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Azerbaijani British College — Complaints Policy

Introduction

This policy reflects procedures of handling, investigation and response of appeals and complaints.
It also outlines procedures for dealing with such cases should they occur.

Purpose

Though we aim at all times to get a customer satisfaction and work in a fair and transparent manner, at
ABC, we accept that complaints arise from time to time. . The Board of Directors and staff of ABC believe
that the concerns of parents or third parties should be resolved as swiftly as possible and all complaints
have to be taken seriously.

This procedure differentiates between a concern or difficulty that can be resolved informally or a formal
complaint that requires more serious further investigation but the following procedures are flexible enough
to be adapted, as appropriate, to individual cases and their circumstances.

In relation to this policy and normal practice, the school will always extend and encourage a meeting with
the parties concerned, at every stage of this process, whether that be with the class teacher, a middle or
senior leader, the Principal or a Board Member. In addition of course, parents have at all times the right to
request a meeting, which will never be denied by the school’s management.

All Board Members who are approached with a complaint will refer the matter to the Principal, unless
1) The complaint is about the response of the Principal to a previous linked complaint, which in this
case will be referred to the Chair of the Board.
2) The complaintis about the Principal or the General Manager, which in this case will be referred to
the Chair of the Board.

It is important to note that if a complaint is made against a member of staff, whether informal or formal,
they will be informed of the complaint and its nature. This includes the name of the complainant and all
details pertaining to the complaint. They will also be afforded the opportunity to respond to the complaint
before any further action is taken as part of this process.

Separate procedures apply in the event that a Child Protection/Safeguarding issue arises. This policy should
be read in conjunction with the ABC Child Protection and Safeguarding Policy.

Separate procedures apply in the case of an event or appeal about assessments and examinations, including
admission exams. This policy should be read in conjunction with the ABC Examinations and Assessment
Policy.



Procedure

Stage One: Informal

It is hoped that most appeals, complaints and concerns will be resolved quickly and informally.

Parents may write to complaints@abc.edu.az where there complaints will be swiftly passed onto the
corresponding party, however it is recommended that if parents have concerns they should normally speak

to their child’s class teacher or subject specialist teacher in the Pre and Primary School. In the Secondary
School the subject teacher or Form Tutor where applicable should be contacted.

A matter raised orally may not necessarily be acknowledged by the school in writing. However handling,
investigation and response to oral complaints regarding school or any other approved specific segment
have to be registered and recorded.

Written notification of a concern will be acknowledged in writing within two working days during term time
and as soon as practicable in the holidays. In many cases, the matter will be resolved promptly by this
means to the parents’ satisfaction.

All teachers and tutors are allocated time in which they can receive parents for meetings each week. These
meetings are best coordinated via email directly with the teacher/tutor. They can also be done by
contacting the school reception by phone.

It is expected that in almost all cases this will lead to an agreement or understanding being reached
between the various parties. The person who has dealt with the complaint will make a written record of all
concerns and complaints, and any responses, and the date on which they were received.

By dealing directly with the teacher/tutor, an informal complaint can be addressed at source and
misconceptions/miscommunications as well as concerns, addressed swiftly and in an efficient manner.

Stage Two: Formal Complaint

After a meeting, should the matter not be resolved within a reasonable time period or in the event that
the class teacher/form tutor/subject teacher and the parent fail to reach a, then parents should promptly
put their complaint in writing to the relevant Head of Key Stage.

The matter will be investigated and the relevant Head of Key Stage. They will respond to the parent in
writing, stating clearly how the judgements were arrived at and made, based on the facts presented and
further investigations. They will keep written records of all meetings and interviews held in relation to the
complaint and this may be in e-mail format if appropriate to the situation.

Stage Three: Formal Complaint to the Head of School

After meeting the class teacher/tutor and the Head of Key Stage it is hoped that the matter can be resolved.
However, there is occasion that even further experience is required if parents are not satisfied. In this
respect, parents should elevate their unresolved case to the respective Heads of School.

The matter will be investigated by the Head of School. They will review all previous investigations as well
as the parent complaint. They may conduct further investigations. The Heads of School will respond to
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the parent in writing, stating clearly the outcome of their review. They will keep written records of all
meetings and interviews held in relation to the complaint and this may be in e-mail format if appropriate
to the situation.

Stage Three: Formal Complaint to the Principal

Should the matter not be resolved within a reasonable time period or in the event that the Head of Primary
/ Head of Secondary and the parent fail to reach a satisfactory resolution then parents should promptly
refer their complaint to the Principal in writing.

The Principal will decide, after considering the written complaint, the appropriate course of action to take.
Once the Principal is satisfied that, as far as it is practicable, all of the relevant facts have been established,
a decision will be made and parents will be informed of this decision in writing, normally within 5 working
days the decision having been made.

Stage Four: Formal Complaint to the Chair of the Board

1) Should the matter not be resolved within a reasonable time period or in the event that the Principal
and the parent fail to reach a satisfactory resolution then parents should promptly refer their
complaint to the Chair of the Board.

2) If the complaint is about the Principal or the General Manager then parents should promptly refer
their complaint to the Chair of the Board.

The Head Administrator will ensure that correct and appropriate communication channels are available to
the complainant in their reporting to the Chair of the Board. The Chair may ask to meet with the complainant
and other persons involved in the matter or may get acquainted with all documentary investigated by school
and be contented. The Principal will present, to the Chair of the Board, all previously investigated
documentation. Once the Board is satisfied that, as far as it is practicable, all of the relevant facts have been
established, a decision will be made and parents and third parties will be informed of this decision in writing,
normally within 5 working days of the decision having been made.

The decision of the Chair of the Board will be regarded as final.

If the parent is still not satisfied, then the parent has the right thereafter to refer the matter to the relevant
higher authority.

Who was consulted?

In drafting this policy ABC has drawn on international best practice from COBIS and CIS as well as
Governors training and published guidelines by the UK DfE.



Stage 1
Express orally or in writing concerns
to appropriate member of staff, e.g.
Form Tutor, Teacher, Class Teacher,
Subject Teacher etc.

Stage 2
Contact and provide written details to
the Head of Key Stage

Stage 3
Contact and provide written details to
the Head of School, who will
investigate

Stage 4
Write formally to the Principal who
will launch an investigation and
review of the situation.

Stage 5
Contact the Chair of the Board of
Directors in writing with full details.
Their findings are final.

Satisfactory outcome/Issue Resolved

Satisfactory outcome/Issue Resolved

Satisfactory outcome/Issue Resolved

Satisfactory outcome/Issue Resolved

Satisfactory outcome/Issue Resolved

Contact the relevant higher authority.



“Azerbaijan British College” TK — 9rizalara va Sikayatlara Baxilma Siyasati

Taqdimat

Bu siyasat maktabda ariza va sikayatlorin baxilmasi, arasdirilmasi va cavablandirmasi prosedurunu
6ziinda aks etdirir. Homginin burada bela masalalarin yarandigi halda onlarin halli ila bagh
prosedurlar tasvir edilir.

Magqgsad

Magsadimiz har zaman miistari mamnuniyyatini gazanmagq, dirust va saffaf sakilda faaliyyat gdstarmak
olmasina baxmayaraq, bazan arize ve sikayatlor daxil olur. ABC idars heyati va iscilori inanirlar ki,
valideynlari va ya 3-cii toraflari narahat edan masalalar mimkiin gadar tez sakilds hall olunmali va biitiin
sikayatlara ciddi yanasiimali, vaxtinda cavablandiriimalidir.

Bu prosedur geyri-rasmi sakilda hall oluna bilacak naraziligdan tutmus galacakda daha ciddi arasdirmalar
talab eds bilacak rasmi sikayatlari nazarda tutur, lakin geyd olunan prosedurlar fardi hallara va onlarin
vaziyyatina lazimi gaydada uygunlasa bilacak gadar yetarinca dayiskandir.

Bu siyasato va standart tacriibaya asasan maktab har zaman prosesin har marhalasinds narazi olan
taraflarin sinif rahbari ils, sinif grupu ve maktab rahbarils, direktorla va idara Heyatinin tGzvlarila gorislarin
kecirilmasini genis sokilds tasvig edacak. albatta ki, alava olaraq valideynlarin har zaman goris talab
etmaya haglari var va maktab rahbarliyi heg bir zaman buna etiraz etmayacak.

Sikayatlari gabul edan idara Heyatinin lizvlari masalani direktora yénaldacaklar o zamana gadar ki:
3) Sikayat direktorun avvalki sikayats olan cavabi ila baglidir va bu halda Idars Heyatinin Sadrina
yonlandirilacak.
4) Sikayat direktor va bas menecer haqqindadir va bu halda idars Heyatinin Sadrina yénlandirilacak.

Qeyd etmak lazimdir ki, sikayat maktab heyatinin Gzvi hagqginda rasmi va geyri-rasmi sakilda edilirss, onlar
tabii ki, sikayat barads malumatlandirilacaglar. Buraya sikayatci hagginda malumat va sikayata aid bitin
detallar daxildir. Hamginin bu prosesin hissasi olaraq har hansi bir harakats ke¢gmadan 6nca onlara sikayata
cavab vermak imkani verilacak.

Usaq miidafiasi/ gorunma kimi masalalar olan hadisalards fargli prosedurlar tadbig olunacag. Bu siyasat
ABC Usaq Midafiyasi va Qorunmasi siyasati ila barabar oxunulmalidi.

Qabul imtahanlarn daxil olmagla giymatlandirma va imtahanlar ila bagli hadisa va ya miraciat halinda ayri
prosedurlar tatbiq olunur. Bu siyasat ABC imtahan va Qiymatlandirma siyasatli ila barabar oxunulmalidi.



Prosedur
Birinci marhala: qeyri-rasmi sikayat
Umid edirik ki, biitiin ariza, sikayatlar va narahathqlar tezlikla geyri-rasmi sakilds hall olunacaq.

Valideynlar complaints@abc.edu.az-a yazili sakilde miiraciat eda bilarlar ki, onlarin sikayatlari darhal
miuvafig cavablandiran saxsa yonlandirilsin. Lakin maslahat gorindr ki, bagcada, maktabagadar hazirligda
va ibtidai sinifloarda valideynlarin narazliglarn oldugda, onlar fann misallimi va sinif rahbari ila Unsiyat
qursunlar. Orta maktabda da fann muallimi va sinif rahbari ila alaga yaradilmalidir.

Sifahi sakilda galdirilan masalanin maktaba yazil sakilda tagdim edilmasi vacib deyil. Lakin maktab lzra va
ya tasdig edilmis miiayyan segment lzra sifahi sikayatlarin baxilmasi, cavablandirilmasinin geydiyyati va
ucotu apariimalidir.

Yazili naraziliq bildirislari tahsil miiddatinin iki is glinli arzinda va bayram glinlarinda an qisa zamanda darhal
cavablandirilacag. 9ksar hallarda valideynlarin mamnulugu magsadi ile masals an qisa zamanda hall
olunmalidir.

Bltin muallimlara har hafta valideynlari gabul eds bilacaklari vaxt ayrilir. Maallimls kegirilan bu goérislar
birbasa elektron poct vasitasila taskil edilir. Gorlisii hamginin maktabin geydiyyat sobasina zang edarak
taskil etmak mimkinddr.

Demak olar ki, biitin hallarda mixtalif taraflar arasinda raziliga va ya qarsiligh anlasmaya galacaklari
gozlanilir. Sikayata baxan saxs bitilin problemlar va sikayatlar, habels istanilan cavablar va onlarin alinma
tarixi hagqginda yazili hesabat taqdim etmalidir.

Muallima qeyri-rosmi sikayatle miraciat edildikds, sikayat manbayina ydnaldile bilar va sahv
tasavvirlar/anlasiimamazliglar da narazilig kimi da operativ va samarali sakilda hall olunur.

ikinci marhala: rasmi sikayat

Gorlisdan sonra masala dogru bir zamanda hall olunmadisa va ya valideynlar va sinif rehbari/fann muallimi
gonaatlandirici naticoya nail ola bilmadilarss, o zaman valideynlar sikayatlarini darhal marhala
koordinatoruna (Key Stage) yonaldmalidirlar.

Masala mivafig marhala koordinatoru (Key Stage) tarafindan arasdiriimalidir. Onlar tagdim olunmus
faktlar va sonraki arasdirmalar asasinda gararlarin neca yarandigini va gabul edildiyini dagiq geyd etmakla
valideynlara yazili halda cavab vermalidirlar. Hamginin sikayatla alagadar kecirilan bitiin iclaslar va
misahibalar haqqinda yazili hesabatlar aparmalidirlar. Vaziyyata uygun olsa, bu elektron poct vasitasi ila
do edils bilar.
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Uglincii marhala: tahsil blmasinin rahbarina rasmi sikayat

Sinif rahbari va marhala koordinatoru (Key Stage) ila gorlisdan sonra masalanin hall olunmasina inanilir.
Lakin, ela hallar olur ki, valideynlar narazi qaldiglarinda daha tacriibali yanasma talab olunur. Bu baximdan
valideynlar hall olunmamis masalalari tahsil bélmasinin rahbarinin saviyyasina galdirmagq istayirlar.

Masala tahsil bolmasinin rahbari tarafindan arasdirilmalidir. Biitiin 6ncaki arasdirmalar va valideynin
sikayati tam olaraq nazardan kecirmalidir. Onlar daha darin arasdirma apara bilarlar. Tahsil bélmasinin
rohbarlari yazili halda analiz naticalarini aydin sakilds geyd edarak valideynlara cavab vermslidirlar.
Hoamginin sikayatls alagadar kegiriloan butlin iclaslar va miusahibalar haqqinda yazili hesabatlar
aparmalidirlar. Vaziyyata uygun olsa, bu elektron pogt vasitasila da edila bilar.

Dérdiincii marhala: direktora rasmi sikayat

Masala dogru bir zamanda hall olunmadisa va ya maktab rahbarlari va valideynlar ganaatlandirici naticaya
nail ola bilmadilarsa, o zaman valideynlar sikayatlarini yazili halda darhal direktora yénaldmalidirlar.

Direkor yazili sikayatla tanis oldugdan sonra harakat etmak lglin uygun istigamata garar vermalidir.
Direktor muvafiq faktlarin miiayyan edilmasindan mimkin gadar mamnun qaldiginda garar almaldir va
valideynlar bu garardan yazili sakilde malumat almaldir. Normalara uygun olaraq garar 5 giin arzinds
alinmalidir.

Besinci marhala: idara Heyatinin Sadrina rosmi sikayat

3) Masala dogru bir zamanda hall olunmadisa va ya direktor va valideynlar ganaatlandirici naticaya nail
ola bilmadilarsa, o zaman valideynlar sikayatlarini yazili halda darhal idare Heyatinin Sadrina
yonaldmalidirlar.

4) Sikayat direktor ve bas menecer hagqinda oldugunda valideynlar sikayati darhal idara Heyatinin
Sadrina yonaldmalidirlar.

Bas inzibatcl sikayatci tarafinden idars Heyatin Sadrina verdiyi maruzada diizgiin ve mivafiq rabite
kanallarinin qurulmasinda amin olmalidiq. Sadr, bir gayda olaraq, sikayatci va bu masalaya aidiyyati olan
digar soxslarle goriise bilar va ya maktabda arasdirilmis materiallarla tanis olub kifayatlana bilar. Direktor
idars Heyatinin Sadrina dnca arasdirilmis va toplaniimis sanadlari tagdim etmalidir. iH mivafiq faktlarin
miayyan edilmasindan mimkin gadar razi qaldiginda garar alinacaq va valideynlar bu garardan yazil
soakilde malumat alacaqglar. Normalara uygun olaraq garar 5 giin arzinda alinmalidir.

idara Heyatinin Sadrinin garari son garar kimi hesablanir.

ogar valideyn hala de mamnun deyilsa, onda bundan sonra bu masalani daha yiksak instasiyali quruma

yonaltmak hiququna malikdir.

Kimdan maslahat aldiq?

ABC bu siyasatin tartib edilmasinde COBIS ve MDB-nin beynalxalg gabagqcil tacriibasina, hamginin
bascilarin talimina va Boylk Britaniya DfE tarafindan nasr olunmus rahbar prinsiplarina asaslanirdi.



Marhala 1
Miuvafiq isci heyatin Gzvina sifahi va
ya yazih sakilds naraziliginizi ifada
edin (mas.) sinif rahbari, fann
muallimi va s.

Marhala 2
Marhala koordinatoru ila (Key Stage)
alaga saxlayib, ona yazil sakilda
butlin malumati tagdim edin.

Marhals 3
Arasdirma aparan maktab rahbari ils
alaga saxlayin.

Marhala 4
Rasmi sakilda direktora yazil halda
miraciat edin. O, instintaqa
baslayacaq va masalaya baxacag.

Marhala 5
idara Heyatinin Sadri tam sakilda
yazili halda malumatlandirir. Onun
garari sonuncudur.

Qanasatlindirici natica/ masala hall edildi.

Qanasatlindirici natica/ masala hall edildi.

Qanaatlindirici natica/ masala hall edildi.

Qanaatlindirici natica/ masala hall edildi.

Qanaatlindirici natica/ masala hall edildi.

|

h Miivafiq yiksak instansiyali qurumlara

mdraciat edin.
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