt with fairly and in a timely 

manner, with due seriousness and with a degree of uniformity.  

Sistema Waikato defines a concern as: 

 any low-level query or statement by a parent/caregiver, staff member or other individual 

which relates to an employee, a teaching or management practice or decision, or other 

aspect of the service’s policies or operations. 

Sistema Waikato defines a complaint as:  

 a more serious statement made by a parent/caregiver, staff member or other individual 

which relates to an employee, a professional or management practice or decision, or other 

aspect of the service’s policies or operations that has not met that person’s expectations for 

some reason. It is a statement of a serious nature that indicates a member of the 

programme community may have acted illegally, unprofessionally, or in any manner which is 

harmful to another member of the programme community.  

Purpose 

 To encourage resolution of problems by informal means wherever possible 

 To allow swift handling of a complaint within reasonable time-limits for action 

 To keep people informed of progress 

 To ensure a full and fair investigation 

 To have due regard for the rights and responsibilities of all parties involved 

 To respect confidentiality 

 To fully address all aspects of a complaint and provide an effective response and appropriate 

redress, where necessary 
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 To provide relevant information to the Sistema Waikato Steering Group and Board. 

Guidelines 

Step 1 

 In the first instance, concerns should be raised verbally with the staff member concerned, so 

that s/he may have an opportunity to address the issue. If the complainant does not wish to 

address the staff member directly, the complainant should be referred to the Programme 

Manager/Leader. 

Step 2 

 Concerns or complaints that cannot be resolved by the relevant staff member are to be referred 

to the Programme Manager/Leader. If the Programme Manager/Leader is the relevant staff 

member, the concern or complaint is to be referred to the Admin Assistant or the Senior Tutor. 

 The Programme Manager/Leader (or Admin Assistant or Senior Tutor) will attempt to resolve 

the matter as soon as possible through means such as discussion, personal intervention, or by 

referring to someone suitably qualified to assist.  

 In some circumstances the Programme Manager/Leader may not be able to deal effectively with 

the concern/complaint immediately, and may require some time to investigate and respond. If 

further time is required the complainant will be informed of the timescale and the likely date by 

which the Programme Manager/Leader will respond. 

Step 3 

 Sometimes it may not be possible to resolve the matter informally. In these circumstances, the 

complainant will be advised to put the complaint in writing, ensuring that it is both signed and 

dated. Formal complaints will be forwarded to the Admin Assistant or Senior Tutor only if the 

complainant has followed the earlier steps of the process. 

 The Admin Assistant or Senior Tutor will investigate the complaint to see if the matter can be 

resolved prior to the issue being presented to the Board.  

 After investigation by the Admin Assistant or Senior Tutor, should the complainant feel that the 

matter has not been successfully resolved, or if the Admin Assistant or Senior Tutor deems the 

complaint to be of a sufficiently serious nature, the complaint can be referred to the Board 

Chairperson for further investigation. 

 A written record of all concerns and complaints will be taken using the Sistema Waikato 

Concerns Complaints Feedback Form, where any action taken and the outcome of any 

investigation will be noted. The Feedback Form contains the following information: 
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o the nature of the complaint  

o the action taken initially  

o any action taken later  

o the person responsible for investigating the complaint  

o the timescale  

o a review of the effectiveness of the action taken  

 In dealing with any complaint, Sistema Waikato will ensure that all parties receive fair 

treatment, are treated courteously, and are provided with a timely response. 

 Where the complaint is upheld, Sistema Waikato will acknowledge this and take action to 

address the complaint raised.  

 If, after investigation, it is judged there are no grounds for the complaint, all involved parties will 

be advised accordingly. 

 A summary of the outcome of the complaint process can be provided to the complainant on 

request.   

 


