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1. PURPOSE AND SCOPE 

SISD is committed to maintaining an open, respectful, and collaborative partnership with all families. 
We aim to resolve concerns quickly, fairly, and at the most informal level possible. This policy outlines 
how parents/guardians may raise a concern or complaint, and how SISD will respond. 

This policy applies to all matters relating to academic, pastoral, boarding, operational, and admissions 
decisions. It aligns with obligations defined in the KHDA Parent-School Contract. 

 

2. SAFEGUARDING AND CHILD PROTECTION 

Any concern relating to the safety, welfare, or protection of a student must be reported immediately to 
the Designated Safeguarding Lead (DSL). Safeguarding issues cannot be handled through the 
Complaints Policy. 

 

3. GUIDING PRINCIPLES 

The vast majority of concerns can and should be resolved informally, directly with the staff involved, 
as reflected in comparator school policies emphasising early, informal resolution.  

SISD aims to respond to all concerns and complaints professionally, courteously, and within 
reasonable timeframes. 

Complaints will be handled with impartiality and confidentiality, except where disclosure is required by 
law. 

No complainant will be disadvantaged for raising a concern in good faith. 

 

4. STAGE 1 - INFORMAL RESOLUTION  
4.1 Academic or Pastoral Matters 

Parents should first raise the matter with: 

• The class/subject teacher, tutor, or relevant staff member. 

• If unresolved, the Head of Department, Grade Learning Coordinator, or Pastoral Lead. 

This mirrors common escalation approaches where concerns are addressed closest to their origin 
before moving upward. 

 

4.2 Boarding Matters 

Raise the issue with the House Parent, then, if needed, the Head of Boarding. 

 

4.3 Operational, Finance, or Services Matters 

Raise directly with the Operations Manager, Finance Manager, or relevant department head. 

 

4.4 Admissions‑Related Matters 

For issues specifically related to admissions decisions or enrolment processes, concerns may be 
directed to the Director of Admissions and Marketing. 

If informal resolution is not achieved, parents may proceed to Stage 2. 

 

5. STAGE 2 – FORMAL COMPLAINT (WRITTEN) 

A formal complaint should be submitted in writing to the relevant Head of Section or functional 
manager. 

The complaint should include: 

• Parent’s name 

• Student’s name 

• Description of the issue 

• Any prior steps taken to resolve the matter 
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SISD response 

• A meeting will usually be offered within 5–7 working days of receipt. 

• SISD will investigate and provide a written response with outcomes and rationale within a 
reasonable timeframe, typically within 10 working days after the meeting. 

If the parent is dissatisfied with the outcome, they may proceed to Stage 3. 

 

6. STAGE 3 – COMPLAINT REVIEW PANEL 

If the matter remains unresolved after Stage 2, the parent may request a review by a Complaint 
Review Panel. 

 

Composition 

The panel will consist of 2–3 impartial members, none of whom have been previously involved in the 
concern. 

 

Process 

A hearing will be scheduled within 14 working days of the request. 

• Parents may be accompanied by a support person (not legal counsel). 

• The panel will review all documents, meet with relevant parties if necessary, and issue a written 
report outlining findings and recommendations. 

• The Principal will communicate the final school decision, taking into account the panel’s 
recommendations. 

If the complainant remains dissatisfied after completion of the internal process, they may refer the 
matter to KHDA. 

 

7. STAGE 4 – EXTERNAL RESOLUTION (KHDA) 

If a complainant believes that the issue has not been adequately addressed following all stages of this 
policy, they may refer the matter to the Knowledge and Human Development Authority (KHDA). 

Please note: KHDA will not consider any complaint that has not first completed the school’s full 
internal complaints process. 

 

8. CONFIDENTIALITY AND RECORD‑KEEPING 

SISD will maintain a confidential record of formal complaints and their outcomes, reviewed annually 
by the school’s leadership. 

 

QUICK GUIDE - WHERE TO RAISE YOUR CONCERN FIRST 

Type of Concern First Contact If Unresolved 

Academic (teaching, assessment) Class/Subject Teacher 
Head of Department → Grade 
Learning Coordinator 

Pastoral/Behaviour Tutor/Pastoral Lead Head of Section 

Boarding House Parent Head of Boarding 

Operations/Finance/ Transport Relevant Dept. Manager 
Operations/Finance Manager → 
Head of Operations 

Admissions decisions 
Director of Admissions 
and Marketing 

School Principal 

Safeguarding DSL (directly) Outside complaints process 
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