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Complaints and Written Appeals Policy

Implemented: June 2026
To be reviewed: May 2027

1. Introduction

At GCS, we deeply value our accountability to parents and are committed to fostering
open communication and collaboration with all stakeholders. Our staff prioritise listening
to the concerns of parents and working in partnership to address any issues effectively.
We firmly believe that a student’s educational experience is significantly enhanced by
the active support of parents and their ability to engage with our dedicated staff,
including our Middle and Senior Leadership Teams.

We recognise that many concerns can be resolved informally if they are addressed
promptly and taken seriously from the outset. In most instances, the Form Tutor or
Primary class teacher serves as the first point of contact, often resolving issues quickly
and effectively. However, if initial efforts do not lead to a satisfactory resolution and the
concerns persist, formal procedures will be implemented to ensure the matter is
addressed thoroughly and appropriately.

2. Aims and objectives

Our school is committed to handling complaints in a fair, open, and transparent
manner. We carefully consider all concerns brought to our attention and strive to
address them promptly and effectively. Our approach prioritises resolution through
constructive dialogue and mutual understanding, always placing the best interests of
every child at the forefront. We ensure ample opportunity for any complaint to be fully
discussed and resolved.

While it is natural that occasional dissatisfaction may arise in any school setting, this
policy provides clear guidance for stakeholders on how to raise a concern, as well as the
steps involved in escalating a complaint, should the need arise.

3. Complaints Procedure

As a school, there are different categories of service which may warrant complaints,

for example, where feedback has failed to improve the service orexpectation.

To ensure that the right person deals with the right complaint, it isimportant to

outline the different categories as per the list below.

Complaints can be received:

e Formally in writing (email) addressed to the relevant person (as outlined below).
Allformal complaints will be recorded and monitored via the Executive Leadership
Team.

e Verbally through conversation with any staff member. If this is the case the
person receiving the complaint will either;

- Direct the complaint onto the right person, and, or email address or,
- Forward the complaint to the right person by email. (see below)

All complaints should be acknowledged within 24 hours of receipt by the person
responsible for dealing with the complaint. All complaints should be dealt with within
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7 working days. Where a complaint is considered more complex and requires
additional time for investigation, the leadinvestigator should inform the complainant
with a realistic timeline.

3.1 Students Learning and Teaching

Stage 1 - Initial complaint directed to the Form Tutor or Primary Class teacher to
be resolved and feedbackprovided.

Stage 2 - The complaint should initially be directed to the relevant Head of
Department for investigation, resolution, and feedback. In Secondary,
where a subject area does not have a designated Head of Department,
the complaint should be referred directly to Assistant Headteacher for
Teaching and Learning. For Primary, directed to the Head of Year.

Stage 3 - Forwarded to the respective Head of School responsible for investigation
and feedback.

Stage 4 - Forwarded to the Vice Principal for investigation and feedback.

Stage 5 - Forwarded to the Principal/CEO for final resolution
3.2 Students Behaviour, Emotional Wellbeing or Support

Stage 1 - Initial complaint directed to the form tutor or Primary Class teacher to be
resolved, and feedback provided.

Stage 2 - Initial complaint directed to the Head of Year in Secondary and Head of
Key Stage in Primary to be resolved and feedback provided.

Stage 3 - Forwarded to Head of School, or for well-being to the Head of Children
Services.

Stage 4 - Forwarded to the Vice Principal for investigation and feedback.

Stage 5 - Forwarded to the Principal/CEO for final resolution.

3.3 Operations/Facilities/External Services

Stage 1 - Initial complaint directed to the Parent Relations Executive (PRE)
to be resolved and feedbackprovided.

Stage 2 - Initial complaint directed to the Manager of School Operations to be
resolved and feedback provided.

Stage 3 - Forwarded to the Vice Principal for investigation and feedback.

Stage 4 - Forwarded to the Principal/CEO for final resolution.

3.4 A member of Staff

Stage 1 - Forwarded to the Vice Principal for investigation and feedback.
Stage 2 - Forwarded to the Principal/CEO for final resolution.

3.5 A Member of the Leadership Team

To be directed to the Principal/CEO for investigation, feedback, and final resolution.
If the Principal/CEO is unavailable, it is to be directed to the Vice Principal.

3.6 The Principal/CEO

To be directed to the GEMS Corporate Office, either through email or telephone
(Hotline — 80004440408 UAE).
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4.1 It is recognised that on occasions the complainant may not be satisfied with
theresult of a complaint at school level. Where this is the case, and only
following the complaints procedure as outlined in Section 4, there is an option
to put in writing a complaint in relation to either:

4 Independent Complaints Procedure

a. The initial complaint
b. The complaints procedure

4.2 All complaints relating to the above will be dealt with at the GEMS Corporate
Officewhere an independent investigation will be conducted.

4.3 Where recommendations are suggested, the Principal and Leadership Team will
review policy and procedure and make changes where appropriate.

5 Responsibilities — Staff

5.1 To understand the importance of handling and resolving the initial complaint and
ensuring a resolution is found to satisfy the complainant and to avoid further
escalation.

5.2 To ensure the recording of complaints, implemented actions and those relevant
line managers are involved in any escalation of complaints.

5.3 To ensure that the relevant member of the Senior Leadership Team is involved
immediately where a complaint escalates beyond their ability to offer an
acceptableresolution.

6 Feedback Procedure

It is important for us to understand what our parents and visitors perceive as our
Strengths and likewise what recommendations for improvement to our service
theywould like to see take place. This can be achieved in the following ways:

6.1 Email or verbal conversation with our Parent Relations Executive.

6.2 Email or verbal conversation with the relevant class or departmental
representative.

6.3 Feedback via the generic school email address found on the school
website.

When it is felt that an issue is more pressing than simple feedback and an informal or
formal complaint is deemed necessary, then the Complaints Procedure outlined in
Section 4 should be followed.

7 Monitoring and Recording

7.1 The number of formal complaints per term should be an indicator of how the school
is meeting the needs of its students and addressing customer satisfaction.

7.2 Patterns and trends should be highlighted by the Senior Leadership Team, and
proactive actions should take place to prevent re-occurrence.

7.3 Recording of complaints will be kept by the Principal/CEO for review by GEMS
Corporate Office should an escalation be required.
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8.1 Each member of the Leadership Team will be responsible for investigating the
process of an unresolved complaint relating to their team to evaluate the
effectiveness of the process in handling the complaint in accordance with this
policy.

8.2 Feedback should be given for improvements in the process to the Principal.

8 Evaluation

9 Monitoring and Recording

9.1 The number of formal complaints per term should be an indicator of how the
The school is meeting the needs of its students and addressing customer
satisfaction.

9.2 Patterns and trends should be highlighted by the Senior Leadership Team, and
proactive actions should take place to prevent re-occurrence.

9.3 Recording of complaints will be kept by the Principal/CEO for review by GEMS
Corporate Office should an escalation be required.

10 Evaluation

10.1 Each member of the Leadership Team will be responsible for investigating
the process of an unresolved complaint relating to their team to evaluate the
effectiveness of the process in handling the complaint in accordance with this
policy.

10.2 Feedback should be given for improvements in the process to the
Principal/CEO.

*Signed:
Date: June 2026
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