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COMPLAINTS POLICY

OUR VISION

e to equip our children to deal with the rapid pace of change taking place in the
Iragi society and to be able to cope with the violence and repression that has
existed in lraqi society since their grandparents’ generation

e to instill in our children a culture of peace, tolerance and respect for others while
understanding that we can all can benefit from each other while maintaining our
own principles, beliefs and values

e to help our children gain a better understanding of their own identity and
principles and to be able to engage with others in a constructive way to aid in
their own intellectual and personal development

e to give this generation of youth the knowledge, skills and attitudes necessary to
help our society overcome the many challenges we face and to create a better
society

® to help create a generation of young people who are proud of their ancient
civilization which played such an important role in this world with the first laws
and norms that respect the individual and personal freedoms.

OUR MISSION

Our mission is to develop young people with active and creative minds, a sense of
understanding and compassion for others, and the courage to act on their beliefs. We
stress the total development of each child: intellectual, social, emotional, and physical.
We value intercultural understanding and international mindedness. We adhere to the
philosophy and pedagogy of the International Baccalaureate programmes.

Aim of the Policy

While we aim to provide a secure, calm, and welcoming environment for students, staff,
and parents, we recognise that situations may prevent the fulfilment of these aims.
Concerns and complaints need to be addressed appropriately, and aim to have a
speedy and satisfactory conclusion. This policy creates a procedure in line with the
school’s vision and mission.

Complaints must be raised at the earliest possible opportunity to enable the matter to be
dealt with quickly and effectively. An early informal approach is often the best means of
resolution of minor problems; however, more serious issues need to follow the process
laid out in this policy.



Most issues can be resolved informally without using the formal stages in this
complaints policy. GUS will take all complaints seriously and try to resolve the matter as
quickly as possible.

If a concern is brought to the attention of a staff member but it is felt that there is no
resolution, we will respect your views. You should refer the concern to a staff member
higher in the line management chain e.g. Curriculum Coordinator, Administrative Head,
or Head of School.

If a concern or a complaint needs to be raised formally then we will try to still resolve
this internally by using the process and procedures in this policy.

How to raise a concern or make a complaint?
A concern or complaint can be made in person, in writing, or by telephone.

These should be raised with the receptionist, Miss Warda. At this stage, informal
mediation may be offered. This can be useful in helping the school and the
complainants reach an agreement and move forward; there are times when it may not
be the most appropriate course of action.

Mediation can:

e Provide a helpful mechanism for discussion when a concern is raised

e Help to rebuild relationships between all parties.

e |t should not be used as a substitute for an investigation during the formal stages of the
complaint’s procedure.

If neither the school or the complainant considers that mediation is not appropriate at
this point then the complaint will be advised to move to the next investigative stage of
the procedure. If the issues remain unresolved, the next step is to make a formal
complaint.

Complaints against school staff (except the Head) should be made in the first instance
to, the Head of School via Miss Ruba. Any complaints about the Head of School should
be done through a board member.

Resolving Complaints

At each stage of the process, GUS wants to resolve the complaint. If appropriate, we
will acknowledge that the complaint is upheld in the whole of part. In addition, we may
offer one or more of the following:

e An explanation
e An admission that the situation could have been handled differently or better
e An assurance that we will try to ensure the event complained of will not recur

e An explanation of the steps that have been or will be taken to help ensure that it



will not happen again and an indication of the timescales within which changes
will be made.

e An undertaking to review school policies considering the complaint
e An apology.

The Head will record the date the complaint is received and will acknowledge receipt of
the complaint in writing within 3 school working days.

Within this response, the Head will seek to clarify the nature of the complaint, and ask
what remains unresolved and what outcomes the complainant would like to see. The
Head can consider whether a face-to-face meeting is the most appropriate way of doing
this.

Note: The Head may delegate the investigation to another member of the school’s
senior leadership team but not the decision to be taken.

During the investigation the Head will:

e If necessary, interview those in the matter and/or those complained of, allowing
them to be accompanied if they wish.

e Keep a written record of any meetings/interviews in relation to their investigation.
e At the conclusion of their investigation, the Principal will provide a formal written
response within 20 working days of the date of the receipt of the complaint.

The response will detail any actions taken to investigate and provide a full explanation
of the decision made and the reason(s) for it. Where appropriate, it will conclude with
the details of the actions GUS will take to resolve the complaint.

If the complainant is still unhappy with the schools response, then they will be advised
to discuss the next steps with the board.

Adopted February, 2025

Next revision due 2025-2026
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