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Abrar Academy is dedicated to welcoming 

students in to an excellent academic 

atmosphere that is spiritually enriching and 

physically nurturing. 

 

 We aspire to cultivate morality and inspire 

our students to graduate as able, confident 

citizens and outstanding role models for 

their communities. 
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Introduction 

Abrar Academy welcomes suggestions and comments from 

parents, and takes seriously concerns and complaints that 

they may raise. The Principal, Head of Boarding, Head of 

Madrasah and Head of School are committed to providing the 

best educational experience they can for all pupils attending 

the Academy. They recognise the value to all concerned of 

dealing fairly, speedily and effectively with any concern or 

complaint against their decisions, actions or omissions that a 

pupil or parent or other aggrieved person may have. 

 

Principles 

The principles guiding Abrar Academy’s procedure for 

handling concerns or complaints are that it should: 

 

 encourage resolution of problems by informal means 

wherever possible; 

 be easily accessible and publicised; 

 be simple to understand and use; 

 be impartial; 

 be non-adversarial; 

 allow swift handling with established time-limits for 

action; 

 Keep people informed of the progress; 

 ensure a full and fair investigation where necessary; 

 respect people’s desire for confidentiality; 
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 address all the points at issue and provide an effective 

response and appropriate redress, 

 where necessary; 

 Provide information to the Academy’s senior leadership 

team so that services can be improved. 

 

Complainants will be treated seriously and courteously and 

given the time they require to be heard. It is important to 

the Academy that complainants have confidence in these 

procedures and know that their cases will be impartially 

investigated. 

 

Complainants will be advised at the earliest possible stage 

of: 

 

 the scope, if any for pursuing their concern or 

complaint 

 the extent of the procedure for dealing with it 

 the way in which the concern or complaint is likely to 

be handled. 

 

Concerns and complaints will be dealt with as quickly and 

effectively as possible, adhering to the time limits laid down 

for response at each stage of the procedures. 
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Definition of a complaint 

 

A 'complaint', within the terms of the procedures described 

here is an expression of dissatisfaction, however made, by a 

person or persons with a legitimate interest in the Academy 

but not being employed at the school, about the standard 

of teaching of members of the teaching staff, or about the 

conduct, actions or omissions of members of the teaching 

or non-teaching staff employed at the Academy. 

 

The following procedure will be followed in the event of a 
complaint being communicated to the school. 
  
STAGE 1-     INFORMAL RESOLUTION 
  
 It is hoped that most complaints and concerns will be 

resolved quickly and informally 
 

 If parents/carers have a complaint they should normally 
contact the child’s Form Tutor. The Form Tutor will seek 
to resolve the matter straightaway 

 
 The Form Tutor will aim to resolve the complaint within 

10 working days of receipt of the complaint 
 
 If the Form Tutor cannot resolve the matter alone, it may 

be necessary for him to consult a senior. 
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 Should the matter not be resolved within 10 working 
days or in the event that the Form Tutor and the parent 
fail to reach a satisfactory resolution then parents will be 
advised to proceed with their complaint in accordance 
with stage 2 of this Procedure 

 
Stage 2-    FORMAL RESOLUTION  
 
 If the complaint cannot be resolved on an informal basis, 

then parents should put their complaint in writing to the 
HOB/HOS/HOM.  The HOB/HOS/HOM will then decide 
the best way forward  
 

 The HOB/HOS/HOM will arrange a time to meet with 
parents concerned, within 10 working days of receiving 
the written complaint. The HOB/HOS/HOM. will seek to 
satisfy parents and reach a resolution in this meeting 

  
 If needed, the Principal may carry out further 

investigations  
 
 The HOB/HOS/HOM will document all meetings and 

interviews held in relation to the complaint 
 
 Once the HOB/HOS/HOM is satisfied that, so far as is 

practicable, all of the relevant facts have been 
established, a decision will be made and parents will be 
informed of this decision in writing. The HOB/HOS/HOM 
will also give reasons for this decision  

 
 If the complaint relates to HOB/HOS/HOM, the chair of 

Governors will deal with the complaint. 
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 Parents who are still not satisfied with the decision, 

should proceed to Stage 3 of this Procedure  
 
 
 
Stage 3-    PANEL HEARING 
 
 If parents wish to proceed to Stage 3 (following a failure 

to reach an earlier resolution), they will be referred to 
the Chair of Governors, who will arrange for the hearing 
panel to listen to the complaint. They will then 
acknowledge the complaint and schedule a hearing to 
take place as soon as practicable and normally within 10 
working days.  
 

 The panel appointed by the Governing body will consist 
of at least three people who have not been directly 
involved in the matters detailed in the complaint and one 
of those people on the panel is independent of the 
management and running of the school.  

 
 The complainant may be accompanied to the panel by 

someone he wishes. 
 
 If possible, the Panel will resolve the parents’ complaint 

immediately without the need for further investigation  
 
 Where further investigation is required, the Panel will 

decide how it should be carried out. After due 
consideration of all the facts, the Panel will reach a 
decision and may make recommendations, which it shall 
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complete within 5 working days of the Hearing. The 
Panel will write to the parents informing them of its 
decision and the reasons for it. The decision of the Panel 
will be final. The Panel’s findings and any 
recommendations it makes will be sent in writing to the 
parents, the Principal, the HOB/HOS/HOM and any other 
relevant persons 

 
 Written records of all the complaints will be kept for 

regular review by the HOB/HOS/HOM or a SMT 
indicating whether complaints were resolved at the 
preliminary stage, or preceded to the panel hearing. 

 
 All the complaints made, correspondence and 

statements will be kept confidential. 
 
 Pupils are not penalised for making a complaint in good 

faith. 
 
 The School keeps a written record of all complaints for 

at least three years 
 
 The complaint procedure is available to parents of pupils 

and prospective pupils, boarders and staff. 
 
 This complaint procedure complies with Standard 18 of 

the National Minimum Standards for Boarding Schools & 
Ofsted regulations. 
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Stage 4 
 
If not satisfied by the findings and recommendations of the 
Hearing Panel, you can contact DFE for boarding matters) on 
the following address:- 
 
For Boarding Matters:  

Department for Education 

Castle View House 

East Lane 

Runcorn 

Cheshire 

WA7 2GJ 

0370 000 2288 

 

 

For School Matters Contact: 

Ofsted 

Piccadilly Gate 

Store Street 

Manchester 

M1 2WD 

08001231231 
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Parents can be assured that all concerns and complaints will 

be treated seriously and confidentially. The school keeps a 

written record of all complaints. Correspondence, statements 

and records relating to individual complaints will be kept 

confidential except where the Secretary of State or a body 

conducting an inspection under section 162A of the 2002 

Education Act, as amended, requests access to them. Parents 

have the right to know the number of complaints registered 

under the formal procedure during the preceding school year. 

This information is available upon request from the School 

Administrator. 
 

 


