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Complaints Policy (Parents and Other Stakeholders)
How to raise a concern or complaint, and how WIS will deal with it fairly and on time
	Policy code
	PAP13
	Version
	2.0

	Applies to
	Parents, carers and other stakeholders; all staff
	Date reviewed
	19 October 2026

	Regulatory basis
	ADEK School Compliance Policy v1.1, section 1.2 (School Complaints Committee chaired by the Principal; written complaints acknowledged within 24 hours; written response from the Committee within 10 working days; complaints about the Principal heard with a Governing Board member in the Principal’s place; confidentiality; records of meetings; appeal to ADEK); ADEK Governance Policy v1.1 (mandatory School Complaints Committee; Board investigates formal complaints); ADEK Parent Engagement Policy v1.1. The Stage 1 and Stage 2 timescales, the 10-working-day request for Stage 3, and the Board member on every Committee are WIS rules.
	Next review
	October 2027, or earlier on any ADEK or UAE law change

	SLT lead
	Principal
	Approved by
	Senior Leadership Team (SLT)



	AT A GLANCE
▪  Raise it early with the person closest to the matter. Most concerns are settled there.
▪  We acknowledge every written complaint within 24 hours.
▪  The School Complaints Committee responds in writing within 10 working days.
▪  You can appeal to ADEK if you think your complaint was not properly handled.
▪  Child protection concerns are not complaints: tell the Child Protection Coordinator at once.
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DOCUMENT CONTROL
	Version
	Date
	Summary of change
	Status

	2.0
	19 Oct 2026
	Rebuilt in the WIS house style. Removed the email address of the Principal of Riyadh Grammar School (ann.philip@rgs.edu.sa), which had been copied from another school, and replaced it with a complaints email address for WIS to confirm. Aligned with the ADEK School Compliance Policy: a written acknowledgement within 24 hours (was 1 to 3 working days), a School Complaints Committee chaired by the Principal, a written reply within 10 working days (was 15), a Governing Board member replacing the Principal if the complaint is about them, records of every meeting, and the right to appeal to ADEK. Removed the 15-working-day Board hearing and the statement that the Board’s decision is final, and the “one year after the student leaves” record rule (records now follow the ADEK Records Policy). Added what is not covered and where to go instead, and a report to the Governing Board each term.
	Approved by SLT



1. Purpose and scope
We want WIS to be a school where everyone feels safe and heard. If something goes wrong, we want to know, put it right and learn. This policy tells parents, carers and other stakeholders how to raise a concern or complaint and what happens next. A complaint is any dissatisfaction about the school, spoken or written, including a report of non-compliance. It does not matter whether it is called a concern or a complaint.
	Not covered here
	Where to go

	A worry that a child may be at risk of harm
	Tell any member of staff or the Child Protection Coordinator (the Vice Principal) at once (HB03). This is never delayed by the complaints process.

	A decision on student behaviour, suspension or expulsion
	The appeal process in the Behaviour Policy (SLW02).

	A staff member’s own grievance or discipline
	HR08 and HR06.

	A decision to restrict a parent’s access to school
	The appeal in the Parent Code of Conduct (PAP01).



2. Our promises
We treat every complaint seriously, politely and in confidence.
We put the interests of the student first.
We never treat a child, or a complainant, less favourably because of a complaint.
We keep to the times below. If we cannot, we say why and give a new date.
We record the outcome and use what we learn to improve.
3. The stages
	Stage
	What happens
	Time limit

	1. Informal
	Talk to the person closest to the matter: usually the class teacher or form tutor. You can also speak to the Head of Primary, Head of Secondary, Head of Department, Key Stage Leader or Vice Principal. If you are unsure whom to contact, ask the office. We use the open door approach.
	Acknowledged within 24 hours. We aim to settle it within 5 working days.

	2. Formal written complaint
	If it is not settled, or is serious, write to the Principal at principal@walesschool.com. The Principal asks a senior leader not already involved to investigate. They may meet you, speak to staff or students, and keep a written record. The Principal, or the leader, replies in writing.
	Acknowledged within 24 hours. A written reply within 10 working days.

	3. School Complaints Committee
	If you do not accept the Stage 2 outcome, ask in writing for the matter to go to the School Complaints Committee. The Committee reviews the complaint and the evidence, and may invite you and others to a meeting. You may bring a supporter or an interpreter. The Committee replies in writing, with reasons.
	Ask within 10 working days of the Stage 2 reply. Acknowledged within 24 hours. Written reply within 10 working days.

	4. ADEK
	If you believe the complaint was not properly handled, you may appeal to ADEK. ADEK may look into it and may visit the school. Our final letter tells you how.
	As ADEK sets.



The 24-hour acknowledgement applies to every written complaint, including during school holidays: the Principal’s mailbox is checked daily. When the complaint is about the Principal, it goes straight to Stage 3 and a Governing Board member takes the Principal’s place on the Committee.
4. The School Complaints Committee
ADEK requires every school to have a School Complaints Committee. At WIS it is:
the Principal, who chairs it (or a senior leader the Principal names who has not been involved);
a member of the Governing Board (the Chair, or another member chosen by the Chair);
one other senior member of staff who has had no earlier part in the complaint.
If the complaint is about the Principal, the Principal does not take part, and a second member of the Governing Board takes the Principal’s seat. Members declare any conflict of interest and step out if needed (PAP09). The Committee’s decision is in writing and gives reasons. It does not name staff or other students.
5. Records, confidentiality and learning
Complaints and what is said at meetings are treated confidentially. Information is shared only with those who need it, or where an inspection or the law requires it.
The Vice Principal keeps a record of every formal complaint and its outcome, including notes of every meeting between the Committee and the complainant, under the ADEK School Records Policy (FB07). Records are given to the Governing Board and ADEK on request.
Each term the Principal tells the Governing Board how many formal complaints there were, what they were about (without names) and what the school changed.
Anonymous complaints are read and any safety or compliance issue is looked into. We cannot reply to the writer.
6. How you can help
Tell us as soon as you can. It is hard to investigate something that happened long ago.
Be clear about what happened, who was involved, what you have already done and what outcome you want.
Allow us the time stated, and treat staff with respect (PAP01).
Take your concern to the school first, and not to social media (PAP03).
Roles
	Role
	Responsibility

	Principal (SLT lead)
	Chairs the Committee (unless it is about the Principal); makes sure complaints are acknowledged and answered on time; reports to the Governing Board each term.

	Governing Board member on the Committee
	Takes part in Stage 3; takes the Principal’s place if the complaint is about the Principal.

	Senior leaders
	Investigate Stage 2 complaints fairly.

	All staff
	Listen; deal with a concern or pass it on the same day; never discourage a complaint.

	Front office
	Log written complaints, acknowledge them and pass them to the Principal’s office.



7. Monitoring and review
The Principal reviews each year the number, time taken and type of complaints and the actions taken. The policy is reviewed every year and when ADEK updates its Compliance Policy.
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