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MINISTRY OF EDUCATION
TE TAHUHU O TE MATAURANGA

15 0CT 2018

Dear-

Thank you for your email of 5 October 2018 to the Ministry of Education requesting the
following information:

1. Please provide a breakdown of the number of complaints the Ministry of Education or
its local Ministry offices have received about a school or board of trustees’ handling of
bullying complaints since October 1 2017, with the respective schools and dates of

complaints.

2. Please provide the reasons for each complaint, the bullying behaviour in question,
whether it was by a teacher or a student, how many times the Ministry of Education or
its local offices subsequently became involved, and the outcome of its involvement.

Your request has been considered under the Official Information Act 1982 (the Act).

| am refusing your request under section 18(e) of the Act as the Ministry does not capture the
specific information you request.

New Zealand’s schools are self-governing. We recommend a complainant follows their
school’s official complaints process to resolve the situation, by making a formal complaint to
the Principal, and then to the Board of Trustees if they are unable to reach a satisfactory
outcome. They can ask to attend the Board meeting at which their complaint will be addressed.
The Ministry can assist in providing guidance and advice during this process.

Complaints we receive about a school are managed at a local level. When we receive a
complaint, our staff work with the school to address the concerns that have been raised to
determine the appropriate level of support required. We take all complaints seriously, and we
make contact with complainants within two working days to discuss how we will handle it.

When receiving or investigating complaints, staff are required to act in accordance with the
Ministry and the State Service Commission’s codes of conduct. We endeavour to protect the
identity of the complainant wherever possible; however, we cannot guarantee this as it may
affect our ability to adequately address the complaint.

Our complaints process is built on the following principles:
e fair—the complaint will be managed and resolved in a way that is impartial, objective
and consistent.
o Simple — we will use a straight forward, practical approach to managing and resolving

low level complaints.
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e Timely —the complaint will be managed and resolved within a specified timeframe that

will be discussed the the complainant.
e Responsive — any relevant information raised through the investigation of a complaint

will be used to improve the way we do things.
e Non-discriminatory — we will make sure no one is discriminated against as a result of

a complaint.

| am providing you with copies of the following documents which inform our Regional Offices’

handling of complaints (both internal and external):
e an overview of the Ministry’'s Complaints Process
e information sheets regarding recording external complaints and roles and

responsibilities, and
e a complaints management process map.

This information is attached to this response as Appendix A. Some names and contact details
have been withheld to protect the privacy of the individuals concerned.

Information specifically relating to complaints is available at:

http://education.govt.nz/ministry-of-education/regional-ministry-contacts/complaints/

We also provide guidance for schools to help them effectively deal with complaints. You can
find this advice by searching for “dealing with complaints” on our Education Leaders website:

http://www.educationalleaders.govt.nz/

Information specifically relating to bullying (including the Ministry’s definition of bullying) is
available at:

https://www.bullyingfree.nz/

Please note, the Ministry now proactively publishes OIA responses on our website. As such,
we may publish this response on our website after five working days. Your name and contact

details will be removed.

Thank you again for your email. You have the right to ask an Ombudsman to review this
decision. You can do this by writing to info@ombudsman.parliament.nz or Office of the
Ombudsman, PO Box 10152, Wellington 6143.

Yours sincerely

ratrma oF: ey
eputy ecretary
Sector Enablement and Support

education.govt.nz
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Created by

Overview Tools and
resources

A complaint is any communication where a person or organisation is
unhappy, concerned or not satisfied with a situation, process or decision.

+ How to ggcord

The Ministry receives complaints from both internal and extérnal parties.
These complaints can be on a variety of subjects about the Ministry, a
statutory appointee or the education sector and can be received by anyone
within the Ministry. Complaints can range from expressions of dissatisfaction
to serious and formal complaints. Some complaints result from a request for

information.

Complaints received about the sector (including providers and statutory
appointees) are managed at a local level,

A complaint received about a Ministry process or an employee is ma
through the appropriate line manager.

he pational contact for the complaints business process is

* Info Sheet 3: Complex
complaints-proactively
engaging with legal

+ Info Shest 4. What to
include when recording
information

+ Info Sheet 5: Risk
Criteria Guidance

« Info sheet 6: Guidance

For crisis and incident management, that may_stem“ n initial complaint, for writing up filenotes
please refer to the Crisis/incident Manageme sinéss pfocess. + Info Sheet 7:
For information about the dispute resoli proceseFriote this workstream is g:;z?;aggéié:acher

guideline

+ High level indicative
process 1: Complaints
management

+ Resource bank

fiately:
o | wilk Ssess th comp!amt using the Ministry's complaints policy
prmcip WI%m 15 working days

& will lnf'ia e complainant and my manager if the complainant will
t’ai_ge mo /re than 15 working days to assess and recommend an
outegme

. Where the complaint has been referred to another organisation, | will
ollow up with the complainant within 25 working days to ensure that
the complaint has been acted on and offer Ministry support if required.

Legislative and policy requirements
The legislative requirements for complaints are outlined in:

« Education Act 1289

+ Protected Disclosures Act 2000
« Employment Relations Act 2000
+ Human Rights Act 1993
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+ Privacy Act 1993

+ New Zealand Public Health and Disability Act 2000

+ Education (Hostels) Regulations 2005

+ Education (Early Childhood Services) Regulations 2008

Practice guidance

Minimum required Considerations Documentation
actions
Trigger Trigger
Trigger « How have you received the + Record complaint]
complaint? In what format? relevant system (&g
« [f complaint received Who from?

verbally, put in writing and + Who do you need to
confirm with complainant inform?

+ Record details, and for
serious complaints inform
the relevant Group
Manager. + What does the complaint

* Acknowledge request, relate to? E.g. Education
including expected sector, school, ECE,
timeframes and who to hostel, student, hom
contact education, Board o

trustees, student Wi

special educgj nhe
student trg ort,
accessibilit

Assessment

. Assessment

> « Record recommended
outcome and rationale

 For sensitive claims
prepare report

Assessment

+ Establish type of complaint
and who is best placed to
manage it

+ Forward complaint to

Outcome and actions

+ Record agreed outcome
and when complainant

manager of team who will
deal with it

Inform one level up
manager and determine
who is best placed to d;a
with complaint

+ Inform person/or
tmpllcated abou

gbme and actions

+ Approve recommended
response

+ Respond to complainant
(within 15 days of Ministry
receiving complaint)

 Follow-up with relevant
parties to determine if
complaint resolved

s If not resolved identify
relevant mediation or
dispute resolution support

the G mplalnts process
Sh:the education setting
has been followed

Do you fully understand the
complaint? Do you need to
go back to the complainant
to reconfirm your
understanding and intent of
the complaint (especially if
you did not hear the
complaint first hand)

How serious is the
complaint? How will you
decide who needs to be
informed?

At what point do you need
to and should you
proactively engage with the
legal team? Have you
thought about the possible
outcomes and therefore the
level of involvement
required by the legal team?
Whoe would be best placed
to investigate the
complaint? A team within
the Ministry? Historic
claims assessors? An
external agency? E.g. MSD

http://confluence.moe.govt.nz/display/SCPH/Complaints+Process

informed
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options (note this + How can you ensure your
workstream is currently gssessment and
under development) investigation is objective

and fact based?

+ What evidence will support
your assessment? How
should you gather it? E.g. a
site visit, interviews, review
of records and policies etc

+ If you plan on conducting a
site visit; Will it be planned
or unplanned? Who should
you contact prior to the
visit?

+ Who else should you
involve in your
assessment? Consider
diversity, identity, culture
and language

+ How does our
recommended outcome
align to the outcome of
previous similar
complaints?

+ Does your
recommendation he
be peer reviewed? -

"%pprov ?
a.copversation with the
plainant required

) before finalising the

What is the best way to
communicate the outcome
with the complainant?

If it is most appropriate that
the school take over
responsibility for the
complaint, what additional
support could you provide?

Page 3 of 3

( service-guidance ] ( practice-guidance |

http://confluence.moe.govt.nz/display/SCPH/Complaints+Process

[ complaints ]| incidents |

22/11/2017




i
- - ‘ i

TE TAHUHU O TE MATAURANGA - . - 0 1

Roles and Responsibilities

Complaint Manaement

Person receiving complaint

complaint management processes arei
recommending support if need

olaint about a Ministry process or member of their team are responsible for
‘lamt making a recommendation and providing a response.

e there
apsuri gthere is an independent review of the complaint and actlons taken. The Manager uses the
 out ome of the review to provide feedback to the complainant.

Relevant National Business Owner

The relevant National Business Owner provides support, in response to a request from the relevant
Manager, to ensure the agreed approach to the complaint is handled appropriately.

Where there is a dispute or dissatisfaction about the Ministry's initial response to the complaint, the
relevant Business Owner is responsible for reviewing processes used to assess and respond to the
complaint and for providing feedback to the Manager.




fnfo sheet 01
Roles and Responsibilities

Relevant Group Manager

The relevant Group Manager is responsible for maintaining a national overview of the complaints®
process and for provrdmg reports to the Deputy Secretary, Sector Enablement and Support. <

Human Resources

Human Resources provides advice on, and assist managers with, manag ;o'
involving staff, in line with employment legislation and appropriate collectl\{yeﬁ (

Senior Solicitor Legal

) signs prepared respaonses, including associated

documentation.  They are responsibleifor ifying and updating the Secretary and the Minister

throughout the process.

Secretary for Ed

aéretary for Education may approve the proposed action in principle prior

In some circumstanag
( med.
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SE&S External Complalnt G»u:dance

Use this information sheet to help guide you about the mformatlo to
record about the complaint received.

Date Complaint Recejved

How was complaint received? (Letterfemail/phonefin
person/message)

Date complaint acknowledged (within 5 working days):

Key information about the complaint

Email:

When did complaint
happen?

The complaint is Ministry Service
about a

What time (if relevant)?

Where did it happen?

What is the nature Who else is involved?

of the complaint? .

What other relevant
supporting information
was provided by the
complainant




Have you recorded ‘details about who is doing what?

Name of MOE Next actions
person receiving discussed with
the complaint: complainant:

Name of Manager:

Name of MOE Name of one-up
person Manager;
investigating the

complaint

Have you recorded information about what was done to attempt fo resolve the‘céﬁiﬁ?‘ i te; @ the agreed outcomes:

The agreed outcomes:

How was complaint f'swl lany ad/ditlonalrt
resolved — how do 0 O\{V~L(tj;?? suppo
you know? require
itHin 15 days from date Name of manager
jaint acknowledged responsible for

follow up/support:

with/sent to
compléinant
' Date complainant
notified about new
timeframe:
eeded [provide Agreed new
detail]: outcome
> notification date:
Business
Practice improvement
improvement suggestion:
suggestion; '




If a review of the complaint process is requested have you recorded
information about:

Date ‘requ‘ést‘ed ~

contacted to clarify
request

Name of MOE Name of one-up
person reviewing Manager:

the complaint

Date complainant Other people

contacted as part
of the review.

Have you recorded information about the outcomes of the review and any recomm

Is any additional
follow-up/support
required?

with/sent to
complaihant

(note: within 15 days from date
complaint acknowledged)

Manager
responsible for
follow-
up/support?

Further
time/investigation
needed [provide
detaill;

Date complainant
notified about new
timeframe:

Agreed new
notification date:

mplications as a
hresult of this
reivew?

Are there any
Business
improvement
implications as a
result of this
review?




AII'COmpIaints relating to a school must be récorded in the school
contact system (8CS) which is accessed via http:/schools.moé.govt.

Access can be requested via the Service Desk Portal on T

This system is also used to record complaints relating“to
young person that do not involve an education provider.

If the complaint is about a Ministry colleaguespleese seek advice from

your manager before recording in this systér

Go to the School Contact System des} Set#Add School Contact’,

Record the date.

Record the details of the school ﬁit theicomplaint is being made about.

ihderfiature of the contact).
ject and record detalls of the complaint under contact

N o s w o o

2 | » H p (Y - - = - S
2 he §ghool's response if relevant - TIP: Note itis possible to over-
write complaints information in

the SCS so take care when you

any next steps.
open-up-an eatlier record!

;é\jﬁa()h any relevant documents.

. Notify your manager If the complaint requires
escalation,

Don't forget to update the record In the system when the compliant has been resolved or there
Is new information,

A detailed User Guide is contained in the notices section of the School Contact System desk;,

dated 29 November 2016. '
22 August 2017
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