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Verita International School Complaints 
Procedure 

July 2022 
 
 
Vision 
Inspiring kind and joyful learning communities who use innovative thinking to build a mindful 
and sustainable world. 
 
Mission 
Verita ensures that kindness is the centre of everything we do. Deeply committed to 
international and intercultural understanding, Verita provides an academically engaging, 
inquiry-based educational approach. 
 
Our responsibility is to whole-heartedly assist our students to develop the  
social-emotional and academic skills necessary to live meaningful, fulfilled 
and happy lives. 
 
Preamble 
Verita International School is an institution which aligns with the CIS Code of Ethics and the UN 
Conventions of the Rights of the Child (UNCRC).  
 
The CIS Code of Ethics highlights that we, as a school, are expected to: 

• Fulfil the promises stated in their guiding statements, policies, contracts and promotional 
materials. 

• Strive for excellence. 
• Nurture a culture of care in which the education, safety and well-being of students and 

others are paramount. 
• Comply with applicable laws and regulations. 
• Respect the dignity and equality of all individuals, groups and cultures. 
• Promote global citizenship. 

 
As a school which aligns with the UNCRC, we make an effort on upholding the 45 articles of the 
convention in our school; please refer to the UNCRC articles here.  
 
The policy is under continuous review; it shall be formally reviewed annually at the end of the 
school year, in July. The procedures described therein will be evaluated in the light of 
experience and where necessary modified immediately. 
 
Distribution: This policy shall be available online, on the School’s website, at all times; it shall be 
made available in print upon request to any parent, pupil, or staff requesting it. It shall be offered 
to parents as part of the Admissions pack. It shall be present in the Staff Handbook for both  

http://www.veritaschool.ro/
https://www.unicef.org.uk/wp-content/uploads/2019/10/UNCRC_summary-1_1.pdf
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academic and administrative staff. 

The policy outlined below is meant for the use of the School’s parents and pupils, and may not be 
used by a third party or by a member of staff in relation to Verita School. 

1. Stages of resolution 

It is hoped that most concerns and complaints will be resolved quickly and informally. 

In a first instance, any issue or complaint of an academic, pedagogical, pastoral care nature may 
be raised directly with the class / form teacher. If he / she cannot solve the matter, the complaint 
will be brought forth to the attention of the Dean of School. If the problem fails to be resolved at 
this level as well, the problem should be brought to the attention of the Founder. 

Cases of extreme gravity will be presented to the Founder and the School Board. 

2. Tracks of complaint and responsibilities 

It is important to distinguish and use an adequate communication, in order, to solve any issues in 
a timely and efficient manner. Matters pertaining to teaching, class activity, pastoral care, should 
be brought forth to the attention of the teaching staff. Matters pertaining to administrative 
matters may be brought to the attention of the administrative managers or to the Dean of School. 
Administrative staff has the obligation to present any unsolved issues and complaints in 
administrative meeting. 

3. Means of filing a complaint 

Complaints may be presented informally, in a first instance, to teachers and/or administrative staff, 
if they do not concern the health and safety of the child. Simple expressions of concern will not be 
recorded and teachers or administrative staff will try to solve the situation, to the best of their 
abilities and without a reasonable delay. Situations of higher concern should be brought forth in 
writing. Parents and pupils wishing to file a formal written complaint should address it to the Dean 
of School and ask that they be given proof of receipt on a copy of the document. 

4. Time required 

While we acknowledge that complaints need to be taken seriously and acted upon in a timely 
manner, it is also important that haste does not compromise the resolution of the situation. 

The receipt of the communication will be acknowledged within one working day, and shall contain 
an estimate when parents should be expecting a solution to their complaint. 

In situations where facts, causes and effects are not clear, the school will take up to five working 
days before responding to the parents’ or pupil’s complaint. 

 

http://www.veritaschool.ro/
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5. Registry of Complaints 

All formally lodged complaints shall be kept in the School’s records in original and copy. 

A registry of complaints shall be maintained by administrative staff, where the issues, date, solution 
and people involved will be recorded. 

6. Resolution of complaints 

In order to clarify a solution and / or find adequate means of solving the situation, a formal 
discussion may be required between the plaintiffs and the Dean of School / Founder. 

It will always be sought to find a positive solution for all sides that does not harm the interests of 
any of those involved. 

Complaints against other pupils will be dealt with by the Dean of School. 

The solutions found, reasons, and decisions made regarding complaints shall be communicated 
in writing, by email or letter, to all concerned parties within one week of the decision having been 
reached. The outcome letter shall be written by the Headteacher. 

7. Panel hearings 

It is hoped that parents will feel satisfied with the solutions found by the Dean of School, or at least 
understand the situation more fully, and feel that their concerns have been heard and that the 
School is working towards addressing the issues identified. 

However, should they wish to pursue further, within 7 working days from receiving the outcome 
letter they can address in writing the Founder and request a hearing. The Founder will convene a 
meeting within 1 week from the moment the request was made, except in extraordinary 
circumstances. The panel shall be supplied with the relevant information required for judging the 
situation. 

Parents / guardians may be accompanied to the hearing by a translator. While not required, they 
may also bring a legal counsellor. The presence of any other person but the parents shall be made 
known in advance to the Founder by the parents. 

If possible, the Founder will resolve the parents’ complaint immediately without the need for 
further investigation. Where further investigation is required, the Founder will decide how it 
should be carried out and after due consideration will reach a decision and make 
recommendations within five working days of the Hearing. The Founder’s   findings   and   
recommendations   will   be   given   in   writing   to   the complainant and, where relevant, to the 
person complained about. Copies will also be given to the Dean of School. 

 

http://www.veritaschool.ro/
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8. Confidentiality 

All correspondence, statements and records relating to individual complaints will be  treated in a 
confidential manner and restricted to the Dean of School and those directly involved, except where 
any other legal obligation prevails. 

 

9. Abuse of the Complaints Procedure 

The complaints procedure is not meant to arrest the functioning of the School. For very serious 
and urgent concerns that fall under the scope of the Children Health and Safety Policy or the Child 
Protection Policy, complaints shall be treated as threats to the safety of the child and immediate 
measure shall be taken to address the situation. 

For all other concerns and issues, the Complaints procedure can be used. 

Parents and / or pupils may not use the Complaints procedure to avoid examinations, sanctioned 
by the School of policy, code of conduct and code of ethics infringement, fees, penalties or damage 
compensations, or to change examinations and evaluation results. 
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