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COMPLAINTS PROCEDURES

Complaints Procedure for Current Pupils or
Parents of Current Pupils

This policy is made available to parents and
pupils on the school website. A hard copy can
also be requested from the Headmaster's PA.
Haileybury is committed to a continuous
programme of rigorous self-evaluation in order to
make the best possible provision for the pupils
entrusted to our care. Parental feedback therefore
is much to be welcomed. Where the school's
policies, or the implementation of them, are open
to criticism parents must be able to express a
formal complaint without fear or favour, provided
only that it is addressed in a constructive tone and
spirit. Many concerns are addressed informally
and they are dealt with entirely satisfactorily on
that basis. Nothing in this document is intended to
inhibit the informal free flow of information and
comment between parents and the various
responsibility holders within the school.

What constitutes a complaint?

NMPOLIEAYPA NOOAYMU XKAJTOB

Mpouepypa nogaym xanob AnA Tekywmx
YYEHUKOB UMK poauTenen TeKyLmx
YY4eHUKOB

HacTtoswas nonutuka pasmelleHa Ha cauTe
WKOMbl M AOCTYMHa poauTendam u y4dalimmcs.

MMeyaTHyl0 Bepcutd  MOXHO  3anpocuTb Yy
accucteHta  [uvpektopa  LUKOSbI. LWkona
Haileybury ocywiecTBnsieT HenpepbIiBHYO W
CTporyto nporpammy CaMOOLEHKN,

HanpaBfieHHYl0 Ha obecnevyeHne MakcumasnbHO
BbICOKOMO KadecTBa YCMOBUM NS yYaLMXCS.
MosToMy LWKOMNa NpUBETCTBYET 0OpaTHy CBS3b
oT poguTenen. Ecnn LwKonbHble NOMUTUKKA MK
NX NPUMEHEHME NOAAANTCHA KPUTKKE, POAUTENN
OOMKHbI NMETb BO3MOXHOCTb nogatb
oduumanbHyto xanoby 6e3 onaceHun wnm
npeaB3siToCTX, MpU  YCroBUW, 4TO >xanoba
BblpaXeHa B KOHCTPYKTMBHOM TOHE W JyXe.
MHorne Bonpocbl peluarTcs B HedhopMarbHOM
nopsiake, n 3ToT YopMaT 3a4yacTyto MOJTHOCThLIO
yaoBneTBopsieT o6e CTOpOHbl. HNMYTO B faHHOM
OOKYMEHTE He HamnpaBfieHO Ha OorpaHuveHue

WWAFbIMOAPObI KAPACTbLIPY TOPTIBI
MekTen okylbiniapbl MEH onapAabiH,
aTa-aHanapbliHa apHanfaH WwarbiIMpaaHy
TOpTiOi

Byn casicat arta-aHanap MeH OKyLublnapra

MekTenTiH Beb-canTbiHaa KorkeTimai. Karas
HyCKacblH MeKTen ONPEKTOPbIHbIH,
KemekLliciHeH ancaHpl3 6onagbl. Haileybury

MekTeDi 3 KaMKOpPIbIFbIHOAFbI OKyLUbITApFa eH
Konamnbl XafFgamn >kacay MakcaTbliHOa Y34iKkcis
XYMbIC icTen, kaTtaH e3iH-e3i Oaranay
OargapnamacbiH  )Ky3ere acbipbin  Kenegi.
CoHAblKTaH aTa-aHanapablH Kepi GannaHbIChbl
i3 ywiH eTe MaHpbi3abl. Erep mekTen
casicaTblHa HEeMece OHblH  OpblHAANybIHA
KaTbICTbl CbIH-MiKip TyblHAaca, ata-aHanap 3
WwarbiMaapblH KOHCTPYKTUBTI Typae, Keaepricia
6ingipe anybl Tuic. KenTtereH Macenenep
Oerpecmun Typde wellineqi xoHe 6yn dopmar
kebiHece eki TapanTbl Qa  TOMbIfbIMEH
KaHafaTTaHablpagbl. byn  KykaT MeKTenTiH
XayanTbl Tynfanapsl MEeH  aTa-aHanap
apacblHOafbl aknapaTt neH nikip anmacynbiH



A complaint is an expression of dissatisfaction
with a real or perceived problem. It may be made
about the school as a whole, about a specific
department or about an individual member of
staff. A complaint is likely to arise if a parent
believes that the school has done something
wrong or failed to do something that it should
have done or acted unfairly. Parents can be
assured that all concerns and complaints will be
treated seriously and confidentially. The school is
here for your child and you can be assured that
your child will not be penalised for a complaint
that you raise in good faith. What constitutes a
parent of a current pupil? A parent of a current
pupil is one whose child is a current registered
pupil attending Haileybury Astana.

Once a child has left Haileybury Astana the child
is no longer a current pupil. A parent whose child
has left Haileybury Astana may escalate a
complaint that they have already registered
informally or at any formal stage but cannot
initiate a new complaint. This policy should not be
used to appeal exclusions; there is an alternative
procedure for this.

Advice to Pupils:

If you feel worried about something or if you wish
to complain about how you are, or have been
treated, there are various options available: You
may wish just to talk to someone OR you may
wish to make an informal complaint OR you may
wish to make a formal complaint You may wish
just to talk to someone Remember you have close
friends who may be able to help, or just an older
boy or girl to whom you may feel you can
comfortably talk. Your teachers and management
are always ready to help. There may be times

HecdbopManbHOro obmeHa wHdopMaunen wu
KOMMEHTapusMn  Mexagy  poauTensamm  wu
pasnMyHbIMM  OTBETCTBEHHbIMW  NUUaAMKU B

LuKone.
Y10 cumtaeTcsa xanoobomn?

YKanoba — 3710 BhblpaxxeHWe HegOBOSBbCTBA MO
noBoA4y peanbHOW wunuM  npeanonaraeMoun
npobnembl. OHa MOXET KacaTbCA LWKOMbl B
LLlerniom, KOHKPETHOro otaena unvM oTAenbHOro
COTpYAHMKA. JKanoba, Kak npaswuno,
BO3HWKAET, eCn poauTenb CYUTAET, YTO LIKONa
noctynuna HenpaBwuibHO, He caenana Toro,
4yTO AOOMmkHa Oblna caenaTtb, UMK AencTBOBana
Hecnpaeegnueo. Pogutenn moryT  ObiTb
yBepeHbl, 4YTO Nobble 3aMevaHus U xanobbl
oyayT pacCMOTPEHbI CepbEsHo "
KoHduaeHumanbHo. Lkona pabGoTtaer B
MHTepecax Bawero pebéHka, N Bbl MOXETe
ObITb yBEpeHbl, YTO Bawl peBEHOK He NOHeCceT
HUKaKNX MOCNeacTBMIA 3a MOAaHHYH BaMu
xanoby, ecnv oHa nogaHa OOPOCOBECTHO.

Kto sBnsetca poguteneMm [OenCTBYOLLErO
yyeHuka?

Poauntenem AENCTBYIOLLEro yyYeHuka
cunTaeTcd nuuo, Yen pebEHOK Ha AaHHbIN
MOMEHT 3aperucTpuypoBaH u obyyaeTca B
Haileybury Astana. lNocne Toro kak pebéHok
noknHyn Haileybury Astana, oH Gonblwe He

cunTaertcs OENCTByHOLUM YYEHMKOM.
Poountenb pebéHnka, KOTOpbI NMOKNHYI
Haileybury Astana, mMOXeT npogoormkuTb

paccMOTpeHne kanobbl, KOTOPY OH Yyxke
nogasan HeoduuManbHO MM Ha nobom
ouumansHOM  aTane, HO He  MOXeT
WHMLUMMPOBATbL  HOBYH  xamnoby. [laHHas
NnonnTUKa He ucnonb3yeTtcs Ans obxanoesaHus
NCKMIOYEHWUN; ans aToro cywecTByeT

OelipecMu afbliHbIH LUEKTEMEN,.
LarbIM AereHimis He?

LWafbiM - HakTbl HeMece Bormkamabl Macenere
KaTbIiCTbl Hapasbiblk 6ingipy. Warsim  6Gykin

MekTenke, Oenrini O6ip 6GenimMre Hemece
KeKenereH KbI3METKepre KaTbICTbl ©onybl
MYMKiH. LlafbiM, opgeTTe, ara-aHa MekTten

kaHganm ga Gip opekeTTi aypbiC opbliHOaMagbl,
63 MiHOETIH opblHOaMagbl HeMece ofineTci3
opeKkeT eTTi pgen ecenTereH xarfganga
TyblHOaNObl. ATa-aHanap 6apnblk eTiHiwTep
MEH LWarbiMaapablH 6Te MYKUSAT XXoHe Kynus
Typde KapacTblpblnatblHbiHA ceHiMai ©ona
anagebl. Mekten eH angbiMeH  ci3fiH
OanaHpbI3aoblH Myaaeci YWiH >KyMbIC icTenai,
COHAbIKTAH afan HUWEeTNeH acanfaH LafbiM
YWiH 6anaHbI3 ellKkaHaan 3apaan weknenai.

AfbiIMOarFbl  OKYLUbIHbIH aTa-aHacbl [ereHimia
Kim?

AfFbiIMOafFbl OKyLIbIHbIH aTa-aHacbl — Ganachbl
Haileybury Astana mektebiHae TipkenreH >xaHe
Kasipri yakblTTa OKUTbIH  TyriFa. bana
MeKTeNnTeH KEeTKEHHEH KeWiH afbiMaafbl OKyLLbl
fonbin caHanvangbl. MyHaan ata-aHa GypbiH
OelipecmMmn Hemece pecMu OeHrenge TipkenreH
warbIMbIH KanfFactelpa anagpl, 6ipak >xaHa
WwarbIM Xondan anmManabl. byn caacaT okyoaH
WwblFapy Typanbl wewimgepre
KongaHbinManasbl, MyHOamn Xargannapra
apHanfaH 6enek pacim 6ap.

Okywbinapfra apHanfaH KeHec:
Erep cisge anaHgaywbinblKk TyblHOaca Hemece

cisre KepceTinreH KapbIM-KaTblHacka
GalinaHbICTbl LafbIM KacafblHbl3 Kerce, MyHb!



when you feel you can’t talk with a member of
staff - this is perfectly all right and natural. Talk,
telephone or write to any of the following:
- Your parents
- The School Doctor
- email to Deputy Head (Whole School) or
Head of Junior School

What happens if | want to make an informal
complaint about something?

Sometimes you may feel that you would like to
make a complaint about something that is worrying
you. This might be about how you are being
treated. The first thing you should do is speak to
any member of staff you can trust, such as your
tutor or your Housemaster. You can take a friend
with you if you wish - another pupil, an older pupil
or another member of staff. It is particularly
important for you to realise that in the event that
you are in trouble over something, you can have
your tutor or a friend with you when you are talking
with your Housemaster, the Deputy Head Whole
School or Headmaster. If the matter can’'t be
easily settled to your satisfaction, then you can
make a formal complaint. Formal complaints
procedure for current pupils To do this you will
need to write to your Housemaster, the Deputy
Head Whole School or the Headmaster explaining
that you wish to make a formal complaint. You will
get a note in reply saying the complaint has been
recorded and that it will be attended to. This reply
will normally be acknowledged and discussed
within three teaching days of its receipt in term
time (in holiday and half term periods the response
time will understandably be longer). You will then
be asked to talk the matter through with either the
Deputy Head Whole School or the Headmaster;
you can have a friend with you, who may be
another pupil, your tutor or your Housemaster or

oTaenbHasi npoueanypa.
CoBeTbl ANA y4Yalwmxca:

Ecnu Bac 4To-TO TPEBOXMT WNN Bbl XOTUTE
noxanosaTbCs Ha TO, Kak ¢ BaMun obpaLyatotcs
unm obpawannucb, y Bac €eCTb HEeCKOSbKO
BapuaHTOB: Bbl MOXETE MOroBOPUTb C KEM-TO;
Bbl MOXeTe nogaTb HeoduumanbHyo Wunm
odouumanbHyto xanooy. Heobxognmo
NMOMHUTb, YTO Bbl Bcerga MOXeTe MpocTo
NMOroBOpUTb C KEM-TO; 3TO MOryT ObiTb Baluu
ApYy3bs UMW YYEHWUKM CTaplle Bac, KOTOPbIM
Bbl AoBepseTe. Bawm yuutensa n pykoBoacTBO
LWKONbl Bcerga roToBbl MomMouvb. bBbiBatoT
MOMEHTbI, KOrAa BaM  KaxeTcs, 41O
HEBO3MOXHO MNOroBOPUTbL C COTPYAHWKOM —
3TO COBEPLUEHHO HOPMarbHO U €CTECTBEHHO.
Bbl MoxeTe pacckasaTb, MO3BOHUTH WMn
HanucaTb Nbomy 13 criegyrowmnx nuu;
- Bawwum poagntensam
- WkoneHOMYy Bpayy
- HanuwwuTe nMCbMO 3amecTuTento
aupektopa (Bcen LLIKOSbI) nnu
PykoBoauTento mrallen LWKonbl

Yto penatb, ecnu A
HeodMLUManbHY1O Xanoby?

Xo4yy noaaTtb

MHorga Bbl MOXeTe no4yyBCTBOBATb, YTO XOTUTE
noXanoBatbCA Ha 4YTO-TO, YTO BaAC TPEBOXWUT.
OTO MOXEeT KacaTbCa TOro, Kak C BaMu

obpawatotca. [lepBoe, 4TO Bbl OOMMKHbI
coenatb —  MNOroBOpUTb € MtoBbIM
COTPYOHUKOM, KOTOPOMY Bbl  JOBepsieTe,
Hanpumep, c BaLLUM KnaccHbIM
pykoBoauTernem nnu rnasov Xayca
(Housemaster). [lpu xenaHun, BO BpeMs

pasroBopa psooM C BaMUM MOXET HaxoauTbest
Ball Apyr wunu apyron coTpyaHuk. OcobeHHo

XacayablH,  OipHewe xonbl  Gap  eKeHiH
yMbITNaHpl3: OipeymeH cennecy; 6enpecmun
HeMece pecMu LiaFbiM Kacay. OpkKallaH
OipeymeH cennece anaTblHbiHbI3Obl €cTe
yCTaFaH »eH - byn ci3aix
XakblH OOCbIHbI3 HEMece ©3iHi3geH YIIKeH, Ci3
CeHeTiH oOkylWwbl 6onybl MyMKiH. COHbIMEH
karap, MyfranimaepiHia 6eH mekTen oKiMLiniri
apoanbiM  kemekTtecyre pavbiH. Kenpge ci3
Kbl3METKEPMEH cewnnece anmManTtbiHgan
Ce3iHyiHI3 MYMKIH - ©Oyn Myngem KanbinTbl
xarnan. [lereHMeH, KaxkeT OonfaH >kafganaa,
TemeHaeri  TynfanapablH  Ke3  KerreHiHe
KOHbIpay LanyblHpl3fFa Hemece xar
asyblHbl3fa 6onaabl:
- Arta-aHaHbl3Fa
- MekTten gepirepiHe
- [OupekTopablH oOpblHOAacapbiHa HeMmece
GacTaybiw MeKTen XKeTeKLiciHe
(anexkTpoHAbIK NoLwwTa apKbifbl).

Erep MeH Oenpecmu wWafbIM XacafbiM
Kence, He icTeyiM Kepek?

Keige ci3 masanantblH Oip Xafgawnfa LiarbiM
XacarblHbI3 Kenyi MyMKiH, Oyn cisre kepceTinreH
KapblM-KaTblHAacCka Hemece ci3ai anaHgaTkaH
Ke3 KenreH macenere KartbiCTbl 00Mybl MYMKIH.
MyHOanm ke3ge eH angblMeH ©3iHi3 CeHeTiH
KbIBMETKepre KyriHreH pgypbic, 6yn cisgiH
CbliHbIN >KETEeKWiHi3 Hemece XayC XeTekKLici
(Housemaster/Housemistress) 6onybl MyMKiH.
KanacaHbl3, 63iHi30eH bGipre O0CbIHbI3ObI, Xacbl
YyIiKeH 0Gacka OKylblHbl Hemece MekTen
KbI3MeTkepiH epTin Gapyra 6Gonagbl. Scipece,
Macenenep TyblHOAFaH >Xafdanga >KaHblHbl3ga
Ci3 CEeHeTiH KblaMeTKep Hemece [OOCbIHbI3ObIH
©onfaHbl MaHbI3abl. Byn CbIHbIN XeTeKLWiHi3beH,
MEeKTen  OUPEKTOPbIHbIH,  OpblHOacapbiMeH
HeMece MeKTen AMPEKTOPbIMEH Ke3gecyre ae



any member of staff. If within two more days
(assuming holidays/weekends do not fall within
this time) you have not had the matter
satisfactorily sorted out you may contact any of the
people listed above. You do not have to inform
staff or anyone else that you are complaining
about them. You will not be penalized in any way
for making a complaint in good faith.

Complaints Procedure for parents of current
pupils

Haileybury Astana operates a three-stage process
for formal complaints:

Stage One (Informal Complaint)

Most complaints or concerns can usually be
addressed informally, and entirely satisfactorily,
through discussion with the appropriate member
of staff. As Haileybury Astana operates on a
House system and form tutor system the first
ports of call for most issues related to your
daughter or son’s academic and social wellbeing
should be their Housemistress/master or Form
Teacher. For those in Junior School the first port
of call should be the Head of Junior.

An informal complaint can be made in writing, via
the telephone. If the complaint is made in writing,
it will be acknowledged and discussed within
three teaching days of its receipt in term time (in
holiday and half term periods within 2 weeks). The
responsibility holder should inform the Deputy
Head (Whole School). The relevant person having
duly considered the issue, and acted on it, at his
or her discretion will then notify the parent in
writing, normally within one month of receiving the
complaint (in term time, and within one month of
the start of the next academic half term if it is a
holiday period), confirming that the matter has

BaXXHO MOHUMATb, YTO €CNU  BO3HUKHYT
npobnembl, psgoM C BamMu OydeT COTPYOHUK
UnNu Baw Apyr, KOTOPOMY Bbl goBepsieTe. JTO
KacaeTcsa M pasroBOpoB C rnaeon Xayca goma,
3aMecTuUTeNneM [OUpeKTopa BCEW LUKOMbI WNn
ANPEKTOPOM LWKonbl. Ecnn Bonpoc Bce xe He
Oyoetr  pelueH, Bbl MoXeTe nogatb
odonumanbHyto Xanooy.

Mpoueaypa nogaun oduuManbHON anoobl
ANA AEeNCTBYIOLWNX YYEHNKOB

[na aToro BaM Hy>XHO HanucaTb rnase Xayca,
3aMecTUTeNnt0  AMpekTopa Wnu  OMpekTopy,
06bACHUB, yTO Bbl  XOTUTE nogatb
odouumanbHyto Xanooy.

Bbl nonyunte OTBET C yBEOOMIEHMEM O TOM,
yto xanoba 3apeructpupoBaHa W”n Oyger
paccMoTpeHa. Ob6bI4HO aToT oTBeT
noaTeBepxgaetca n obcyxaaetca B TeyeHue
TPEX y4ebHbIX OHEW C MOMEHTa nosyyeHus (B
nepvon KaHWKyn CpOK OTBeTa MOXeT ObITb
aonbLue).

3atem Bac npurnacat Ha BCTpedy C
3aMecTuTeNneM AupekTopa WM OUPEKTOPOM;
Ha BCTpeyy Bbl MOXeTe MNpuUATM BMeECTe C
APYroM, C KnacCHbIM PYKOBOAMTENEM, MaBoW
Xayca, nnv nobbiM ApYyruM COTPYOHUKOM.

Ecnn B TedeHue cregylownx AByx AHen (npu
YCNOBWW, YTO 3TO HE BbIXOOHbIE UMW KaHWUKYIbI)
BONPOC He OyaeT yAOBNETBOPUTENBHO PELUEH,
Bbl MOXeTe obpatutbcd K Jiobomy u3
NnepevmcneHHbIX Bbille N,

Bam He Hy>XHO WMHdOpPMUPOBaTL COTPYAHUKOB
UM Koro-nmbo eLé o ToM, YTO Bbl XanyeTecb
Ha Hux. Bbl He Bygete HakasaHbl kaknm-nmbo
obpasom 3a nogaHHyt  [0OOPOCOBECTHO
Xanoby.

Mpouenypa noaaym xanod ana poautenen
AEeNCTBYIOLWUNX Y4EHUKOB

kaTbiCTbl. Erep Mecene Te3 xoHe ci3ai
KaHafaTTaHAblpaTblH4aW  LWwewinMmece, oHAa
pecMu LWarbiM xacayfa 6onagpl.

ArbiMOafbl  OKyllblnapfa apHanfFaH pecMmu

LuaFbIM Xacay paciMi
On ywiH ci3 e3iHi3giH Xayc xeTekwwiHisre, Oykin
MekTen OOMbIHWA AMpPeKTop opbiHO6acapbiHa

Hemece MeKkTen ANpEKTopbIHa Luafbim
XacafblHbl3  KeneTiHiHi3gi  TyciHgipin, xat
XasyblHbI3 KaxeT. ApTbIHWA Ci3re warbiM
TipKenreHi XoHe KapanaTbliHbl Typanbl

xabapnama xibepineni. Spgette 6yn kayan
LWwafbiM anblHFaHHaH KeWiH Yyl OKY KYHi iwiHge
Xibepineni (memanbic KesiHOe »kayan 6epy
Mep3imi y3arbipak 6onybl MyMKiH). CogaH KemiH
ciagi  ampekTopablH OpbliHOacapbiIMeH Hemece
OVPEKTOPAbIH, 63iMEH Kesaecyre wakplpagbl; Ci3
Kesgecyre 0OCbIHbI3OEH, ChIHbIM XETEKLLUIHi30eH,
Xayc OaclubicbIMEH HeMece Ke3 kerreH backa
KbI3METKEPMEH Kene anacbl3. Erep keneci ei
KYH iliHge KaHaFaTTaHapsIbIK weLlim
kabbingaHbaca (byn  mep3imMre  gemansbic
HeMece MepeKke KyHdepi Kipmewngi), ci3
ofapblga aTanfaH agamaapabiH, Kes
kenreHiMeH xabapnaca anacbi3. Ci3 mekTen
Kbl3MeTKepriepiHe Hemece 0acka agampaapra
onap Typanbl LWafbiMOaHaTbIHbIHBI3 Typansbl
xabapnayra MiHOETTI emecci3. Agan HueTneH

XacanfaH WafbiM  YWiH ewkaHgan >kasa
KongaHblinmangbl.
Afbimaarbl  OKylbINnapablH arta-aHanapbl

YLWiH wWwarbiM 6epy TIpTIOi

Haileybury Astana mektebGiHgoe warbim Oepy
npoueci yw caTblgaH Typagpl:

BipiHwi caTbl (benpecmu warbIM)

Wareimgap HeMece MacenenepgiH Kebici



been investigated and explaining what action has
been taken in the light of the concern.

If your complaint is to do with Headmaster, Bursar,
Deputy Head or Head of Junior School parents
should go straight to Stage Two (Formal), this is
below. If the parent remains dissatisfied with the
response provided from the informal complaint the
next step is to pursue a formal complaint at Stage
Two (see below).

Stage Two (Formal Complaint) This has two
paths depending on the complaint — (A and B):

A. If the parent remains dissatisfied following
stage one of the process, he or she should next
approach either the Headmaster or the Bursar as
appropriate and formalise the complaint. The
division of responsibility at Haileybury Astana is
as follows: The Headmaster on all matters to do
with pupils' education including discipline and
pastoral care.

The Bursar on financial matters, buildings,
grounds and equipment, Health and Safety and
domestic issues.

The Headmaster and the Bursar consult regularly
particularly when their areas of responsibility
overlap. A formal complaint to the Headmaster or
the Bursar should commence with the parent
briefly setting out in writing the concern together
with a statement as to why it is believed that the
investigation and/or action taken at a lower level
was unsatisfactory. The Headmaster or the Bursar
will respond within three teaching days to
acknowledge receipt (in holiday and half term
periods within two weeks), then investigate the
matter further and independently of 6 conclusions
arrived at an earlier stage. The outcome of their

B wkone Haileybury Astana pencteyer
TPEXaTanHbI Npouecc nogayu xanob:

MNMepBbIn 3Tan (HeodurumanbHas xxanoba)

BonblUMHCTBO kanob mnu BOMpoCcoB 0OBbLIYHO
MOXHO pelunTb HedopManbHO W MOSIHOCTbIO
YOOBNETBOPUTENBHO 4Yepe3 obcyxaeHne ¢
COOTBETCTBYIOLMM COTPYAHMKOM. Tak Kak
Haileybury Astana pabotaer no cucreme
XaycoB M KypaTOpCKOM cucteme, nepsBbiM

JmuoMm, K KOTOpOMY CTOUT O6paTVITbCF| no
60J'IbI.IJI/IHCTBy BOMPOCOB, CBA3aHHbIX Cc
aKkagemMmmn4yecknm n coumnanbHbIM

Gnaronony4yneMm Ballero CbiHa WU [ouvepw,
ABNSAETCH rnasa Xayca
(Housemistress/Housemaster) unu knaccHbin
pykoBogutenb. [OnNa  yy4yeHMKOB  mMnagLlen
WKONbl NepBbIM NUUOM Ana  obpaleHns
OOMKeH OblTb pyKoBOAMTENb MNAALLEN LLKOSbI.

HeodvumanbHas unm HedopMarnbHas xanoba
MoXeT OblTb nogaHa MUCbMEHHO WunuM Mo
TenecdoHy. Ecnn xxanoba nogaHa NMCbMEHHO,
oHa byaet 3apernctpupoBaHa u obcyxaeHa B
TeyeHne TPEX YYEDHbIX OHEM C MOMEHTa
nonyyeHunsa (B nepuon KaHukys — B TeyeHue 2
Hepenb). [anee OTBETCTBEHHbIN COTPYOHUK
NPOVHOPMUPYET  3aMecTUTEeNa AupekTopa
wkonbl. CoOOTBETCTBYKOLWEE NULUO, AOIMKHbIM
obpa3om paccmoTpeB BOMPOC U NPUHSAB MO
HEMY pelleHne MO CBOEMY YCMOTPEHMIO,
yBEeOAOMUT poauTens B MUCbMEHHOW hopme,
Kak npaBuno, B TeYeHWe OofHOro mecsua ¢
MOMEHTa nonyyeHnsa xanobbl (B TeveHue
OOHOr0 Mecsua C Havana HoBOro yyebHoro
cemectpa, ecnu xanoba Obina nogaHa BO
BpeMS KaHWKyI), NOATBEPAMB, YTO BOMNPOC Obi
pPaccMOTPEH, N pas3bsACHWUB, Kakue Mepbl 6binu
NpeanpuHATLI B CBA3M C NOOHATON NpoOremoi.

opetTe BenpecMun Typae, TUICTI KbIBMETKEPMEH
cevnecy apkblfbl TOMbIK KaHaraTTaHapMbIK
Typae wewinyi MyMmkiH. Haileybury Astana
MekTeBi Xayc oHe CbIHbIM XKETEKLLINEep XyMNeci

OolblHIIA >XYMbIC iCTEMTIHAIKTEH, OGanaHbIH
akageMuanbik KoHe aneymeTTiK
amaH-caynblifbiHa KaTbICTbI mMacenenep

OombiHWa eH angbiMeH Xayc XeTeKLiciHe
(Housemaster/Housemistress) Hemece CblHbIM
XeTeKkwiciHe  XyriHy  kepek.  bacTtaybliw
MekTenTe OipiHWi 6onbin xabapnacaTbiH agam
- 6acTaybll MeKTen XXeTeKLUICI.

Benpecmn warbimabl xasbalwa Typae Hemece
TenedoH apkpinbl xongayra 6Gonagpl. Erep
WwarbIM xasbala Typae xibepince, on Tipkenin,
YL OKY KYHi iliHae (MeKkTen gemanbiCbl KesiHae
eKki anTa iwiHge) TankpinaHagbl. Ocbl LWaFbiM
GombliHWa >kayanTbl Kbl3aMeTkep Oyn Typanbl
AnpekTopablH, opblHOacapbiH xabapgap eteai.
MaceneHi KapacTblpfaHHaH KeuniH, >XayanTbl
TyNFa WwewimMm kabbingan, ata-aHaHbl xasbalua
Typae xabapoap etedi. ©gette Oyn WwaFbim
TYCKEH KyHHeH 6acTtan 6ip awn iwiHge xysere
acblpbinagbl (OKy Xbifbl ke3iHAe), an gemarnsbic
KesiHOe keneci oky cemecTpi GacrtanfaHHaH
KeniH Gip an iwinge. Xabapnamaga macene

KkapanfaHbl  XKeHe  KeTepinreH  Macenere
fannaHbICThbI kabblingaHfaH ic-Lapanap
Kepcertineai.

Erep wafbiM mekTen pgupektopbl, bac
ONPpEKTop, AupekTop opbiHBacapbl Hemece
facTayblll  MeKTen XKETEeKLWiCiHe  KaTbICTbl

bonca, ata-aHanap Tikenen EkiHWwi caTbifa -
Pecmn warbimFa eTyi Tuic (TeMeHae KapaHpbi3).
Erep ata-aHa berpecmu LaFbIMHbIH
XayabbiMeH KkaHafaTTaHbaca, keneci kagam
pecmu WarbiM xongay 6onbin Tabbinagbi.



investigation will be communicated to parents in
writing usually within one month of the matter
coming to their attention (in term time, and within
one month of the start of the next academic half
term if it is a holiday period). They will also
communicate the rationale behind their decision
and action. This communication may also involve
a face to face meeting, but this will not be the
case on every occasion.

B. If parents wish to make a complaint against the
Headmaster or the Bursar then they should
contact the Chair of Governors. If the complaint is
against the Headmaster this can be facilitated by
contacting the Bursar; if the complaint is against
the Bursar then this can be facilitated by
contacting the Headmaster. The Chair of
Governors will acknowledge receipt within one
week (in holiday and half term periods within two
weeks) and then investigate the matter. The
outcome of his or her investigation will be
communicated to parents in writing usually within
one month (in term time, and within one month of
the start of the next academic half term if it is a
holiday period) of the matter coming to his or her
attention. He or she will also communicate the
rationale behind their decision and action. This
communication may also involve a face to face
meeting, but this will not be the case on every
occasion.

Stage Three (Formal Complaint to Board of
Governors)

If parents remain dissatisfied following stage two
of this complaints procedure then they should
bring their concern to the Governors of the school
who will appoint a panel who have had no direct
involvement in the matters detailed in the
complaint. One of three panel members shall be

Ecnn Bawa xanoba kacaetcsa [upekTtopa
LUKONbI, leHeparnbHOro anpekTopa,
3amectutena ampektopa wunu PykoBoauTtens
MMagwen LWKomMbl, poguTenu OOMKHblI cpasy
nepexoguTb KO BTOpOMy 3aTany (oduumanbHas
Xano6a), onucaHHomy Huxe. Ecnv poautenb
OCTaéTcd  HeydoBrneTBOPEH  OTBETOM  Ha
HeodumumanbHyo xanoby, crneayoLwmmM Wwarom
aBnsdeTcs nogada oduumanbHon xanobbl (Cwm.
HUXe).

Bropou atan (OcdumumansHasg xxanoba)

[aHHbIn 3aTan B 3aBMCUMOCTM OT XapakTtepa
Xanobbl cocTonT N3 Apyx Yacten — A u b:

A. Ecnn pogutenb ocTancd HegoBoOSeH
pesynbratamm HeoduumnanbHON Xanobbl, OH
unM oHa BrpaBe obOpatutbca nmMbo K
OupekTtopy wkonbl (Headmaster), nubo «k
leHepanbHoMy  aupektopy  (Bursar) no
COOTBETCTBYHOLMM Bonpocam u 0dopMUTb
Xanoby ocmymnaneHo. Paspnenenne
oTBeTcTBeHHOoCcTM B Haileybury  Astana
crnegytwoulee: OMPEKTOp LWKOMbl OTBeYaeT 3a
BCE BOMPOCHI, CBA3aHHble C OOpasoBaHWEM
YYEHUKOB, BKMOYas ANCUNNANHY n
BOCNUTaTESNbHYHO PaboTy.

[eHepanbHbIn ~ OMPEKTOp  OTBe4YaeT  3a
hnHaHCOBbIE BOMPOCHI, BONPOCHI KacaTernbHO
30aHug,  Tepputopunm 1 oBopyaoBaHuS,
BOMPOCbl  OXpaHbl  Tpyda WU TEXHUKM
f©esonacHocTM, a Takke ObITOBblE BOMPOCHI.
OupekTop wWwkonbl 1 FeHepanbHbIA AUPEKTOP
PEerynspHoO KOHCYINbTUPYKOTCH, OCOBEHHO B
cny4vasx, korga cdpepbl MX OTBETCTBEHHOCTU
nepecekarTcs. OdomumaneHas Xanoba
avpekTopy wunu [eHepanbHOMY AMpeKTopy

EkiHwi caTtbl (Pecmn warbiM) LafbiMHBbIH
cunatblHa ©GarnaHbiCTel  Oyn  WafFbiM - eKi
GenikteH Typagbl — A xaHe b:

A. Erep ara-aHanap O6ipiHwi caTtbligafbl
welwiMmMmeH KaHafatTaHbaca, keneci Kkagam —
MaCeneHiH, cuvnaTbiHa kapaw MekTen
oupekTtopbiHa (Headmaster) Hemece bac
aupektopra (Bursar) pecmn wafbim xongay.
Haileybury Astana MekTebiHae
ayankepwiniktiv, 6eninici kenecigen: MekTen
OVpeKTopbl OKyLbinapdplH OiniMiHe KaTbICThbI
Gapnblk Macenenepre, COHbIH iWiHAEe TapTin
neH Topbuere xayanTbl.

bac [aOupekTop KapXbifblk — Macenenepre,
MeKTen fumMapaTbiHa, MEKTEeNn ayMarblHa XXaHe
XabgblKkTapblHa, OeHcaynblKk NeH Kayincisgik
MacenenepiHe xayanTbl.

bac gupekTop MeH MeKTen OUMPEKTOpbl YHEMI
KeHecin OoTblpaasbl, acipece onapapblH
XayankepLlinik cananapbl CoWKeC KeneTiH
Xargannapga. Mekten gupekTopbiHa Hemece
bac gupektopra pecMmu LiafbiM Xongay YLiH
ata-aHa Kbickalla  »kas3bawa  OasHaan,
angblHFbl  TEeKcepic  Hemece  iC-9pEKEeTTIH
KaHafraTTaHaprbIKCbI3 €KeHiH TYCIHAIPYi KaXeT.
MekTen aupekTopbl Hemece bac gupektop
WwafbiMabl  anfaHbliH YW  OKYy KyHi iwiHge
pacTtangbl (gemanbiC Ke3iHae eki anTa iwinge),
cogaH KeniH MacerneHi Teyencia Typae,
anablHFbl  Ke3eHOeri KopbITbiHAbITapFa MaH
Oepmeli, TepeH KkapacTblpagbl. Tekcepic
HoTWXKeCi aTa-aHanapfa kasbawa Typae,
apetTe bip an iwinge xabapnaHagbl (emanbic
KesiHoe Keneci cemecTp OacrtanfaHHaH KeniH
Oip am iwiHge). CoHbiMeH kaTap, onap o3
wewimgepi MeH kabbingaHraH apekeTTepaiH



independent of the management and the running
of the school; this person will be someone who
has held a position of responsibility and is used to
scrutinising evidence and putting forward
balanced arguments. The panel hearing will allow
for a parent to attend and be accompanied if they
wish. The panel will make findings and
recommendations. The panel hearing should
proceed even if the parent may subsequently
decide not to attend yet has not withdrawn the
complaint. In this case the panel should consider
the parent’s complaint in his/her absence and
issue findings on the substance of the parent’s
complaint thereby bringing the matter to a
conclusion. The panel should seek to
accommodate parental availability for dates and
consider parental comments concerning panel
composition, but the Haileybury Astana
Governors have the final say on the composition
of the panel and will acknowledge receipt of the
complaint within one week (in holiday and half
term periods within two weeks) and communicate
the final decision of the investigation or panel
hearing to the various parties, usually within one
month of the matter being raised with panel (in
term time, and within one month of the start of the
next academic half term if it is a holiday period).
Where possible within the bounds of
confidentiality and privacy, a copy of the findings
will be provided to the complainant and, where
relevant, the person complained about. A copy of
the findings will be available for inspection on the
school premises by the Governors and the
Headmaster.

Recording of Complaints: Following the
resolution of a complaint, the school will keep a
confidential, written record of all complaints and at
which stage they may be resolved and any action
taken as a result of the complaint.

OOMMKHA HauYMHaTbCA C KPaTKOro NMUCbMEHHOro
N3MNoXeHus poguTenemMm cyTu xanobbl BMecTe
C OObACHEHMEM MpPUYMH, NO KOTOPbIM, MO
ero/ee  MHeHWO, paccriegoBaHue  Uunu
npeanpuHATbLIE Mepbl Obinn
HeyaoBNETBOPUTENbHLIMU. [MPEKTOp LUKOMbI
unn leHeparnbHbIN ONPEKTOP B TEYEHUE TPEX
y4yebHbIX gHen (B nepuog KaHWKyn B TeYeHune
ABYX  Hegenb) noaTBepaaTr  nonyveHve
Xanobbl, nocne 4ero npoBegyT He3aBMCMMOE
paccnegosaHvne, 6e3 NPUBS3KWM K BbIBOAAM,
cAenaHHbIM Ha  npedblgywem  aTane.
PesynbraThl paccnenoBaHus 6ygyT coobLyeHbl
pooutensam B MNUCbMEHHOW opme, Kak
npaBuno, B TeYeHMe OJHoro Mecsua cC
MOMeHTa ux obpalueHmsi. OHn Takke coobulat
00OCHOBaHME CBOEr0 peLleHuss 1 OeNncTBUN.
OTBeT WKOMbl  MOXET  COMNpPOBOXAATbCS
NNYHOW BCTpeYen, HO He o0bsi3aTenbHO B
KaXKooMm criyyae.

B. Ecnu pogutenu xoTaT nogaTb kanoby Ha
Ovpektopa  wkonbl unn  [eHepanbHOro
AVpEeKTopa, OHM [AOMXKHbl 006paTUTbCA K
Mpencenatento Coseta [loneuntenen. Ecnn
xanoba kacaetcsa [QupekTopa LKosbl, NpoLuecc
MOXeT ObITb OpraHv3oBaH yepes
leHepanbHOro pgupektopa; Ecnu xanoba
kacaeTca eHepanbHOro gupekTopa, npouecc
MOXeT ObITb OopraHusoBaH 4epes3 [upekTopa
wkonbl. MNpencepartens Coseta [NoneunTenen
NOATBEPAUT MonyyeHne xanobbl B TedeHue
OfHOW Hedenwn (B NepUOL KaHUKYN - B Te4eHne
ABYX Hedernb), a 3aTem npoBeaéT
paccnegoBaHue. PesynbraTtbl paccnegoBaHus
OyayT coobuieHbl poauTensam B NUCbMEHHON
dopme, Kak npaBuno, B Te4YeHne OfHOro
mMecsaua (B TedeHMe Of4HOro Mecsiua ¢ Havana
HoBOro Yy4yebHOro cemecTtpa, ecnu xanoba
Oblna nogaHa BO BPEMSI KaHUKYN) C MOMEHTa
nonyyeHns >xanobol. OH wnNn oHa Takke

HerisgemMeciH e TyciHgipeai. byn xxayan kenge
OeTtne-6eT Kesgecy apkbifbl Ky3ere acybl
MYMKiH, Bipak apaarnbiM emec.

Bb. Erep ara-aHanap MekTen AMpPeEKTOPbIHA
Hemece bac AaupekTopfa LWaFbIMOAHFbICHI
Kence, onap Kamkopubinap KEHECIHIH
TepafacblHa XyriHyi kepek. Erep wafbim
MekTen OupeKkTopbliHa KaTbiCTbl ©onca, oHAa
warbiMabl bac gupekTopra XeTkisyre 6onagbl;
erep warbim bac gupektopra kKatbiCTbl 6onca,
warbimabl  MekTen OupeKTopbiHa KeTkisyre
bonagbl. Kamkopuubinap KeHeciHiH Teparachl
Oip anTta iwiHge (mekTen AgemanbiCbl Ke3iHae
€Ki anTa) warbiMabl anFaHblH pacTangbl, cogaH
KeniH Tekcepic Xxypriseai. Tekcepic HaTwxenepi
aTa-aHanapra >xasballa Typae, a4eTTe WarbiM
TYCKEHHEH KeniH Oip an iwinge (gemanbic
KesiHOe Keneci cemecTp OacrtanfaHHaH KeniH
Oip an iwinge) xabapnaHagbl. CoHbIMEH KaTap,
KamkopLublinap KeHeciHiH Teparackl o3 LieLlimi
MEH acafaH opeKeTTepaiH HerisgeMeciH fe
TyciHaipeni. bBbyn »>xayan «kenge 6etne-6et
Kesdecy apKbinbl Xy3ere acybl MyMKiH, ©ipak
apaanbiM emec.

YwiHwi caTthbl - Pecmu

(Kamkopwbinap KeHeciHe)

warbim

Erep
caTbICblHaH

aTa-aHanap WarbiMgaHygblH,  eKiHLWi
KeiH pe  kaHarfatTaHOaca,
MaceneHi MekTtenTiH Kamkopwbinap KeHeciHe
XeTkisyre Gonagbl, Kamkopuwbinap KeHeci
WwafbiMaarbl Macenenepre Tikenen KaTbICbl XKOK
KomMuceuns TaranblHOanabl. Komuncecus
MyLLenepiHiH, Oipi MekTenTiH oKiMwWiniri MeH
XyMbICblHAH TbiC agam ©onagbl; Oyn TynFa

BackapyLbIbIK nayasbimaa oonfaH,
Janengepdi MykuaT  Tangan,  TeHrepimai
KOpbITbIHAbINAP  WblFapa anaTtblH  Tyffa.



A summary of all stage one informal complaints
should be sent to the Deputy Head (Whole
School) using the email cover sheet provided. A
copy of this cover sheet and all correspondence,
statements and records relating to a stage one
informal complaint must be filed securely within
the relevant department/house or area by the
member of staff responsible for dealing with the
complaint. (See below for details of what to
record). The Deputy Head Whole School
maintains a spreadsheet record of these
complaints to track trends.

A record of all formal complaints (i.e. stages two
and three), the manner in which they were
handled and the stage at which they were
resolved will be received and kept by the
Headmaster. The cover sheet provided must be
used for all formal complaints. (See below for
details of what to record). Correspondence,
statements and records relating to individual
complaints will be kept confidential. Date when
the issue was raised; name of parent; name of
pupil; year group and house of pupil.

- Description of the issue and the names of
staff handling the issue at each stage of the

process;
- Records of all the investigations (if
appropriate);

- Witness statements (if appropriate);

- Copies of all correspondence on the issue
(including emails and records of phone
conversations)*

- Recommendations and action taken by the
school regardless of whether the complaint
is upheld.*

- Stage at which complaints are resolved®;
Decision or outcome* The number of formal

cooblmnT 06OCHOBAHME CBOErO pPELLUEHUSI U
JEencTBUN. [aHHbIN OTBET MOXET
COMPOBOXAATbCA JIMYHOM BCTPEYEn, HO He
00s3aTenbLHO B KaXgoM criyyae.

Tpetnn 23tan (odwmumanbHaa xanoba B
Coget none4vunrtenen)

Ecnn pogutenn octaloTca HeQOBOSMbHbLI NOCHe
BTOPOro 93Tana npoueaypbl  pacCcMOTpPeHus
Xanob, oHuM BnpaBe obpatutbcss k CoBeTy
nonevymtenem LWKOMbl, KOTOPbLIM Ha3HaAYUT
KOMWUCCUIO, HE UMEIOLLYYIO MPSAMOro OTHOLLEHUS
K BONpocaMm, M3noXeHHbIM B xanobe. OanH ns
TPEX YNEHOB KOMMCCUWN OOIMKEH ObiTb NNLIOM,
HEe3aBMCUMbIM OT PYKOBOACTBA M ynpaBneHust
LUKOMNOW; 9TO NWUO [AOMKHO WMETb OnbIT
paboTbl Ha pPYKOBOASLIEN AOIMKHOCTM, ObiTb
CrnocobHbIM K aHanuady [JokasaTenbCTB U
BbIABWKEHNIO B3BELUEHHbIX aprymeHToB. Ha
CNylWaHusaX  KOMUCCUM  poauTeNnb  MOXET
NpUCyTCTBOBaTb W, NpPWU XenaHuu, ObiTb B
COMpoBOXAEHUN Apyroro Yenoseka. Komucens
cAaenaert BbIBOAbl M pekomeHaaumn. CrywaHns
KOMMCCUN COCTOATCS, AaXe €Cnu poauTerb
BMOCNEACTBUN pPELUNT He NpuUCyTCTBOBaTb. B
3TOM ClnyyYae KOMUCCUSA [OSMKHA pacCMOTPETb
Xanoby pogutens B ero/eé oTcyTcTBME WU
BbIHECTW BbIBOAbI MO CYLLECTBY Xanobbl, TeM
cambiM 3aBepLUMB pPaACCMOTPEHME BomMpoca.
Komuccmss pomkHa CTpPeMUTbCA  y4uTbiBaTb
yaob6CTBO onpedeneHHblX daT Ans poautenen
N paccmaTpuBaTtb POAUTENBCKME KOMMEHTapUN
OTHOCUTENBHO  cOCTaBa  KOMMUCCUW, HO
OKOHYaTenbHOE CIOBO O COCTaBe KOMWUCCUMU
octaetca 3a [loneuutensamm  Haileybury
Astana, koTopble noATBEpPAAT nonyvyeHue
Xanobbl B TevyeHne odHown Hepenu (B nepuopg
KaHWKyIl B TevyeHuMe OBYX Hedenb) 1 coobwar
OKOHYaTENbHOE peLleHne paccrnenoBaHust Unu

ATa-aHa KoMuccus OTbIpbICbiHA KaTbiCa anagbl,
COHbIMEH KaTap KaxeT 6onfaH xafganga
KOMMCCUS OTbIpbICbIHA Tafbl Gip agamapbl epTin
kene anagbl. Komuccusa wafbiM OoMbIHLLA
KOpbITbIHALIAP MEH YCbIHbICTap AanbiHAANAbI.

ATa-aHa KOMMUCCUSI OTbIpbICbiHA KaTbicnay
Typanbl wWewimMm Kabblngaca pga  OTbIpbIC
eTkisinyi Twic. byn kafganga  Kkomuccua
wafbiMAabl aHa-aHaHbIH KaTbICYbIHCbI3

KapacTblpbif, LWafbiM OoWbiHWA KOPbITbIHAbI
WblFapaabl XXeHe MaceneHi wewegi. Komuccus
aTa-aHanap VYWiH Konawnbl KyHOepdi XoeHe
KOMMCCUS KypaMmblHa KaTbICTbl aTa-aHanapablH
nikipnepiH eckepyi Kepek, ananpa
KOMMUCCUSAHBIH,  TYNKIMIKTi  Kypambl >KeHiHAeri
wewim Haileybury Astana Kamkopwbinap
KeHeciHe  Tuecini. Komucema  warbimabl
anfaHblH Gip anTa iwiHae pactangpl (aemanbic
KesiHOe — eki anTa iwinae). Komucecusa sgette
OTbIPbIC HEMECe TEKCEPICTIH, COHfbl LIeLliMiH
Mocerne KeTepifirTeHHeH KeWliH Oip an iwiHge
(nemanbic kesiHOe - oKy GacTtanfaHHaH KeniH
Oip an iwiHae) xabapnangbl. Kynuaneinblk neH
XeKke aepeKkTepai Kopray TananTapblH eckepe
OTbIpbIN, KOPbITbIHObIHbIH, KellipMmeci
WarbiMaHyLWwblFa  XaHe  KaxkeT  BonfaH
Xarganga, warbiMga aTtbl aTtanfaH TyffFara
Xibepineqi. CoHgan-ak KopbITbIHObITAPAbIH
Kewlipmeci KamkopLubinap keHeci MeH MmekTen
OVPEKTOpbIHbIH, KapayblHa MeKTen aymarbiHaa
KormkeTimai 6bonaapl.

WarbiMpaapabl Tipkey: Lafbim kapanfaHHaH
KeriH mekTen Gapnblk WarbiMaapabl, onapablH,
Kan caTbla LeLifreHiH aHe WarbiMabl Kapay
HoTWXeciHOe  KabbingaHFaH  Ke3  Kenred
wapanapapl kynus, xasbalua Typae cakranabl.

BipiHLWi cartblaarbl
warbiMagapablH - Kbickawa

Gapnblk ~ Genpecmun
MasMyHbl  YIri



stage two and three complaints for the
preceding academic year should be
recorded.

Monitoring of complaints

The Senior Leadership Team should be kept aware
by the Deputy Head (Whole School) and/or
Headmaster of trends as regards all complaints at
any stage, except for safeguarding complaints.

The Chair of Governors will review the Complaints
Record annually. He or she should check that
information regarding stage 1 complaints is being
kept and considered by SLT; and he or she should
be made aware of the trends within those stage 1
complaints through the academic year. He or she
should also be aware of any formal complaints
(stages 2 and 3) and the detail of such complaints;
this information should not prejudice any possible
future hearings.

Confidentiality:

Parents / guardians can be assured that all
concerns and complaints will be treated seriously
and with appropriate confidentiality.

Advice to staff re complaint Handling

The following comments are offered to staff both by
way of advice when dealing with a complaint and
to ensure that the relevant information is recorded
on file. There is no ideal way in which to handle
such situations, since all parents are individuals, as
are all children. Effective complaint handling,
however, can play a key role in improving our
relations with the parent body.

There is a danger that complaints might be
handled by the wrong person and information may
not be recorded satisfactorily. What follows is

CryLIaHWsi KOMUCCUM pPasfiNyYHbIM CTOPOHAaM,
Kak MpaBumo, B TeYEHMe OdHOro Mecsla C
MOMeHTa, korga Bonpoc 6Obin nogHaT. o
BO3MOXHOCTW B paMKax KOH(OUAEHLMANbHOCTM
N HEMNMPUKOCHOBEHHOCTN YaCTHOM >XU3HWN KOMUS
pesynsraToB oynet npegocTaeneHa
3asiBATENIO U, B COOTBETCTBYIOLUMX CryyasXx,
nnuy, Ha KOTOpOro nogaHa >xanob6a. Konus
pesynsraToB oynet AOCTynHa ans
o3HakomIeHusi MoneunTensim u AMPeKTopy.

Peructpaumsa xano6: lNocne paccmoTpeHus
Xanobbl LWKona XpaHWUT KOoHdmaeHunanbHyto
NMUCbMEHHYIO 3anncb Bcex Xanob, atanos, Ha
KOTOPbIX OHW ObINM yperynupoBaHbl, a Takke
nobbix aencreun, npeanpuHATBIX B
pesynbrate pacCMOTPeHUs xanoobl.

Kpatkoe onucaHne Bcex HeoduumanbHbIX
Xanob6 nepBoro 9dTana  AOMKHO  ObITb
HanpaBneHo 3amMecTUTern  gupektopa C
NCNonb30BaHNEM npegocTaBneHHoro
COMNpoBOAUTENBHOIO nucra. Konus
COMpoOBOAMTENBHOIO fKUCTa, a Takke BCA
nepenucka, 3asaBneHns n 3anucu,
oTHOCAWMECA K HeoduumanbHonm xanobe
nepBoro 9rtana, [AdOMKHbl  XpPaHUTbCA B
Hagé&XHOM MeCcTe B  COOTBETCTBYHOLLEM
otgene, Xayce nnm noapasgeneHmm
COTPYAHUKOM, OTBETCTBEHHbIM 3a
paccmoTpeHne kanobel. (CMm. Hwxe, 4TO
Heobxogumo dukcupoBath). B o06si3aHHOCTM
3aMecTuTens [OupekTopa BXOAMT BedeHue
3ANEKTPOHHOM Tabnuubl ¢ Y4ETOM BCex xanob
AN OTCNeXMBaHUA TeHAEHLUMN.

3anucb Bcex odmumanbHbIX Xanob (To ecTb
BTOPOro W TpeTbero artana), cnocob wux
paccMOTPEHNsT N 3Tan, Ha KOTOPOM OHU Obinu
yperynvpoBaHbl, NepegarTcs U XpaHATcs y

napafblHa call 3NeKTPOHAbIK XaT apKblnbl
OupekTopablH opbliHbGacapbiHa xibepineai. Ochbl
ynri - napafblHblH  KewlipMeci, coHgan-ak
warbiMFa  KaTbiCTbl  Gapnblk  xaT — anmacy,
Manimaemenep XoHe KyXarttap  TMicTi
benimge/Xaycta Hemece cana ©GoubiHWa
kayincia Typae caktanagbl. (TemeHge kanHgan

aknapatTbl TipKey KEepekTiri KepCeTinreH).
OupekTopabiH opblHGacapbl GapnblIK
warbiMaapabl Tipken, ypaictep MeH
KanTanaHaTbIH Xargannapgbl Gakpbinay

MakcaTblHOA 9NEKTPOHAbIK KecTe Xyprisyre
XayanTbl.

Bapnblk pecmun warbiMaap (SFHM eKiHWi XoHe
YWiHWI caTbligafbl  WarbiMaap), onapablH
kapany TopTibi xaHe Kan ke3eHnge LUeLUifreHi
Typanbl aknapat [dupektopra Oepinedi XoHe
OHblH GakbinaybliHaa 6onagbl. bapnbik pecmu
WwafbiMgap VYLWiH YCbIHbIFAH ynri  napafbl
KoNAaHbIybl THic. (TemeHge Kangamn
aknapaTtTbl TipKey KepekTiri KepceTinreH). XXeke
warbiMgapra KaTbICTbI xaT-xabapnap,
Manimaemenep >xaHe >xasbanap Kynusa Typae
caktanagbl. Tipkenyi TWic aknapar:

- Mecene KosfanfaH KyH; ara-aHaHbiH
aTbI-)K6Hi; OKYLLbIHbIH, aTbI-)KOHi;
OKYLUbIHbIH CbIHbIOLI XXoHe Xaycbl.

- MaceneHiH cunaTTamMacsl KOHe
MpoLECTiH 8p caTbICbliHAA OfaH XayanThbl
KbI3METKeprepaiH atbl-KeHaepi;

- bapnblk TekcepicTtepaiH,  asbanapbl
(kaxxeT bornFaH xarganaa);

- KyerepnepaiH xasbawwa manimgemenepi
(kaxkeT bornFaH xarganga);

- Macene 6ownbiHwa Gapnblk xaT anmacy
Kewlipmernepi  (3NekTpoHAablK  xaTtTap,
TenegoH apKbInbl cennecynepaiy
as3banapbl xoHe T.0)*



directed towards improving our methods of dealing
with complaints, whether formal or informal.

Underlying principles:

Every complaint matters. A complaint that is
well handled and that produces an outcome
that is satisfactory to all parties will enhance
the school’s reputation.

No school is perfect and so we should have
the confidence to investigate complaints
fairly in an open and self-critical way.

Staff should take care not to criticise
colleagues to parents until any investigation
is complete, and even at this stage, the
language used should be measured and
professional.

The speed of a response is critical to
achieving a satisfactory outcome from the
complainant’s point of view; things should
not be allowed to drag on.

It is better to bring parties together
face-to-face and avoid lengthy,
time-consuming correspondence wherever
possible. However, a written allegation
requires a written response.

Complaints should be dealt with by the
teacher responsible for the criticised activity.
In all correspondence pejorative language
should be avoided. Calmness and fairness
should be the keys.

Individual complaints should be placed in a
broader context.

Although the policy allows for three teaching
days all complaints should receive a
response of some kind within one teaching
day in term time, even if this is only a
holding reply such as “I'll look into it” and an
explanation of when you will be back in

avpekTopa wkonbl. Ang Bcex odumumanbHbiX
»anob Heobxoanmo 1cnonb3oBaTb
YCT@HOBMEHHbIA  COMNPOBOAUTESbHBLIN  JIUCT.
(Cm. Hwxe, 4TO Heobxoammo UKCUPOBATL)
Mepenucka, 3asBneHns n 3anucu,
OTHOCSLLMECA K WHAMBWMAYanbHbIM >Karnobam,
oyayT XpaHUTbCA KOHMAEHUNansHo.
Cnepywowas uvHgopmaumss gomkHa ObiTb
3anucaHa:

- [Hara, korga 6bin NOAHAT BOMNPOC; UMS
poauTens; UMsa yvyeHuka; rog obyyeHus
n Xayc y4YeHuka;

- OnucaHve  npobnembl ©“  MMeHa
COTPYOHWKOB, 3aHUMalOLLMXCA €l Ha
KaxxaoM aTane npouecca;

- [lpoTokonbl Bcex paccregoBaHuin (npu

HeobxoguMocCTn);

- [NokasaHus cBugertenemn (npw
HeobxoanumMocTK);

- Konun Bcen nepenuckn no xanobe
(BKMO4as  ANEKTPOHHbIE MUCbMa WU
3anmcu TenedoHHbIX pa3roBopoB)*

- PekomeHpaumn " JencTeus,
npeanpuHATLIE LLKOSION, HE3aBUCUMO OT
Toro, Obina nu xanoba npu3HaHa

obocHoBaHHOW.*
- Ortan, Ha KoTopoM 6bina yperynvpoBaHa

»anoba*;

- [puHgaToe peleHMe wunM UTOrOBbIN
pesynerat*

Heobxoanumo Takke ykasaTb KONMYeCcTBO

oduumManbHbIX xanob BTOPOro M TPETLETNO
3TanoB 3a NpeablayLwmn y4ebHbIn rog.

MOHUTOPUHT kanob

Crapuee PYKOBOZCTBO (SLT)  pomxkHo
CBOEBPEMEHHO noryyaTb OT 3amMecTuTens
anpekTopa n/vnn anpekTopa LLIKOMbI

I/IH(*)OpMaLI,IMO O TeHAEHUUNAX, KaCakoLmnxcd BCeEX

- LWarbim Herisi 6ap gen TaHbinca aa,
TaHbiNnMaca Aa kabbingaraH YCbiHbICTap
MeH Wwapanap.®
- LafbiMHbIH Kal caTbiga LWeLinreHi*;
KabbingaHraH wetlim Hemece
KOPbITbIHAbI HOTUXE™.
AnabIHFbl OKY XbIfbIHOAFbl EKiHLWI YKaHe YLUiHLWI
caTtblgarbl 0apnblk pecMn LafbimaapablH CaHbl
Tipkenyi Tuic.

LWarbimpapabl 6akbinay

OunpektopablH ~ opblHOacapbl  xaHe/Hemece
Ouvpektop  Gapnblk  caTblgafbl  WafFbiMaap
OoMblHWA (KopFay >XoHe Kayinci3dikke KaTbICThbl
warbimpgapaaH 6acka) Kofapbl Gaclbinbik
To6bIH (SLT) xabapaap eTin oTbIpybl TUIC.

Kamkoplibinap KeHeciHiH, Tepafachl Lwarbimaap
XKypHarblH XblN CanbiH Kapan oTblpadbl. Tepara

OipiHWi  caTblgafbl  WafbiMAapFa  KaTbICThbl
aknapartTblH TWICTi Typae >kuHanbin, SLT
TapanblHaH KapacTbIpbInbIn OTbIpFaHbIH

TeKcepyi Kepek; coHpan-ak Tepafa OKy Xbifbl
Gorbl  OipiHWi caTbl wWarbiMgapbl OoKbIHLWA
KanbinTacatblH ypaicTep Typanbl xabapaap
6onybl THic. CoHbiIMeH kaTap, Kamkoplbinap
KEHECiHIH Tepafacbl eKiHWIi 8He  YLiHLLi
catbigarbl 6apnblk pecMu LafbiMAaap keHe
onapablH enken-tenkennepi Typansl xabapaap
bonybl TWic; ananga 6yn aknapat 6onallakrarbl
bIKTUMan KOMUCCUSA OTbIpbICTapbiHa acep eTneyi
THiC.

Kynuanbinblik;

bi3 ata-aHanap MeH kamkoplubinapra Gapnbik
Macenenep MeH lWarbiMgapablH — MYKUST
KkapanaTblHblHA X8He TUICTi KYNUANbINbIKTbIH
TONbIK cakTanaTblHbIHA Keningik 6epemis.



touch.

We should aim to complete a full reply to a
complaint within a week, even if the policy
allows for one month at each stage. Where
this is not possible the parents need to be
informed, the reasons explained, and a
timeline established.

Where a meeting is arranged, younger or
less experienced colleagues should be
accompanied by their line manager.

Letters to parents

Should be on
notepaper.
Should be measured in tone and should
never criticise a parent for raising an issue,
even where the complaint has proved
unfounded. We should not adopt a
defensive stance when faced with a
complaint.

Must be shown to the Deputy Head Whole
School before dispatch to reduce the
possibility of errors or inappropriate tone.

If a colleague is acknowledged to be at
fault, then that colleague should also be
shown the letter, or should be aware of what
has been communicated to parents orally.

individualised headed

*anob Ha nbom aTane, 3a WUCKNIOYEHUEM
Xanob, CBSA3aHHbIX c obecneveHnem
6esonacHocTtu (safeguarding).

Mpencepatens coseTa MoneunTtenen exerogHo
npocmartpuBaeT XxypHan xanob. MNpeacenarens
coBeTa [loneuyntenen OOMmMKeH cneguTb 3a TEM,
yTObObl MHPOPMAaLMS O Xanobax Nepeoro arana
XpaHunacb UM paccmatpuBanacb CTtapwmm
pykoBoacTteowm; [Npeacegatens SOMKEH ObiTb B
Kypce TeHOEHUWUA, CBS3aHHbIX C anobamu
nepeoro atana. OH/OHa TaKke OOrKeH/OomKHa
OblTb B Kypce nobbix oduumanbHbIX xanob
(BTOPOro n TpeTbero atanoB) M NOAPOOHOCTEN
Taknx xanob; aTa WHoOpMauus He [OrKHa
BMMATb Ha pe3ynbTaTbl BO3MOXHbIX OyayLimx
CInyLaHunn.

KoHdumaeHUManbHOCTL:

PoauTtenu/onekyHbl MOryT ObiTb YBEpPEHbI, YTO
BCE BOMPOCHI 1 Xanobbl OyayT paccMOTPEHbI CO
BCEM CEPbE3HOCTLIO U C  cobniogeHuem
Haanexawien KoOHpugeHUnansHOCTH.

PekomeHpgauum coTpyaHukam no paborte ¢
Xanobamu

Hwuxe npuBeaeH.bl pekomeHgauMm  aons
COTPYAHMKOB Mo paboTe ¢ xanobamu, Tak u ang
obecneyeHnss permcTpauum COOTBETCTBYHOLLEW
uHdopmaumm B pgene. MaeanbHoro cnocoba
paspeLueHms Nogo6HbIX cuUTyauun He
CYLLIECTBYET, MOCKONbKY BCE pOAUTENWN, KaK W
BCE OeTW, uHanBmayanbHbl. OgHaKko rpaMoTHas
paboTta c anobGamu urpaetr BaXHYK pPOfb B
YKPENfeHNn  Hallero B3aUMOLEWCTBUS C
pOaOUTENBCKMM COOOLLIECTBOM.

CywectByer puck, 4To xanoby moxet
paccmatpuBaTtb HekBanMLNPOBaHHbLIN
COTPYOHWK MM YTO  uHGopmauua Oyaet

KbiameTkepriepre wafrbiMaapMmeH
icTey XeHiHAeri yCbIHbICTap

TemeHOe  Kbl3meTkepriepre  LiafbiMapMeH
OypbIC  XyMbIC icTeyre, coHAau-aK TUICTI
aknapatTbiH AypbIC TipKenyiH KamTaMachI3 eTyre
apHanfaH yCblHbIMZap KenTipinreH. Opb6ip
ata-aHa MeH opbip oKywbl — >Xeke TyffFa
OonfaHgbikTaH, Oapnblk kargawFa  Gipgen
KongaHbinatblH ambeban Tacin Xok. [ereHmeH,
WarblMaapMeH cayaTTbl XaHe Kacibu Typae
XyYMbIC iCTey ara-aHanap KayblMOacTbIfbIMEH

XYMbIC

cepikTecTirimiagi KyLlenTyre  amTapnbikTan
biknan eteq,.

Warbimpgapgbl  GinikTiniri  XeTKinikcia  TynFa
KapacTblpybl Hemece aknapaTTblH  AypbIC
Kykattanmaysl kayni Gap. CoHpblKTaH
TeMeHgeri  yCblHbIMAap  pecMu  Hemece

Genpecmn WwarbiMgapabl KapacTblpy TocCingepiH
xetingipyre 6afbiTTanfaH.

Herisri karmgartTtap:

e Op wWwafbiM MaHbi3gbl. [ypbiC Kapanbim,
Gapnblk Tapantapapl
KaHaraTTaHObIpaTblH LWEeLWiMre oKenreH
LWarblM MeKkTenTiH 6eaeniH apTTbipaabl.

e EwWwGip mekTten MiHCI3 emec, coHAbIKTaH
6i3 Wwarbimgapabl 94in, awblK XXoHE CbIHN
TYPFblAaH KapacTbIpybIMbI3 KEPEK.

o KhiameTkeprniep Ke3 KenreH Tekcepic
asiKkTanfaHra OeniH apinTecTepiH
aTa-aHanap angpliHga cblHaydaH aynak
fonybl TWiC; TeKkcepic asKTanfaHHaH
KeniH ae cewney maHepi Gavcangpl api
Kocibn 6onybl Kaxer.

e |llafbiMFa xepen
HoTWXere etyae

xayan
LweLyLi

Gepy oH
dakTop



3aMKCMpOBaHa HeHagnexawum obpasom.
Huxe npuBoaaTCs pekoMeHaauuu,
HanpaBneHHble  Ha  ynyyleHWe  MeTodoB
paboTbl kak C oduuManbHbIMK, Tak MU
HeoduLManbHbIMKU Xanobamu.

OcHoBHbIe npUHUUNbI:

e Kaxpaa »>xanoba BaxHa. [pamoTHO
paccMOTpeHHas Xanoba, KoTopasi
NPVMBOOUT K YAOBNETBOPUTENBHOMY ANS
BCEX pe3ynbraTy, yCcunvmeaeT penyTauuto
LLKOSbI.

e Hwu ogHa wkona He vaeanbHa, NO3TOMY
Mbl LOSDKHbI ObITb yBEPEHbI B TOM, 4TO
CMOXeM paccrnenoBaTb Xanobbl
crnpaBefnvMBo, OTKPbITO Y CAMOKPUTUYHO.

e CoTpyOoHWKM [OOMKHbI BO3OEpXKMBaTbCS
OT KPWUTMKW KOMner nepen poautensmu
00 3aBepLleHus paccnefoBaHus, U Ha
3TOM 3Tare MUCnonb3yeMbli s3blK JOMKEH
ObITb B3BELLEHHbIM n
npodeCccnoHarnbHbIM.

e CkopocTb oTBeTa uMMeeT ocoboe
3Ha4yeHue B JOCTKEHUU
YOOBNETBOPUTENBHOIO pesynetata Ans
3asaABUTENS; Hemnb3s aonyckarb

3aTarMBaHus npowecca.

e Jlyywe opraHM3oBaTb JNYHYKO BCTpEdy
CTOPOH W MNO BO3MOXHOCTU u3beraTb
ONUTENBHOW U TPYLOEMKOW Mepermcku.
OpHako NMCbMEHHOe 3asBneHune
TpebyeT NMCbMEHHOro oTBeTa.

e Kanobbl 4OMKHbI paccmaTpmBaTbCa TeM

npenofaeatenem, KOTOpbI
OTBETCTBEHEH 3a OEATENbHOCTb,
NOABEPILUYHCS KPUTUKE.

e B nepenncke cnegyer  u3beratb

HeraTuBHon nekcukn. CrnokoncTene wu

Gonbin Tabbinaabl; mMacenenepai cosyfa
oonmanapl.

e TapanTtap apacbiHaa Getne-6eT kesgecy
ybiMaacTbIpFaH Aaypbic XoHe
MYMKIHAiMHWeE y3aK XXoHe Ken YaKbITThbl
anaTtblH xaT anmMacygaH aynak 6onfaH
XeH. [lereHmeH, kasbawa wWarbim
as30bawa xxayan bepyai Tanan eteq,.

o llarbiMabl TUICTI KbI3METKEpP KapacTbIpybl

Kepek.

e Xar anmacyda HeraTuBTi,  [Jepeki
nexkcukagaH aynak oony KaKeT.
CabblpnbinbIK NeH oaainaik — Herisri
KaFmaganap.

e KekenereH WwarbiMaapap! KeHipek

KOHTEKCTE KapacTblpy KEpek.

e MekTen cadcaTblHAA YL OKY KyHi ilWiHOe
Xayan 6epy Kepek gen anTblfiFaHbIMEH,
Ke3 KenreH warbiMFa Gip OKy KyHi iwiHge
Xayan ©Oepy kaxer. EH OonmaraHga:
«MeH ©Oyn MaceneHi KapacTblpaMbIH»
XoHe KawaH xabapracaTbiHbIHbI3ObI
)KasfaH >XeH.

e Casacarta O6ip awa geniH pykcat
€TiNreHiMeH, LWarbiMFa TOMNbIK >XayanTbl
Oip anTta iwinge ganmbiHgay Kaxet. Erep
oyn MymkiH 6onmaca, ara-aHanapfa
cebebiH  TyciHgipin, HaKTbl Mep3iMiH
xabapnay Kaxer.

e Kesgecy ymbiMaacTbipbifiFaH >xafganga,
Kesgecyre >ac Hemece Taxipubeci a3
apinTecTepMeH KaTap onapdblH, Tikenemn
Gaclbinapbl ga KatbiCybl THUIC.

ATta-aHanapra xat xonpay

e XarTtap xeke OnaHkiHOe
pacimaenyi Tuic.

e XaTTblH TiNi opAanbiM Cbinanbl >XoHe

MeKTen



cnpaBeanMBoCTb — KroyeBble
NPUHLMNBI.
MHamBmayanbHble  xanobbl — cnenyet
paccmaTpuBaTtb B 0ornee  LUMPOKOM
KOHTEKCTE.

HecmoTpsa Ha TO, YTO NONUTMKA LUKOSbI
AOMycKaeT CpOK B TpU y4eOBHbIX OHA, NO
nobon xanobe cnegyetr gaTb OTBET B
TeYyeHne OAHOro y4ebHOro AHs, Aaxe
€Cnn 3TO MPOMEXYTOYHbIA OTBET BPOAE:
«51 nM3y4yy 3TOT BOMPOC» C YKa3aHWEM
TOro, Korga Bbl CHOBa CBSDKETeCb C
3asABUTENEM.

Mbl  OOMKHBI CTPEMUTBLCS MOATOTOBUTH
MOMHOLEHHbIM OTBET Ha Xanoby B
TeYEeHNne OOHOW Headenu, paaxe ecnu
nonuMTMKa [JonyckaeT CpPOK OO0 OAHOro
Mecsua Ha Kaxgom 3artane. Ecnm ato
HEBO3MOXHO, Heobxoanmo
NPonH(opMUpoBaTh poouTenen,
OObACHUTL  MPUYMHBI U 0B03HAYNTb
YETKME CPOKN.

Ha BcTpedyax Oonee monogbix wnu
MEHee  ONbITHbIX  KOMner  OOfKeH
COMpoBOXAaTb WX HEenoCpeaCTBEHHbIN
pyKoBOAUTENb.

Mucbma poaunTenam

L omkHbl ObITb 0dopMIIEHbI Ha
MHOMBUAYaNbHOM hpMeHHOM BnaHke.

JormkHbI ObITb BblaepXaHbl B
KOPPEKTHOM TOHE W  HUKOrga He
cogepxaTb KpUTUKM B agpec poautens
3a TO, YTO OH NOAHSAN BOMPOC, AaxXe ecnu
xanoba okasanacb HeobGOCHOBaHHOW.
Mpn paccmoTpeHum xanobsbl He criegyeT
3aHMMaTb 06OPOHUTENBHYIO MO3ULMIO.

Mepen otnpaBkon MMCbMO Heobxoanmo

KocCiOn 6onybl Kepek; LWafblM HErisci3
Gonca pna, MaceneHi KkeTepreHi YLUiH
aTta-aHaHbl CblHayfa oonmanapl.
LLaFbimAabl KapacTbIpy GapbIcbiHOA
KOPFaHbICTbIK YCTaHbIM yCTaHOaraH »eH.
XatTel xibepmec OypblH, kaTenikrepre
HeMece OpbIHCbI3 CTWrbre on 6epmey
YWiH OHbl OdmpekTopablH OpbiHOacapbiHa
KepceTy Kepek.

Erep wafbimM Herizgi Gonbin, MekTen
KbI3METKEPI TapanblHaH kaTenik
aHblKTanca, ara-aHafa kongaHaTbiH
XaTTbl CON  KbI3METKepre Qe Kepcety
Kepek Hemece aTa-aHafa anTblnFaH
aknapartTbl CON KblI3METKEpre Oe XeTkidy
KEepex.



nokasaTb 3aMecTUTENnto  AMpPeKTopa,
yTO0Obl CHM3UTL BEPOSITHOCTH OLUMOOK
NN HEKOPPEKTHOIO TOHA.

Ecnu xanoba okasanacb 060CHOBaHHOMN
N COTPYAHMK LUKOMbI AONYCTUN OLWNOKY,
TO [JaHHOMY COTPYAHMKY Takke crnegyeT
nokasatb MNUCbMO C OTBETOM UMK
COTPYAHUK OOMKEH ObiTb OCBEOOMIEH O
TOM, YTO ObISTIO COOBLLEHO POANTENSIM.



