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In Al Sadiq Islamic English School, we aim to build strong relationships with our
Parents and Guardians. To listen and deal with any complaints or concerns and
dealing with these accordingly for the betterment of the school and our students.
This policy is to ensure clarity for all stakeholders that makes the handling of
concerns or complaints both effective, efficient and in line with KHDA policies.

Rationale

Throughout the complaints process Al Sadiq Islamic English School expects the
handling of complaints to be conducted in line with our Islamic and core values of
Collaboration and Respect.

We welcome complaints, as they help our organisation to improve further,
however it is vitally important that issues are dealt with as per the Home-School
Contract that parents are required to sign at the beginning of each academic year.

Our Core Values

It is vital that your concern or complaint is brought to the attention of the right
person so that it may be dealt with efficiently.

Refer to the flow chart to ensure your query is sent to the right person.
Concerns/ Complaints are to be sent by email or through the school ERP to the
right person who can deal with your issue.

What do I do if I want to raise a concern or a complaint? 

You can expect a written response to your initial concern/ complaint within 
2 working days of raising the issue.

Your concern/complaint may need to be investigated in order for the school to
provide an appropriate response. If this is the case, you will be notified of this and
should expect a response within 5 working days.

What can I expect if I raise a concern or make a complaint?



Only if your concern/complaint is not resolved to your satisfaction should you
escalate it to the next level up on the flowchart.
This personwill respond within 2 working days then, if necessary, investigate  the
issue further and respond within 5 working days.

What if I am unsatisfied with the School’s response to my concern or
complaint?

We urge Parents/ Guardians, to initially notify the school via the contact channels
of email/ ERP of the concern/complaint before coming to the school requesting a
meeting. 
This will ensure that the school can investigate the situation and deal with it more
efficiently.
The staff are always happy to meet with parents, however meetings need to be
scheduled after 2pm when students have left the premises. In the case of an
emergency the required people will schedule a meeting accordingly.
Please ensure that you inform the receptionists of the cause for the meeting so
they can ensure you meet with the correct person to assist your
concern/complaint.

Please refer to the flow chart for this information.

Should a parent come to school outside of meeting times please be advised they
will be met by the Parents Relations Officers- Mr. Rohan/ Ms Meraj who will note
the complaint details and pass the information to the appropriate person in
charge.

Requesting Meeting with Staff

The vast majority of concerns/complaints can usually be resolved at school level.
Should this not be the case the concern/ complaint should be sent to Athena
Education.

What if I am unsatisfied with the School’s response to my
concern/complaint, even after raising my concern/complaint to the
Principal?



Parents can also raise concerns/complaints to KHDA directly and the issue will be
dealt with in line with the policy. 
Parents are requested to take the correct lines of contact to deal with a
concern/complaint at school level before raising the issue to KHDA level.

What if I am unsatisfied with the response of Athena Education?

Establish what has happened so far, and who has been involved
Clarify the nature of the concern / complaint and what remains unresolved
Meet with the complainant to clarify the reasons for the concern / complaint
Clarify what the complainant feels would put things right
Interview those involved in the matter allowing them to be accompanied by a
colleague if they so wish
Conduct an interview with an open mind and be prepared to persist in the
questioning to clarify facts
Keep notes of any interview for schoolrecords (minutes of meetings will NOT
ordinarily be produced)
Ensure the title of the original concern / complaint remains consistent
throughout the investigation

In the case that a detailed investigation into a complaint/concern is necessary the
Principal will appoint an Investigating Officer (usually a member of the Senior
Leadership Team), who will have no prior involvement with the issue, in order for a
full, fair, objective and transparent investigation to be completed.

The investigating officer will: 

On completion of the investigation the investigating Officer and the Principal will
meet with the complainant to discuss the investigation to agree appropriate
actions.

Persistent/Repetitive Complaints
If the same concern / complaint is received 3 times or more by the school
(despite a response being provided) it will be deemed persistent and
repetitious.

In these circumstances the Principal will write to the complainant(s) to make
them aware that their actions have been deemed to be persistent / repetitious
before referring the school’s concerns to the KHDA.

If persistent / repetitive concerns or complaints continue the School
Management may recommend the removal of the child’s place from the next
year of registration.

Investigating Complaints 



Contact the complainant to request this conduct ceases immediately
Set restrictions for further contact with colleagues, e.g. not allowing access to
the school building
Report violent or aggressive incidents to KHDA or the police, in which case the
issue becomes a police matter

ABUSIVE COMPLAINTS
Abusive complaints will not be tolerated.

If colleagues feel threatened and / or unsafe in relation to a concern or complaint
the Principal will:

SOCIAL MEDIA
All members of the Al Sadiq Islamic English School Community, including parents
and students, are expected to abide by UAE law.  Any breaches of the UAE law
pertaining to the use of social media that are reported to the school will be
brought to the attention of the police.

Links with other policies and development plans 
This policy is linked to our: 
Blended Learning Policy.
Online Behaviour Policy
Child Protection and Safeguarding Policy











Monitor late coming and absenteeism
Oversee the academic progress of students
Ensure the Year group follow the code of behaviour
Acknowledge students
Encourage students to participate in Extra curricular activities
Facilitate Parental contact
Support students at risk, address the needs of vulnerable students
Meet weekly with Section Supervisors/ Heads of Section/ Pastoral Lead of the
school to discuss and review issues concerning the year group
Meet with tutors on a regular basis
Take registration on an on-going basis with each tutor group
Conduct Assemblies on a fortnightly basis with whole Year group

Year Head 
The Year Head on behalf of the school community takes on the role of overseeing
the welfare of a year group so that learning, at every level of the person, is
supported.

The Year Head will:

Form Tutor

Roles and Responsibilities



Daily registration
Monitoring use of Journal/Uniform/Books/ Class Cleanliness 
Explaining the Code of Behaviour on a regular basis
Monitoring attendance and punctuality
Building a relationship with the student
Consulting as necessary with each subject teacher to alleviate any source of
difficulty
Monitors progress

Form Tutor

A class tutor is the teacher who, on behalf of the school community undertakes
the role of caring for a class group in order to promote learning at every level of
the person.

At Al Sadiq priority will be given to the following:
Where possible the class tutor will teach the class for which they have
responsibility.
The tutor will meet their group every morning for 15 minutes.
Class tutors have a limited sanction imposing role (SIMS)
Class tutors will meet as a group with their Year Head at least twice per term.
Class tutors will be given opportunities for professional development in their role.

A class tutor is assigned to each class group in Al Sadiq Islamic English School

The tutor meets with this group every morning and is responsible for the
following:

Roles and Responsibilities


