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  Complaints Policy 
 

Rationale 

It is everyone’s right to make a complaint or raise a concern when they feel it is 

necessary or important to do so. For this reason, QIS needs to have a clear 

procedure, founded on best practice, to deal with such situations.  

 

This policy is created to handle only formal complaints – we hope that concerns 

are dealt with at an earlier stage to prevent them from escalating. Definitions are 

given hereafter to explain the difference. 

 

It is always better, and good practice, to resolve issues at the earliest possible 

moment to avoid escalation and frustration. Proactive behaviours will invariably 

reduce the need for complaints and prevent them from becoming serious, 

however, a series of graduated stages are set out in order to best address issues 

and deal with them in the most appropriate fashion. 

 

Any person, including staff or members of the community, may make a complaint 

about any provision of facilities or services that QIS provides. QIS must not limit 

complaints to parents or carers of children that are registered at the school. 

 

Aims 

The aim of this policy is to facilitate and resolve any complaint made about the 

school by ensuring the procedure:   

• Is easily accessible and publicised  

• is simple to understand and use  

• is impartial  

• is non-adversarial  

• enables a full and fair investigation by an independent person where necessary  

• respects people’s desire for confidentiality  

• addresses all the points at issue and provides an effective response and 

appropriate redress, where necessary 

• provides information to the school’s senior management team so that services 

can be improved. 

 

Procedures 

 

Definitions: complaints vs concerns 

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue 

considered to be important for which reassurances are sought’. A complaint may 

be generally defined as ‘an expression of dissatisfaction however made, about 

actions taken or a lack of action’. 

 



It is in everyone’s interest that complaints are resolved at the earliest possible 

stage. Many issues can be resolved informally, without the need to invoke formal 

procedures. QIS will take informal concerns seriously and make every effort to 

resolve the matter as quickly as possible. There are occasions when complainants 

would like to raise their concerns formally. In those cases, the school’s formal 

procedure should be invoked through the stages outlined within this procedure. 

 

What is a complaint?  

• A verbal or written expression of dissatisfaction.  

What is not a complaint? 

• A request for or the submission of information 

• A question about a policy or procedure 

• A report about an incident  

 

It is the duty of Qatar International School, its management and the School Board 

to have a procedure to deal with complaints relating to our school and any 

facilities or services that the school provides. 

However, some complaints are not handled by this procedure – for example, 

school admissions, staff grievances and disciplinary procedures and complaints 

about services from other providers who may use or operate on school premises. 

In this case the provider should have their own procedures.  

School complaint procedures: 

The procedure consists of four stages and enables verbal or written complaints to 

be considered by the following people within the school: 

• Stage 1: Any member of the school’s staff (informal stage where a 

complaint can come in any form). 

• Stage 2: An appropriate senior member of staff from the PLT for Primary or 

SLT for Secondary. The start of the formal process requiring a written 

complaint to be submitted on the school form, if this has not already been 

done (see appendix). 

• Stage 3: The appropriate Head Teacher (Primary or Secondary).  

• Stage 4: The Principal. 

 

It will only be necessary to move a complaint on to the next stage of the 

procedure, if the person making the complaint is not satisfied with the outcome at 

the previous stage. 

Complaints should not usually skip any of the stages. However, this may be 

necessary if the complaint is about a senior member of staff, in which case it can 

be considered by the Head Teacher (ie. at Stage 3, bypassing stages 1 and 2). 

Taking a complaint further 

If the person making the complaint remains dissatisfied with the outcome after 

they have followed the four stages listed above, the Principal may consider taking 

the complaint to the School Board for final arbitration. This will only be considered 

for extremely serious matters where a complete impasse has been reached with 

the school. 

 

The School Board  

The Board can consider the actions taken by the school when investigating a 

complaint and, if the school did not comply with its own procedures or its actions 

were not reasonable, they can make recommendations about what the school 



should do to resolve the situation. They can recommend a re-investigation of the 

substance of the complaint, and this remains the responsibility of the school to 

carry out. 

Timescales 

QIS will only consider complaints that have been received within a reasonable 

time of the incident being complained about. In general terms this will be within 

two calendar months. Although it is reasonable to expect complaints to be made 

as soon as possible after an incident, there may be good reasons for not doing so. 

Therefore, in exceptional circumstances, the school may still consider a delayed 

complaint. 

 

Complaints need to be considered and resolved as quickly, and efficiently as 

possible:  

• A complaint will be acknowledged within 2 working days of the complaint 

being received either verbally, in writing, electronically or by phone/SMS. 

• The complaint must be recorded on the appropriate form in order for it to 

be progressed 

• Each stage of the process will be carried out as quickly as possible with the 

understanding that time is key to a successful resolution of a complaint.  

• Depending on the amount of investigation and communication required it 

is expected that no stage will last longer than 2 weeks to conclude 

• If it is not possible to meet this timescale then all parties shall be fully 

informed of the delay and the reasons why 

 

Recording complaints 

Regardless of how a complaint is initially made, QIS will ask all complainants to 

record carefully their complaint on a form for the purposes of accurate record 

keeping and response at Stage 2. However, the complainant may have 

communication preferences due to language issues or disability and the school 

will allow for an appropriate alternative or support in this circumstance. With the 

complainant’s agreement, the school may fill out the form for them. 

 

• In order to prevent any later challenge or disagreement over what was 

said, brief notes of meetings and telephone calls should be kept and a 

copy of any written response added to the record.  

• An appropriate note should be made on SIMS 

• School will record the progress of the complaint, stage by stage and the 

final outcome.  

• The person dealing with the complaint at each stage is responsible for 

making a record or keeping a note of the proceedings. 

• When the complaint becomes formal, the senior member of staff at stage 

2, Head Teacher at stage 3, or, at stage 4, the Principal, should be 

responsible for these records and hold them centrally.  

• Complainants may be asked to sign these records during the stages of a 

complaint as acknowledgment of a successful conclusion or simply that the 

process and procedure is being undertaken.  

• Refusal to sign or agree will not mean that the records are inaccurate, 

invalid or that the appropriate procedure has not be carried out. 

 

Serial and persistent complainants  

QIS will always do its best to be helpful to people who contact the school with a 

complaint or concern or a request for information. However, in cases where the 

school is contacted repeatedly by an individual making the same points, or who 

asks the school to reconsider their position, the school will need to act 



appropriately. There will be occasions when, despite all stages of the complaints 

procedure having been followed, the complainant remains dissatisfied.  

 

It is important for QIS to recognise when it really has done everything it can in 

response to a complaint. It is a poor use of school time and resources to reply to 

repeated letters, emails or telephone calls making substantially the same points. If 

a complainant tries to re-open the same issue, the Principal will inform them that 

the procedure has been completed and that the matter is now closed. If the 

complainant contacts the school again on the same issue, then the 

correspondence may be viewed as ‘serial’ or ‘persistent’ and the school may 

choose not to respond. 

 

The decision to stop responding is never taken lightly. The school needs to be able 

to say ‘yes’ to all of the following:  

• The school has taken every reasonable step to address the complainant’s 

needs. 

• The complainant has been given a clear statement of the school’s position 

and their options (if any). 

• They are contacting the school repeatedly but making substantially the 

same points each time.  

 

The case is even stronger for stopping if the school agrees with one or more of 

these statements:  

• The school has reason to believe the individual is contacting them with the 

intention of causing disruption or inconvenience – they may have actually 

said as much in a letter, email or telephone call.  

• Their letters/emails/telephone calls are often or always abusive or 

aggressive.  

• They make insulting personal comments about or threats towards staff.  

 

School should not stop responding just because an individual is difficult to deal 

with or asks complex questions. However, where an individual’s behaviour is 

causing a significant level of disruption school may wish to implement a tailored 

communications strategy such as restricting them to a single point of contact via 

an email address or by limiting the number of times they make contact; eg. a 

fixed number of contacts per term. School needs to ensure that it is acting 

reasonably and that any genuine complaint can still be heard.  

 

Barring from the school premises  

Although fulfilling a paid for service, school is a private place. The public has no 

automatic right of entry. School will therefore act to ensure that the site remains a 

safe place for pupils, staff and other members of the community. If a parent’s 

behaviour is a cause for concern, school can ask him/her to leave school 

premises. In serious cases, the Principal can notify them that their access to the 

school premises has been temporarily revoked subject to any representations that 

the parent may wish to make. School should always give the parent the 

opportunity to formally express their views on the decision to bar in writing. 

 

The decision to bar should then be reviewed, taking into account any 

representations made by the parent, and either confirmed or lifted. If the decision 

is confirmed the parent should be notified in writing, explaining how long the bar 

will be in place.  

 

Appendices 



 

1. Roles and responsibilities 

 

1.1 The complainant  

The complainant (or person who makes the complaint) will receive a more 

effective response if they:  

• co-operate with the school in seeking a solution  

• express the complaint in full as early as possible  

• respond promptly to requests for information or meetings or in agreeing the 

details of the complaint  

• ask for assistance as needed  

• treat all those involved in the complaint with respect. 

 

1.2 QIS staff member  

The staff member should:  

• Ensure that the complainant is fully updated at each stage of the procedure.  

• Liaise with staff members, PLT or SLT, Head Teacher or Principal to ensure the 

smooth running of the complaints procedure.  

• Keep records.  

• Provide a comprehensive, open, transparent and fair consideration of the 

complaint through: 

1. Sensitive and thorough interviewing of the complainant to establish what 

has happened and who has been involved. 

2. Consideration of records and other relevant information. 

3. Interviewing staff and children/young people and other people relevant to 

the complaint. 

4. Analysing information. 

5. Effectively liaising with the complainant and other staff as appropriate to 

clarify what the complainant feels would put things right. 

6. Identifying solutions and recommending courses of action to resolve 

problems. 

7. Being mindful of the timescales to respond. 

8. Responding to the complainant in plain, clear language.  

 

The person investigating the complaint should make sure that they conduct 

interviews with an open mind and be prepared to persist in their questioning. They 

must keep detailed notes of interviews or arrange for an independent note taker 

to record minutes of the meeting.  

 

The welfare of the child/young person is always paramount. 

 

2. Interviewing best practice tips  

• Children/young people should be interviewed in the presence of another 

member of staff, or in the case of serious complaints (eg. where the possibility of 

criminal investigation exists) in the presence of their parents/carers.  

• Care should be taken not to create an intimidating atmosphere.  

• Children/young people should be told what the interview is about and that they 

can have someone with them.  

 

3. Staff/witnesses  

• Explain the complaint and your role clearly to the interviewee and confirm that 

they understand the complaints procedure and their role in it.  



• Staff are allowed a colleague to support them at their interview. The colleague 

must not be anyone likely to be interviewed themselves, including their line 

manager.  

• Use open, not leading questions.  

• Do not express opinions in words or attitude.  

• Ask one single question at a time.  

• Try to separate ‘hearsay’ evidence from fact by asking interviewees how they 

know a particular fact.  

• Persist with questions if necessary. Do not be afraid to ask the same question 

twice. Make notes of each answer given.  

• Deal with conflicting evidence by seeking corroborative evidence. If this is not 

available, discuss with the Head Teacher/ Principal the option of a meeting 

between the conflicting witnesses.  

• Make a formal record of the interview from the written notes as soon as possible 

while the memory is fresh. Show the interviewee the formal record and ask if s/he 

has anything to add, and to sign the record as accurate. 

 

4. Complaint Form 

 

Name: 

 

Relationship to child: 

 

Name of child: 

Date form  

was submitted: 

 

Child’s class: 

Mobile phone number and email address: 

 

 

Date of incident: 

 

Details of complaint: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Stage 2 record 

 

Senior member of staff: 

 

 

Notes, dates and actions: 

 

 

 



 

 

 

 

 

 

Outcome:                                                                        Signed: 

 

 

 

 

Stage 3 record 

 

Headteacher: 

 

 

Notes, dates and actions: 

 

 

 

 

 

 

 

 

Outcome:                                                                               Signed: 

 

 

 

 

Stage 4 record 

 

Principal: 

 

 

Notes, dates and actions: 

 

 

 

 

 

 

 

 

 

Outcome:                                                                               Signed: 

 

 

 

 

Details of any additional paperwork attached: 

 

 
 

 


