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Something @ quite right?

Sometimes (we hope very rarely) you might want to make a complaint. We've put this guide together to take you through the steps:

H ! . Gather the information you need. It helps if you contact the right person ‘
| - ; from the outset, but of course we’'ll help if you're not sure. We've published ‘
o E useful guide on our website that lists key contacts for different scenarios.

If concerns remain

A

e Formal resolution

At this stage you need to contact
the Head Master. You should do so

in writing, making it clear that you
are making a formal complaint.

If concerns remain

4

e Governor review

If you have a complaint against

the Head Master himself, or where A more detailed explanation

e RIS of the process is avaiable on
: request. This version will be

sent to you in any case, once

you enter stage two of the

process.
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\ At Harrow Bangkok we want everyone to feel that their voice is BANGKOK
heard. We understand that sometimes it’s difficult to know
who to speak to. This guide will help you decide who to go to.

Day-to-day matters

Pastoral (well-being)

Things like...

® Homework, classwork, tests® Friendship issues, loneliness,
unhappiness®Social and emotional issues® Coping skills, conflict
resolution, crisis interventicn eBoarding etc.

You can talk to...

Tutors or class teachers, School Counsellors, Prep House Leader,
Heads of House, Heads of Phase, Boarding House Parent or
the Director of Houses

Academic
Things like...
® Homework, classwork, tests@Extra help and support with
schoolwork @Subject choice matters eCareers and university advice
® Setting and teacher allocation etc.
ou can talk to...
utors or class teachers, Heads of Faculty or Departments, Prep House Leader,
Heads of House, Heads of Phase, Boarding House Parent or
the Director of Studies

Co-curricular (LiA, sport, arts)

Things like...

@ Sports teams e Coaches and team selectione Transport and off-site
travel @ Expeditions and tripse Orchestras, bands, exhibitions

e Specialist equipment for sports and activities etc.

You can talk to...
Tutors or class teachers, Sports Coaches, Activity Leaders,

Directors of Sport or Music or the Head of LiA

Any matters still not yet resolved

You can talk to...
The Head Master
or
the Chair of Governors

You can get the contact details for any of these people easily via
the school Reception: +66 (0) 2503 7222 or enquiry@harrowschool.ac.th




	1.1 本文件规定了校外相关人员对学校的投诉的原则和程序。本政策的适用范围包括：
	本政策不涉及员工的内部投诉。内部投诉另有单独的政策文件。
	1.2 此政策只适用于投诉人的投诉超出非正式程序。高级管理人员若认为有必要，可以与投诉人在首次沟通后分享附录2中的图表。
	1.3 投诉流程包括三个阶段:
	针对校长的个人投诉（非学校政策或程序相关投诉）直接到第三阶段。安全问题应立即通知指定的负责人（详见安全问题相关政策）。
	2.1 学校将顾虑定义为:‘对某项重要问题的担忧或怀疑，并寻求保障. ’
	2.2 首先，投诉人向他们孩子的班主任、指导老师、学段负责人或校长提出问题。对于其他类型的问题，学校接待人员会随时指投诉人找到相应的工作人员。在大多数情况下，可以通过沟通的方式解决问题，无需进入正式的申述程序。
	针对投诉，应遵循本文件中概述的程序。学校将投诉定义为:‘对所采取的特定行动或缺乏行动的不满. ’
	3.1 该阶段旨在通过相关的高层管理人员通过沟通的方式解决投诉。投诉包含但不限于对教学或人文关怀等方面的不满，以及对时间表冲突、账单错误或学校系统、设备或操作程序的其他方面的不满。
	4.1 第二阶段，校长将处理正式的书面投诉。
	5.1 在第三阶段，未解决的投诉（或针对校长的投诉）将提交给由理事会中三名成员组成的投诉小组。作为最后的解决方法，这一阶段的目的是使得事先不知道投诉细节的小组公正地听取申诉，不带偏见地审议。
	5.2 投诉审查小组的决定视为具有约束力的最终决定。
	6.1 尽管上述程序的所有阶段都已遵守，但有时投诉人仍然不满意。如果投诉人试图重新提出同一问题，理事会主席可以通知他们，该问题已解决。
	6.2 如果投诉人就一样的问题再次与学校联系，那么该投诉可能会被视为“一系列的投诉”或“持续不断的投诉”，学校可以选择不予答复。但是，此类决定必须适当考虑是否：
	此外，学校不会仅因为问题难以处理或复杂而停止回应。但如果申诉人已完成所有的申诉阶段，学校将认为该事项已结束。
	6.3 当投诉人提出投诉时，以下行为将视为“不合理”：
	6.4 在得出不合理投诉的结论之前，理事会主席将与投诉人非正式地讨论相关问题。
	(此样本来自哈罗国际学校（曼谷）)
	(此样本来自哈罗国际学校（曼谷）)

