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1 INTRODUCTION AND PURPOSE  
  
1.1 This policy applies to all complaints received by Al Karamah School and establishes a 

clear procedure for effective and efficient complaint management. 
  
1.2 Complaint ownership remains with Al Karamah School throughout the process.  

Complaints should be addressed and resolved at school level whenever possible. 
1.3 We try to resolve concerns or complaints by informal means wherever possible. Where 

this is not possible, formal procedures will be followed. 
1.4 The school will aim to give the complainant the opportunity to complete the complaints 

procedure in full.  
1.5 To support this, we will make sure we publicise the existence of this policy and make it 

available on the school website. 
1.6 Throughout the process, we will be sensitive to the needs of all parties involved, and 

make any reasonable adjustments needed to accommodate individuals. 
1.7 School staff will be provided with the necessary basic training and updates in 

communications and complaints handling to ensure that complaints are communicated 
and dealt with sensitively and courteously at all levels. 

  
2 OBJECTIVES 
  
2.1 The objectives of this policy, processes and forms are: 

(a) To provide ease of access to the complaints process. 
(b) To instil confidence in the way in which complaints are managed. 
(c) To provide information on how to make a complaint;  

 (d) To have an honest, open, and thorough approach to all investigations. 
(e) To address all legitimate concerns raised by the complainant or the authorised 

representative. 
(f) To adopt a fair and consistent approach to the investigation of all complainants. 
(g) To separate complaints from disciplinary/grievance procedures, where appropriate. 
(h) To effectively record, audit and cross-reference complaint data to other quality and 

risk management processes. 
(i) To extract lessons learned from complaints to continually improve the quality of 

services provided and reduce incidents. 
(j) To identify any shortfalls and/or failings in personal or professional conduct. 
(k) To initiate a corporate drive towards excellence in complaint management. 
 
  

  
3 DEFINITIONS  
  
3.1 A complaint is defined as ‘an expression of dissatisfaction about a service that requires 

a response’.  Any complaint, whether it is of minor concern to the student or colleagues 
and can be dealt with immediately, or it is of more major concern to several parties, is 
an expression of dissatisfaction that requires a satisfactory and efficient resolution. 

3.2 A student, relative, visitor or regulatory body may raise a complaint. 
3.3 Complaints may relate to any aspect of learning, care, treatment, professional 

competencies or to any of the administrative or support services and may be made by 
telephone, in person, in writing or by email to any member of Al Karamah School. 

  
4 KEY PRINCIPLES / MONITORING AND REVIEW  
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4.1 Accessibility and Simplicity - The complaints process is well publicised, easily 

accessible, and clearly understood by students, parents, and colleagues.   
4.2 Staff should be aware of the difficulties that some students might faces in expressing a 

concern or a complaint and must provide them with assistance to help them to make 
their individual views known.   

4.3 Information on how to make a complaint will be made available in English and Arabic.  
4.4 Al Karamah School provides a separate process to enable colleagues to communicate 

any concerns that they may have about any practice or procedure (see Whistleblowing). 
4.5 Communication - There is early direct contact with the complainant, and this continues 

throughout the complaints process.  Effective communication is required within the 
organisation and with the complainant and all other interested parties, recognising and 
addressing, as a priority, any perceived difficulty that may be posed by barriers such as 
language, culture, or disability. 

4.6 Record Keeping - There is an effective complaint recording and feedback system that 
will enable continual service improvements to be made.  All complaints will be recorded 
on the Complaint From within 24 hours of receipt and actioned in accordance with the 
process flowchart outlined: Appendix 1.   

4.7 Credibility - The complaint process is closely managed and regularly reviewed to ensure 
that improvements and changes are identified and implemented for the benefit of all 
staff and students and there is an effective quality assurance system in place to ensure 
that the complaints system and continual learning from it have a high profile. 

4.8 Accountability - Complaint information is provided in a clear, concise, and open way 
and is properly managed with regular follow-up to complaint investigation and resolution 
to ensure decisions are properly and promptly implemented. There is regular monitoring 
of the complaint process to ensure that timescales and student expectations are met. 
The complaint process is periodically reviewed, updated and any changes communicated 
to staff and students, and all interested parties. 

4.6 Timeliness - Clear timeframes are set and effectively communicated to all interested 
parties in relation to all aspects of the complaint investigation process. 

4.7 Fairness and Impartiality - Roles and responsibilities are clearly defined.  All 
complaints are dealt with in an open-minded and impartial way, with responses being 
proportionate to the concerns because ‘one size’ does not fit all. 

4.8 Confidentiality - Student confidentiality will be always maintained.  
4.9 Improvement in quality – Complaints provide an opportunity to closely review our 

services, care, and clinical practices and to ensure promotion of a culture of continual 
quality improvement and risk reduction.  The outcome of complaint investigations 
enables improvement opportunities to be identified and changes implemented through 
lessons learnt.  Though not used to apportion blame, investigations may uncover 
information about serious matters that may indicate a need for disciplinary action. 

  
5 PROCEDURE AND PRACTICE/ ROLES AND RESPONSIBILITIES  
5.1 The process for resolution of all complaints consists of 3 stages: 

(a) Stage 1 – Local resolution at school level 
(b) Stage 2 – Internal Review via the Chief Operating Officer 
(c) Stage 3 – Independent Review  

5.2 The three stages of resolution are described further in sections 6 – 10 respectively. 
  
6 STAGE 1 - LOCAL RESOLUTION AT School LEVEL  
6.1 Some complaints represent a minor concern for the complainant, and these may include 

general comments, suggestions, or criticisms about a service.  Complaints falling into this 
category will normally be made verbally to ‘front line colleagues’ and will be seen as 
issues that can be ‘fixed’ either immediately or relatively quickly.  Colleagues receiving 
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such complaints should note the details and forward to the School Principal who will log 
these details on the Complaint Record  

6.2 If the colleague to whom the complaint is made is unable to resolve the problem 
immediately or feels unable to give the assurances that the complainant is looking for, 
then the Principal/Vice-Principal will take responsibility to resolve the complaint, by the 
next working day, in an informal and conciliatory manner (‘next working day’ excludes 
weekends and holidays). 

6.3 Should the Principal be unable to resolve the matter quickly and to the complainants’ 
satisfaction, they must advise the complainant that their concerns will require further 
time to investigate fully prior to responding to the issues raised. 

6.4 In such circumstances, colleagues should assist the complainant in putting their concerns 
in writing, if previously verbal, and advise them further on the complaint process. It 
should be noted, however, that failure to put a verbal complaint in writing, will not 
prevent a complaint from being investigated. 

6.5 In those cases, in which colleagues can satisfactorily address and resolve a minor concern 
by the next working day, the complainant should receive a full and positive response 
with the aim of assuring them that their concerns have been addressed and this should 
include an expression of regret and/or explanation for the earlier problem.  The School 
Principal will then ‘sign off’ the complaint, record the details on the Complaint Record 
(including details of resolution and any lessons learnt).  

6.6 Some concerns, be they verbal or written, will be viewed as more serious or complex 
and it will not be possible to address and resolve these by the next working day.  

6.7 Colleagues receiving such a complaint either verbally or in writing (including email) must 
ensure that the date of receipt by the school is recorded and that it is passed 
immediately to the school Principal for recording and investigation purposes. 

6.8 Once the school Principal is assured that the complaint can be investigated i.e., it is not 
deemed ‘out of time’ (refer to section 6.20), full details of the complaint must be recorded 
on the Complaint Reporting System and a note made of the system generated Complaint 
Reference Number which will be unique to the complaint.  An investigating officer must 
also be assigned. 

6.9 Any complaints that may result in litigation, involve accidents and injury or that may 
involve a gesture of goodwill payment being made must be emailed to ADEK 
immediately. 

6.10 Letters from solicitors should be sent to ADEK regarding response. 
6.11 A case file should be created in which copies of all complaint investigation related 

documentation will be held throughout the investigation. OP Form: 18A - Complaints 
Process Checklist is designed to assist in this matter. 

6.12 
 

A letter of acknowledgment MUST be sent to the complainant, by the school Principal 
or delagated colleague within two working days of the date on which the complaint 
was received.  A copy of the signed letter must be kept in the case file.  OP Letter: 
18A – Complaint Acknowledgement Letter Template, to be completed and used for this 
purpose. This letter MUST offer the complainant the opportunity to meet with the 
Investigating Officer to clarify their specific concerns and will state that we aim to 
respond fully to all complaints within 20 working days of the date of receipt. 

6.13 
 

Any meeting with the complainant should clarify the purpose and the desired outcome, 
be fully minuted and a copy of the minutes provided to the complainant as an accurate 
record of the discussions and making clear the agreed areas for investigation.  

6.14 Should a complainant make subsequent contact (including via email or by telephone) 
following receipt of their original complaint, the school Principal or delegated colleague 
MUST acknowledge this contact in writing within two working days of receipt. This 
will provide an assurance that we have received and noted any additional comments 
made or the issues raised and that these will be fully considered as part of the ongoing 
investigation.   
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6.15 If at working day 15, the investigation and response will not be complete within the 
agreed 20 working day timeframe a further letter will be issued informing the 
complainant of the reason for the delay and advising on a revised timeframe.  OP Letter: 
18B Holding Letter Template will be used for this purpose.   

6.16 The complaint investigation should be assigned to the investigating officer for their 
action, which requires production of an investigation report and subsequent preparation 
of a draft response to the complainant.  OP Form: 18B Complaint Investigation Log is 
available to assist in recording details of the investigation. 

6.17 All investigation documentation should be placed in the complaint case file and copies 
uploaded to the Complaint Reporting Index System when updating the case record. 

6.18 A formal and detailed response should be sent to the complainant within the agreed 
timescale. OP Letter: 18C Complaint Final Response/Decision Letter Template and 
Guidance, published on the Intranet, is to be completed and used for this purpose.  This 
letter must issue from the school Principal (but may be signed in their absence) and 
signpost the complainant as to the course of action available to them should they remain 
dissatisfied with the outcome of the Stage 1 investigation.  

6.19 If a complainant remains dissatisfied with the outcome of the Stage 1 investigation, they 
have the right to request that their case be considered at Stage 2 – Internal Review by 
the COO.  It should be noted, however, that an expression of dissatisfaction will not 
automatically warrant a review at Stage 2, since it may be more appropriate for the 
school Principal to be offered a further opportunity for a discussion/meeting to attempt 
to reach satisfactory resolution. 

6.20 We do take all complaints very seriously and will always thoroughly investigate any staff 
and students’ concerns in those circumstances in which it remains right and possible to 
do so despite the lapse of a period.  However, it is generally felt that a complaint should 
be made as soon as possible after the matter.  The complainant must raise the complaint 
within 3 months of the incident. If the complaint is about a series of related incidents, 
they must raise the complaint within 3 months of the last incident.  
We will consider exceptions to this timeframe in circumstances where there were valid 
reasons for not making a complaint at that time and the complaint can still be 
investigated in a fair manner for all involved. 
When complaints are made out of term time, we will consider them to have been received 
on the first school day after the holiday period.  
If at any point we cannot meet the timescales we have set out in this policy, we will:  
• Set new time limits with the complainant  
• Send the complainant details of the new deadline and explain the delay 

  
  
7 STAGE 2 - INTERNAL REVIEW VIA THE CHIEF OPERATING OFFICER  
  
7.1 If a complainant remains dissatisfied after all attempts to resolve a complaint locally 

have failed, and then they may, within 15 school days of the date of the Stage 1 formal 
response, request that their case be reviewed at Stage 2.  The request must be in writing 
and forwarded to:  
 
CHIEF OPERATING OFFICER Middle East  

7.2 If NO further potential for the complaint to be resolved at Stage 1 will, within two 
working days, formally acknowledge the complainants’ request to refer the case to Stage 
2 and will advise them of the review process.  

7.3 Upon receipt of copies of all Stage 1 investigation documentation and access to education 
records (subject to appropriate consent), the CHIEF OPERATING OFFICER will arrange 
for a detailed review of the Stage 1 investigation, including a decision on whether there 
are grounds for any re-investigation of the earlier complaint. 
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7.4 The CHIEF OPERATING OFFICER will arrange for an Independent Reviewer to be 
appointed and tasked to undertake the review of the earlier complaint.  

7.5 The CHIEF OPERATING OFFICER will, if necessary, be consulted if there are areas of 
concern that relate to risk and potential litigation. 

7.6 Based upon the outcome of the review or following advice from the Independent 
Reviewer, the CHIEF OPERATING OFFICER will formally respond to the complainant, 
within 20 working days of the original receipt of the Stage 2 request (or further 
extended period if agreed), by either confirming the findings and actions as taken by the 
School Principal at Stage 1 or, alternatively, by advising on a revised outcome. 

7.7 Should a complainant remain dissatisfied with the Stage 2 decision, they will be advised 
in the formal response regarding recourse to Stage 3 of the Complaints process; a referral 
to an independent review panel.  

  
  
8 STAGE 3 – Independent Review Panel 
8.1 If a complainant remains dissatisfied with the outcome following a Stage 2 complaint 

investigation, they may, within 15 school days of the date of the Stage 2 formal response, 
request that their case be reviewed by an independent panel.  The request must be in 
writing and forwarded to:  
 
CHIEF OPERATING OFFICER Middle East 

8.2 Convening the Panel 
8.2.1 The review panel consists of the 3 members: 

2 Directors from Priory Aspris 
1 representative from ADEK’s Students of Determination Office. 

8.2.2 Panel members must not have direct knowledge of the complaint. These individuals will 
have access to the existing record of the complaint’s progress. The panel members will 
select a panel chair from among themselves. 

8.2.3 The complainant must have reasonable notice of the date of the review panel. The School 
will aim to find a date within 14 school days of the request, where possible. 

8.2.4 If the complainant rejects the offer of 3 proposed dates without good reason, the School 
will set a date. The hearing will go ahead using written submissions from both parties. 

8.2.5 Any written material will be circulated to all parties at least 3 school days before the date 
of the meeting. 

8.3 At the Panel Meeting 
8.3.1 The meeting will be held in private. Electronic recordings of meetings or conversations 

are not normally permitted unless a complainant’s own disability or special needs require 
it. Prior knowledge and consent of all parties attending will be sought before meetings 
or conversations take place. Consent will be recorded in any minutes taken. 

8.3.2 At the review panel meeting, the complainant and representatives from the school, as 
appropriate, will be present. Each will have an opportunity to set out written or oral 
submissions prior to the meeting. 

8.3.3 The complainant must be allowed to attend the panel hearing and be accompanied by a 
suitable companion if they wish. We don’t encourage either party to bring legal 
representation but will consider it on a case-by-case basis. 

8.3.4 Representatives from the media are not permitted to attend. 
8.3.5 At the meeting, each individual will have the opportunity to give statements and present 

their evidence, and witnesses will be called as appropriate to present their evidence. 
8.3.6 The panel, the complainant and the school representative will be given the chance to ask 

and reply to questions. Once the complainant and school representatives have completed 
presenting their cases, they will be asked to leave and evidence will then be considered. 

8.3.7 The panel will then put together its findings and recommendations from the case. The 
panel will also provide copies of the minutes of the hearing and the findings and 
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recommendations to the complainant and, where relevant, the subject of the complaint, 
and make a copy of the findings and recommendations available for inspection by the 
Principal. 

8.4 The Outcome 
8.4.1 The committee can: 

• Uphold the complaint, in whole or in part 
• Dismiss the complaint, in whole or in part 

8.4.2 If the complaint is upheld, the committee will: 
• Decide the appropriate action to resolve the complaint 
• Where appropriate, recommend changes to the school’s systems or procedures to 

prevent similar issues in the future 
8.4.3 The school will inform those involved of the decision in writing within 5 school days. 
  
9 COMPLAINTS RECEIVED   
9.1 Complaints may be received directly by ADEK and will follow the ADEK complaint process 

outlined in the policy. 
9.2 If the complaint requires investigation at Stage 1, the correspondence will be immediately 

passed to the Principal (or in complex or more serious cases, to the COO) requesting 
that: 
(a) Details to be added to the school’s Reporting system. 
(b) An acknowledgement letter be issued within two working days of receipt. 
(c) A meeting be offered with the complainant. 
(d) A full investigation be undertaken. 
(e) A formal response be issued. 

9.3 The Principal may be asked to seek the approval of the COO prior to issuing a response 
and may also, if required, forward the investigation findings report and draft response to 
COO for final consideration prior to issue.  

9.4 Upon completion of ALL cases, a scanned copy of the signed letter of response must be 
kept on file.  

  
10 DEALING WITH UNACCEPTABLE BEHAVIOUR BY COMPLAINANTS 
  
10.1 Services will, from time to time, meet a small number of complainants who absorb a 

disproportionate amount of staffing resource in dealing with their complaints.  It is 
important to identify those situations in which a complainant’s behaviour might be 
unacceptable and to suggest ways of responding to those situations which are fair to 
both colleagues and complainant. 

10.2 Dealing with unacceptable complainant behaviour places a great strain on time and 
resources and causes undue stress for the student and colleagues who may need extra 
support.  Such a complainant should be provided with a response to all their genuine 
grievances and be given details of independent advocacy. 

10.3 Although colleagues are trained to respond with patience and empathy to the needs of 
all complainants, there can be times when there is nothing further which can reasonably 
be done to assist them or to rectify a real or perceived problem. 

10.4 In determining arrangements for handling such complainants, colleagues are presented 
with the following key considerations: 
(a) To ensure that the complaints process has been correctly implemented as far as 

possible and that no material element of a complaint is overlooked or inadequately 
addressed. 

(b) To appreciate that complainants believe they have grievances which contain some 
genuine substance. 

(c) To ensure a fair, reasonable and unbiased approach. 
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(d) To be able to identify the stage at which a complainant’s behaviour has become 
unacceptable. 

10.5 Complainant’s behaviour (or anyone acting on their behalf) may be deemed to be 
unacceptable where previous or current contact with them shows that they meet at least 
TWO of the following criteria.  Where complainants: 
(a) Persist in pursuing a complaint where the complaints process has been fully and 

properly implemented and exhausted. 
(b) Seek to prolong contact by changing the substance of a complaint or continually 

raising new issues and questions whilst the complaint is being addressed.  (Care 
must be taken not to discard new issues which are significantly different from the 
original complaint.  These might need to be addressed as separate complaints). 

(c) Are unwilling to accept documented evidence of treatment given as being factual 
e.g., drug records, medical records, nursing notes. 

(d) Deny receipt of an adequate response despite evidence of correspondence 
specifically answering their questions. 

(e) Do not accept that facts can sometimes be difficult to verify when a long period of 
time has elapsed. 

(f) Do not clearly identify the precise issues which they wish to be investigated, despite 
reasonable efforts by colleagues or independent advocacy, to help them specify their 
concerns, or where the concerns identified are not within the remit of the service to 
investigate. 

(g) Focus on a trivial matter to an extent which is out of proportion to its significance 
and continue to focus on this point. (Determining what a ‘trivial’ matter is can be 
subjective and careful judgement must be used in applying this criterion). 

(h) Have, while addressing a registered complaint, had an excessive number of contacts 
with the service placing unreasonable demands on colleagues. (A contact may be in 
person or by telephone, letter, e-mail, or fax.  Discretion must be used in determining 
the precise number of "excessive contacts" applicable under this section using 
judgement based on the specific circumstances of each individual case). 

(i) Are known to have recorded meetings or face to face/telephone conversations 
without the prior knowledge and consent of the other parties involved. 

(j) Display unreasonable demands or expectations and fail to accept that these may be 
unreasonable (e.g., insist on responses to complaints or enquiries being provided 
more urgently than is reasonable or normal recognised practice). 

(k) Have threatened or used actual physical violence towards colleagues or their families 
or associates at any time - this will cause personal contact with the complainant or 
their representatives to be discontinued and the complaint will, thereafter, only be 
pursued through written communication. 

(l) Have harassed or been personally abusive or verbally aggressive on more than one 
occasion towards colleagues dealing with their complaint or their families or 
associates.  (Colleagues must recognise that complainants may sometimes act out 
of character at times of stress, anxiety or distress and should make reasonable 
allowances for this). 

10.6 Where a complaint investigation is ongoing - The School Principal or COO should 
firstly consider writing to the complainant setting parameters for a code of behaviour 
and the lines of communication.  If these terms are contravened, consideration may then 
be given to implementing other action. 

10.7 Where a complaint investigation is complete - At an appropriate stage, the 
Principal or COO should write a letter informing the complainant that: 
(a) They have responded fully to the points raised. 
(b) Have tried to resolve the complaint. 
(c) There is nothing more that can be added and therefore, the correspondence is now 

at an end. 
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(d) (Optional) state that future letters will be acknowledged but not answered. 
10.8 Withdrawing ‘Unacceptable Behaviour’ Status - Once complainants have been 

viewed as behaving in an unacceptable manner, there needs to be a mechanism for 
withdrawing this status later if, for example, a complainant subsequently demonstrates 
a more reasonable approach or if they submitted a further complaint for which the normal 
complaints process would appear appropriate. 

10.10 As colleagues used discretion in recommending that a complainant’s unacceptable 
behaviour be treated in a particular way, discretion should similarly be used when 
recommending that this status be withdrawn.  

  
11 ADDITIONAL INFORMATION FOR EDUCATION & CHILDREN’S SERVICES 

DIVISION 
11.1 All students will receive information advising them how to raise a concern in a format 

that they can easily understand. 
11.2 If a student feels unable to speak to any colleague, due perhaps to the nature of the 

complaint etc., he/she can register the complaint with parents/carers. 
11.3 Throughout the complaint process, the complainant (i.e., child and/or parent/carer) has 

the right to be accompanied by a supporter. 
11.4 A register of complaints will be kept readily available for inspection as required.   
11.5 This record will include all complaints made including those where parents are not 

satisfied with the outcome. The record will also detail whether they are resolved following 
a formal procedure or proceed to a panel hearing; and action taken by the school because 
of those complaints (regardless of whether they are upheld). Statements and records 
relating to individual complaints will be kept confidential. 

11.6 The school Principal will review the register on a quarterly basis and sign and date the 
register to confirm that this has been done. 

11.7 The school Principal will immediately notify the appropriate registration and inspection 
authority of any allegations or complaints involving police investigations or any 
allegations of student abuse. 

11.8 If the complainant continues to hold the view that Priory Education & Children’s Services 
has not satisfactorily resolved the problem, the option is for the complainant to contact 
ADEK.  

 
 
 
 
 
 
 
 Appendices 
 
Appendix 1 - Complaints Process Flowchart 
 
 
Associated Forms: 
 
 
Appendix 2 – Complaint’s checklist OP Form 18A 
Appendix 3 – Investigation log OP Form 18B 
Appendix 4 – Complaint record 
Appendix 5 – Acknowledgement letter OP letter 18A 
Appendix 6 – Final letter OP letter 18C 
Appendix 7 – Student information sheet 
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Appendix 8 – Student complaint procedure 
Appendix 9 – Student complaint form 
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Within 20 working days (or agreed extended period) – to complete investigation report and prepare 
a draft response (OP Letter: 18C) based upon all findings and recommendations.  If a case/response 
review is required other than by OD/SQIL, please forward to the Principal allowing at least five working 

days for feedback prior to letter issue. Alternatively, make use of the ‘Complaint Surgery’ – see Appendix 2 
 
 

If a complaint 
originates from a 

legal representative 
and raises a 

serious issue such 
as a safeguarding 
concern, consult  
Principal/COO 

 

Appendix 1 – COMPLAINT PROCESS FLOWCHART 

N.B. Any complaint that infers 
injury, possible litigation or 

potential risk to the business must 
be immediately copied to the Group 
Risk Principal for information and 

loss adjuster notification; with draft 
final response being forwarded for 

comment /approval 

If resolved, record complaint and resolution details 
on Complaint Reporting System, add copies of any 
supporting documentation and set case status to 

CLOSED. If not, note case as referred to 
detailed investigation and response process. 

If colleagues unable to resolve immediately, pass to 
a Senior Principal for action. Principal to address 

and resolve to student satisfaction by next working 
day or, if student wishes, escalate the complaint for 

a more detailed investigation and response 
 

At working day 15, 
issue a holding letter 
(OP Letter: 18B) if 
the investigation will 

not be complete 
within the agreed 20 

working day 
timeframe (adding 

an extra 20 working 
days to the original 

deadline) 
 

Upon receipt, and once satisfied that complaint is not ‘out 
of time’ (see section 6.20) administrator must enter full 
details on the Complaint Reporting System and set up a 
case file comprising the Complaint Process Checklist (OP 
Form: 18A) and Investigation Log (OP Form: 18B) and 
ensure that records are regularly updated as the 
investigation progresses. 
 

       
        

Full investigation of concerns will follow, and this will include an invitation to meet with the complainant to 
discuss concerns in more detail. All meetings must be fully minuted with ALL investigation actions being 
recorded by the investigator on the system and on OP Form: 18B as they occur; with all investigation 

evidence being collated. 
 

Complaint received from a student or another stakeholder 

Complaint requiring a more detailed investigation 

Administrator, in consultation with school 
Principal, to agree who will be lead the 
investigation, note details on Complaint 
Reporting System and other records and 

assign case to the investigator 

Acknowledgement to be issued within two working days of receipt of complaint and any subsequent 
correspondence informing complainant that concerns are being fully investigated, briefly explaining the Priory 
complaint process, offering the opportunity to meet, and confirming that we will aim to respond within 20 
working days or will advise them in the event of a delay. The Acknowledgement letter template (OP 

Letter: 18A) must be used in all cases. 

Once complete, ensure that the Complaint Reporting System record is fully updated with investigation findings, 
outcome, and any recommendations; with all case investigation documentation being uploaded to the system. 

 

Principal to ensure that ALL recommendations are subsequently action planned and fully implemented, with on-
going monitoring at school level 

Complaint that can be resolved 
immediately or by next working 

day 

Colleague to immediately address and resolve where 
possible and upon completion, add record to 

Complaint Reporting System, noting all actions 
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COMPLAINT PROCESS CHECKLIST: STAGE 1 (OP FORM 18A) 
 

 ACTIONS to be taken by School Principal: Timescale Dat
  

1.  Complaint received, date stamped, and 
envelope retained for proof of postage. 

N/A       

2.  Open case file for investigation. A.S.A. P       

3.  Details entered into school complaints record 
system and Reference No. noted.  

Immediately       

4.  Assign Investigating Officer and note details on 
investigation log. 

Immediately       

5.  COO/ADEK alerted to complaint if deemed 
serious, involving injury/loss, or posing a 

potential risk to business reputation - via email 
or by telephone if unsure as to seriousness. 

Within 2 working days       

6.  Written acknowledgement sent to complainant 
using OP Letter: 18A. 

Within 2 working days 
of receipt 

      

7.  Investigating Officer to initiate case 
investigation and request reports, statements, 
and other evidence from all interested parties. 

See Action 8. 

Commence when 
assigned 

      

8.  If part of the complaint requires a response 
from another responsible body, a copy of the 
complaint must be forwarded to them along 
with a request for a contribution to our own 
formal response, including a deadline for the 

provision of such contribution.   

When assigned to 
Investigating Officer 

      

9.  If unable to complete investigation and respond 
within the 20-working day timeframe, issue a 

holding letter using OP Letter: 18B. 

No later than working 
day 15 

      

10.  Investigating Officer to prepare case report and 
draft response using OP Letter: 18C and response 

guidance; seeking comments/approval from 
Operations Director as appropriate. 

Within the agreed/ 
extended timeframe 

for final response 

      

11.  Written response issued to complainant 
detailing outcome together with any 

recommendations and actions and explaining 
the process should they remain dissatisfied with 

the way in which their complaint has been 
handled. 

Within agreed/ 
extended timeframe 
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 ACTIONS to be taken by School Principal: Timescale Dat
  

12.  Update complains log with full details of actions 
taken together with copies of ALL complaint 

related investigation documentation. 

Throughout 
investigation process 

      

13.  Ensure that any quality improvement actions 
arising from complaint investigation are action 
planned and implemented in accordance with 

agreed timeframes. 

To be separately action 
planned and closely 
monitored by the 

School Principal and 
SLT 

      

14.  CLOSE record on complaints log 20 working days after 
date of response (this 
representing the time 

allowed for a 
dissatisfied 

complainant to 
formally request case 
referral to Stage 2 – 

Internal Review) 
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INVESTIGATION LOG (OP FORM 18B) 
 
 
INVESTIGATING OFFICER 
 
DATE INFORMATION BY WHOM ACTION DATE 

COMPLETE  
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COMPLAINT RECORD 
 
 
 
Date 
received 

Name Reference 
number 

Stage  Acknowledgement 
letter sent  
(date) 

Final 
Letter 
sent 
(date) 

Outcome 
(Closed 
/ 
referred 
to next 
stage)  
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ACKOWLEDGEMENT LETTER (OP LETTER 18A) 
 
 
 
 
 
Date  
 
Strictly Private & Confidential 
 
 
 
 
 
 
 
Dear Mr and Mrs Surname 
 
Re: Complaint  
 
I refer to your letter / email / telephone call dated ********, addressed to ********, in which 
you convey your concern regarding (state nature of complaint). 
 
We are of course very sorry to learn of your dissatisfaction and I do assure you that we take 
all complaints very seriously. 
 
Arrangements will now be made for the issue you have raised to be investigated by ******* 
and in accordance with Priory Group Complaint policy, we will aim to complete the investigation 
within 20 working days and to fully report back to you on our findings and any resultant 
recommendations.   
However, if for any reason we are unable to respond to you within this time frame, we will be 
in touch before this date to explain why and to confirm when you will receive a full response. 
 
The investigator will be happy to meet with you to discuss your concerns in more detail if this 
would be helpful. 
 
I trust that this information is helpful but do please give me a call on ********** if I am able 
to assist you further at this stage. 
 
Yours sincerely, 
 
 
 
Allison Hope-West         
Principal 
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FINAL LETTER (OP LETTER 18C) 
 
 

 
[Insert Date] 
 
Strictly Private & Confidential 
********* 
********* 
********* 
********* 
 
 
 
Dear ********** 
 
Re: Complaint – *********** 
 
I write further to your letter of complaint dated *********, addressed to *********, 
regarding (insert nature of complaint). 
 
We are once again very sorry that you had the need to complain about the services provided 
by Al Karamah School and wish to assure you that we do take all complaints very seriously. 
 
Following investigation and discussion within our recent meeting on ********* I have now 
had the opportunity to fully investigate your areas of concern.  Please find attached minutes 
from our meeting on ********* 
 
Complaint: Upheld / Unsubstantiated  
 
As a result of your own complaint, we have taken the following action as part of our continual 
service improvement process: 
 
Improvement Action 1: 
 
****** 
 
Improvement Action 2: 
 
******* 
 
Improvement Action 4: 
 
******* 
 
Improvement Action 5: 
 
******* 
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As a professional and caring organisation, we do take our responsibility to deliver a quality 
service to all staff and students very seriously and remain fully committed to continually 
improve the services that we provide.  We also continue to be grateful to all staff and students; 
relatives and other interested parties for contributing positively to our continual improvement 
process by letting us know when we get things wrong as well as those aspects of the service 
that work well. 
 
 
I would like to thank you for bringing these matters to our attention and I hope that my 
response has addressed the issues raised and provides reassurance that we do take all 
complaints very seriously.  If, however, it would be helpful to discuss my response further then 
please do not hesitate to contact me on Tel: *********. 
 
I trust this is helpful.  
 
 
Yours sincerely, 
 
 
 
 
 
 
 
 
Allison Hope-West 
Principal 
 
 
 
 
Should you continue to be dissatisfied with the way in which we have handled your complaint 
you may request that it be referred to Stage 2 of the Priory Complaint process, that of internal 
review, by writing (within 6 months of the date of this letter)  
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Complaints: Information Sheet 
 
 
At Al Karamah School we take our students’ views very seriously and 
are always opened to listening to any concerns you may have. There 
may be times when you wish to make a complaint about something to 
do with school. It is important to remember that every student has 
the right to make a complaint and that we will support you in doing so 
in the appropriate manner. We will listen and help. 
 
Please remember, all complaints must first be raised with your 
teacher, or another trusted member of staff, who will try to resolve 
any issues you have. This is the first step of the process. 
 
If a solution cannot be reached in discussion with your teacher, you 
may wish to take your complaint to a Senior Teacher. A Senior 
Management panel will look at the complaint and decide what could be 
done about it. 
 
This is likely to be a longer process, so it is good to be certain that 
this is an issue you want to pursue and that you feel happy to wait for 
a response. 
 
Included is a flow-chart which shows how your complaint will be dealt 
with at Al Karamah School, and the steps to be followed. 
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Student Complaints: Complaints Procedure 

 
 
 

Great!  

Discuss the issue with your teacher/member of 
staff. 
 
Are you satisfied with the outcome? 
 
 Yes                                      No             

Tell your teacher/member of 
staff you wish to take the 
issue to the Senior Teachers. 

A Senior Management panel 
will answer your complaint 
when they meet with you.  
This process may require 
parents to be involved. This 
will be discussed with you 
during the meeting. 

Fill out one of the Complaints 
Forms. This will be taken to 
Senior Management. 

A decision will be agreed 
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Student Complaints: Complaints Form 

 
 

What is my complaint about? (Continue on a separate sheet if 
necessary) 
 
 
 
 
 
 
 
 
Problem-solve with my Class Teacher/ a member of staff.  
What solutions were suggested? 
 
 
 
 
 
 
 
 
How would I like my issue to be sorted out? 
 
 
 
 
 
 
 
 
 
Name: 
 
Date: 
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