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 GUIDELINES FOR  
 THE PROCESSING OF CITIZEN COMPLAINTS 
 
 
I. The School District Philosophy on Citizen Complaints 
 

It is recognized by the board of education that the school district belongs to the citizens of the district. 
 The board of education is elected to manage the affairs of the district and serve as the ultimate school 
district authority in the operation of the district. The administration under the direction of the 
superintendent of schools is charged with the responsibility for the management of the daily 
operation of the district in accordance with the policies, guidelines and direction of the board of 
education.  Citizens are encouraged to communicate openly with the administration and the board, 
both in areas of commendation and concern.  These guidelines have been adopted in an effort to 
facilitate an orderly and timely processing of citizen complaints. 
 

 
II. Definitions 
       

A. Responsible Person: This term is used to indicate the person responsible for the delivery 
of the service.  Examples would be the teacher, counselor, bus 
driver, head cook, aide or assistant principal. 

 
B. Complainant: The citizen registering the complaint. 

 
C. Immediate Supervisor: Refers to the administrative officer immediately responsible for the 

administration of the item of concern.  In most cases, it would be 
the principal, but the complaint might be directed to another 
administrative officer, directors, coordinators, managers or to a 
non-supervisory department chair, if this would provide a more 
appropriate avenue. 

 
D. Days: Days shall mean calendar days.  In the event that the investigation or resolution of 

the complaint is inhibited by school not being in session, the day requirements may 
be extended as necessary, but in no event, longer than the vacation days involved.     
                                                  

                                                                
III. Categories of Complaints 
 

Complaints are divided into five fundamental categories for the purpose of identifying district 
personnel responsible and clarifying the procedure for consideration of the complaint.  The complaint 
categories are: 
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1. Board of education policy and policy guidelines 
 

2. Educational materials (see Board Policy #6161) 
 

3. Personnel 
 

4. Procedures 
 

5. Programs 
 
IV. The Basic Complaint Consideration Procedure 
 

The basic complaint procedure includes the following steps: 
 

Step l: An oral or written presentation of the complaint to the "responsible person."  This may occur 
by telephone or letter. In more instances where the issue is complex or where personal 
contact is more appropriate, it is suggested that a personal conference be arranged.  The 
office of the principal of the school involved can assist in identifying and contacting the 
responsible person.  In those instances where it is not possible or not considered appropriate 
by the complainant to deal with the responsible person, the complainant may elect to extend 
the complaint to the immediate supervisor. 

 
Step 2: If the complaint is not resolved to the satisfaction of the complainant in Step 1, it shall be 

advanced within ten working days of notification of the results of Step 1 to the immediate 
supervisor who will attempt to resolve the matter at that level.  If deemed necessary by the 
immediate supervisor, it may be requested that the complaint be submitted in writing 
according to the prescribed format in Step 3.  If the complainant is not satisfied, he/she will 
be advised by the immediate supervisor of this complaint procedure.                           
     

                                 
Step 3: If the complaint is not resolved to the satisfaction of the complainant in Step 2, it may be 

advanced within ten working days of notification of the results of Step 2 to the 
superintendent.  The complaint shall be presented in writing and the statement of complaint 
shall include: 

 
1. An identification of the complaint 

                
2. A brief but specific summary of the events or facts associated with the 

complaint 
 

3. A statement of the relief or resolution requested 
 

4. The signature of the complainant 
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The superintendent may assign a designee to act for the superintendent at this step of the 
procedure.  The superintendent shall meet with the complainant within ten days of the receipt 
of the complaint in an effort to resolve the complaint.  Within ten days of the initial meeting, 
the superintendent shall extend a decision in writing to the complainant if the complaint has 
not been resolved.  The complainant shall be informed by the superintendent of the right to 
appeal the decisions and the process that will be followed. 

 
Step 4: If the complaint is not resolved to the satisfaction of the complainant in Step 3, it shall be 

advanced within ten working days of notification of the results of Step 3 to the board of 
education.  Advancement may be made to the board of education by extending a letter to the 
president of the board of education requesting board of education review.  The letter may be 
directed to the President of the Board of Education, in care of: 

 
                             School District of Waukesha 

                          222 Maple Avenue 
                             Waukesha, WI 53l86 
 

A copy of the request for advancement will be sent by the complainant to the superintendent 
who will expedite the arrangements for review by the board of education.  The 
superintendent will provide the board with copies of the complaint as well as a report on the 
matter.  Within 45 days of the receipt of the request for board of education review, the board 
will hold a hearing on the matter.  The hearing will be subject to the Wisconsin statutes 
relative to an executive session.  The board will render a decision in writing to the 
complainant within 30 days of the board of education hearing on the matter. 

 
 
V. Procedural Exceptions by Category of Complaint 
 

A. Board of Education Policy and Policy Guidelines 
 

Complaints concerning the policy or policy guidelines themselves will be initiated at Step 3 
to the superintendent.  The initial extension of the complaint may be oral with advancement 
to the written phase of Step 3 if necessary. 

 
B. Educational Materials 

 
Complaints concerning educational materials will be considered according to Policy #6161. 
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C. Transportation 
 

The board of education has delegated the responsibility and authority for review and action 
on complaints regarding the transportation program and/or procedures to the Finance and 
Facilities Committee of the board of education.  Step 4 for complaints in this area will be 
handled by that committee. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Reference:  Board Policy #6161-Selection and Removal of Educational Materials  
 
Adopted:  April 7, 1982 
Amended:  December 12, 1984 

August 14, 1985 
December 9, 1987 
May 10, 1989 

Last review date: October 2001 


