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5.18 : Complaint Policy
At IQRA School, we undertake to provide a friendly and safe environment in which pupils will be
helped to achieve their potential, both academically and socially.
We believe that a close partnership between the school, parents and pupils is essential to ensure
pupil progress and well-being. In support of this, parents are invited to enter a Home-School
Agreement. This agreement sets out the school’s aims and values, as well as the responsibilities and
expectations of the school and parents and pupils.
Through our programme of meetings between parents and teachers, as well as through informal
contact, we provide opportunities for parents to raise matters of concern. Whilst most concerns can
be dealt with through informal discussions and phone calls, sometimes parents may feel that their
concern is of a more serious nature and needs to be dealt through a formal complaints procedure.
Procedures for dealing with complaints:
Stage 1:
Initially the complaint has to be addressed through the homework diary. At this stage the teachers
are responsible for resolving any issues within 1 working day.
Stage 2:
If the complaint is not resolved by the teacher through the homework diary, the parents may raise
the matter to the social workers to help in resolving the matter. At this stage the social workers are
responsible for resolving the matter within 2 working days and for recording the same through
internal filing procedures.
If necessary, a meeting can be arranged between parents, the teacher and the social worker.
In case of involvement of more than one student in any case, all parents will be given separate
appointments for meetings.
All meetings are recorded and filed through internal filing procedures.
At this stage, the social worker can determine if the complaint is resolved and record the same
through internal filing procedures or he/she may escalate the matter to the management.
Stage 3:
In cases where the social worker escalates the matter to the management , the management will
arrange a meeting with the parents as far as possible at a mutually convienient time. At the meeting
and through discussion, the management will seek an acceptable outcome to the staisfaction of all
parties involved.
In all cases , once the matter has been raised to stage 3, the principal has further three days to
resolve the matter.
Stage 4:
If the matter is not resolved at stage 3, the principal will involve the relevant members of the
“Complaint Committee” in the case. The principal will start official investigation by appointing an

Iqra English School for Boys
2019-2020
investigating officer to gather evidence and conduct preliminary interviews. The staff involved will
be officially informed that they are under investigation. The investigating officer will prepare and
present confidential investigation report to the complaints committee.
The “Complaints Committee” will consider any written material, and may also give the person
making the complaint and the social worker and staff an opportunity to state their case and to
question the other side as deemed appropriate by the principal. The “Complaints Committee” will
ensure that all parties are treated fairly.
The committee will reach a decision within three working days of receiving the case and will
confirm it in writing, along with the reasons for their decision and inform the parents.
At any stage during the complaints procedure, either party reserves the right to refer the matter to
MOE.
NB: Cases of extreme/ serious nature can be automatically escalated to stage 4 by the principal.
Complaints Committee
The complaints committee may comprise of any/all of the following members as required:
1. CEO
2.HR
3. Principal
4.Vice principal
5. Assisstant Vice Principal
6.Social worker
7.Coordinator
8. Phase leaders
9. Finance manager
10. BSM
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 :5.18ﺳﻴﺎﺳﺔ ﺍﻟﺸﻜﺎﻭﻯ
ﻓﻲ ﻣﺪﺭﺳﺔ ﺍﻗﺮﺃ ،ﻧﺘﻌﻬﺪ ﺑﺘﻮﻓﻴﺮ ﺑﻴﺌﺔ ﻭﺩﻳﺔ ﻭﺁﻣﻨﺔ ﻳﺘﻢ ﻓﻴﻬﺎ ﻣﺴﺎﻋﺪﺓ ﺍﻟﺘﻼﻣﻴﺬ ﻋﻠﻰ ﺗﺤﻘﻴﻖ ﺇﻣﻜﺎﻧﺎﺗﻬﻢ  ،ﺃﻛﺎﺩﻳﻤﻴًﺎ ﻭﺍﺟﺘﻤﺎﻋﻴًﺎ.
ﻧﻌﺘﻘﺪ ﺃﻥ ﺍﻟﺸﺮﺍﻛﺔ ﺍﻟﻮﺛﻴﻘﺔ ﺑﻴﻦ ﺍﻟﻤﺪﺭﺳﺔ ﻭﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭ ﻭﺍﻟﺘﻼﻣﻴﺬ ﺿﺮﻭﺭﻳﺔ ﻟﻀﻤﺎﻥ ﺗﻘﺪﻡ ﺍﻟﺘﻼﻣﻴﺬ ﻭﺭﻓﺎﻫﻬﻢ .ﺩﻋﻤﺎً ﻟﻬﺬﺍ  ،ﻳﺘﻢ ﺩﻋﻮﺓ
ﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭ ﻹﺑﺮﺍﻡ ﺍﺗﻔﺎﻗﻴﺔ ﻣﺪﺭﺳﺔ ﻣﻨﺰﻟﻴﺔ .ﺗﺤﺪﺩ ﻫﺬﻩ ﺍﻻﺗﻔﺎﻗﻴﺔ ﺃﻫﺪﺍﻑ ﺍﻟﻤﺪﺭﺳﺔ ﻭﻗﻴﻤﻬﺎ  ،ﻭﻛﺬﻟﻚ ﻣﺴﺆﻭﻟﻴﺎﺕ ﻭﺗﻮﻗﻌﺎﺕ ﺍﻟﻤﺪﺭﺳﺔ
ﻭﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭ ﻭﺍﻟﺘﻼﻣﻴﺬ.
ﺻﺎ ﻷﻭﻟﻴﺎء
ﻣﻦ ﺧﻼﻝ ﺑﺮﻧﺎﻣﺠﻨﺎ ﻟﻼﺟﺘﻤﺎﻋﺎﺕ ﺑﻴﻦ ﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭ ﻭﺍﻟﻤﻌﻠﻤﻴﻦ  ،ﻭﻛﺬﻟﻚ ﻣﻦ ﺧﻼﻝ ﺍﻻﺗﺼﺎﻝ ﻏﻴﺮ ﺍﻟﺮﺳﻤﻲ  ،ﻧﻮﻓﺮ ﻓﺮ ً
ﺍﻷﻣﻮﺭ ﻟﻤﻨﺎﻗﺸﺔ ﺍﻷﻣﻮﺭ ﺍﻟﻤﺜﻴﺮﺓ ﻟﻠﻘﻠﻖ .ﺑﻴﻨﻤﺎ ﻳﻤﻜﻦ ﺍﻟﺘﻌﺎﻣﻞ ﻣﻊ ﻣﻌﻈﻢ ﺍﻟﻤﻮﺍﺿﻴﻊ ﻣﻦ ﺧﻼﻝ ﺍﻟﻤﻨﺎﻗﺸﺎﺕ ﻏﻴﺮ ﺍﻟﺮﺳﻤﻴﺔ ﻭﺍﻟﻤﻜﺎﻟﻤﺎﺕ
ﺍﻟﻬﺎﺗﻔﻴﺔ  ،ﻭﻋﻨﺪﻣﺎ ﻳﺸﻌﺮ ﺍﻵﺑﺎء ﻓﻲ ﺑﻌﺾ ﺍﻷﺣﻴﺎﻥ ﺃﻥ ﻣﺨﺎﻭﻓﻬﻢ ﺃﻭ ﻣﺸﺎﻛﻠﻬﻢ ﺫﺍﺕ ﺧﻄﻮﺭﺓ ﻳﺠﺐ ﻣﻌﺎﻟﺠﺘﻬﺎ ﻣﻦ ﺧﻼﻝ ﺇﺟﺮﺍء ﺭﺳﻤﻲ
ﻳﺘﻮﺟﺐ ﻋﻠﻴﻬﻢ ﺗﻘﺪﻳﻢ ﺷﻜﻮﻯ.
ﺇﺟﺮﺍءﺍﺕ ﺍﻟﺘﻌﺎﻣﻞ ﻣﻊ ﺍﻟﺸﻜﺎﻭﻯ:
ﺍﻟﻤﺮﺣﻠﺔ :1
ﻓﻲ ﺍﻟﺒﺪﺍﻳﺔ ﻳﺠﺐ ﻣﻌﺎﻟﺠﺔ ﺍﻟﺸﻜﻮﻯ ﻣﻦ ﺧﻼﻝ ﺩﻓﺘﺮ ﺍﻟﻮﺍﺟﺒﺎﺕ ﺍﻟﻤﻨﺰﻟﻴﺔ ﻭﻓﻲ ﻫﺬﻩ ﺍﻟﻤﺮﺣﻠﺔ  ،ﻳﻜﻮﻥ ﺍﻟﻤﻌﻠﻤﻮﻥ ﻫﻢ ﺍﻟﻤﺴﺆﻭﻟﻮﻥ ﻋﻦ ﺣﻞ
ﺃﻳﺔ ﻣﺸﻜﻠﺔ ﺧﻼﻝ ﻳﻮﻡ ﻋﻤﻞ ﻭﺍﺣﺪ.
ﺍﻟﻤﺮﺣﻠﺔ :2
ﺇﺫﺍ ﻟﻢ ﻳﺘﻢ ﺣﻞ ﺍﻟﺸﻜﻮﻯ ﺑﻮﺍﺳﻄﺔ ﺍﻟﻤﻌﻠﻢ ﻣﻦ ﺧﻼﻝ ﺩﻓﺘﺮ ﺍﻟﻮﺍﺟﺒﺎﺕ ﺍﻟﻤﻨﺰﻟﻴﺔ  ،ﻓﻴﺠﻮﺯ ﻟﻠﻮﺍﻟﺪﻳﻦ ﺭﻓﻊ ﺍﻷﻣﺮ ﺇﻟﻰ ﺍﻷﺧﺼﺎﺋﻴﻴﻦ
ﺍﻻﺟﺘﻤﺎﻋﻴﻴﻦ ﻟﻠﻤﺴﺎﻋﺪﺓ ﻓﻲ ﺣﻞ ﻫﺬﻩ ﺍﻟﻤﺴﺄﻟﺔ ﻓﻲ ﻫﺬﻩ ﺍﻟﻤﺮﺣﻠﺔ  ،ﻳﻜﻮﻥ ﺍﻷﺧﺼﺎﺋﻴﻮﻥ ﺍﻻﺟﺘﻤﺎﻋﻴﻮﻥ ﻣﺴﺆﻭﻟﻴﻦ ﻋﻦ ﺣﻞ ﺍﻟﻤﺴﺄﻟﺔ ﻓﻲ
ﻏﻀﻮﻥ ﻳﻮﻣﻲ ﻋﻤﻞ ﻭ ﺗﺴﺠﻴﻠﻬﺎ ﻣﻦ ﺧﻼﻝ ﺇﺟﺮﺍءﺍﺕ ﺍﻟﺘﺴﺠﻴﻞ ﺍﻟﺪﺍﺧﻠﻴﺔ .ﺇﺫﺍ ﻟﺰﻡ ﺍﻷﻣﺮ  ،ﻳﻤﻜﻦ ﺗﺮﺗﻴﺐ ﻟﻘﺎء ﺑﻴﻦ ﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭ ﻭﺍﻟﻤﻌﻠﻢ
ﻭﺍﻷﺧﺼﺎﺋﻲ ﺍﻻﺟﺘﻤﺎﻋﻲ.
ﻓﻲ ﺣﺎﻟﺔ ﺗﻮﺭﻁ ﺃﻛﺜﺮ ﻣﻦ ﻁﺎﻟﺐ ﻓﺴﻴﺘﻢ ﻣﻨﺢ ﺟﻤﻴﻊ ﺍﻵﺑﺎء ﻣﻮﺍﻋﻴﺪ ﻣﻨﻔﺼﻠﺔ ﻟﻼﺟﺘﻤﺎﻋﺎﺕ.
ﻳﺘﻢ ﺗﺴﺠﻴﻞ ﺟﻤﻴﻊ ﺍﻻﺟﺘﻤﺎﻋﺎﺕ ﻭﺗﺤﻔﻆ ﻣﻦ ﺧﻼﻝ ﺇﺟﺮﺍءﺍﺕ ﺍﻟﻤﺪﺭﺳﺔ ﻟﻠﺘﺴﺠﻴﻞ ﺍﻟﺪﺍﺧﻠﻴﺔ.
ﺑﻌﺪ ﻫﺬﻩ ﺍﻟﻤﺮﺣ ﻠﺔ  ،ﻳﻤﻜﻦ ﻟﻸﺧﺼﺎﺋﻲ ﺍﻻﺟﺘﻤﺎﻋﻲ ﺗﺤﺪﻳﺪ ﻣﺎ ﺇﺫﺍ ﻛﺎﻧﺖ ﺍﻟﺸﻜﻮﻯ ﻗﺪ ﺗﻢ ﺣﻠﻬﺎ ﻭﺗﺴﺠﻴﻠﻬﺎ ﻣﻦ ﺧﻼﻝ ﺇﺟﺮﺍءﺍﺕ ﺍﻟﺘﺴﺠﻴﻞ
ﺍﻟﺪﺍﺧﻠﻴﺔ ﺃﻭ ﻗﺪ ﻳﺼﻌﺪ ﺍﻷﻣﺮ ﺇﻟﻰ ﺍﻹﺩﺍﺭﺓ.
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ﺍﻟﻤﺮﺣﻠﺔ :3
ﻓﻲ ﺍﻟﺤﺎﻻﺕ ﺍﻟﺘﻲ ﻳﺤﻮﻝ ﻓﻴﻬﺎ ﺍﻷﺧﺼﺎﺋﻲ ﺍﻻﺟﺘﻤﺎﻋﻲ ﺍﻷﻣﺮ ﺇﻟﻰ ﺍﻹﺩﺍﺭﺓ  ،ﺳﺘﻘﻮﻡ ﺍﻹﺩﺍﺭﺓ ﺑﺘﺮﺗﻴﺐ ﺍﺟﺘﻤﺎﻉ ﻣﻊ ﺃﻭﻟﻴﺎء ﺍﻷﻣﻮﺭﻓﻲ ﻭﻗﺖ
ﻳﻨﺎﺳﺐ ﺍﻟﺠﻤﻴﻊ ﻭﺍﺛﻨﺎء ﺍﻻﺟﺘﻤﺎﻉ ﻭﻣﻦ ﺧﻼﻝ ﺍﻟﻤﻨﺎﻗﺸﺔ  ،ﺳﺘﺴﻌﻰ ﺍﻹﺩﺍﺭﺓ ﺇﻟﻰ ﺗﺤﻘﻴﻖ ﻧﺘﻴﺠﺔ ﻣﻘﺒﻮﻟﺔ ﻟﺘﺮﺿﻲ ﺟﻤﻴﻊ ﺍﻷﻁﺮﺍﻑ ﺍﻟﻤﻌﻨﻴﺔ.
ﻓﻲ ﺟﻤﻴﻊ ﺍﻟﺤﺎﻻﺕ ﻭﺑﻤﺠﺮﺩ ﻭﺻﻮﻝ ﺍﻷﻣﺮ ﺇﻟﻰ ﺍﻟﻤﺮﺣﻠﺔ  ، 3ﻳﻜﻮﻥ ﻟﺪﻯ ﺍﻟﻤﺪﻳﺮ ﺛﻼﺛﺔ ﺃﻳﺎﻡ ﻋﻤﻞ ﺃﺧﺮﻯ ﻟﺤﻞ ﺍﻟﻤﺸﻜﻠﺔ.
ﺍﻟﻤﺮﺣﻠﺔ :4
ﺇﺫﺍ ﻟﻢ ﻳﺘﻢ ﺣﻞ ﺍﻟﻤﺴﺄﻟﺔ ﻓﻲ ﺍﻟﻤﺮﺣﻠﺔ  ، 3ﻓﺴﻴﺸﺮﻙ ﺍﻟﻤﺪﻳﺮ ﺍﻷﻋﻀﺎء ﺍﻟﻤﻌﻨﻴﻴﻦ ﻓﻲ "ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻯ" ﻟﺤﻞ ﺍﻟﻘﻀﻴﺔ .ﻭﻳﺒﺪﺃ ﺍﻟﻤﺪﻳﺮ
ﺍﻟﺘﺤﻘﻴﻖ ﺍﻟﺮﺳﻤﻲ ﻣﻦ ﺧﻼﻝ ﺗﻌﻴﻴﻦ ﺿﺎﺑﻂ ﺗﺤﻘﻴﻖ ﻟﺠﻤﻊ ﺍﻷﺩﻟﺔ ﻭﺇﺟﺮﺍء ﺍﻟﻤﻘﺎﺑﻼﺕ ﺍﻷﻭﻟﻴﺔ .ﻭﺳﻴﺘﻢ ﺇﺑﻼﻍ ﺍﻟﻤﻮﻅﻔﻴﻦ ﺍﻟﻤﻌﻨﻴﻴﻦ ﺭﺳﻤﻴًﺎ
ﺑﺄﻧﻬﻢ ﻗﻴﺪ ﺍﻟﺘﺤﻘﻴﻖ ﺑﻬﺎ .ﺳﻴﻘﻮﻡ ﺿﺎﺑﻂ ﺍﻟﺘﺤﻘﻴﻖ ﺑﺈﻋﺪﺍﺩ ﻭﺗﻘﺪﻳﻢ ﺗﻘﺮﻳﺮ ﺗﺤﻘﻴﻖ ﺳﺮﻱ ﺇﻟﻰ ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻯ.
ﺳﺘﻨﻈﺮ "ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻯ" ﻓﻲ ﺃﻳﺔ ﻣﺎﺩﺓ ﻣﻜﺘﻮﺑﺔ  ،ﻭﻗﺪ ﺗﻤﻨﺢ ﺃﻳﻀً ﺎ ﺍﻟﺸﺨﺺ ﺍﻟﺬﻱ ﻳﻘﺪﻡ ﺍﻟﺸﻜﻮﻯ ﻭﺍﻷﺧﺼﺎﺋﻲ ﺍﻻﺟﺘﻤﺎﻋﻲ ﻭﺍﻟﻤﻮﻅﻔﻴﻦ
ﻓﺮﺻﺔ ﻟﺒﻴﺎﻥ ﻗﻀﻴﺘﻬﻢ ﻭ ﻳﺘﻢ ﺍﺳﺘﺠﻮﺍﺏ ﺍﻟﺠﺎﻧﺐ ﺍﻵﺧﺮ ﺣﺴﺐ ﺗﻌﻠﻴﻤﺎﺕ ﺍﻟﻤﺪﻳﺮ .ﺳﺘﻀﻤﻦ "ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻯ" ﻣﻌﺎﻣﻠﺔ ﺟﻤﻴﻊ ﺍﻷﻁﺮﺍﻑ
ﺑﺸﻜﻞ ﻋﺎﺩﻝ.
ﺳﻮﻑ ﺗﺘﻮﺻﻞ ﺍﻟﻠﺠﻨﺔ ﺇﻟﻰ ﻗﺮﺍﺭ ﻓﻲ ﻏﻀﻮﻥ ﺛﻼﺛﺔ ﺃﻳﺎﻡ ﻋﻤﻞ ﻣﻦ ﺍﺳﺘﻼﻡ ﺍﻟﻘﻀﻴﺔ ﻭﺗﺆﻛﺪ ﺫﻟﻚ ﻛﺘﺎﺑﺔً  ،ﺇﻟﻰ ﺟﺎﻧﺐ ﺃﺳﺒﺎﺏ ﻗﺮﺍﺭﻫﻢ
ﻭﺇﺑﻼﻍ ﺍﻟﻮﺍﻟﺪﻳﻦ.
ﻓﻲ ﺃﻳﺔ ﻣﺮﺣﻠﺔ ﻣﻦ ﻣﺮﺍﺣﻞ ﺇﺟﺮﺍءﺍﺕ ﺍﻟﺸﻜﺎﻭﻯ  ،ﻳﺤﺘﻔﻆ ﺃﻱ ﻁﺮﻑ ﺑﺎﻟﺤﻖ ﻓﻲ ﺇﺣﺎﻟﺔ ﺍﻟﻤﺴﺄﻟﺔ ﺇﻟﻰ ﻭﺯﺍﺭﺓ ﺍﻟﺘﻌﻠﻴﻢ.

ﻣﻠﺤﻮﻅﺔ :ﻳﻤﻜﻦ ﺗﺼﻌﻴﺪ ﺍﻟﺤﺎﻻﺕ ﺫﺍﺕ ﺍﻟﻄﺒﻴﻌﺔ ﺍﻟﻘﺼﻮﻯ  /ﺍﻟﺨﻄﻴﺮﺓ ﺗﻠﻘﺎﺋﻴًﺎ ﺇﻟﻰ ﺍﻟﻤﺮﺣﻠﺔ  4ﻣﻦ ﻗﺒﻞ ﺍﻟﻤﺪﻳﺮ.
ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻱ
ﻳﺠﻮﺯ ﺃﻥ ﺗﺘﻜﻮﻥ ﻟﺠﻨﺔ ﺍﻟﺸﻜﺎﻭﻯ ﻣﻦ ﺃﻱ  /ﺟﻤﻴﻊ ﺍﻷﻋﻀﺎء ﺍﻟﻤﺬﻛﻮﺭﻳﻦ ﻛﻤﺎ ﻫﻮ ﻣﻄﻠﻮﺏ:
 .1ﺭﺋﻴﺲ ﻣﺠﻠﺲ ﺍﻹﺩﺍﺭﺓ.
 .2ﻗﺴﻢ ﺍﻟﻤﻮﺍﺭﺩ ﺍﻟﺒﺸﺮﻳﺔ.
 .3ﺍﻟﻤﺪﻳﺮﺓ.
 .4ﻧﺎﺋﺒﺔ ﺍﻟﻤﺪﻳﺮﺓ.
 .5ﻣﺴﺎﻋﺪ ﻧﺎﺋﺒﺔ ﺍﻟﻤﺪﻳﺮﺓ.
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