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What can | do if | am unhappy with the
outcome of my complaint?

If a district manager is unable to resolve concerns to your
satisfaction you may ask the district manager to arrange a review
by the regional manager.

You may contact the Deputy Secretary for Special Education
Nicholas Pole or the Secretary for Education if you are still not
satisfied following the review.

There are other agencies that may (in certain circumstances) be
able to respond to your concerns. You should contact the agencies
listed below directly to determine your eligibility for their services.

* Health and Disability Commission (0800 11 22 33 or
www.hdc.org.nz ) can assist if your complaint relates to a
service that falls under the New Zealand Code of Health and
Disability Services Consumers’ Rights. A full guide to their
functions is available on their website.

*  The Office of the Ombudsmen (0800 802 602 or
www.ombudsmen.parliament.nz ) inquire into complaints
raised against New Zealand central, regional and local
government organisations or agencies. Find out more about
their functions from their website.

* The Office of the Privacy Commissioner (0800 803 909 or
www.privacy.org.nz) can assist with any matters covered by
the Privacy Act. A full guide to their functions is available on
their website.

Ka péhea mehemea kaore au i te rata ki
te whakatatiitanga o taku amuamu?

Ki te kore e taea e te kaiwhakahaere o tou wahi te whakatau kia
tau ai 6u whakaaro, ka taea e koe te tono ki a ia, kia tiro anotia
e te Pouwhakahaere - A - Rohe.

Ka taea hoki e koe te whakapa atu ki te Pouwhakahaere Matua
o He Tohu Umanga Matauranga a Nicholas Pole, ki te Hekeretari
o te Matauranga ranei, ki te kore tonu e tau pai ki a koe i muri

i te tirohanga tuarua.

Ara ano étahi atu pokapi ka ahei pea koe ki te whakapa atu (he
take ano e ahei ai), hei urupare ki 0 awangawanga. Whakapa
atu ki nga pokapt kua rarangitia ki raro iho nei, kia mohio ai
koe mehemea ka ahei ano koe ki 0 ratou ratonga.

» TeToihau Hauora, Hauatanga (0800 11 22 33 www.hdc.org.nz
ranei). Ka taea e ratou te awhina mai mehemea e ahei ana
to amuamu i raro i nga whakarite a te New Zealand Code of
Health and Disability Services Consumers Rights. He aratohu

whanui 0 a ratou mabhi kei ta ratou pae whakaata.

» Nga Kaitiaki Mana Tangata (0800 802 602
www.ombudsmen.parliament.nz ranei). Titiro ai ténei tari
ki nga amuamu ka whakaputaina mo nga pokapd me nga
patahi o te Puku o te Ika, o nga rohe me nga Kaunihera a-
rohe. Tirohia a ratou mahi i ta ratou pae whakaata.

* Te Mana Matapono Matatapu (0800 803 909
www.privacy.org.nz ranei). Ka taea e ratou te awhina ake i
nga take e pa ana ki te Ture TOmataiti, ara te Privacy Act. He
aratohu whanui 0 a ratou mahi kei ta ratou pae whakaata.

To discuss your complaint with us, contact your nearest
district manager.

Special Education Bay of Plenty East District Office
Level 3, Regency House, 1 Elizabeth Street, Tauranga 3110.
Phone: 07-571-7800

Special Education Bay of Plenty West District Office
Level 3, 1144 Pukaki Street, P O Box 701, Rotorua 3040.
Phone: 07-343-1371

Special Education Canterbury District Office

39 Princess Street, Addington, P O Box 2522, Christchurch 8140.

Phone: 03-378-7300

Special Education Central District Office
1-3 Oxford Street, P O Box 1154,
Palmerston North 4440.

Phone: 06-357-9245

Special Education Gisborne District Office
Cnr Gladstone Road & Grey Street, P O Box 658, Gishorne 4040.
Phone: 06-869-1520

Special Education Hawke’s Bay District Office
8A Lever Street, Ahuriru, P O Box 147, Napier 4110.
Phone: 06-833-6730

Special Education Greater Wellington District Office
19 Market Grove, P O Box 30 177,

Lower Hutt 5040.

Phone: 04-439-4600

Special Education Manukau District Office

Unit I, 16 Bishop Dunn Place, South Botany, P O Box 217046,
Botany Junction, Manukau 2164.

Phone: 09-265-3000

Ki te hiahia koe ki te korero mai i to take, whakapa atu ki te
Kaiwhakahaere o tou rohe, i nga wahi e whai ake nei.

Special Education Marlborough/Nelson/West Coast District Office
19 Haven Road, P O Box 282, Nelson 7040.
Phone: 03-546-3470

Special Education Northwest District Office

Level 1,102 Rosedale Road, Albany, P O Box 305160, Triton Plaza,
North Shore City 0757

Phone: 09-487-1100

Special Education Otago District Office
414 Moray Place, P O Box 1971, Dunedin 9054.
Phone: 03-471-5200

Special Education Waikato District Office
Ken Browne Drive, P O Box 774, Hamilton 3240.
Phone: 07-850-8880

Special Education Southland District Office
190 Forth Street, P O Box 887, Invercargill 9840.
Phone: 03-218-2442

Special Education Tai Tokerau District Office
10 Awaroa River Road, P O Box 911, Whangarei 0140.
Phone: 09-436-8900

Special Education Auckland City District Office

12-18 Normanby Road, Private Bag 92644, Symonds Street,
Mt Eden, Auckland 1150.

Phone: 09-632-9400

Special Education Taranaki District Office
Level 4, PWC Centre, 54 Gill Street, P O Box 8158
New Plymouth 4342.

Phone: 06-758-7858

New Zealand Government

Ministry of Education,
Special Education

AAA

MINISTRY OF EDUCATION
Te Tahuhu o te Matauranga



442369 Complaints.th11 6/24/10 3:32 PM Page 2

About your right to complain
Téna koutou katoa

The Ministry of Education, Special Education is strongly focused
on providing the best possible services to children, young people
and their families. However, there may be occasions when our
service or practice does not meet our standards and a family,
caregiver or others wish to complain. Poor service or practice is
regrettable and if we do not hear about it then we don't have the
opportunity to investigate the concerns, resolve them and learn
from them so that we avoid similar issues in the future.

Our approach to complaints is to objectively investigate and
resolve them in a timely, consistent, professional and transparent
manner and as closely as possible to where the problem

has occurred.

This brochure tells you what that means in practice. Take time
to read it, so that you know who to come to and what to do
should you need to.

Ou motika whakatakoto amuamu
Téna koutou katoa

E tino aronui ana a He Tohu Umanga Matauranga kia tino pai
rawa atu nga ratonga mo te tamariki, te taiohi me 0 ratou whanau.
Heoi ano, ki te tdpono, ka kore e tutuki pai e aua ratonga ra nga
mahi ki nga taumata kua whakaritea, hei reira pea, ka hiahia
tétahi o te whanau, tétahi kaitiaki, tétahi atu ranei ki te
whakatakoto amuamu. Ehara ténei i te ahuatanga pai, heoi ano,
ki te kore matou e rongo korero, e kore e taea e matou te aro atu
ki nga amuamu; kaore hoki e ahei ki te whakatau tika, me te
whakaora ake i ténei ahua kia kore ai e puta ake ano.

Kia whakatakotoria he amuamu, ka kaha matou kia tirohia i
runga i te kore whakahawea. Ka whakanana hoki kia whakatauria
i roto i te wa tika, te Orite o te tirotiro, te ngaio o te whakahaere
me te marakerake o te mahi. Otira, e tika ana kia kokiritia ki te
wahi i puta te amuamu.

Kei ténei puka iti e takoto ana nga tukanga ki te heipd he raruraru.
Ata panuitia, kia mohio ai koe ko wai hei whakapatanga mai
mahau, me nga huarahi hei whaitanga hoki.

Naku noa, na

Nicholas Pole
DEPUTY SECRETARY SPECIAL EDUCATION
MINISTRY OF EDUCATION

What can | complain about?

Anything directly related to our services or staff. You might have
concerns about our systems or the way we do things. You might
want to raise issues about our processes, procedures or the conduct
of staff.

Who should | complain to?

Complaints are generally best resolved directly with those
concerned and Special Education specialists and support staff
welcome feedback on their practice and the organisation’s services.
As a parent or caregiver, you should feel comfortable raising any
concerns or issues with them during your day-to-day interaction.

However, if your concern is particularly serious or has not been
resolved to your satisfaction and it relates to a Special Education
staff member, then contact your nearest district manager.

How should | complain?

You can make your complaint in person (with a support person
if it makes it easier) by email or phone or in writing (see the back
panel for our contact details).

He aha nga timomo amuamu ka ahei?

Ka ahei nga take katoa e pa ana ki a matou ratonga me a matou
kaimahi. Téra pea, he awangawanga 6u mo a matou ptnaha
me a matou huarahi mahi. Ka hiahia ranei koe ki te whakaputa
i €tahi take e pa ana ki a matou tukanga, ki nga ttmomo mahi
ranei e pa ana ki nga mahi a nga kaimahi.

Me mau aku amuamu ki a wai?

I te nuinga o te wa he pai ake kia hangai te korero, otira, kaore
he raruraru ki nga ptkenga me nga kaimahi o Matauranga
Motuhake mehemea ka whakatakoto korero mai koutou mo nga
mahi me nga ratonga a Matauranga Motuhake. | te mea he
matua, he kaitiaki ranei koe, e tika ana kia ngawari noa to
whakaputa take ki a matou, i roto noa i 6 whakawhitiwhiti o ia ra.

Heoi ano, mehemea he tino taumaha to take, kaore hoki i te tatd
pai ki tou whakaaro, e pa ana ranei ki tétahi o nga kaimahi o
Matauranga Motuhake, whakapa mai ki te Pouwhakahaere - a -
Takiwa e tata ana ki a koe.

Me péhea taku whakatakoto amuamu?

Ka taea, e koe tonu (me tétahi kaitautoko mehemea ka ngawari
ake), te tuku i to amuamu ma te Tméra, te waea, te tuhi ranei
(tirohia a muri nei mo nga taipitopito whakapa).

How will my complaint be managed and
resolved, what can | expect?

Our approach to managing and resolving complaints is:

 fair —your complaint will be managed and resolved in a way
that is impartial, objective and consistent

» simple —we will use a straight forward, practical approach
to managing and resolving low-level complaints

« speedy—your complaint will be managed and resolved within
a specified timeframe that is discussed with you

» responsive — any relevant information raised through your
complaint will be used to improve the way we do things

* non-discriminatory —we will make sure no one is discriminated
against as a result of your complaint.

You can also expect to have your complaint:

» acknowledged in writing within five working days (unless it
is resolved before then)

« considered by the Ministry of Education within fifteen working
days of receiving the complaint (or ten working days after
issuing the written acknowledgement)

+ resolved as ‘justified” or ‘not justified’.

You can expect to receive an outline of the reasons for any
decisions we make and the actions we propose to take.

Some complaints are complex and the work related to the
complaint may take time. If we need more time to resolve your
complaint, we will tell you how much extra time we need, our
reasons for needing the extra time, and give you progress updates
on a regular basis.

Ka péhea te whakatau i taku amuamu?
He aha nga ahuatanga ka ahei?
Ki te puta he amuamu ko ta matou:

» Me tokeke — ka tirohia, ka whakatauria to amuamu i runga
i te kore whakahawea me te orite o te whakahaere

* Me ngawari — ka whakahaeretia he huarahi hangai, he huarahi
ngawari hoki hei whakatau i nga amuamu mama

« Me tere — ka whakatauria i roto i te wa ka whakaritea ki
tou taha

* Me totika nga haepapa — ka whakamahia nga mohiohio whai
panga ka puta mai i tau take, hei whakapai ake i a matou
mahi

* Me kore whakahawea — kaore tétahi e whakahaweatia i runga
i te amuamu ka whakatakotoria e koe.

Kia whakatakotoria e koe tétahi amuamu, ka ahei:

* Kia whiwhi korero a-tuhi koe i roto i te rima ra mahi (heoi
ano, téra pea kua tau ké i mua ake i te rima ra)

* Kiatirohia e te Tahuhu o te Matauranga i roto i te tekau ma
rima ra mai i te wa ka tae ake te amuamu (tekau ra ranei i
muri iho i te tukunga tuhi whakamohio, kua tae mai te
amuamu)

e Kia whakamohiotia atu mehemea i ahei, kaore ranei i ahei
t0 amuamu.

E ahei ana kia whiwhi koe i tétahi whakarapopoto o nga whakatau
ka whakaritea me nga mahi hei whai ake i aua whakarite.

Ko étahi amuamu he taumaha, na reira ka nui atu pea nga mahi,
ka roa ake pea te wa whakatau. Ki te roa ake te wa ka whakamohio
atu matou péhea rawa te wa e hiahiatia ana; nga take e péra ai
te roa, me te rite tonu o te whakahoki korero kia mohio ai koe
e péhea ana to take.
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