MindFoster School
Complaints & Grievance Procedure
Purpose

MindFoster School is committed to providing a safe, respectful, and high-quality learning environment for all learners, parents, guardians, staff, and stakeholders. We value feedback and view complaints as opportunities to improve our services, strengthen relationships, and uphold our commitment to excellence.

Guiding Principles

Our complaints process is guided by the following principles:

Every concern will be treated with fairness, respect, and confidentiality.
Complaints will be acknowledged and addressed promptly.
All parties will be given an opportunity to be heard.
Matters will be handled impartially and without bias.
Retaliation against anyone raising a genuine concern will not be tolerated.
Wherever possible, concerns will be resolved at the earliest stage.
Who Can Make a Complaint?

Complaints may be submitted by:

Parents or guardians
Students
Staff members
Prospective families
Service providers
Members of the public directly affected by the school's services
What Can Be Reported?

Concerns may relate to:

Academic matters
Teaching and learning
Student welfare
Communication
Admissions
School fees or billing
Online learning experience
Staff conduct
Bullying or harassment
Technology or platform issues
School policies or procedures
Any other matter affecting the quality of our services
Our Complaints Process
Step 1: Informal Resolution

Where possible, concerns should first be discussed with the relevant teacher, department, or staff member. Many issues can be resolved quickly through open communication.

Expected response: Within 2 working days.

Step 2: Formal Complaint

If the matter remains unresolved, a formal complaint may be submitted by email or through the school's official complaints form.

Please include:

Full name
Contact information
Student's name (if applicable)
Description of the concern
Relevant dates
Supporting documents or evidence
Desired outcome

Acknowledgement: Within 1 working day.

Step 3: Investigation

The school will investigate the complaint by reviewing relevant information and consulting the appropriate parties.

Where necessary, meetings may be arranged with the complainant and school representatives.

Investigation timeframe: Normally completed within 5 working days.

Step 4: Decision

A written response will be provided outlining:

Findings
Actions taken
Any recommendations
Further steps available if the complainant remains dissatisfied
Step 5: Appeal

If the complainant believes the matter has not been resolved fairly, they may submit a written appeal to the Principal or School Director within 10 working days of receiving the decision.

The appeal will be reviewed independently, and a final decision communicated in writing.

Confidentiality

All complaints will be handled confidentially and only shared with individuals directly involved in resolving the matter. Information will be managed in accordance with the school's Privacy Policy and applicable data protection requirements.

Anonymous Complaints

Anonymous complaints may be considered where sufficient information is provided to allow a meaningful investigation. However, anonymous submissions may limit the school's ability to investigate fully or provide feedback.

Malicious or Vexatious Complaints

MindFoster School encourages honest and constructive feedback. Complaints that are knowingly false, malicious, abusive, or intended to harass may not be investigated and may result in appropriate action.

Record Keeping

The school maintains secure records of formal complaints, investigations, outcomes, and actions taken. These records are used to improve school services and monitor recurring issues.

Continuous Improvement

Feedback from complaints is reviewed regularly to identify opportunities to improve teaching, communication, student support, technology, and overall service delivery.

Contact the School

For complaints or concerns, please contact:

Admissions & Administration Office

Email: _______________________

Telephone: ___________________

Website: _____________________

Office Hours: Monday–Friday, 8:00 a.m. – 5:00 p.m.

We are committed to listening, responding professionally, and working collaboratively to achieve fair and timely resolutions.

