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Summary 
A school is an environment where people interact closely. Conflicts and differences of opinion 

occur and are often resolved through mutual agreement. Sometimes, however, a 

disagreement may be such that someone wishes to file a formal complaint. For this reason, a 

complaints procedure has been established. In addition to parents and students, any 

member of the school community may make use of it. Complaints are always handled 

confidentially. The basic principle is that both parties should first attempt to resolve the issue 

together. The direct supervisor is initially the person to mediate. If that fails, a complaint may 

be submitted to the directeur-bestuurder. If that is not possible, or if the complaint concerns 

the directeur-bestuurder, the complaint may be submitted to the complaints committee of the 

Supervisory Board. The vertrouwenspersoon assists the complainant in navigating the 

appropriate steps and overseeing the process. 

Complaints 

Complaints may relate to conduct or decisions by the directeur-bestuurder and staff 

members, or failure to act, as well as to conduct by other members of the school community 

(students, interns). 

Complaints may concern student guidance, disciplinary actions, student assessment, the 

structure of the school organization, sexual harassment, discriminatory behavior, aggression, 

violence, and bullying. Anonymous complaints will not be considered. 

How do we resolve it? 

Simple complaints about everyday matters will generally be resolved directly by a member of 

the support staff, a teacher, the mentor, or the care coordinator. If resolution is not reached, a 

team leader may be asked to mediate. These complaints are not formally registered. 

If these avenues do not lead to a solution, a written complaint may be submitted. 

Written complaints (whether or not preceded by an oral complaint) may be submitted to the 

directeur-bestuurder or the complaints committee. If the complaint concerns the directeur-

bestuurder, it may be submitted to the chair of the Supervisory Board. It is advisable to 

consult a vertrouwenspersoon beforehand, either about the procedure or the formulation of 

the complaint. 

Written complaints and their resolution will be registered. The internal complaints procedure 

is reported at least once a year by the directeur-bestuurder to the Supervisory Board and the 

MR. 

Criminal offences 

If a complaint relates to a criminal offence—meaning acts that are also punishable outside 

the school environment—then a report will be filed with the police. 

In case of a serious suspicion of a criminal offence, the following procedure applies: 

The complainant first contacts the vertrouwenspersoon. After consultation with the second 

vertrouwenspersoon, the vertrouwenspersoon informs the directeur-bestuurder of the 

existence of the complaint (without going into detail). The directeur-bestuurder then informs 

the confidential inspector. 

If the vertrouwenspersoon deems it necessary, he or she may inform the directeur-

bestuurder of the full details of the complaint. The directeur-bestuurder then consults with the 

confidential inspector, and if the inspector gives a positive recommendation, the directeur-

bestuurder is obliged to report the matter to the judicial authorities. 

Mandatory Reporting by Schools in the Caribbean Netherlands 

Schools have a legal and moral obligation to ensure a safe learning environment for all 
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students. This includes the duty to act when there are signs of serious misconduct, 

particularly in cases of sexual violence, child abuse, or domestic violence. 

Although not all Dutch laws apply verbatim to the Caribbean Netherlands, comparable 

responsibilities are in place. Schools are expected to follow protocols aligned with the 

Reporting Code for Domestic Violence and Child Abuse BES, which outlines a structured 

process for identifying and reporting suspicions of abuse. 

Staff members must be alert to signals of abuse or violence and are required to report these 

concerns to the appropriate authorities—such as the designated confidential inspector, the 

local reporting center, or child protection services. Failing to act may put vulnerable children 

at further risk. 

Where does the complaint belong? 

The complaints procedure is not a replacement for the procedure someone may initiate 

against a decision of the competent authority of a public school under the provisions of the 

General Administrative Law Act (Awb). Nevertheless, a person may choose to file a 

complaint instead of initiating an Awb procedure. In such cases, the Committee may render a 

judgment on the complaint but, unlike a court, cannot annul the decision of the competent 

authority. 

Furthermore, complaints for which a separate procedure and committee exist must be 

handled accordingly. For instance, a complaint that should be submitted to the Examination 

Appeals Board cannot be processed under this complaints procedure. In addition, the 

Disputes Committee for Inclusive Education is the appropriate body to handle disputes 

between parents and the competent authority concerning the admission of students with 

additional support needs, the establishment and adjustment of development perspectives, 

and student expulsion. 

From internal to external complaint handling 

If all prior steps fail to provide a resolution, the external complaints committee may be 

contacted. 

For complaints about educational institutions on the BES islands, you may contact the 

Klachtencommissie Onderwijs BES. This committee handles complaints that have not been 

satisfactorily resolved within the school or school board.  

Finally 

The complaints procedure, which is also used by the complaints committee, aims to ensure 

careful handling of complaints, serving the interests of the involved parties as well as the 

school (by promoting a safe school climate). The procedure includes maximum response 

times. Naturally, it is in everyone's interest that a complaint is handled as carefully—and as 

quickly—as possible. 
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Article 1: Definitions 
For the purposes of this regulation, the following definitions apply: 

1. Complainant: a (former) student, a parent/guardian/carer of a minor (former) 

student, (a member of) the staff, (a member of) the management, (a member of) 

the competent authority, or any other person or body functionally involved with the 

school or institution; 

2. Complaint: a complaint concerning acts and/or decisions of the respondent, or 

failure to act. 

3. Complaints committee: the committee referred to in Article 6; 

4. Competent authority: the Board of Saba Educational Foundation, represented 

by the directeur-bestuurder; 

5. Directeur-bestuurder: the sole member of the executive board and is 

responsible for the day-to-day management; 

6. Management: the person(s) responsible, under the authority of the competent 

authority, for the educational, organizational, and operational management of the 

school; 

7. Respondent: (a member of) the staff, (a member of) the management, (a 

member of) the competent authority, or any other person or body functionally 

involved with the school or institution, against whom a complaint has been filed; 

8. School: Saba Comprehensive School; 

9. Vertrouwenspersoon: the person referred to in Article 4. 

 

Article 2: Preliminary Procedure Before Filing a Complaint 
1. A complainant experiencing a problem at or with the school or institution shall first 

contact the person who caused the problem, unless the nature of the problem makes 

this inappropriate. 

2. If that contact does not lead to a resolution, the complainant shall present the issue to 

the management for resolution, unless the nature of the problem makes this 

inappropriate. 

3. The complainant may also contact the vertrouwenspersoon regarding the issue. 

4. If the problem is not or cannot be resolved, a complaint may be submitted to 

directeur-bestuurder or the complaints committee as referred to in Article 9. 

Article 3: Appointment and Duties of the Vertrouwenspersoon 
1. The directeur-bestuurder of the school appoint, after consultation with the 

participation body, at least one vertrouwenspersoon to serve as the point of contact 

for complaints. 

2. SEF opts for an external vertrouwenspersoon to ensure independence from persons 

involved at SCS. 

3. A vertrouwenspersoon shall not suffer any disadvantage as a result of performing 

their duties. 

4. The vertrouwenspersoon is independent and does not have a hierarchical 

(dependency) relationship with any employee of the school. 

5. The vertrouwenspersoon shall assess whether the complaint can be resolved through 

mediation. 

6. If the complainant so requests, the vertrouwenspersoon may assist in submitting the 

complaint and throughout the further complaint procedure. 

7. The vertrouwenspersoon shall inform the complainant about agencies or institutions 

that may assist in resolving issues related to the complaint and shall support the 

complainant in establishing contact where necessary. 
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8. The vertrouwenspersoon is required to maintain confidentiality, unless there is a 

suspicion of a sexual offence or child abuse. 

9. The vertrouwenspersoon may provide the competent authority with advice, either 

upon request or on their own initiative, if the signals received warrant such action. 

10. The vertrouwenspersoon shall report annually in writing to the competent authority on 

their activities. 

Article 4: Public Availability of the Complaints Procedure 
The directeur-bestuurder shall ensure that the complaints procedure, the contact details of 

the complaints committee, and the names and availability of the vertrouwenspersoon are 

sufficiently well known by publishing them in the Schoolguide and on the website. 

Article 5: Composition of the Complaints Committee / Integrity Committee / 
Whistleblower Procedure 

1. The complaints committee consists of two members of the Supervisory Board: the 

Chair and one other member. One resides on the island, the other resides off island. 

2. The appointment is made by the full Supervisory Board. 

3. The complaints committee also investigates and advises in cases concerning the 

application and observance of the Integrity Code or where the Whistleblower 

Procedure is invoked. 

Article 6: Term of Office 
1. Members of the complaints committee are appointed for a period of four years and 

may be reappointed immediately for a total maximum term of eight years. The term of 

office is linked to their membership of the Supervisory Board. 

2. The chair and member may resign at any time. 

Article 7: Establishment and Duties of the Complaints Committee 
1. The complaints committee investigates complaints and advises the directeur-

bestuurder and/or the other members of the Supervisory Board. 

2. In its advice, the complaints committee shall provide a reasoned judgment on: 

a. whether the complaint is (un)founded; 

b. whether measures should be taken. 

3. The complaints committee shall act with the utmost care to protect the interests of all 

parties involved. The members of the complaints committee are bound to 

confidentiality regarding all matters they become aware of in that capacity. This duty 

of confidentiality continues after a member ceases to serve on the committee. 

4. The complaints committee shall report annually in writing to the competent authority 

on its activities, including, if applicable, recommendations for improving the 

organization and/or policy. 

Article 8: Filing a Complaint 
1. The complainant shall submit the complaint to: 

a. the directeur-bestuurder; 

b. the complaints committee. 

2. The complaint must be submitted within one year of the act or decision in question 

Complaints submitted more than one year after the incident will not be taken into 

consideration, unless the Complaints Committee or the Director-Bestuurder decides 

otherwise based on compelling grounds. 

3. If the complaint is submitted to a body other than those referred to in paragraph 1, the 

recipient shall immediately refer the complainant to the complaints committee or the 

directeur-bestuurder. The recipient is required to maintain confidentiality. 
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4. Upon receipt of the complaint, the complaints committee or the directeur-bestuurder 

shall notify both the complainant and the respondent in writing that the complaint is 

being investigated. 

5. The complainant and the respondent may be assisted by a representative. 

6. If a complaint is submitted by a representative, it must be accompanied by a written 

authorization or be co-signed for approval by the complainant. No written 

authorization is required for submission by a lawyer. 

7. The directeur-bestuurder or the complaints committee shall confirm receipt of the 

complaint to the complainant in writing. 

 

Article 9: Content of the Complaint 
1. The complaint must be submitted in writing and signed. 

2. If it is not reasonably possible for the complainant to submit the complaint in writing, 

the secretary shall prepare a written record of the orally submitted complaint, which 

must be signed for approval by the complainant. The complainant shall receive a 

copy. 

3. The complaint must at minimum contain: 

a. the name and address of the complainant; 

b. the name of the respondent and the name of the school the complaint concerns; 

c. a description of the complaint and the date/period to which it relates; 

d. copies of any documents relevant to the complaint; 

e. the date of submission. 

4. If the complaint does not meet the requirements listed in paragraph 3, the 

complainant will be given the opportunity to correct the omission within a specified 

period. If the requirements are still not met, the complaint may be declared 

inadmissible. 

5. If the complaint is declared inadmissible, this will be communicated to the 

complainant, the respondent, the directeur-bestuurder, and Supervisory Board. 

 

Article 10: Handling of the Complaint by the Directeur-bestuurder 
1. If the complainant submits the complaint to the directeur-bestuurder, the directeur-

bestuurder may handle the complaint directly. 

2. In that case, the directeur-bestuurder shall inform the complainant and the 

respondent of the steps to be taken to address the complaint. 

3. If, in the complainant’s view, the handling of the complaint by the directeur-bestuurder 

does not lead to a resolution, the complainant may submit the complaint to the  

complaints committee. 

4. If the directeur-bestuurder does not handle the complaint personally, the complainant 

shall be referred to the complaints committee. 

 

Article 11: Provision of Information to the Internal Complaints Committee/Directeur-
bestuurder 
Employees of the competent authority are required to provide information requested by the 

directeur-bestuurder or the complaints committee and to maintain confidentiality in doing so. 

These obligations also apply to the competent authority itself. 
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Article 12: Withdrawal of the Complaint 
1. The complainant may notify the complaints committee or the directeur-bestuurder in 

writing, dated and signed, or orally during the hearing, that the complaint is being 

withdrawn. 

2. If the complaint is withdrawn, the complaints committee or the directeur-bestuurder 

shall inform the respondent and the competent authority accordingly. 

 

Article 13: Non-Participation in the Handling of the Complaint 
The chair and the member of the complaints committee shall not participate in handling a 

complaint if their impartiality may be compromised. They shall be replaced by another 

member of the Supervisory Board. 

Article 14: Required Presence of Committee Members at the Hearing 
Both members of the complaints committee must be present for a hearing to proceed. The 

presence of the Supervisory Board member who is not residing on the island may be 

established via a digital connection with audio and video. 

Article 15: Hearing by the Complaints Committee 
1. The chair shall determine the time and place of the hearing. 

2. Hearings of the complaints committee are not public. 

3. During the hearing, the complainant and the respondent shall be given the 

opportunity to present their views. 

4. As a rule, the hearing shall take place within six weeks after the decision to handle 

the complaint has been made. 

5. The complainant and the respondent may be accompanied at the hearing by one 

trusted person. 

6. The complaints committee shall hear the complainant and the respondent in each 

other’s presence, unless there are compelling reasons not to do so. 

Article 16: Advice 
1. The complaints committee shall deliberate and decide on its advice behind closed 

doors. 

2. The committee shall issue its advice within four weeks after the hearing. This period 

may be extended by four weeks. The extension must be communicated with 

justification to the complainant, the respondent, the directeur-bestuurder, and the 

Supervisory Board. According to the complaints procedure, the committee is 

expected to issue its advice within four weeks after the hearing. However, in some 

cases, more time is required to ensure a thorough and careful assessment. Reasons 

for an extension may include: 

• The need to gather additional information or documentation from parties involved; 

• The complexity or seriousness of the case, which requires more time for 

deliberation; 

• Scheduling conflicts among committee members that delay the final discussion; 

• A need to consult external experts or legal counsel for an informed opinion. 

In the interest of fairness and quality, the committee has therefore decided to extend 

the advisory period by four weeks. This decision has been communicated to all 

parties involved, in line with the procedure. 

3. In its advice, the committee shall issue a reasoned judgment on whether the 

complaint is founded or unfounded and shall communicate this in writing to the 

directeur-bestuurder, the Supervisory Board, the complainant, and the respondent. 
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4. The complaints committee may also include a recommendation regarding measures 

to be taken by directeur-bestuurder or the Supervisory Board. 

 

Article 17: Decision of the directeur-bestuurder of Supervisory Board on the Advice of 
the Complaints Committee 

1. Within four weeks of receiving the advice of the complaints committee, the directeur-

bestuurder or Supervisory Board shall inform the complainant, the respondent, and 

the complaints committee in writing and with reasoning whether it agrees with the 

committee’s judgment and whether it will take measures, and if so, what those 

measures will be. 

2. This period may be extended by no more than four weeks. The extension must be 

communicated with justification to the complainant, the respondent, and the 

complaints committee. 

Article 18: Informing the Participation Body 
The competent authority shall promptly inform the participation body of any complaint that 

the complaints committee has found to be well-founded and of any measures the authority 

intends to take as a result. 

Article 19: Confidentiality 
1. All individuals involved in the submission or handling of the complaint (or in 

preliminary procedures) are required to maintain confidentiality. 

2. This duty of confidentiality continues to apply even after the individual is no longer 

subject to this complaints procedure. 

Article 20: Evaluation 
This regulation shall be evaluated within four years of its entry into force by the directeur-

bestuurder, the Supervisory Board, the vertrouwenspersoon, and the participation council. 

Article 21: Amendment of the Complaints Procedure 
This regulation may be amended by the directeur-bestuurder after consultation with the 

vertrouwenspersoon, and the participation council. 

Article 22: Final Provisions 
1. This regulation enters into force on 1 July 2025. 

2. In cases not provided for in this regulation, the directeur-bestuurder shall decide what 

to do. 

3. The official title of this policy is “Complaints Procedure SEF SCS”. 

 

Approved by the competent authority May, 29, 2025, in St. John’s, Saba 

 

 

 

Devi van Groningen      Marco de Vries 
Chair, Supervisory Board      Directeur-bestuurder 
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Annex: Complaints Procedure Flowchart 

 
 
 

 


