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The American National School is committed to providing a safe and stimulating learning
environment for all students. It also recognizes the rights of parents to submit their
suggestions and complaints. This policy aims to define the procedures for receiving and
handling complaints and suggestions in a professional, transparent, and confidential manner,
in accordance with the requirements of the Abu Dhabi Department of Education and
Knowledge (ADEK).

Policy Statement:
This policy and its related procedures cover suggestions and complaints regarding:

General issues related to student behavior that violates the school's discipline and behavior code.
Cases of harassment or bullying inside classrooms or near the school premises.

Educational programs, assessments, and academic reports about students.

Communication between school administration/teachers and parents.

School fees, installments, outstanding balances, and general administrative issues.

aprowpndE

Important Note:
This policy does not cover matters that can be addressed immediately, including but not limited to:

1. Student disciplinary issues involving suspension or expulsion.
2. Critical or criminal issues related to students.

2. Implementation:
When submitting a suggestion or complaint, parents must comply with the procedures outlined in this
policy. Failure to do so may result in the issue not being addressed appropriately.

Note:
Parents should not approach other parents or students to discuss or share complaints or suggestions. The
school handles individual matters confidentially and professionally following proper procedures.

Complaint and Suggestion Submission Process:

o First Stage: Send the complaint/suggestion via email or through the dedicated phone number for
complaints and suggestions. Alternatively, meet directly with the Parent Relations Officer (includes
filling out a complaint/suggestion form).

o A reference number will be given to parents for follow-up purposes.

e Second Stage: The complaint/suggestion is directed to the Academic Director or Administrative

Director, and forwarded to the appropriate department based on their decision.
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3. Principles:
Our school acknowledges the right of parents to present suggestions or complaints and is committed to:

1.
2.

Meeting the needs of students and their families.
Providing a safe and supportive learning environment.

3. Building strong relationships between students, parents, and staff.

This policy and related procedures ensure all complaints and suggestions are handled with transparency,
integrity, accountability, and timeliness to achieve fair resolutions.

4. Objectives:
This policy aims to ensure:

1.

The Parent Relations Officer addresses all suggestions and complaints promptly and with
understanding.

All suggestions and complaints are followed up and handled appropriately.

Parents receive a response after submitting their complaint or suggestion.

5. Types of Complaints:
Suggestions and complaints typically relate to:

1.
2.

o 0k w

Administrative issues.

Academic issues (curriculum, teaching methods, homework amount, weekly plans, students'
academic progress, etc.).

Student care and counseling (discipline, unfair punishments, student progress).

Child protection (allegations against staff, sensitive issues).

Student health, safety, and security matters.

School transportation (buses).

6. Guidelines for Handling Suggestions and Complaints:

1.

Simple complaints can often be resolved immediately by the Parent Relations Officer but must
always be documented using the designated form.

Critical issues require written complaints/suggestions, handled directly by the Parent Relations
Officer, and escalated immediately to the relevant department within a set timeframe.

All complaints must be recorded and reviewed promptly by the receiving staff member, who will
define a timeframe to verify and present them to the responsible authority.
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7. Decision-Making Process:
Once a complaint/suggestion is registered and investigated:

e Ordinary complaints resolved within 3 days.
e Urgent complaints resolved within 24 hours.
o Complex complaints resolved within 14 working days.

If the Academic Director cannot resolve the issue, parents may escalate it to the Legal Department if
unresolved by the designated department.

In exceptional cases, a longer timeframe may be agreed upon by all parties or decided by the School
Board.

The school's senior management ensures all efforts are made to handle complaints/suggestions as quickly as
possible. If complaints involve multiple students or complex matters, additional time may be required for
thorough investigation.

Protocols for Handling Parent Complaints and Suggestions:

o Contact the School Information Desk.

« Visit the school in person.

« Arrange a meeting with the Parent Relations Officer.

o Communicate via the dedicated Parent Relations phone number or official complaint email.

« Fill out a complaint/suggestion form and submit it via email, phone, or the school's official app.

Summary of Steps for Parents to Submit Complaints and Suggestions:

1. Present the complaint/suggestion to the Parent Relations Officer.

2. The office may advise the parent to submit a written complaint/suggestion to the relevant person or
department.

3. The complaint/suggestion is delivered to the Academic or Administrative Director.

4. The Director or School Board members review the complaint/suggestion and investigate, if
necessary, before making a decision.

5. The parent is informed of the final decision.

6. The parent signs a feedback form to indicate their satisfaction with the resolution.

Complaints and Suggestions Department

IBection Details
ffective Date ‘This policy will be effective as of August, 2024.

Approval/Authorization||Approved by: Dr. Denis Peters

Title: Principal
Date of Approval: August 15, 2024

Signature % '

This policy will be reviewed annually, or as needed, to ensure compliance with
changing regulations.

Review and Revision
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[Effective Date |[This policy will be effective as of August, 2024.
Approval/Authorization|[Approved by: Dr. Denis Peters

[Title: Principal
Date of Approval: August 15, 2024

Signature

Raview and Revision This Rollcy will pe reviewed annually, or as needed, to ensure compliance with
changing regulations.




