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Summary of Complaints Procedure

Please see the Durham School for Girls Complaints Policy for the full document.

Stage 1 - Informal Meeting to register complaints or concern.

— Order of dealing with a complaint.

Class Teacher or Form Teacher

Year leads or Heads of Department

Formal Meeting with the Heads of
School or Deputy Heads of School

Acknowledgement
A notification of a complaint will be acknowledged by telephone or in writing within
two working days of receipt during term time and as soon as practicable in the

holidays. A matter raised orally will not necessarily be acknowledged in writing but
will be recorded by the person dealing with the matter.

Stage 2 — Formal Resolution

Stage 2 A — Appointment and meeting with the principal

Appointment and meeting with
the Principal



If the complaint cannot be resolved on an informal basis, then the parents should put their
complaint in writing to the principal. The principal will decide, after considering the
complaint, the appropriate course of action to take. If the complaint is against the Principal,
the Chair of Governors will nominate a Governor to lead the formal resolution of the
complaint. Therefore, in the following sections, where reference is made to the Principal, the
nominated Governor will be substituted.

All parents and carers have the right, as a last resort to appeal to the principal and
thereafter the Chair of Governors

Stage 2 B- MOE Involvement

If a parent feels that their complaint has not been dealt with sufficiently and
appropriately through stage 1 and 2, it is then there is also the option to move to stage
3 — Panel Hearing ( Please see the full policy) and or contact the Ministry of Education
Qatar on the Enquiry and Complaints portal on
https://privateschools.edu.gov.qa/Pages/home.aspx

Complaints Committee

1. Ms Jo Hayward — School Principal
Email: jhayward@durhamgatar.com

2. Ms Rachael Small — Head of Primary
Email: rsmall@durhamqgatar.com

3. Ms Somaia Mehanna — Head of Arabic
Email: SMehana@durhamgatar.com

4. Ms Wendy Jones— Head of Secondary
Email: wjones@durhamgqgatar.com
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