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Mar Qardakh School Mission Statement 

Our mission is to empower students for life in the 21st century by providing them with a 

holistic, international education encompassing academic, social, spiritual and personal 

development.      

Mar Qardakh School has adopted the following procedure to deal with complaints from 

members of the school community or general public. 

 

Rationale  

It is important that the concerns of students, staff, parents, and members of the Mar 

Qardakh community are recognized and resolved in fair and consistent manner. 

 

Purpose  

To make a genuine effort to ensure that all complaints are investigated fairly at the earliest 

opportunity, and in a manner that respects all parties concerned. 

 

Complaint 

A complaint is defined as any expression of dissatisfaction where a response or resolution 

is expected. 

 

Resolution 

The resolution of a complaint can be an opportunity for the school to improve its practice 

and develop further a strong partnership with parents. 

 

Guidelines 

1. Student, teachers, parent(s)/legal guardian(s) on behalf of his/her student, or 

employee can file a complaint. 

2. It is desirable for any complaint to be addressed by a member of staff at a level 

closest to the cause of concern. 

3. The School will make a genuine effort to resolve all concerns and complaints. 

4. Anyone with a concern is encouraged to discuss the matter directly with the person 

involved as soon as possible, to prevent issues escalating.  

5. Concerns will be dealt with by the school using the process set out in the Procedure 

for Concerns. 



6. All complaints will be treated in confidence, however, any person included in a 

complaint must be informed of the details of the complaint and be given an 

opportunity to address the complaint. 

7. The daily working hours for making a complaint is from Sunday till Thursday, 8 

A.M. – 3 P.M. at Mar Qardakh School building. 

8. If a complainant is not satisfied with the outcome, they may appeal to the Governor. 

 

Complaint Procedure 

What to expect under this procedure 

Your rights as a person making a complaint  

In dealing with your complaint, we will ensure that you receive:  

1. Fair treatment. 

2. Courtesy. 

3. A timely response. 

4. Accurate advice. 

5. Respect for your privacy – complaints will be treated as confidentially as possible 

allowing for the possibility that we may have to consult with other appropriate 

parties about your complaint;  

6. Reasons for our decisions.  

Where the complaint is justified, we will acknowledge this and address the complaint you 

have raised. If, after investigation, it is judged there are no grounds for your complaint, 

you will be advised accordingly.  

Your responsibilities as a person making a complaint  

In making your complaint we would expect that you:  

1. Raise issues in a timely manner. 

2. Treat our staff with respect and courtesy. 

3. Provide accurate and concise information in relation to the issues you raise. 

4. Use these procedures fully and engage in them at the appropriate levels. 

Making a compliant 

Informal Stage  

Step 1- Speaking with the person concerned  



In the first instance a complaint should normally be raised verbally with the person 

concerned, so that s/he may have an opportunity to address the issue(s). This approach 

would not prevent you from choosing to enter the formal process at a later stage, if you 

believe that to be an appropriate course of action. Complaints must be made within the 

timeframes described in guidelines so that the administration can promptly investigate 

and correct any behavior that may be in violation of school. 

Step 2.A - Contact the coordinator if your complaint is not resolved  

If your complaint remains unresolved following Step 1, you should arrange a meeting with 

the programme coordinator to discuss the issue(s). In advance of this meeting, you should 

inform the coordinator, of the nature of your complaint so that s/he may be in a position 

to resolve the problem without further delay.  

Step 2.B - Contact the Head of School if your complaint is against a member of staff 

If your complaint is against a member staff, you should arrange a meeting with the Head 

of School to discuss the issue(s). In advance of this meeting, you should inform the Head 

of School, of the nature of your complaint so that s/he may be in a position to resolve the 

problem without further delay.  

In some circumstances the coordinator or the Head of School may not be able to deal 

effectively with your complaint immediately and s/he may require some time to investigate 

and prepare a response. If further time is required, you will be informed of the timescale 

and the likely date by which a response will be issued. 

Formal stage 

Step 3 – Appeal to the Head of School  

If a complaint is unresolved through the informal process at step 1 and 2, or you feel that 

indeed it might be more appropriate to initiate the procedures at Step 3. You should 

appeal to the Head of School, and state the grounds for your complaint as concisely as 

possible addressing specifically the issue(s) that are of concern to you.  

You will receive a written acknowledgement of your appeal within 10 working days. 

This will confirm that your appeal has been received, and either:  

1. Provide a response to the issue(s) you raised; or  

2. State that your complaint is being investigated and indicate when you can expect 

a response to be issued (normally a maximum of 20 working days from the date 

on which your appeal was received). The investigation may require you to meet 






