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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?

MPOLIEAYPA NOOAYU XKANOB

Mpoueaypa nogaym xanob AnA TeKywmux
YYEeHUKOB UINN poauTenen TeKyLwmx
YY4eHUKOB

HacTtosiwas nonutvka pasmelleHa Ha caunte
WKOMbl U OOCTYNHA poauTensM W yvalimmcs.

MMeyaTHyl0 BEpCUIO MOXHO 3anpocuTb Y
accucteHta  [Oupektopa  wkonbl.  Wkona
Haileybury ocywecTBngeT HeNpepbIBHYO WU
CTporyto nporpammy CaMOOLIEHKN,

HanpaefeHHyl0 Ha obecnevyeHne makcMMarbHO
BbICOKOrO KayecTBa YCMOBWUA ANs y4yallmxcs.
MoaToMy LIKONa NPUBETCTBYET 0OpaTHYO CBA3b
oT poauTenen. Ecnu WKonbHbIE NONMUTUKMA UK
NX NPUMEHEHWNE NOJAAITCA KPUTKKE, poanuTenmu
OOMKHbI NMETb BO3MOXHOCTb  MnogaTb
oduumanbHyto xanoby 6e3 onaceHunm wnu
NnpeaB3sATOCTM, MNpU  YCNOBWMM, 4YTO kanoba
BblpaXeHa B KOHCTPYKTMBHOM TOHE M [OyXe.
MHorne Bonpochl peLlatoTcsi B HehopMaribHOM
nopsiake, u aToT hopMaT 3a4acTyt NOSIHOCTbIO
yaoBnetBopsieT 0b6e CTOpoHbl. HMYTO B A@HHOM
OOKYMEHTE He HanpaBfieHO Ha OrpaHuyeHve

WAFbIMOAPAObI KAPACTbLIPY TOPTIBI

MekTen oKyLwbinapbl MeH onapabliH
aTa-aHanapblHa apHarnfaH WarbiIMAaHy
TOpTIOi

byn cascar aTta-aHanap MeH OKylublnapra
MeKTenTiH Beb-canTbiHOoa KormkeTimai. Karas
HYCKaCbIH MEKTEN OMPEKTOPbIHbIH KOMEKLUICIHEH
ancaHpi3 6onagbl. Haileybury mekTebi o3
KaMKOPNbIFbIHAAFbl OKyLUbINapFa eH  Konawnbl
Xafgam >kacay MakcaTblHOA Y34IKCi3 KYMbIC
icTen, kaTaH e3iH-e3i baranay GargapnamachbiH
xXysere acblpbIn Keneai. CoHpablKkTaH
aTa-aHanapablH kepi GannaHbicbl 0i3 yWiH eTe
MaHbI3abl. Erep MekTen cascatblHa Hemece
OHblH  OpblHOanyblHa  KaTbICTbl  CbIH-MIKIp
TyblHOaca, aTa-aHanap ©3  lWafbiMaapblH
KOHCTPYKTUBTI Typae, Kegepricia Gingipe anybl
Tnic. KentereH macenenep 6Genpecmn Typae
wewineqi >oaHe 6yn dopmaTr KebiHece eki
TapanTbl [a TOMbIfbIMEH KaHaFaTTaHAablpagbl.
Byn KyXaT MeKTenTiH »xayanTbl TyJiFanapbl MeH
aTa-aHanap apacblHgarbl aknapaTt neH nikip
anvacyablH 6eipecMmn afblHbIH LLIEKTEMENAI.
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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

WHopmaLmen u
poauTenaMmn  u
nauamm B

HecbopmanbHoro obmeHa
KOMMEHTapUsiMM  Mexay
pasnnYHbIMM  OTBETCTBEHHLIMMU
LuKOre.

Y10 cumtaeTcsa xanoobomn?

YKanoba — 370 Bbipa)keHne HegOBOMNBLCTBA MO
noBo4y peanbHOM WU npeanonaraemomn
npobnembl. OHa MOXET KacaTbCs LUKOMbl B
LLleriom, KOHKPEeTHOro otaena unm oTaenbHOro
COTpYAHMKA. >Kanoba, KakK npaswuno,
BO3HWKAET, €eCcnu poauTenb CYUTaET, 4TO
LWKONa nocTynuna HenpaBuiibHO, He caenana
TOro, 4YTO AdOofmKHa Obina caenatb, WK
JencreoBana Hecnpasennmeo. Poautenu
MOryT ObITb YBEPEHbI, YTO NtoOble 3amevaHus
n xanobbl OyayT pacCMOTPEHbl CEPLE3HO U
KoHduaeHumansHo. Llkona pabGoTtaer B
MHTepecax Ballero pebéHka, U Bbl MOXeTe
ObITb yBEpPEHbI, YTO Baw PebBEHOK He MOHECET
HUKaKNX MOCNEACTBMA 3a MOAAHHYI0 Bamu
xanoby, ecnv oHa nogaHa OOPOCOBECTHO.

Kto 4Bnsercs poauteneMm [eNCTBYHOLLErO
yyeHuka?

Poauntenem AencTByoLEero yyeHuka
cunTaeTcd nuuo, 4vern pebEHOK Ha OaHHbIN
MOMEHT 3apeructpuposaH u obyyaetca B
Haileybury Astana. lNocne Toro kak peG&Hok
nokuHyn Haileybury Astana, oH Gonble He

cunTaertcs OENCTBYHOLUM YYEHUKOM.
Pooutenb  pebGéHka, KOTOpPbIA  MOKMHYM
Haileybury Astana, MoxeT npoaomK1Tb

paccMOTpeHue arnobbl, KOTOPY OH Yxe
nogaesan HeoMUUMANbLHO WM Ha nGoM

ouumansHoM  3Tane, HO He  MOXeT
WHMLUMMPOBATbL  HOBYK  kanoby. [aHHas
nonuTuka He ncnonb3yeTcs ans
oGXanoBaHWUA  UCKIIOYEHUN; Ons  3Toro

LLarbimM gereHimi3 He?

LLaFbim - HakTbl HEMece bormkamabl Macenere
KaTblCTbl Hapasbinblk 6ingipy. LWafbim  Bykin
MekTenke, ©Oenrini  O6ip ©Genimre Hemece
KekenereH KblamMeTkepre KaTtbiCTbl  ©onybl
MYMKiH. LafbiM, opeTTe, arta-aHa MekTen
kaHgan na Oip opeKkeTTi Aypbic opblHAAaMaabl,
63 MIHOETIH opblHAamMadbl HeEMece ofineTci3
opeKkeT eTTi gen  ecenTereH »karganga
TyblHOangbl. ATa-aHanap 6apnblk  eTiHiWTep
MEH LafbiMaapablH 6Te MYKUSAT XoHe Kynus
TYpPAE KapacTbipbliaTbliHbiHA CeHiMai Gona
anagsbl. MekTten €H angbiIMeH  ci3aiH
GanaHbI3aoblH, Myadeci YWiH KyMbIC icTenai,
COHAbIKTAH ajan HUETNEeH »acamnfaH LWaFbiM
YLWWiH GanaHbI3 ellkaHaan 3apgan weknenai.
AfbiMaarbl [JereHimis
Kim?

OKYUWbIHbIH aTta-aHacbl

AfbiMAafbl OKyLUbIHbIH, aTa-aHacbl — Ganachl
Haileybury Astana mektebinge TipkenreH xoHe
Kasipri  yakblTTa OKWUTbIH  Tyrfa. Bana
MEKTENTEH KETKEHHEH KeWiH afbiMAafbl OKyLUbl
bonbin caHanmangbl. MyHoan aTta-aHa GypbiH
Oenpecmn Hemece pecMmun geHrenge TipkenreH
lWaFbIMbIH >KarnFactblpa anagbl, Oipak aHa
WarbiM Xongan anmangbl. byn caacart okyoaH
WbIFapy Typansl wewlimaepre
konaaHbinManabl; MyHOaun Xargannapra
apHanfaH 6enek pacim 6ap.

OkyLwblnapfa apHanfaH KeHec:

Erep cisge anaHgaywbinblK TyblHOaca Hemece
cisre KepceTinreH KapbIM-KaTblHacka
GannaHbICThbl LIaFbIM XXacafblHbI3 Kence, MyHbl
XacaygblH,  OipHewe >xonbl  6ap  eKeHiH
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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

CyLLIECTBYET OTAenbHas npoueaypa.
CoBeTbl ANA yyawmxca:

Ecnn Bac 4TO-TO TPEBOXWUT WMAN Bbl XOTUTE
noxamnopatbCss Ha TO, Kak C BaMu
obpawatotca unu obpawanucb, y Bac ecTb
HECKONbKO BapWaHTOB: Bbl MOXEeTe
NOroBOPUTbL C KEM-TO; Bbl MOXeETe noaaTb
HeoduumnanbHyo UM oduumnanbHyto xanoby.
Heobxogumo noMHUTbL, 4YTO Bbl Bcerga
MOXETe MNPOCTO MOroBOPUTbL C KEM-TO; 3TO
MOryT ObiTb BalKM APYy3bA UNN  YYEHUKU
cTaplle Bac, KOTOpbiM Bbl goBepsieTe. Bawm
yuuTens n  pPyKOBOACTBO LUKOMblI  BCerga
roToBbl MOMOYb. BbIBAlOT MOMEHTbI, KOrga Bam
KaXeTCcd, 4YTO HEBO3MOXHO [MOroBOpUTb C
COTPYAHNKOM — 3TO COBEPLUEHHO HOPMAaJTbHO
M ecTecTBeHHO. Bbl MOXeTe pacckasaTb,
NMO3BOHWUTbL WM Hanucatb NboMy 13
cneyowmx nuu;
- Bawwum pogntenam
- WkoneHomy Bpavy
- Hanuwwute NUCbMO 3aMecTUTento
anpekTopa (BCen WKoMbl)  WUIK
Pykosoauntento MnagLuen WKonbl

Uto penatb, ecnu A Xody nojaTth
HeodMUManbHylO Xanoby?
WHorga Bbl MOXEeTe MNo4yBCTBOBATb, YTO

XOTUTE MOXanoBaTbCsA Ha 4YTO-TO, YTO Bac
TPEBOXMT. OTO MOXET KacaTbCs TOro, Kak C
Bamun obpauiatoTca. [lepBoe, Y4TO Bbl JOMXKHbI
choenatb  —  MOroBopUtb € NOGbLIM
COTPYAHUKOM, KOTOPOMY Bbl JoBepsieTe,
Hanpumep, c BaLUMM KnaccHbIM
pykoBoauTenem nnu rnaBou Xayca
(Housemaster). [lpu xenaHun, BO BpeMs
pasroBopa psAoM C BaMU MOXET HaXOAUTbCS

yMbITNaHpI3: OGipeymeH cennecy; 6Genpecmun
HEeMece pecMy LafFbiM acay. OpkaluaH
OipeymeH cennece anatblHbiHbI34bl €CTe
yCTaraH xeH - 6yn cisgix
XaKblH [OCbIHbI3 HEMeCe ©3iHi34eH YIKeH, Ci3
CEHETIH oKyLWbl 6onybl MymKiH. COHbIMEH KaTap,
MyFanimaepiHia 6eH mekTen aKiMLUiniri apgansim
KemekTecyre gaunbiH. Kenge ci3 Kbl3aMeTKepMeH
cemnnece anmanmtbiHOAN CE3iHYiHI3 MYMKiH - Oyn
MYN4eM KanbIiNTbl Xafdan. [ereHMeH, Kaxet
OonfaH xarganna, ToMeHaeri TynfanapablH kes
KenreHiHe KOHplpay LianyblHbl3fa HeEMece XxaT
asyblHbI3fa bonaabl:
- ATta-aHaHpbl3fa
- MexTen gspirepiHe
- [OupekTtopablH oOpbiHOacapbiHa HeMece
bacTaybiw MeKTen XKeTeKLiciHe
(3NeKkTpoHAbIK NOLLTa apKbinbl).

Erep meH 6erpecmMu WarbIM XacafbIM Kerce,
He icTeyiM Kepek?

Kenge ci3 maszanantbliH bip >Xafgawra LlaFbiM
XacarblHbI3 Kenyi MyMKiH, Oyn cisre KepceTinreH
KapbIM-KaTblHAcKka HeEMece Ci3ai anaHgaTkaH Kes
KernreH macenere KartbiCTbl ©0nybl  MYMKIH.
MyHoan kes3ge €H anabiMeH ©3iHi3 CeHeTiH
KbIBMETKepre XyriHreH gypbic, Oy ci3aiH CbiHbIN
YKETEKLLIHi3 Hemece Xayc KeTeKLuici
(Housemaster/Housemistress) 6Gonybl MYMKiH.
KanacaHbl3, e3iHi3beH bGipre OOCbIHbI3ObI, Xacbl
yIikeH Gacka OKyLUblHbl Hemece MeKTen
KbIaMeTKepiH epTin Oapyfa 6onagbl. Ocipece,
Moacernenep TyblHOaFaH >Xafdanga >XaHblHbi3oa
Ci3 CeHeTiH Kbl3MeTKep HeMece [A0CbIHbI3MblH,
OonFaHbl MaHbl3abl. Byn CbiHbIN XXETEKLLIHI30eH,
MeKTen ANPEKTOPbIHbIH opblHOacapbIMeH
Hemece MeKTen [OMPEKTOpbIMEH Ke3gecyre Ae
KaTblcTbl. Erep macene Te3 xoHe cisgi
KaHaraTTaHOblpaTblHdaM  WeLinMece, oOHaa
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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

BaW Apyr vnu apyron cotpygHuk. OcobeHHo
BaXXHO MNOHMMATb, YTO €CfM  BO3HUKHYT
npobnembl, psagom ¢ Bamu OyaeT COTPYAHMK
uUnNu Baw Opyr, KOTOPOMY Bbl JoBepsieTe. JTO
KacaeTcsa 1 pa3roBOpOB C rraBowv Xayca Agoma,
3amMecTuTeneMm AupekTopa BCeW LWKOMbl UMK
AVNPEKTOPOM LUKOMbl. Ecnn Bonpoc Bce xe He
Oyoet  pelueH, Bbl  MOXeTe  noaaTb
odmumanbHyto xarnooy.

Mpouegypa nogaun oduuManbHOM Xanobbl
AN OENCTBYOLWNX YYEHNKOB

[lns aToro Bam HY>XHO HanucaTb rnase Xayca,
3aMecTuUTEN0  AWpeKkTopa WNn  AMPEKTopY,
o6bACHMB, 4TO  Bbl  XOTUTe  nogaTtb
oduumanbHyto xarnooy.

Bbl nonyyute OTBET C yBEOOMIIEHMEM O TOM,
yto Kanoba 3apernctpupoBaHa u Oyget
paccmoTpeHa. OO6bI4HO aTOT oTBET
noateepxgaerca U obcyxgaeTca B TevyeHue
TPEX Yy4eOHbIX OHEN C MOMEHTA Nony4deHuns (B
nepvon KaHuWKyn CpOK OTBeTa MOXeT ObiTb
aonbLue).

3atem Bac npurnmacaT Ha BCTpedy C
3amMecTuTeneM OupekTopa Wnu LOUPEKTOPOM;
Ha BCTpe4yy Bbl MOXETe NpUATU BMECTe C
APYroM, C KNacCHbIM PYKOBOAWTENEM, MaBou
Xayca, nnv nodbiM ApYruM COTPYOHUKOM.
Ecnn B TeueHune cnegyowmx AByx AHeN (npwu

YCNoBMW, 4YTO 3TO HE BbIXOAHbIE WK
KaHWKYIbl) BOMpOC He Oyoert
YOOBNETBOPUTENBHO  PELUEH, Bbl MOXETE

obpatutbCcs K NobGOMYy U3 NepeyncrneHHbIX
BbiLLE L.

BaM He HyXHO MHOpPMUPOBaTb COTPYOHUKOB
UM Koro-nmbo ewé o ToM, YTO Bbl XKasnyeTecb
Ha HuX. Bbl He BygeTe HakasaHbl KakMM-nNnbo
obpasom 3a nogaHHyw AobpocoBecTHO
Xanoby.

Mpoueaypa nogauun xanob6 ansa poautenen

pecMu WafrbIM Xacayfra 6ona/:u;|.

AfrbiMaarbl  OKylUblnapfa
LLIafFbIM Xacay paciMi

On ywiH ci3 e3iHi3aiH Xayc xeTekKwiHisre, Gykin
MekTen OoOMbIHWA OUpeKkTop opbiHOacapbiHa

apHanfaH pecmun

Hemece MeKTen ANPEKTOpPbIHA LuafbIim
»KacafblHbI3 KeneTiHinisgi  TyciHgipin,  xaT
XKasyblHbI3 KaXeT. ApTbiHWA Ci3re LWafbiM
TipKenreHi XoHe KapanaTbliHbl Typanbl

xabapnama xibepinegi. Opette 6yn xayan
LWafblM anblHFAHHaH KemiH YL OKy KyHi iwiHae
Xibepinegi (oemanbic kesiHge kayan ©Oepy
Mep3imi y3arbipak 6onybl MyMkiH). CogaH KewniH
cisgi AuMpekTopablH opblHOacapbiIMEH Hemece
OvpeKkTopablH e3iMeH Keagecyre wakplpagbl; ci3
Kesgecyre O0CbIHbI30EH, CbIHbIM XXETEeKLUiHi30eH,
Xayc OaclbiCbiIMEH HeEMece Ke3 KerreH bGacka
KblI3METKEPMEH Kerne anacbi3. Erep keneci eki
KYH ilwiHge KaHaFaTTaHapsbIK weLlim
kabbingaHbaca (byn mepsiMmre gemarsbiC HeMece

MepeKke KyHOepi Kipmewngi), ci3 Kofapblga
aTanfaH agamaapabiH Ke3 KenreHimeH
xabapnaca anacsbls. Cis MekTen

Kbl3MeTKepnepiHe Hemece 06acka agampgapra
onap Typanbl LWafbiMaHaTbiHbIHBI3 Typanbl
xabapnayra MiHOeTTi emecci3. Agan HueTneH

XacanfaH WafbiM  YWIH  elWwKkaHgan kasa
KongaHbinMangbl.
AfbiMaarbl  OKyWwbinapablH, aTa-aHanapbl

YWiH WarbIiM 6epy TapTibi

Haileybury Astana mektebiHOoe warbim Gepy
NpoLEeCi YL caTbl4aH Typaabl:

BipiHwi catbl (benpecmu WwarbIM)

Wareimgap Hemece MacenenepdiH  kebici
apetTe Benpecmu Typae, TUICTI KbI3METKEpMeEH
cennecy apkbifibl TOMbIK KaHaraTTaHapribIK
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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

AEeNCTBYIOLWMNX YYEHUKOB

B wkone Haileybury Astana pgencrtsyet
TPEX3TanHbIA NpoLecc nogayu xanob:

MepBbin 3Tan (HeodurumanbHas xxanoba)

BonblUMHCTBO Xanob nnn BonpocoB OObIYHO
MOXHO pewnTb HepopManbHO U MOMHOCTbLIO
yOOBMNETBOPUTENLHO 4Yepe3 obcyxaeHue c
COOTBETCTBYIOLWUM COTPYOHWKOM. Tak Kak
Haileybury Astana pabotaer no cucreme
XaycoB W KypaTOpCKOM cucTeme, MnepBbiM
NMUOM, K KOTOpOMY CTOUT obpaTuTbCst no
OONbLUMHCTBY  BOMPOCOB,  CBSA3AHHbLIX C
akagemMu4eckum n coumanbHbIM
Gnaronony4vemM Ballero CbiHa WNN [oYepw,

sABnsieTcs rnaea Xayca
(Housemistress/Housemaster) nnu knaccHbIn
pykoBogutenb. [Ona  yyeHMKOB Mnagwlewn
WKOMNbl NepBbiIM nMUOM Ans  obpalieHns
AormkeH ObITb  pykoBoAuTENb  Mriagllen
LLKOSbI.

HeodumumansHas unm HedpopmarnbHas

Xanoba MoxeT OblTb NogaHa NMMCbMEHHO UK
no TenedoHy. Ecnm xanoba nogaHa
NMCbMEHHO, OHa OyaeT 3apermcTtpupoBaHa U
obcyxaeHa B TeveHme Tpéx yvebHbIX gHeNn C
MOMeHTa nony4vyeHus (B Nepuog KaHukyn — B
TedeHve 2 Hepenb). [anee OTBETCTBEHHbLIN
COTPYAHWK NPOMHAOPMUPYET 3amMecTUTens
avpekTopa Lwkonbl. CooTBETCTBYOLLEE NULIO,
AOMKHbIM 0B6pa3om paccMOTPEB BOMPOC U
MPUHAB NO HEeMy peleHne no CBOeMy
YCMOTPEHUIO,  yBEAOMWUT  poautenss B
NUCbMEHHOW dhopMe, Kak NpaBusio, B TEYEHne
OOHOr0O Mecsla C MOMEHTa nofyvyeHus
xanobbl (B Te4eHMe 0OHOro Mecsua ¢ Havana
HOBOro Yy4ebHOro cemecTtpa, ecnu xanoba
Oblma nogaHa BO  BPEMS  KaHUKyN),

Typde wewinyi MymkiH. Haileybury Astana
MeKkTeDi Xayc XaHe CbIHbIM XeTeKLinep Xymneci

OOMbIHWA XYMbIC ICTEMTIHAIKTEH, 6GanaHbIH
aKkageMunsanblk XoHe aneymerTTiK
amMaH-caynblifbliHa KaTbICTbI Macenenep

OoMblHWA eH angbiMeH XayC >XeTeKLiciHe
(Housemaster/Housemistress) Hemece CbiHbIN
XeTekLiciHe XyriHy kepek. bacTayblll MekTenTe
OipiHwi  Gonbin  xabapnacatblH agam -
facTaybill MEKTeN >KETEKLUICI.

benpecmn warbiMabl Xkasbawa Typae Hemece
TenedoH apkbinbl xongayfa ©onagbl. Erep
WarbIiM xasbala Typge xibepince, on Tipkenin,
YW OKY KYHi iWwiHge (MekTen gemanbiCbl KesiHae
eKi anTa iwiHge) TankbiaHagbl. Ocbl LWafbiM
OoMbIHWA XayanTbl KblaMeTkep Oyn Typanbl
anpekTopablH opblHbacapbliH xabapgap eteqi.
MaceneHi kapacTblpfaHHaH KeWiH, >xayanTbl
TYNfa WeLimMm Kabbinaan, ata-aHaHbl xasbalia
Typae xabappap ervedi. ©gette Oyn wafbiM
TYCKEH KyHHeH ©OacTtan Gip aw iwiHge xysere
acblpbinagbl (OKy Xblfbl Ke3iHAe), an gemansic
KesiHOe Keneci OKy cemecTpi GacrtanfaHHaH
KeniH Gip an iwiHgoe. Xabapnamaga Macene

KapanfaHbl  XeHe  KeTepinreH  macenere
BGannaHbICThI kabblngaHfaH ic-Lapanap
KepceTineai.

Erep warbiM MmekTen aupekTtopsl, bac anpekrop,
AVpeKTop opblHGacapbl Hemece 6GacTtayblill
MeKTen XeTeKLiciHe KaTbICTbI 6onca,
aTa-aHanap Tikenen EkiHWi caTtbifa - Pecmn
WwarbiMFa eTyi Tuic (TemeHae kapaHpl3). Erep
ata-aHa OGenpecMy LWaFbIMHbIH >kayabbiMeH
kaHaraTTaHb6aca, keneci kagam pecMu LuafFbiM
xongay 6onbin Tabbinagsbl.

ExkiHwi caTtbl (Pecmu warbim) LaFbiMHbIH
cunatblHa GannaHbIiCTbl  Oyn WaFbiM - exi
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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

NOATBEPAMB, YTO BOMPOC OblST pACCMOTPEH, U
pa3bsCHMB, Kakue Mepbl ObiM NPeanpUHSATHI
B CBSI3M C MOAHATON NpobnemMon.

Ecnn Bawa >anoba kacaetcs [upekTtopa
LUKONb!, leHeparnbHoro AnpekTopa,
3amectutena aupektopa wunu PykoBoguTens
MMagwen LKOMbl, poauTenu OOSMKHbI cpasy
nepexoauTb KO BTOpOMY 3Tany (oduunansHas
Xanoba), onucaHHoMy Huxe. Ecnu pogutenb
OCTaéTCsl  HeydoBNeTBOPEH OTBETOM Ha
HeoduumanbHyto xanoby, cnegyowmm warom
ABNsieTca nogada oduumansHom xanobbl (cMm.
HUXe).

Bropow atan (OdmumanbHas xanoba)

[aHHbI 3Tan B 3aBMCMMOCTM OT XapakTtepa
Xanobbl cocTonT N3 AByx Yacten — A u b:

A. Ecnu pogutenb ocTancad HeaoBOrieH
pesyneratamy HeoduumansHOM Xanobbl, OH
unM oOHa BnpaBe obOpatutbca mMbo K
OupekTtopy wkonbl (Headmaster), nubo «
leHepanbHoMy  gupektopy (Bursar) no
COOTBETCTBYHOLMM BOMpocam M 0OpMUTb
xanooy odmumnanesHo. PasgeneHuve
oTBeTCcTBeHHOCTM B  Haileybury Astana
crnegyoulee: AMPEKTOP LWKOMbl OTBeYaeT 3a
BCE BOMNPOCbLI, CBA3aHHble C ob6pasoBaHMEM
YYEHUKOB, BKIOYas ANCUUNANHY n
BOCMMTaTENbHYO paboTy.

[eHepanbHbIn  OUPEKTOp  OTBeYyaeT  3a
(MHaHCOBLIE BONPOCKI, BOMPOCHI KacaTeribHO
30aHug, Tepputopun  u  obopynoBaHus,
BOMPOCbI  OXpaHbl  Tpyda W TEXHUKK
©e3onacHocTM, a Takke ObITOBble BOMPOCHI.
[OunpekTop wkonbl U MNeHepanbHbIN ANPEKTOP
PEerynsipHoO KOHCYMbTUPYOTCH, OCOGEHHO B

GenikteH Typaabl — A xoHe b:

A. Erep ata-aHanap O6ipiHwi caTblgarbl
luewiMMeH KaHafraTTaHbOaca, keneci kagam —
MOCENEHIH, cuynartbliHa kapan MeKTen
anpektopbiHa (Headmaster) Hemece bac
anpektopra (Bursar) pecmu wafbim Xorgay.
Haileybury Astana MekTebiHae
XayankepuiniktiH OGeniHici kenecigen: MekTen
ANpeKTopbl OKyLbIapablH, OiniMiHe KaTbICTbI
Oapnblk Macernernepre, COHbIH ilWiHAE TopTin
neH Tepbuere xxayanThbl.

bac gupekTop  KapXbblK — Macernenepre,
MeKTen fumMapaTbiHa, MeKTen ayMafblHa XXeHe
XabablKkTapblHa, AEeHcaynblk MeH Kayincisgik
MacenenepiHe XxayanTbl.

bac gupekTop MeH MekTen AUPEKTOPbl YHEMI
KeHecin oTblpagpl, acipece onapabiH
Xayankepuwinik cananapbl CoWKeC KeneTiH
Xargannapga. Mekten aOMpekTopblHa Hemece
bac gupekTopfa pecMu LiafFbiM >Kongay YLl
aTa-aHa Kbickalua kasbalua 0asgHaan, angblHfbl
Tekcepic Hemece iC-OpEKeTTIH,
KaHaFaTTaHapnbIKCbI3 €KeHiH TYCIHAIPYiI KaXeT.
MekTten pgupektopbl Hemece bac pupektop
WwafbiMdbl  anfaHblH YW  OKYy KyHi iWiHge
pactangbl (demanbiC KesiHae eki anTa iwiHae),
cogaH KkewiH MmaceneHi Teyencis  Typae,
angblHFbl  Ke3eHAEeri  KopbITbiHObITapFa MoH
Oepmen, TepeH kKapacTblpagbl. Tekcepic
HOTWMXeci aTa-aHanapfa »asbawa Typae,
ageTTe Oip an iwiHge xabapnaHagbl (aemarnbic
KesiHOe keneci cemecTp OacTanfaHHaH KewniH
Gip anm iwiHae). CoHbiMeH kaTap, onap 3
wewimaepi MeH kabbingaHFaH opekeTTepain
HerizgeMeciH e TyciHaipeni. byn xayan kenge
Getne-6eT ke3gecy apkbifbl Ky3ere acybl
MYMKiH, Bipak apgarnbiM emec.

Any changes to this document must be made in suggesting mode. If you are unsure, ask Dilyara.



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.

cnyyasx, korga cdepbl UX OTBETCTBEHHOCTU
nepecekatotcsa.  OdmumnanbHaa  xanoba
aupekTopy wunu [leHepanbHOMY OUMpPEKTOpY
OOIMKHA Ha4YMHATBbCA C KPaTKOro MMCbMEHHOr0
N3NOXEHMSA poanTeENeM CyTu xanobbl BMeCTe
C oObsicCHEeHMEeM MpUYMH, MO KOTOPbLIM, MO
ero/lee MHEHMIO, paccregoBaHue  W/unm
npeanpuHATbIe Mepbl Obinn
HeyOoBNeTBOPUTENbHLIMA. [NPEKTOP LLKOSbI
nnn 'eHepanbHbI QUPEKTOP B TEYEHNE TPEX
y4ebHbIX AHen (B Nepuon KaHUKyn B TedeHue
OBYX Hedenb) noaTBEpPAST  MofydeHue
Xanobbl, nocne Yyero NpoBedyT HE3aBUCUMOE
paccnegosaHne, 6e3 NpuBA3KM K BbiBOA4aM,

coenaHHbiM - Ha  npedbldyllem  aTane.
Pesynbrarthl paccrnenoBaHus oyayT
coobLLeHbl  poauTensmM B MUCbMEHHOM
dopme, Kak npaBuno, B TeYeHMe OOHOro

Mecdua C MOMeHTa ux obpaweHus. OHu
Takke coobwar obocHoBaHME  CBOEro
peweHns n genctemin. OTBET LIKOMbI MOXET
CONPOBOXAATbCA JIMYHOW BCTPEYEN, HO He
obsA3aTenbHO B KaXaoM criy4ae.

B. Ecnn pogntenn xotat nogatb kanoby Ha
IOupektopa wkonbl wunuM  ['eHeparnbHOro
OVpeKkTopa, OHM [OOMKHbl 00paTuTbCcs K
Mpencenatento Coeeta [Moneuntenen. Ecnu
Xanoba kacaeTrca  [upektopa  LIKOSbI,
npouecc MOXeT OblTb OpraHvM3oBaH 4epes
leHepanbHoro aupektopa; Ecnn xanoba
kacaeTcsa [eHepanbHOro AupekTopa, npouecc
MOXeT ObITb OpraHu3oBaH 4epe3 [upekTtopa
wkoneol. NMpeacenatens Coseta MoneunTenen
NMOATBEPAMT MONyyYeHne >xanobbl B TeyeHue
ofHou Hegenu (B NepMog KaHMKym - B TEYEHne
ABYX Heaenb), a 3atem npoBenéT
paccnegosaHue. PesynbraTbl paccrnenoBaHus
OyayT cooOuleHbl poguTensm B NMUCbMEHHOM
dopmMe, Kak npaBuo, B TeYEHME OAHOro
Mecsiua (B TedeHMe ogHOro Mecsila ¢ Havana

B. Erep arta-aHanap MekTen gupekTopbliHa
Hemece bac pgupekTopfa LWaFbIMOAHFbICHI
kence, onap KamkopLubinap KEHECIHIH
TeparacblHa XYriHyi kepek. Erep warbim MekTen
AVpPEKTOpbIHA KaTbICTbl 6onca, oHAa LwarbiMabl
bac pgupektopra keTkidyre 6Gonagpl; erep
warbim  bac pgupekTtopfa KaTbicTbl  6onca,
WwarbiMabl  MekTen OuMpeKkTopbiHa KeTKizyre
Oonagbl. Kamkoplwbinap KeHeciHiH Teparachl
Oip anTa iwiHge (MekTen gemMansbiCbl KesiHae exi
anTa) wWarbiMabl anfaHblH pacTanabl, CopaH
KeniH Tekcepic xyprisedi. Tekcepic HaTwxenepi
aTa-aHanapra xasbawa Typae, aAeTTe LaFbiM
TYCKEHHEH keWiH Oip an iwiHge (aemansic
KesiHOe keneci cemecTp OactanfaHHaH KeWniH
Oip an iwinae) xabapnaHagbl. CoHbIMEH KaTap,
KamkopLibiniap KeHecCiHiH Tepafracbl ©3 LeLlimi
MEH >XacafaH 9peKkeTTephiH HerisgemeciH ge
TyciHgipeai. byn >xayan kenge ©eTtne-6eT
Kesgecy apkblifbl Ky3ere acybl MyMKiH, Gipak
apaanbiM emec.

YwiHwwi caTbl - Pecmu warbImM
(Kamkopwbinap KeHeciHe)

Erep arta-aHanap wWwafbiMOaHydblH — eKiHLWi
caTbICbIHaH KemniH ae KaHafaTTaHbOaca,
mMacerneHi mMekTenTiH Kamkopwsbinap KeHeciHe
XeTkisyre Oonagpbl, Kamkoplibinap KeHeci

WarFbiMaarbl Macenenepre Tikenen KaTbICbl KOK
KomMmucecus TafFanbiHOanabI. Komunceus
MyLLenepiHiH, Gipi MeKTenTiH oKiMwiniri MeH
XyMbICblHaH TbIC agam Gonagpl; Oyn Tynfa

BackapyLbInbIK nayasbiMaa OonfaH,
nanengepai MyKMaT - Tangan,  TeHrepimgi
KOpbITbIHOLITAP  WbiFapa anatblH  TyIiFa.

ATa-aHa KOMUCCUS OTbIpbICbIHA KaTbica anagpl,
COHbIMEH KaTap KaxeT OonfaH >xafganga
Komuccus oTbipbiCbiHa Tafbl Gip agamabl eprTin
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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

HOBOro y4eBGHOro cemecTtpa, ecnu xanoba
Oblna nogaHa BO BpeMsi KaHUKYN) C MOMEHTa
nonyyeHns xanobol. OH WM OHa TaKke
coobLNT OBOCHOBaHME CBOEr0 pPELUEHUs U
OEencTBUN. [aHHbIN oTBeT MOXeET
COMNPOBOXAATbCA JIMYHOMN BCTPEYEn, HO He
00s3aTenbLHO B KakgoM criyyae.

Tpetun 3rtan (ocdmumanbHasa xanoba B
Coget none4vunTtenen)

Ecnun poauTtenu ocrarTcsl HeOOBOSbHbI NOCNe
BTOPOro 3Tana npouenypbl pPacCMOTpPeHUs
Xanob, oHW BnpaBe obpatutbcs k CoBety
nonevymTenem LWKOMbl, KOTOPbIA HasHa4YuT
KoMuccuio, He NMEIOLLYIO NpsiMoro
OTHOLLEHUSI K BOMpocaMm, W3MNOXEHHbIM B
xanobe. OaMH n3 TPEX UYNEHOB KOMMWCCUM
JOormkeH OblTb NUUOM,  HE3aBUCUMbIM OT
pyKOBOACTBA W YNpaBneHUs LIKOMOW; 3TO
MU0  OOMKHO MMETb OnbIT  paboTbl Ha
PYKOBOAALLEN OOIMKHOCTU, ObITb CMOCOGHBLIM K
aHanuay [oKasaTenbCTB UM BbIOBWXKEHMIO
B3BELLEHHbIX aprymeHToB. Ha cnywaHumsx
KOMMCCUN poanTENb MOXET MPUCYTCTBOBATb
W, NpU >XernaHuu, ObiTb B COMNPOBOXAEHWUN
apyroro  4venoseka. Komwuccua  caenaet
BblBOAbI W pekoMeHgauuun.  CnywaHus
KOMMCCUN COCTOSITCS, OaXe ecrnn poauTerb
BMOCMNEACTBUN PELUMT He MnpucyTcTBOBaTh. B
3TOM Criy4ae KOMUCCUS JOSMKHA PacCMOTPETb
xanoby poautenst B ero/eé oTCyTCTBME U
BbIHECTU BbIBOAbI MO CyLLECTBY Xanobbl, TeM
cambiM 3aBepLUMB pPacCMOTPEHME BOMpoca.
Komuccua pomkHa CTpPeEMUTBCA YyuuTbiBaTb
yaob6CTBO onpefeneHHbiX gaT ans poautenen
" paccmaTpmBaTb poauTenbckue
KOMMEHTapum OTHOCUTENBLHO cocTaBa
KOMWUCCUN, HO OKOH4YaTenbHOe CroBO O
cocTtaBse Kommccum ocTaetcs 3a

kene anagbl. Komuccmsi warfbiM  GoMbIHLWIA
KOpPbITbIHAbIIAP MEH YCbIHbICTap AanbiHOanabI.
ATa-aHa KOMUCCMSA  OTbIpbICblIHA  KaTbicnay
Typanbl WwewiMm Kabbingaca ga OTbIpbIC OTKi3inyi
Tvic. byn »xafmanga komuccust  WafbiMabl
aHa-aHaHbIH KaTbICYbIHCbI3 KapacTblpbir,
WwafrbiM 6OMbIHLA KOPbITbIHAbI LWbiFapabl XXoHe
MaceneHi wewepi. Komncena arta-aHanap yLwiH
Konamnbl KyHOepai XeHe KOMUCCUSA KypamblHa
KaTbICTbl aTa-aHanapgblH nikipnepiH eckepyi
Kepek, ananga KOMUCCUSAHbIH, TYMNKINIKTI Kypambl
XeHiHgeri wetlim Haileybury Astana
Kamkoplwbinap keHeciHe Tuecini. Komuccus
WarbiMAbl anFaHbliH Oip anTa iwiHge pacTangpl
(oemanbic kesiHOe — eki anta iwWwiHge).
Komunceuns agetTe OThIpbIC HEMECE TEKCEPICTIH,
COHfbl LUELIMIH Macene KeTepinmreHHeH KeniH
Gip am iwiHge (gemanbic Ke3iHOe - OKy
GactanfaHHaH keniH 6ip am  iwiHAe)
xabapnangbl. Kynuanbeinbik neH Xeke
AepekTepai  Kopray — TanmanTapblH - eckepe
OTbIpbIM, KOPbITbIHAbIHbIH, KeLlipmeci
WafFbiMOaHyLblFa  XaHe  kaxeT  BonfaH
Xafgavga, warbiMga aTbl artanfaH Tynfafa
Xibepineni. CoHpai-aKk  KOpbITbIHObINAPAbIH
Kewipmeci Kamkoplibinap kKeHeci MeH MekTen
ONPEKTOPbIHbIH, KapayblHa MeKTen aymarbiHOa
KorpkeTiMAai bonaabl.

WarbiMaapabl Tipkey: Larbim KapanFaHHaH
KeniH MekTen GapnblK LWarbiMaapabl, onapabiy,
Kan caTblga LeLifreHiH XaHe WarbiMabl kapay
HOeTMXKECIHOEe kabblngaHFaH Kes  KemnreH
Lapanapabl Kynus, xasbalua Typae cakranabl.

BipiHwwi cartblgarbl GapnbIk belpecmu
WwafbiMaapablH - KbiCkalla  MasMyHbl  YAri
napafblHa Cal 3NEeKTPOHAbIK XaT apKbifbl
anpekTopabliH opbiHOacapbiHa xibepinegi. Ocbl
yori napafblHblH ~ Kewipmeci, coHaan-ak
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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

Moneuntenamn Haileybury Astana, koTopble
NOATBEPAAT MoslydyeHne >xanobbl B TedyeHue
OOHON Hefenu (B nepuog KaHWKyrn B Te4YeHune
OBYX Hepgenb) M coobliar oKoH4YaTenbHoe
pelleHne paccnefoBaHUs WNW - CriyllaHus

KOMUCCUM  pasnMyHbIM  CTOPOHAM,  Kak
npaBuno, B TeYEeHMEe OfHOro Mecsua C
MOMEHTa, Korga Bonpoc Obin nogHaT. Mo
BO3MOXHOCTU B pamMmKkax
KOHpMAEeHUManbHOCTH n
HEMPUKOCHOBEHHOCTN YaCTHOW XXWU3HM KOMus
pe3ynLTaToB oynet npenocTaeneHa

3aABUTENIO U, B COOTBETCTBYHOLUUX Cry4vasix,
nuuy, Ha KoToporo nopaHa >anoba. Konus
pe3ynsraToB oynet [AOCTYNHa ans
03HaKoMneHus MoneunTensam u UpPeKTopy.

Perncrpauuna xanob: [Nocne paccMoTpeHus
Xanobbl LWKona XpaHUT KoHUAeHUnanbHyo
NMMCbMEHHYIO 3anncb BCeX Xanob, aTanos, Ha
KOTOPbIX OHW BbINN yperynupoBaHbl, a Takke
nobbIX OencTeni, npeanpuHATBIX B
pesynbsTate pacCMOTPEHUs anoobl.

KpaTkoe onucaHne Bcex HeopuumanbHbIX
Xanod nepBoro 3tana OOMKHO  ObiTb
HanpaBneHO 3aMecTUTEn gupektopa C
NCnonb3oBaHMEM npeaocTaBneHHoro
COMpPOBOAUTENBHOIO nucra. Konus
COMpPOBOAMTENBHOrO fNUCTa, a Takke BCA
nepenmcka, 3asBneHus n 3anucum,
oTHOcAWMecss K HeoduumanbHoOM anobe
nepBoro aTana, [OOIDKHbl XPaHUTbCA B
HaO&XHOM MeCcTe B  COOTBETCTBYIOLLEM
oTaene, Xayce unu nogpasgeneHunm
COTPYAHUKOM, OTBETCTBEHHbLIM 3a
paccMmoTpeHne anobbl. (Cm. Hwxe, 4TO
HeobxoaumMo dmkcupoBaTth). B obaszaHHOCTH
3aMecTuTensd [OupekTopa BXOOUT BedeHue
ANEKTPOHHOM Tabnuubl ¢ Y4ETOM BCeEX xanob

WafbiMFa  KaTbiCTbl  Gaprnblk  xaT  anmacy,
Manimaemenep XoHe Kyxarttap TUICTI
benimge/Xaycta Hemece cana 6GonblHWA

kayincia Typae caktanagbl. (TemeHge kaHaawm

aknapaTtTbl  TipKey KepekTiri  KepceTinreH).
AvpekTopablH opblHbBacapsb! Gapnblk
WarbiMaapab! Tipken, ypaictep MeH
KanWTanaHaTblH Xargannapgpl Gakblnay

MakcaTbiHAa 3nNeKTPOHAObIK
XayanTbl.

KecTe yprisyre

Bapnblk pecMn warbiMaap (SFHU eKiHLi XaHe
YWiHWi  caTtblgafbl  WafbiMgap), onapablH
Kapany TopTibi XeHe Kah Ke3eHde LWeLlinreHi
Typanbl aknapat [dupektopra Gepinedi xoHe
OHblH OakbinaybliHaa Gonagpl. bapnbik pecmun
WwarfbiMap VYWiH YCbIHbIFAH  yNri  naparbl
KongaHblnybl THic. (TemeHge Kangamn
aknapatTbl Tipkey KepekTiri kepceTinreH). XKeke
WafbiMaapfa KaTbICThbl xart-xabapnap,
Manimagemenep >xaHe >xasbanap kynus Typae
caktanagbl. Tipkenyi Tuic aknapar:

- Moecene KosfanfaH KyH, aTa-aHaHblH
aTbl-X6Hi; OKYLUbIHbIH aTbl-XX6Hi;
OKYLLbIHbIH CbiHbIObI )X8He XayChbl.

- MaceneHiH cunaTtTamachl KOHe
NpoLuecTiH op caTbICbiHAA OfaH >XayanThbl
KbI3METKepnepaiH atbl-KeHaepi;

- bapnblk  TekcepicTepaiH  kasbanapbl
(kaxeT bonfaH xarganga);

- Kyerepnepain xasbawa manimgemenepi
(kakeT BonFaH xarganga);

- Macene GomblHWa ©Gapnblk xaT anmacy
Kewipmenepi  (SnNeKkTpoHAbIK  xaTTap,
TenedoH apKbinbl cennecynepaiy
Xasbanapbl xaHe T.06)*

- LWafbim Herisi Gap gen TaHbinca Aaa,
TaHblIMaca ga kabbingaraH yCblHbICTap
MEH Lapanap.*
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directed towards improving our methods of dealing
with complaints, whether formal or informal.

Underlying principles:

e 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.

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

e 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.

e 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.

e 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.

e Complaints should be dealt with by the
teacher responsible for the criticised activity.

e In all correspondence pejorative language
should be avoided. Calmness and fairness
should be the keys.

e Individual complaints should be placed in a
broader context.

e 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

OIS OTCNEeXMBaHUA TEHOEHLUMWIA.

3anucb Bcex odmumanbHbiX xanob (To ectb
BTOPOr0O W TpeTbero 3artamna), crnocob ux
paccMOTPEHMS 1 3Tan, Ha KOTOPOM OHU Gbinun
yperynvpoBaHbl, NepenarTcs U XpaHATCs Y
avpektopa wkonbl. na Bcex oduumanbHbIX
»anob Heobxoanmo 1ncnonb3oBaTb
YCTaHOBIEHHbIA  CONPOBOAUTENbHbLIA  JIUCT.
(CM. Hmxe, 4TO HeobxoouMo (UKCMPOBATb)
Mepenwucka, 3asABrneHns n 3anucm,
OTHOCALMECA K MHAMBUAYaNbHbIM Xanobam,
oyayT XpaHUTbCA KOHgMaeHUmMansHo.
Crnegyowas uvHGopMaumsa [oimkHa ObiTb
3anuncaxa:

- [Jata, korgaa 6bin NOAHAT BOMPOC; MMS
poanTens; UM y4yeHuka; rog obydeHus
n Xayc y4eHuka;

- Onucanve npobnembl W  UMeHa
COTPYOHWMKOB, 3aHMMAalLWUXCS el Ha
Kakgom aTane npouecca;

- [poTtokonbl Bcex paccrnegoBaHui (nNpu
HeobxoanMmMocTK);

- [NlokasaHuga
HeobxoauMocCTHn);

- Konun Bcem nepenuckn no xanobe
(BkNtOYas  SNEKTPOHHbIE MNUCbMa WU
3anucy TenedOoHHbIX Pa3roBopoB)*

- PekomeHpgauun " JEeNcTBuA,
NPeAnpPUHATbIE  LUKOMOW, HEe3aBUCUMO
oT ToOro, 6bina nn xanoba npusHaHa
000CHOBaHHOW.*

- OrTan, Ha KOTOPOM
yperynvpoBaHa xarnoba*;

- [llpuHATOE pelleHne wunuM UTOroBbIN
pesynbrar*

Heobxoanmo Takke ykasaTb KONMUYECTBO

oduumanbHbIX Xanob BTOPOro U TpeTbero

3TanoB 3a nNpeablayLwmni y4eOHbIN rof.

cBuaeTenen (npwm

Obina

- LafbiMHbIH Kal caTbiga LWeLinreHi*;
KabbingaHraH weLlim Hemece
KOPbITbIHObI HOTUXE™.

AnAbIHFbl OKY KblfiblHAAFbI EKiHLI JXoHe YLUiHLWI
caTtblgarbl Gapnblk pecMu LiaFbiMaapabiH CaHbl
Tipkenyi Tuic.

Warbimpapabl 6akbinay

[OunpekTopabiH, opbiHGacapebl XXoHe/Hemece
Ovpektop  Gapnblk  caTbligafbl  WafbiMaap
GomblHWa (KopFay >oHe Kayincisgikke KaTbICThbl
warbimagapaaH  6acka) ofapbl  GaclwbinbIK
TOo6bIH (SLT) xabapaap etin oTbIpybl THIC.

Kamkopuiblniap KeHecCiHiH, Teparacbhl Liarbimaap
XKypHarnblH XbiN calblH kapan oTblpagbl. Tepara
OipiHWi  caTbligafbl  WafFbiMapFa  KaTbICThl
aknapartTblH,  TWIiCTi  Typae >kuHanbin, SLT
TapanblHaH KapacTblpbISibiN OTbIPFaHbIH TEKcepyi

Kepek; coHaan-ak Tepafa OKy Xbinbl ©OOMNbl
OipiHLWi cartbl WwarbiMgapsbl OolbIHWA
KanbinTacatblH ypgictep Typanbl xabapgap

oonybl Tuic. CoHbiMeH kKaTap, Kamkopubinap
KEHEeCiHIH Teparacbl eKiHWi 8He  YLiHLWi
catblgarbl Gapnblk pecMu LarbiMaap >KoHe
onapablH enken-Ternkennepi Typanbl xabapgap
oonybl Tuic; ananga 6yn aknapat 6onaluakrarbl
bIKTMMan KOMWUCCUSI OTbIpbICTapbliHa acep eTneyi
THic.

Kynuanbinbik:

bi3 aTta-aHanap MeH kKamkoplibiiapra 6aprblk
Mocenenep MeH  WafbiMaapablH — MYKUSAT
KapanaTtblHblHA >XeHEe TUICTi KyNUAnbINbIKTbIH
TONbIK cakTanaTtbiHbiHA Keninaik 6epemis.

KbiameTKkepnepre warbiMaapMeH XyMbIC icTey
XOHiHAeri yCbIHbICTap

TemeHae  KblamMeTkepriepre  LiaFbiMaapMeH
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touch.

e 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.

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

Letters to parents

e Should be
notepaper.

e Should be measured in tone and should
never criticise a parent for raising an issue,
even where the complaint has proved

on individualised headed

unfounded. We should not adopt a
defensive stance when faced with a
complaint.

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

e 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.

MoHUTOpUHT Xano6

Crapwee  pykoBogctBo  (SLT)  gmormkHO
CBOEBPEMEHHO MoOny4yaTb OT 3amMecTuTens
AvpekTopa n/vinu AvpekTopa LUKOMbI
MHOPMALMIO O TeHAEHUMSAX, KacaloLnxcs
Bcex anob Ha nwbom  ITane, 3a
NCKMoYeHnem xanob, CBSI3aHHbIX c
obecneyeHnem 6esonacHoctu (safeguarding).

Mpencenatens coseta NoneunTtenen exxerogHo
npocMmarpueaet XypHan xanob.
Mpencenatenb coseta [loneuntenen OOMXKeH
cnegutb 3a  TeMm, 4ToObl WHopmauMs o
anobax nepBoro aJtana XpaHunacb MU
paccmatpuBanacb CTtapwmm pyKOBOACTBOM,;
Mpeacepatens gomkeH OGbiTb B Kypce
TEHOEHUMN, CBA3aHHLIX C anobamu nepeoro
atana. OH/oHa Takke [omkeH/dormkHa ObiTb B
Kypce ntobbix ouumnanbHbiX xanob (BToporo u
TpeTbero 3TanoB) W NOAPOGHOCTEN TaKMX
anob; ata nHdopMauusa He OOIMKHA BIUSTb

Ha pe3ynsraThbl BO3MOXHbIX  OygyLimx
CIyLIaHnA.
KoHdmaeHUManbHOCTL:

PoauTtenu/onekyHbl MOryT ObiTb YBEPEHbI, YTO
BCE BOMPOCHI U xanobbl 6yayT pacCMOTPEHbI
CO BCEN CepbE3HOCTbI0 U C cobnogeHMeMm
Haanexawien KoHpuaeHUnansHOCTH.

PekomeHgauum coTtpyaHukam no pabote c
Xano6amu

Hwke  npuBegeHbl  pekomeHgaumm  Ons
COTPYAHMKOB Mo paboTe c xanobamu, Tak wn
ansa obecneyeHns perncrpaumm
COOTBETCTBYIOWEN MHGOpMauun B  gerne.
MaoeanbHoro cnocoba paspelleHns NogobHbIX
CUTyauuMnm He CyLlecTBYeT, MOCKOMbKy BCe

OypbIC  KYMbIC icTeyre, coHgan-aK TWICTI
aknapatTblH, AypbIC TipKenyiH KamMTamachl3 eTyre
apHanfaH ycCblHbiIMZap KenTipinreH. Opb6ip
ata-aHa MeH 9pbip OKyLbl Xeke Tynfa
OonfaHabikTaH, OGapnblk  karganFa  Gipoen
KongaHbinaTelH ambeban Tacin Xok. [lereHmeH,
WafbiMgapMeH cayaTTbl XoHe Kacibu Typae
XYMbIC iCTey aTa-aHanap KayblMOacTblfbiIMEH
CepiKTeCTirimigi KyluenTyre antapnblkTan biknan
eteq.

Warbimgapabl  GinikTiniri  KeTKinikcia  Tynfa
KapacTblpybl Hemece aknapaTTblH  OypbiC
KyxaTTanmaybl kayni 6ap. CoHgbIKTaH TeMeHAeri
yCbIHbIMAApP pecmu Hemece Geripecmu
WarbiMaapabl KapacTblpy TocingepiH Xetingipyre
OarbITTanfaH.

Herisri karmpatTap:

e Op wWarbiM MaHbI3gbl. Oypbic Kapanbin,
Gapnblk TapanTapabl kaHaraTTaHAbIPaTbIH
WwewiMre oKenreH LafbiM  MEeKTEeNTiH
GeneniH apTTbipabl.

e EwWw6ip mekTen MiHCI3 emMec, COHObIKTaH
0i3 warbimgapabl a4in, alwblK XoHe CbiHK
TYPFblAaH KapacTbIpybIMbI3 KEpEK.

e KblameTkeprniep Kea KernreH TeKcepic
agKranraHra OeniH apinTecTepiH
aTa-aHanap angblHa cCblHaydaH aynak
Bonybl THiC; Tekcepic asikTanfaHHaH KewiH
ae cenney MoHepi Gancangbl api Kacion
Bonybl Kaxer.

e |larbiMFa xepgen xkayan ©Oepy  OH
HaTWXere XeTyae wewywi daktop 6onbin
Tabbinagbl; Macenenepai cosyfa
oonmanabl.

e TapanTtap apacbiHOa OeTne-0eT kesgecy
ynbiMaacTblipFaH Aypbic XoHe
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poauTernn, Kak n Bce OeTn, nHamBuayalribHbl.

OpgHako rpamoTHas pabota c xanobamu
UrpaeT BaXHYH pONib B YKPENIeHUW Hallero
B3aMMoOencTBus c pPOANTENBCKUM
CcoOo0OLLEeCTBOM.

CywecTByeT puCK, 4TO kanoby MOXeT
paccMmaTtpuBaTb HekBanMULUMPOBaHHbIN
COTPYOHWK WM 4TO MHopmaumss Oyaet
3achmkcmpoBaHa HeHagnexawmm obpasom.
Hwxe npuBOASTCS pekoMeHaaumu,
HanpaBneHHble Ha  YynydylweHue MeToaoB

paboTbl kKak c odwuuManbHbIMW, Tak U
HeodMLManbHbIMK Xanobamu.

OcHoBHbIe NPUHUUNDbI:

e Kaxpgaa kanoba BaxHa. [pamoTHO
paccMoTpeHHass  xanoba,  KoTopas
NPUBOAUT K YAOBNETBOPUTENBHOMY AN
BCEX pesynbraTy, yCunvMBaeT penytaumto
LLKOMbI.

e Hwu ogHa wkona He nageanbHa, NO3TOMY
Mbl OOMKHbl ObiTb YBEPEHbI B TOM, YTO

CMOXKEeM paccrnenosarb Xanoo6bl
cnpaBeanueo, OTKPbITO "
CaMOKPUTUYHO.

e COTpyOHUKM [OMKHbI BO3OEpPXKMBATHCH
OT KPUTUKM KOnner nepeg poguTensiMu
00 3aBepLUeHuss paccrnefoBaHus, U Ha
3TOM  3Tane  UCNOMb3yeMbI  A3bIK
OOMKeH ObITb B3BELLEHHbIM n
npodeccnoHasbHbIM.

e CkopocTb oOTBeTa WUMeeT ocoboe
3Ha4yeHune B JAOCTUKEHUM
YOOBNETBOPUTENBHOMO pesynbrata Ans
3anaBuUTens; Henb3as faonyckaTb

3aTarMBaHus npouecca.
e Jlyywe opraHM3oBaTb IMYHYIO BCTPEYY

MYMKIHAIMHLWeE y3aK XoHe Ken yaKbITThbl
anatblH XxaT anmacygaH aynak OonfaH
XeH. [lereHmeH, kasbalia  wwafbiM
Xasbalua xxayan 6epyai Tanan etegi.

e LlarbiMabl TUICTI KbI3BMETKEP KapacTbipybl

KEpEK.
e Xar anmacyna HeraTmBTi, nepexi
nekcukagaH aynak Gony KaKeT.
Cabblpnbinblk  NeH a4ingik — Herisri
karunganap.
e XKekenereH warbiMaapapl KEeHipek

KOHTEKCTe KapacTbIpy Kepek.
e MekTen casicaTtbiHAa YW OKy KyHi iwiHae
Xayan 6epy Kepek gen auTbifaHbIMEH,
Ke3 KemnreH warbiMFa Gip OKy KyHi ilwiHge
Xayan ©epy kaxeT. EH OGonmaranga:
«MeH ©Oyn MaceneHi KapacTblpaMbiH»

XoHe KawaH xabapnacaTblHbiHbI3abl
)KasFaH XeH.

e Cadcarta ©Oip awra pgeniH pykcar
eTiNreHiMeH, LWarbiMFa TOMbIK >KayanTbl

Oip anTa iwiHOoe panbiHOay KaxeT. Erep
Oyn wMymkiH ©Gonmaca, arta-aHanapra
cebebiH  TyciHAipin, HaKTbl Mep3iMiH
xabapnay Kaxer.

e Kespgecy yMbiMaacTbipbififaH >Xafganga,
Kesgecyre »ac Hemece Toxipubeci a3
apinTecTepMeH katap onapablH Tikenen
Oacwbinapbl 4a KaTbICybl TUIC.

ATa-aHanapfa xaTt xonpay

e XaTTap xeke MeKTen GnaHkiHae

pacimgenyi Tuic.

e XaTTblH TiNi opaanbiM CbiNnanbl >XaHe

kacibn Oonybl Kepek; LiafbiM  Herisci3
bornca pa, MoceneHi KeTepreHi yLiH
ata-aHaHbl CblHayfa 6onmangel.
Warbimab! KapacTbIpy GapbicbiHAa
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CTOPOH M NO BO3MOXHOCTU Wu3beratb
ONNTENBHON U TPYOOEMKOW MEPENUCKM.
OpHako NUCbMEHHOEe 3asBneHune
TpebyeT NMCbMEHHOrO OTBETA.

XKanobbl [OomKkHbI  paccMmaTtpuBaTbCA
TEM npenogasarenem, KOTOpPbIN
OTBETCTBEHEH 3a AeATenbHOCTb,
NOABEPTILUYOCS KPUTUKE.

B nepenucke crnegyetr  u3beratb
HeraTuBHOM nekcukn. CrNOKONCTBME W
crnpaBennvMBoCTb — Kntoyesble
NPUHUMNGI.

MHamBmayanbHble kanobbl  cnegyet
paccmatpuBatb B ©Oonee LIMPOKOM
KOHTEKCTe.

HecmMoTpsa Ha TO, YTO MOMMTMKA LUKOSbI
AOnycKaeT CpOK B Tpu Yy4ebHbIX AHSA, MO
nobon xanobe cnegyer Aatb OTBET B
TeyeHne ofHoro yyebHoOro AHs, Oaxe
€CNN 3TO NPOMEXYTOUHbI OTBET BPOAE:
«51 n3y4dy 3TOT BOMPOC» C yKasaHWem
TOro, Korga Bbl CHOBa CBSXeETeCb C
3aaBUTENEM.

Mbl AOMKHBI CTPEMUTLCA MOATOTOBUTH
MOMHOLEHHbIM OTBET Ha anoby B
TeYeHne OOHOW Hedenw, Aaxe ecnu
nonuTuKa Aonyckaetr CpPOK A0 OAHOro
Mecaua Ha kaxgom dtane. Ecnu ato
HEBO3MOXHO, Heobxoanmo
NponHpopMUpoBaThb poouTenen,
OObACHUTL NPUYUHBI U 0B03HAYMTL
YETKME CPOKN.

Ha BcTpeyax 6Gonee monogbix unm
MEHee  OMbITHbIX  KOMmer  [OSbKeH
COnpoBOXAaTb MX HENnocpeacTBEHHbIV
pyKoBoOAUTENb.

Mucbma poaunTenam
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KOPFaHbICTbIK YCTaHbIM YCTaHOaFaH »KeH.
XatTbl Xibepmec OypblH, KaTenikTepre
HemMece OpbIHCLI3 CTuUnbre xon Gepmey
YWiH oHbl AdunpektopablH opbiHOacapbiHa
KepCeTy Kepek.

Erep warbiMm Herizgi 6onbin, MekTten
Kbl3METKepi TaparblHaH KaTenik
aHblKTarica, ara-aHafa  XongaHaTblH
XaTTbl COMN KbI3METKepre e KepceTy Kepek
HemMece aTa-aHara auTbiNfaH aknaparThbl
CON Kbl3MeTKepre e XeTKidy Kepek.



o JlOmKHbI OblTb  OdbOpMIIEHDI Ha
NHANBMAYanbHOM OUPMEHHOM BriaHke.

e [lOMmXHbI ObITb Bblaep>KaHbl B
KOPPEKTHOM TOHE W HUKOrga He
cogepxaTb KpUTUKW B agpec poauTens
3a TO, YTO OH MNOAHSN BOMNPOC, Aaxe
ecnu Xanoba oKasanacb
HeobocHOoBaHHOW. [lpn paccmoTpeHun
Xanobbl He cnegyeTr  3aHMMaTb
060POHNTENBHYIO MO3ULMIO.

e [lepen oTnpaBKoW NMUCbMO HEOBXOOUMO
nokasatb 3amecTuTento AUpeKTopa,
YTOObl CHU3UTL BEPOATHOCTbL OLUMOOK
NN HEKOPPEKTHOIO TOHA.

e FEcnuxanoba okazanacb 060CHOBaHHOW
N COTPYAHMK LUKOMbl AOMYCTWM OLUMOKY,
TO AAHHOMY COTPYAHUKY Takke cnegyet
nokasatb MNUCbMO  C OTBETOM UMK
COTPYAHUK OOMKEH OblTb OCBEAOMITIEH O
TOM, YTO GbINIO COOBLLEHO poOaANUTENSAM.

Signed by:

John Coles, Headmaster
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