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COMPLAINTS PROCESS 
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Complaint made to kura staff 

member 

Complaint unresolved so 

meeting arranged with the 

Pouhere 

Complaint Resolved Records kept of complaint on file 

 

Complaint Resolved Records kept of complaint on file 

 

Pouhere investigates and meets 

with complainant 

Complainant dissatisfied with 

Pouhere response so meeting 

arranged with Trust CEO 

Trust CEO investigates and meets 

with complainant 

Complaint Resolved Records kept of complaint on file 

 

Complainant dissatisfied with 

Trust CEO response 

Complainant writes to Chair of 

Trust Board 

Complaint Resolved Records kept of complaint on file 

 

Complainant dissatisfied with 

Trust Board response and 

formally requests an appeal 

Trust Board considers appeal Complaint Resolved Records kept of complaint on file 

 

Complainant dissatisfied with 

Trust Board response to appeal 

and formally requests mediation 

or independent review of decision 

Board approves an appropriately 

qualified mediator and may seek 

advice from the NZ School 

Trustees Assocation 

Complaint Resolved Records kept of complaint on file 


