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Introduction

At Hidayah Islamic School we are committed to creating a nurturing learning environment where children
are respected, their voices are heard, where they are safe and feel safe and are happy and engaged.

This policy provides a framework for a fair and equitable process which enables student concerns to be
addressed as quickly as possible, and in a manner which ensures mutual respect and procedural fairness
for and by all students, staff and others who may be involved.

A clear and effective complaints policy and procedures is essential for the early and expeditious resolution
of concerns and complaints. The following principles underpin a successful policy for handling complaints:

Al-Hidayah Islamic School encourages an openness to hearing the concerns of students.

The school values feedback from students and that complaints are received in a positive manner.
Complaints are dealt with speedily and sensitively and those concerned are advised about its
progress.

Training in communication skills and the handling of complaints is provided to staff.

Records are maintained and securely filed.

All legislative obligations are met (e.g. mandatory reporting).

The emphasis should be on early intervention, effective management and resolution.

The Director General of the Department of Education is responsible for ensuring that the school
observes the registration standards, including the standard about its complaints handling system. Any
student, parent or community member is entitled to contact the Director General with concerns about
how the school has dealt with a complaint. Information is available on the Department of Education
websitel6. While the Director General may consider whether the school has breached the registration
standards, she does not have power to intervene in a complaint or override the school’s decision.

Appendix 1 offers Tips for making a Complaint.

Appendix 2 illustrates the process for how students can deal with their concerns.
a. Pre-Primary Students

b. Year1to 4 Students

c. Year5 and 6 Students

Appendix 3: Student leaflet

Relevant documents are displayed in every classroom and on noticeboards.
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Appendix 1

TOP TIPS FOR MAKING A COMPLAINT

3. STAY CALM AND ASK LOTS OF QUESTIOMS
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Appendix 2

a. Pre Primary Students

If you are sad
or upseft,

take a deep
breath and use

your words.

A teacher
and/or an EA

will help you.
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b. Year 1-4 students
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c. Year 5-6 Students

TUDENT COMPLAINTS:

How can you express your views - as a complaint, feedback, a
suggestion or improvement?

1 . What seems to be bothering you?

2. You can share your concerns with a teacher or
an EA who you feel comfortable with. This can
be face to face, in writing, or your parents can
email/call the school on your behalf.

. Insha'Allah your problem con be solved!

. If the issue still remains, you are welcome to
discuss it with the principal. You can bring a
friend with you if you wishl

Remember to stay calm and ask questions. Plan what
you want to say so that you feel at ease!
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Appendix 3
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If so. the schoofl would like fo hear

How do I make a complaint?

* By talking abowt it — or by writing it down if you find that easier

* You can do it by yourself, or as part of a group, or through your
parents.

To Whom?

* To anyone on staff, to anyone associated with the school that you
feel comfortable with.

Boes it matter what the issue is?

# Mo, it can be a big problem or 2 small one. Talking things over cam
often help to find solutions.

What will happen next?

* |f possible, the staff member will deal with it im person. ¥ not, he or
she will go on your behalf to someone who can help.

Bo others have o know?

®* The teacher or the person you talk to will not talk to anyone =lse
about your issus unless they bays tg, for your safety and wellbeing.

Even if you find the issue hurtful or embarrassing,
we encourage you to talk to us as we want to
make sure you feel safe and happy at our school!

A S AN A SN AN AN AN AL NA SN AL N ALNALE

Al-Hidayah Islamic School Student Complaints Policy




