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Complaints Policy and Procedure

1. Introduction

St George’s prides itself on the quality of the teaching and pastoral care provided to
its students. However, if parents or guardians do have a complaint, they can expect it
to be treated by the school in accordance with this procedure in a fair and transparent
manner.

2. Aims

The aimis to resolve all complaints fairly, effectively and efficiently by all parties using
agreed procedures and policies and guided by the stated vision and aims of the school.

3. Policy Rationale

There should be a straightforward system of dealing with complaints by parents or
guardians which is easily understood by all those involved.

4. General Principles

This procedure is intended to allow parents or guardians to raise a concern or
complaint relating to the school, or the services that it provides.

An anonymous concern or complaint will not be investigated under this procedure
unless there are exceptional circumstances.

To allow for a proper investigation, concerns or complaints should be brought to the

attention of the school as soon as possible. In general, any matter raised more than
3 months after the event, being complained of, will not be considered.

5. Stage 1 — Informal Resolution

It is hoped that most complaints and concerns will be resolved quickly and informally.

If parents have a complaint, they should normally contact their son or daughter’s
Achievement and Progress Leader (APL) in Primary, the Head of Year or Faculty in
Secondary, or the Finance and Administration Manager if administration related. In
many cases, the matter will be resolved by this means. If the APL in Primary or the
Head of Year or Faculty in Secondary cannot resolve the matter alone, it may be
necessary for them to consult with the relevant Deputy Head Teacher or Head Teacher
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Complaints made directly to the APL, Head of Year or Head of Faculty will usually be
referred to the relevant class or subject teacher unless the Head Teacher deems it
appropriate for them to deal with the matter personally.

The APL, Head of Year or Head of Faculty will make a written record of all concerns
and complaints, logged on CPOMS, and the date on which they were received. Should
the matter not be resolved immediately a receipt of the complaint will be
acknowledged within 5 working days and a response provided within 10 working days
of receipt of the complaint.

If a response cannot be provided within that time, or in the event that the school and
parents fail to reach a satisfactory resolution then parents or guardians are advised to
proceed with their complaint in accordance with Stage 2 of this procedure. If parents
or guardians are uncertain about who to contact, they should seek advice from the
school office.

6. Stage 2 — Formal Resolution (see Appendix 2)

If the complaint cannot be resolved on an informal basis, then parents or guardians
should put their complaint in writing to the relevant Head Teacher (Primary or
Secondary) or Principal (if administration related). The Principal or Head Teacher will
decide, after considering the complaint, the appropriate course of action to take. A
complaint form is provided to assist parents or guardians. They should include details
which might assist the investigation, such as dates and times of events, and copies of
relevant documents. The completed form should be passed in a sealed envelope to
the Principal or Head Teacher. If appropriate, the Head Teacher will consult with the
Principal.

In most cases, the Principal or Head Teacher will contact the parents or guardians
concerned, normally within 3 working days of receiving the complaint, to discuss the
matter and if necessary, arrange a face-to-face meeting. If possible, a resolution will
be reached at this stage. The Principal or Head Teacher may invite the parents or
guardians to a meeting to clarify their concerns and to seek an informal resolution.
The Principal or Head Teacher will keep written records of all meetings and interviews
held in relation to the complaint.

Once the Principal or Head Teacher is satisfied that, so far as is practicable, all relevant
facts have been established, a decision will be made, and parents or guardians will be
informed of this decision in writing within 10 working days of the last meeting with
the parents or guardians. If applicable, the Head Teacher will give reasons for their
decision in consultation with the Principal.

Should the matter not be resolved at this point, the parent or guardian should proceed
to Stage 3 of this procedure.
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7. Stage 3 (see Appendix 3)

If parents or guardians seek to invoke stage 3 (following a failure to reach an earlier
resolution) they should write to the Chair of the Board of Governors c/o the school
reception.

The review of the process followed by the school and the decision reached by the
school will be conducted by a panel of 3 members. This will comprise 2 members of
the governing body to include the Chair or Vice Chair and additionally a member
independent of both the Board of Governors and the School. This review will usually
take place within 20 business days of receipt of the request and the parents or
guardians will be informed of the process directly by the Chair of the Board of
Governors.

The panel will first receive written evidence from the complainant and the panel will
then invite representatives of the school (usually the Head Teacher or Principal) as
appropriate, to make a response to the complaint. The complainant will be invited to
the hearing and may be accompanied to the hearing by one other person. This may
be a relative, teacher or friend.

If possible, the panel will resolve the parent or guardian’s complaint at this time.
The panel will make a finding and recommendations and a written copy of such
findings and recommendations will be provided to the complainant and if relevant the

person complained about. These findings and recommendations will be available for
the Board of Governors, Principal and Head Teacher to inspect at school.

8. Recording of complaints

A formal written record will be kept of all such complaints, whether they are resolved
following a formal procedure or proceed to a panel hearing in the Register of
Complaints. All actions taken by the school as a result of these complaints (whether
or not they are upheld) will also be recorded.

All correspondence, statements and records will be kept confidential expect in so far
as is required of the school by Part 7, paragraph 33 (i, j, k) of the Education
(Independent Schools Standards) Regulations 2014; where disclosure is required in
the course of the school’s inspection; or where any other legal obligation in
Luxembourg prevails.

See Appendix 1
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9. Monitoring and review

The Principal will monitor the implementation of this policy and will submit periodic
evaluation reports on its effectiveness to the governing body. This policy will be
reviewed every two years, or earlier if necessary.
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Exemplar Record of Complaints

Appendix 1

According to the Education (Independent Schools Standards) Regulations 2014, part
6 paragraph 32 (3)(f) details of the complaints procedure referred to in paragraph 33,
of the legislation requires that details of the number of complaints registered under
the formal procedure is recorded each year.

REGISTER OF COMPLAINTS

Initials/date

Action taken by
School

Number of formal
complaints in
2019/2020

Stage 2

Stage 3

Number of formal
complaints in
2020/2021

Stage 2

Stage 3

Number of formal
complaints in
2021/2022

Stage 2

Stage 3

Number of formal
complaints in
2022/2023

Stage 2

Stage 3
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Appendix 2

St George’s International School Complaint Form
(Stage 2 — Formal Resolution)

1. Please complete this form and return it to the Principal or Head Teacher (via
reception), who will acknowledge receipt and inform you of the next stage in the
procedure.

Your Name:

Relationship with the school (e.g. parent):

Student’s name (if relevant to complaint):

Your Address:

Daytime phone:
Evening phone:

2. Please give concise details of your concern to be investigated:

(You may continue on separate paper, or attach additional documents, if you wish.)
Number of additional pages attached:

3. What action, if any, have you already taken to try to resolve your complaint? (i.e.
who have you spoken with or written to, and what was the outcome?)

4. What actions do you feel might resolve the problem at this stage?

Signature: Date:

(School use only)

Date form received: Received by: Date acknowledgement sent:
Sent by:
Complaint referred to: Date:
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Appendix 3
St George’s International School Complaint Review Request Form
(Stage 3)

Please complete this form and return it to the Chair of the Board of Governors (via
reception), who will acknowledge its receipt and inform you of the next stage in the
procedure.

Your Name:
Your Address:

Daytime phone:
Evening phone:

Dear Sir or Madam,
I submitted a formal complaint to the school on and am dissatisfied
by the procedure that has been followed.

My complaint was submitted to and I received a response from
on

I have attached copies of my formal complaint and of the response(s) from the
school.

I am dissatisfied with the way in which the procedure was carried out, because:

(You may continue on separate paper, or attach additional documents, if you wish.)
Number of additional pages attached:

What actions do you feel might resolve the problem at this stage?

Signature: Date:

(School use only)

Date form received: Received by: Date acknowledgement sent:
Sent by:
Complaint referred to: Date:
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