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Complaints and Dispute Resolution Policy: NGATI WHATUA ORAKEI

Ngati Whatua Orakei Education Limited — Te Kura o Ngati Whatua ki Tamaki

1. Te Take me Hokaitanga/Purpose and Scope

1.1. Te Kura o Ngati Whatua ki Tamaki (Kura) is a kura established under the Charter School framework

A

“we”, “us” and “our”).
1.2. The purpose of this policy is to:

e provide guidance for managing and responding to complaints made in relation to akonga,
kaimahi, leadership or in relation to kura events, policies or systems; and

e ensure complaints are addressed appropriately and the rights of all involved are appropriately
met.

1.3. This policy applies to:
e Board, all akonga, kaimahi, contractors, whanau and volunteers of the kura;
2. Whakamaramatanga — Whakamahinga/Interpretation and Application

The matapono of Te Kura o Ngati Whatua ki Tamaki are the values that guide the actions of the kura
and its community, they ground the kura in tikanga Maori. This policy will be interpreted and applied
in accordance with the matapono of Te Kura o Ngati Whatua ki Tamaki.

3. Guiding Principles
3.1. We are committed to creating an environment where:
e People feel safe to raise concerns and complaints;

e Wherever possible issues, concerns or complaints are dealt with as close to source and as early
as possible;

e Complaints are treated with priority and given a timely response;

e Complainants feel they have been fairly heard;

e Those whom the complaint is made against are treated with dignity and fairness;
e Privacy and confidentiality is maintained;

e Decision making is unbiased and outcomes are not predetermined (e.g. ensuring there are no
conflicts of interest); and

e The principles of natural justice are complied with.
4. What is a complaint?

4.1. A complaint is an expression of dissatisfaction. It may relate to a specific or general matter
associated with the kura, or involve an akonga, kaimahi, board member, parent or caregiver or
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someone else within the responsibility of the kura.
Who can make a complaint?

Anyone can raise a complaint with the kura including akonga, kaimahi, parents, caregivers, the wider
kura hapori and members of the public.

What is the process for complaints?

Complaints can be raised verbally or in writing and will be handled in line with our Complaints and
Dispute Resolution Procedure.

Hohou te Rongo

Hohou te Rongo is a tikanga based approach to resolving conflict and restoring relationships through
respectful dialogue, acknowledgement of harm, and seeking a way forward that upholds the mana
of all involved.

Where appropriate, and with the agreement of those involved, hohou te rongo may be used to help
resolve disputes in a respectful, restorative and culturally responsive way.

Additional Complaints Pathway

If whanau still have concerns following the engagement with our Complaints and Disputes
Resolution Policy and Procedures they can find additional pathways here:
https://www.education.govt.nz/our-work/about-us/contact-us/make-complaint, or they can contact
the Office of the Ombudsman here: Contact us — Office of the Ombudsman

Related Legislation and Authoritative Guidelines

All persons performing a function under this policy are required to comply with all applicable
legislation (and any successor legislation) and authoritative guidance, including but not limited to:

e Education and Training Act 2020

e Privacy Act 2020

Nga Herenga Kaupapa Here/Related Policies
Complaints and Dispute Resolution Procedure
Behaviour Management Policy and Procedures
Policy Review

This policy is to be reviewed every three years, with any changes to be approved by the Board of
Ngati Whatua Orakei Education Limited. The date of next review is June 2029.
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13. Version History

Version Amendments
1.0 November 2025| New Policy
2 3 July 2026 Complaints and Dispute Resolution Procedure created, appropriate

procedure information moved from Policy to Procedure, Inclusion of
Hohou te Rongo and additional complaints pathways

Approved by: Board of Ngati Whatua Orakei Education Limited.
Approval date: 3 July 2026

Policy Owner: Toi Matauranga & Whanaketanga Chief Knowledge and Growth Officer
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