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Our Vision
SISQ aims to develop learners who are fulfilled, inspired and prepared.

Our Mission
Through learning that is fun, engaging, holistic, collaborative and caring, SISQ develops
students who are:

e Intellectually fulfilled: they find joy in their learning and the learning of others; they are
curious, engaged and passionate about learning.

» Emotionally fulfilled: they are happy with themselves, healthy, balanced and confident.

» Socially fulfilled: they develop meaningful relationships; they are connected to others,
the world around them and the environment.

Through learning that is inquiry-based, meaningful, challenging, authentic and innovative,
SISQ develops students who are:
* |nspired to keep learning: they are inquisitive, questioning and willing to try new things;
they take ownership of their learning and are self-motivated.
* |nspired to share and apply their learning: they can use their learning to improve their
lives and the lives of others; they communicate their learning to inspire others.

Through learning that is focused on transferable skills, character, attitudes and dispositions,
SISQ develops students who are:
e Prepared for the future: they embrace change and challenge; they adapt to new
situations and think creatively to solve complex problems.
* Prepared to lead lives of integrity: they are principled and strong; they have a set of
values that guide them when they make decisions.
e Prepared to be good global citizens: they are multilingual, open-minded and
multicultural in their outlook; they are courageous, caring and prepared to take action
to make their community and the world a better place.
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Guidance

Swiss International School is committed to providing our students and families with a
positive and enriching experience. We recognise the importance of open communication
and value feedback from parents and students. This Complaints Policy is designed to
provide a structured and fair process for addressing concerns and resolving complaints.

The complaints procedure at the Swiss International School of Qatar has three stages, to
be covered in 28 days, excluding school holidays and weekends, between the complaint
being made and the final resolution. Every issue a student/parent has that they are not
satisfied with and would like the school to address is seen as a complaint and will be
handled in line with this policy. In this regard, the informal stage will likely resolve the vast
majority of complaints. Unless the complaint was first made when the learner was still
enrolled at the school, the complaints procedure is only for current students.

The school will keep records of complaints resolved at the informal stage for management
purposes, for example, to enable patterns or trends to be monitored. A formal written
and/or electronic record is kept of complaints made to the school which reach the formal
stage. Details will be recorded of;

e whether the complaint was resolved following the formal stage or proceeded to a
panel hearing;

» action taken by the school due to the complaint (regardless of whether the complaint
was upheld).

All complaints filed with the school and proceeding to the formal stage are preserved on
formal paper or in an electronic file. Whether the complaint is upheld or not, specifics such
as whether it was settled after the formal stage or went to a panel hearing and the action
the School took in response to the complaint will be documented. Records are kept for at
least three years.

Scope
This policy applies to all parents and students of Swiss International School and outlines
the procedures to follow when making a complaint.

Principles
The following principles guide our complaints process:
e Fairness: All parties involved will be treated impartially and with respect.
e Confidentiality: Information related to complaints will be handled discreetly and only
shared with those directly involved in the resolution process.
e Timeliness: Every effort will be made to resolve complaints promptly, with clear
communication about the expected timeline.

Constructive Resolution
The aim is to achieve a fair, reasonable resolution in the best interest of all parties.
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Making a Complaint:
If a parent or student has a complaint, they should follow these steps:

Stage 1: Informal complaint
» First, individuals are encouraged to address concerns directly with the relevant teacher
or staff member.

Informal complaint (Resolution generally within five working days)

All complaints may be made on an informal basis initially, verbally or in writing. In many
instances, issues will be dealt with straight away. Where further information is required,
every effort will be made to make an initial response within 24 hours of the problem being
raised.

A- Complaint by a student about a member of staff
e A direct discussion with the student and Homeroom/Specialist teacher, Grade level
lead/Subject lead or Head of Department independently
e A direct discussion with a member of staff followed by a conversation between a
member of staff and the student.
e Action on points raised agreed.
e Review situation.

B- Complaints by a student about another student
e A direct discussion with the student and Homeroom/Specialist teacher, Grade level
lead/Subject lead or the Head of Department.
e A direct discussion with other students followed by a conversation between two
students.
e Action on points raised agreed.
¢ Review situation.

Stage 2: Formal Complaint
e |f the issue remains unresolved, a formal complaint can be submitted in writing to the
divisional Principals or Head of School.

Formal Complaint (Resolution generally within ten working days)

Where the complainant is not satisfied with the response of the School, through the
procedures outlined above, they may register a formal complaint. This should be done
in writing to the Grade level lead, the Subject lead, or the Head of Department, including
divisional Principals.

The Grade Level Lead, Subject Lead or Head of Department will meet with the complainant
as soon as possible to discuss the matter and, if possible, reach a resolution at this stage. It
may be necessary to carry out further investigations. The Divisional Principal and/or Head
of School will keep written records of all complaints and meetings held concerning them.

Once the course is satisfied with all the relevant facts, a response to the complaint will be
made. The complainant will be informed in writing within ten working days: the nature of
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the response will depend on the nature of the complaint, but it will always give a judgement
whether and to what extent, if at all, the complaint is justified and reasons; the response
may include actions which the School intends to take or a decision. A complainant who is
not satisfied should proceed to the next stage.

Formal Complaint Submission

Complaints should be submitted in writing via email. The complaint should include:
e A clear description of the issue.
* Any relevant supporting documentation.
e Details of any previous attempts to resolve the matter informally.

Investigation
Upon receiving a formal complaint, the school will:
¢ Acknowledge receipt of the complaint.
e Conduct a thorough and impartial investigation.
 Communicate the findings and proposed resolution to the complainant.

There are certain circumstances when a complaint may progress to this stage directly, in
instances of bullying, discrimination, harassment or other instances of serious misconduct.

In the event the complaint is against the Head of the School, the Board of Directors will
deal with the formal stage. The complaint can be addressed directly to bd@sisq.qa.

Stage 3 - Independent Resolution - Panel Hearing
(Resolution generally within fifteen working days)

If Stage 2 has not resolved a complaint satisfactorily, the complainant should write to the
Head of School within five working days, requesting a hearing before the complaints panel,
who will acknowledge the letter of complaint. The date of the receipt of the letter will be
taken as the start of this stage of the process.

At this point, the School will

a. Assemble a panel that includes the Head of Operations & Finance, a Program team
member, and one or two panel members who are not involved in the School's day-to-
day operations. Finding a panel and deciding a mutually convenient time for everyone
might take longer than expected. It might be necessary to change the timeline in this
circumstance. The panel hearing will proceed without the complainant in attendance
if the school has made a reasonable effort to schedule a hearing date and students
have yet to cooperate or be able to agree on one.

b. Write a note to the complainant offering the panel chair's contact information and
extending an invitation to attend the panel hearing with a witness, if desired.

c. Ensure the panel has the authority to reach conclusions and offer suggestions and that
the minutes and suggested courses of action are preserved for a period of three years.

d. Make that a copy of the panel’'s conclusions and recommendations is:
I. given to the complainant and, if applicable, the individual about whom the
complaint was made; and
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ii. accessible for the owner and the Head of School to view on the School's property.
e. Ensure all communications, declarations, and documentation concerning specific
grievances are confidential.
f. Keep arecord of any steps the School has made in response to the panel's conclusions.
g. Endeavour to finish this step of the process in 15 working days or less.

Contact Information
For complaints or further information regarding the complaints process, please contact
info@sisqg.ga or our emergency WhatsApp number at +974 5573 6985.

This policy is designed to ensure a fair and transparent process for resolving concerns
within the Swiss International School community.

Monitoring and reviewing the policy
The school will periodically review the complaints policy to ensure its effectiveness and
make any necessary improvements.

I ————————————————————
Latest Revision: August 2024 PAGE 5



