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Al-Buraq Masjid & Education Centre
Complaints Policy

At Al-Buraq Education Centre , we encourage all parents and pupils to approach any member of staff in the first instance if they have a concern or complaint. In the event that these initial approaches fail to resolve a complaint this policy lays out the procedures that should be followed to allay any concerns about a particular issue.
If you do not understand any part of this policy, please do not hesitate to contact the Principal or the ‘Complaints Lead’. Your complaint will then be investigated fully, ensuring all relevant facts are taken into consideration.
Registering a Complaint
Initially we would ask that a parent or pupil discuss the complaint with the relevant member of staff. However, if they have difficulty with discussing this issue with that member of staff the complaint can be referred to the Deputy Principal.
If any member of the non-executive committee becomes involved in a complaint at an early stage they must be made aware of the procedure to be followed for complaints and not act unilaterally outside the formal procedure.
Non-executive committee members should not become involved in a complaint at an early stage as they cannot act unilaterally outside the formal procedure.
If a parent or pupil feels that their initial contact with a member of staff or Deputy Principal did not deal with the concern to their satisfaction they should complete a Complaints Form (Appendix A) and return it to the Principal. If the complaint refers to the Principal, then the complaints form should be sent directly to the Chair of the non-executive committee. If the complaint refers to the non-executive committee then the board of trustees can be contacted as a last port of call.
Investigating the Complaint
The nature of the complaint will be clarified and unresolved issues outlined. It will be established what has happened so far and who has been involved...
Resolving Complaints
Once the complaint has been fully investigated those persons involved will be informed of the findings and suggested actions to remedy the situation...
The Complaints Appeal Panel
If necessary, the chair of non-executive committee will convene a complaints panel comprising of 2 trustees and 2 non-executive members...
Time Scales
Complaints need to be considered and resolved as quickly and efficiently as possible...
Review of Complaints
The non-executive committee will monitor the level and nature of complaints and review the outcomes...
Publicising the Procedure
Although there is no legal requirement for these complaints policy/procedures to be publicised, ABEC will make this policy available on the mosque website.
A hard copy will also be kept in the mosque office.










Appendix A – Complaints Form
Please complete and return to the Principal who will acknowledge receipt and explain what action will be taken.
  
    
Please complete and return to the Principal who will acknowledge receipt and explain what action will be taken.  
  
Your name:  
  
Pupil’s name:  
  
Your relationship to the pupil:  
  
Address:  
  
Postcode:  
  
Day time telephone number:  
  









Evening telephone number:  
  
Please give details of your complaint.  
  
  




















  
    
    

	 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



	What action, if any, have you already taken to try and resolve your complaint. 
(Who did you speak to and what was the response)?  
  
  
  
  
  
  
  
  
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
  
Signature:  
 


 
  
  
Details of Action Taken:  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
Signature:  
  
 
Name:  
  
 
Date: 
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