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Communication and Complaint Procedure at NBS Al Waab

Our Vision
‘An International community of learners striving for excellence and celebrating success’
Our Mission
We aim to provide the highest quality of education possible for students of all abilities. In doing so, we aim to
positively encourage each student to achieve academic excellence, enjoy creative diversity, develop critical thinking
skills and become lifelong learners and responsible citizens.
To achieve this, we will provide a diverse education in a safe, supportive environment that promotes self-discipline
and motivation. We will provide and maintain a calm, trusting and caring atmosphere where teaching and learning
are meaningful and developed. We will work in partnership with our staff, students, parents and wider community
to achieve our vision.



Newton British School
& * £ An international community of learners striving for excellence and celebrating success & ? .

@;‘v’unw il

At Newton British School Al Waab, we are dedicated to ensuring that our school community is satisfied with the
education we provide. We are a reflective school that aims for excellence and values constructive criticism. The
support of the school community is crucial for our success, and we take any complaints against the school very
seriously. We are committed to thoroughly investigating any complaints or criticisms and providing a prompt response.

Purpose

i.  Toensure all complaints are handled in a sensitive and appropriate manner.
ii.  To establish a clear line of communication and procedure to follow in the event of a complaint.
Scope

Any parent concerns/complaints regarding pupils in Newton British School and all matters relating to the actions of
staff and application of school procedures where they affect the individual pupils concerned, except matters relating
to exclusion and admissions, which are subject to separate procedures.

Communication Guidelines
Communication is critical to ensuring the best possible outcomes for individual students. Our school has various
communication channels, such as Class Dojo and email and telephone appointments with staff.

If the issue requires further discussion, please make an appointment with the Parent Liaison Manager, Head of
Primary or Principal at a mutually convenient time.

Communication Channels

Staff Member Email Address

info.nbs@newtonschools.sch.ga
Telephone: 4447 2427

Newton British School Al Waab

Assistant to the Head of Primary and EYFS - Miss Keana

eyfscoordinator.nbsalwaab@newtonschools.sch.qa
Penney

Key Stage 1 Coordinator - Mrs. Rebecca McDonough | y1r nbs@newtonschools.sch.qa

Key Stage 2 Coordinator - Miss Amy Williams v4r nbs@newtonschools.sch.qa

Arabic Coordinator - Ms. Aida Yakhlef aida.yakhlef @newtonschools.sch.ga

katherine.butt@newtonschools.sch.qa -
Telephone: 3352 2603
Principal.NBSAlwaab@newtonschools.sch.ga
Telephone: 7054 1621
ghadeer.khoury@newtonschools.sch.ga
Telephone: 3318 2195

Head of Primary and EYFS - Mrs. Katherine Elmalem

Principal - Mrs. Tracy Dodds

Parent Liaison Manager - Mrs. Ghadeer Khoury

Formal Complaints Guidelines

We accept that parents may occasionally be concerned about a child’s learning or well-being. Such concerns are best
dealt with informally by the relevant teacher, who should be your first point of contact (Appendix A). In the event of
a serious complaint, the following procedure will apply.

If a parent has a formal complaint that cannot be resolved informally (Appendix A - Step 1 & Step 2), they should
follow the established process:

e Complete a written complaint form (Appendix C) and submit by email to the Parent Liaison Manager, outlining
the material facts of the complaint. All such complaints must be signed and dated by the complainant and
include a daytime contact telephone number.
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The relevant MMT or SMT will then review the complaint and, where appropriate, refer it to the relevant staff
member for possible investigation and / or feedback within two working days. At this stage of the investigation,
any complaint against an individual is considered 'alleged' until evidenced and proven otherwise. It is important
to remember that events can often be misinterpreted, but our teachers have the power to correct these
misinterpretations, thereby avoiding the need for any further action.

If the matter cannot be resolved by the staff member within two working days, it will be passed to the Key Stage
Coordinator. Parents will be contacted within three working days with a formal response either by phone, in
writing, or at a face-to-face meeting at a designated time. The Principal, Head of Primary and Parent Liaison
Manager will be informed of all serious complaints and play an active role in such complaints.

If a meeting is convened to discuss the complaint during the investigation, parents are expected to attend at the
stated time and complete the meeting within the allocated time period. If the parent cannot make the
scheduled meeting, they must arrange an alternative time with the school's reception or Parent Liaison
Manager. Minutes will be taken in such meetings, and parents are asked to sign them; a copy is then given to
them.

The school will make an Arabic translator available, and any written outcomes will be presented in English and
Arabic where appropriate.

If no clear solution or resolution to the problem is found at the above previous stages, the final decision on how
to proceed will rest with the Principal, Head of Primary and Parent Liaison Manager.

The school's policy on parental misconduct is clear. We reserve the right to inform the CEO of parents who are
aggressive towards staff and recommend that their children be blocked from re-enrolling. All parents are obliged
to adhere to the Parent Code of Conduct to ensure a respectful school community.

An electronic log is kept detailing the facts of all serious parental complaints, the teacher(s) involved and the
investigation outcome.

Parents wishing to make a formal complaint must follow the above procedure to allow the matter to be
investigated thoroughly.

The SMT, Head of Primary, Principal and Parent Liaison Manager handle serious complaints in an appropriate
manner, and this may include:

o Meeting the complainant in person in an interview situation with the Key Stage Coordinator/Team
Leader/teacher and/or pupil present.

o The collection of factual evidence and witness statements.

o As an outcome of the investigation, a formal staff disciplinary hearing, if required, will be conducted in the
presence of suitable witnesses and the HR Manager.

o Where necessary, the school will provide the CEO a full report of the complaint and investigation outcome.

All formal written complaints will be dealt with as promptly as possible, ideally between 2 and 5 work days, as
per the timelines detailed above, ensuring that parents' concerns are addressed in a timely manner.
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Appeal Process

Should a complainant be dissatisfied with the way in which a written complaint has been investigated, they
may, with CEO approval, request that the matter be referred to an appeal Committee for a hearing. The
Committee will include:
i School Principal - Mrs Tracy Dodds (as Chairman of the Committee)
ii.  Head of Primary and EYFS - Mrs Katherine ElImalem (as Deputy Chairman of the Committee)
iii. Parent Liaison Manager - Mrs Ghadeer Khoury (as a member of the Committee and representative
for Parent Affairs)
iv. Islamic Education Teacher - Ms Aida Yakhlef (as a member of the Committee and representative for
issues in relation to Qatari culture and the Islamic faith)
v.  Teachers with Experience - Appointed based on the nature of the complaint (as a member of the
Committee)

N.b. If deem appropriate one Committee member will be independent of the management and running of the
school.

Parents will be allowed to attend the Committee hearing and be accompanied if they wish. A translator will also
be provided.

The Committee will be invited to make findings and recommendations, and a copy will be given to the
complainant and, where relevant, the person complained about, the CEO and the Head of Primary, Principal and
Parent Liaison Manager.

If a complainant is not satisfied with the findings and recommendations of the Committee, they have the right
to refer their complaint to the Newton Group MPC Department (see Appendix B).

If a complainant is not satisfied with the findings and recommendations of the Newton Group MPC Department
they have the right to refer their complaint to the MOEHE.

Unreasonable Persistent Complaints

Most complaints raised will be valid, and therefore the school will treat them seriously. However, a complaint may
become unreasonable if the person:

Has made the same complaint before, and it has already been resolved by following the school’s complaints
procedure, makes a complaint that is obsessive, harassing, prolific, defamatory or repetitive.

Knowingly provides false information.

Insists on pursuing a complaint that is unfounded, or out of scope of the complaint’s procedure.

Pursues a valid complaint, but in an unreasonable manner e.g. refuses to articulate the complaint, refuses to co-
operate with this complaint’s procedure, or insists that the complaint is dealt with in ways that are incompatible
with this procedure and the time frames it sets out.

Changes the basis of the complaint as the investigation goes on.

Makes a complaint designed to cause disruption, annoyance or excessive demands on school time.

Seeks unrealistic outcomes, or a solution that lacks any serious purpose or value.

Documents related to the complaint are missing or incomplete.

The complaint relates to an incident that happened more than 1 year ago.

The purpose of the complaint is to serve the self-interest of the complainant.

The basis of the complaint is based on heresay and is not substantiated by evidence.

Steps the school will take:

The school will take every reasonable step to address the complainant’s concerns and provide a clear statement of
the school’s position and their options. The school will maintain its role as an objective arbiter throughout the
process, including when the Committee meets with individuals. The school will follow the complaints procedure as



e Newton British School g,
& ’ £ An international community of learners striving for excellence and celebrating success & ’ .

normal (as outlined above) wherever possible. If the complainant continues to contact the school in a disruptive
way, the school reserves the right to advise the Ministry of Education and Higher Education.

Record Keeping

e Records will be kept of all written complaints indicating whether the complaint was resolved following a formal
procedure or proceeded to a Committee hearing.

e Awritten record will be kept of actions taken by the school due to complaints, regardless of whether they are
upheld.

e All details, correspondence, statements and records relating to individual complaints will be kept confidential in
accordance with the school Privacy Policy. This confidentiality is maintained at all times, except in cases where
local legal requirements permit access.

Reviewed August 2025

Mrs. Tracy Dodds - Principal

Mrs. Katherine Elmalem - Head of Primary and EYFS
Mrs. Ghadeer Khoury - Parent Liaison Manager

Next Review Date: August 2026
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Parental Concern/Complaint Procedure Flow Chart

INFORMAL - Step 1 Speak with

the Teacher concerned
(Classroom Teacher) :l,:

INFORMAL - Step 2 If complaint is

unresolved following Step 1 ::>
contact the Key Stage
Coordinator

FORMAL - Step 3 If complaint is
unresolved following Steps 1 and
2, complete the PARENTAL
CONCERN/COMPLAINT FORM
(available at the School Office/

Appendix C). |:>

If complaint is against the
Principal go to Step 4.

Appeal - Step 4

If complaint remains unresolved
following Steps 1-3 the School
Complaints Committee will
convene.

Discuss the complaint with the Teacher verbally or
via Class Dojo.

Implement any agreements.

Complaint resolved - no further action required.

Discuss the complaint with the Key Stage
Coordinator verbally after requesting a meeting
with the Coordinator at the School Office.

Implement any agreements.

Complaint resolved - no further action required.

Parent Liaison Manager will receive the form,
review and investigate the complaint with the
Principal and Head of Primary, meet with parents,
if necessary. Principal to confirm outcomes in
writing.

Implement any agreements/changes

No further action required.

The Committee will be invited to make findings
and recommendations, and a copy will be given to
the complainant and, where relevant, the person
complained about, the CEO and the Head of
Primary, Principal and Parent Liaison Manager.

No further action required.

|_‘ Step 5 - If unresolved proceed to the Newton Group MPC.

Step 6 - If unresolved proceed to the MOEHE.
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Appendix B

Newton Group Management of Parent Communication (MPC)

Established by The Newton Group's higher management and overseen by Mr Nasser Al Noaimi, the MPC is a central
communication portal for Parents of students in Newton Schools. The purpose of The MPC Department is to create
clear communication channels between the Parents and schools and promptly address and resolve concerns.

The important benefits of having this department include:

e  supporting Principals and schools

e minimising Parent complaints to the MOEHE and MOI

e  strengthening school-parent relationships

e improving the quality of teaching and learning, students' behaviour, etc.
The contact details are:

Landline: 4409 1037

Email: MPC@newtonschools.sch.qa

After School Hours: 7070 9714 and 7071 2145

The MPC Department will share your communication with the Senior Management.

Appendix C
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Complaint Form/ ¢ sS&) g 3 gai
Date: ‘6 < :.‘ G\é &'Ju
Name of :u.dl.kS\/J.&\ g_b rw“

Complainant/Student:
Complainant Phone #: oSidial) WA a3

Against School: Newton British School (Al Waab)
(== 5Y) Axilay ) gl

:E\MJJAM

Management O 'L
Academic O (s
Category of Complaint: Moral O DAY
Safety & Security O Al g ¥
Violation of Values | 1 4 94 5 alll gy

¢ $54)
Explanation of Complaint:

(8 syl s ) AdSad) Jad A jaal) B (s gl diad JB (e gl a3 g oY)
Procedures followed by the Complaints’ Committee in School to solve the issue )For school use only(
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What was agreed upon with the parent/guardian )ror school use only(
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Parent/guardian opinion )ror school use only(

Complaints’ Committee Decision Lalt il ) 8

Complaint solved and closed GSA (DS g Y A g A
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paladll g

Complaint unsolved and therefore will be
escalated to the committee at MOE
Endorsement
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We, the members of the committee, declare that all the data recorded is correct, the information contained in the
complaint is correct, and that all the procedures mentioned above have been implemented/fulfilled.

We also confirm that in the case where the data contained in the complaint is not true or the statements are
changed in any way, this will lead to the invalidation of information and will expose us to legal questioning. This is
our acknowledgement of that.

Name of Committee Leader/Member:

(Al guae Al (i ) anad

-

ol

Signature:

Date:

Sl
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School Stamp:




