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Parents & Legal Guardians Complaint
Procedure / Policy

Purpose

This policy ensures a fair, transparent, and accessible process for students, parents, or
legal guardians to raise concerns or complaints about the school or IB programme(s). It
supports collaboration between home and school, student agency, and continuous
improvement. Clear procedures, communication channels, and timelines ensure issues
are addressed effectively.

Definitions

e Concern: Aninformal expression of worry, doubt, or feedback about a situation,
practice, decision, or interaction within the school. Usually addressed through
discussion and clarification without formal investigation.

e Complaint: A formal expression of dissatisfaction submitted by a student, parent,
or legal guardian regarding a decision, action, or outcome. Requires investigation,
documentation, and resolution.

Scope

Applies to all students, parents/legal guardians, and IB programmes at KAS (PYP, MYP, DP).
Covers all aspects of school and programme activities, including academic and
administrative matters, teaching and learning, student wellbeing, and programme
implementation.

Principles
e Fairness: All parties are treated equitably.
¢ Accessibility: Procedures are clear and easy to follow.

¢ Timeliness: Issues are addressed promptly.
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e« Transparency & Accountability: Actions and decisions are documented and
communicated appropriately.

« Respect & Confidentiality: Information is handled sensitively.

¢ Constructive Approach: Focus on resolution, reflection, and continuous
improvement.

Communication Channels
Parents and guardians may contact the school through:
¢ Teacher office hours (via ManageBac or WhatsApp)
e School or staff emails (via ManageBac/WLP)
¢ ManageBac messaging platform
¢ Phone calls to school during working hours

¢ Face-to-face or online meetings with teachers or staff

School Team Members Involved
o Teacher/ Relevant Staff Member
e Heads of Departments / Programme Coordinators (PYP, MYP, DP)
e School Counselor
e Section Principals / Student Affairs Head

e Senior Leadership Team / General Manager (for urgent or strategic issues)

Process of Handling Concerns and Complaints

1. Informal Stage (Concern)
e Discussthe issue directly with the teacher or relevant staff.
o Attempt dialogue and clarification.

e Allow time for response (typically 2-5 working days).
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e Ifunresolved or serious, escalate to the Programme Coordinator or Head of
Department.

2. Formal Complaint Stage
e Submit a complaint in writing via the designated school form or email.

¢ Include a clear description of the issue, relevant dates, individuals involved, and
supporting evidence.

e School acknowledges receipt and communicates the process and expected
timeline.

¢ Investigation is conducted, actions are documented, and relevant stakeholders
consulted.

¢ Outcome communicated via appropriate channels (email, phone, message, or face-
to-face).

e Standard complaints are resolved within 2-5 working days; complex cases may
require extended timelines.

3. Further Escalation

o Ifunresolved, complaints can be escalated to the Vice Principal, Principal, Senior
Leadership Team, or General Manager.

e Parents are informed of the final decision and any subsequent actions.

Documentation
e« Allconcerns and complaints are logged, tracked, and stored confidentially.

e Records include the nature of the issue, dates, actions taken, outcomes, and
follow-up.

e Datais used toinform school practices and identify areas for improvement.

Policy Communication, Review, and Monitoring

e Published on the school website, ManageBac, and shared during orientation
sessions.

e Summarized version provided to parents for clarity.
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e Reviewed annually to ensure relevance and effectiveness.

¢ Trends and feedback from complaints inform professional development and school

improvement.
Issue Arises
Is it a Concern
or a Complaint?
N4 v
Concern Complaint
(Informal) (Formal)
Discuss with Submit in Writing
Teacher / Staff / School Form

y

Acknowledgment
Sent

v

No Investigation &
l Documentation
Escalate to Resolved ‘l'
Programme Outcome
Coordinator Communicated

Y A4 v

Optional Escalation: Urgent / High-risk issues
- General Manager / Senior Leadership Team

y

Documentation & Review:
All concerns and complaints loggged,
tracked, and used for school improven

Policy Drafted by: IB Continuum Coordinator

Checked and approved by: Pedagogical Leadership Team
First Developed: November 2022

Last Reviewed: November 2025
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