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Our Mission Vision and Values

Our Vision:

Leading in education, with an Islamic identity, according to locally and internationally
approved standards.

Mission:
Our mission is to prepare all students to become motivated lifelong learners,
productive members of society and global citizens ready to meet the challenges of the
future.

AL Faisal Values:

Authenticity: Being true to your own personality, values, and spirit.

Loyalty: Loyalty towards our school, country and leaders is the key ingredient to success.
Fairness: Fair and equitable education ensuring lifelong opportunities to succeed.
Accountability: Disposition to take responsibility for one's actions.

Integrity: Academic integrity enabling honesty and showing a consistent and
uncompromising adherence to strong moral and ethical principles and values
Sustainability: Proactive approach to seeking knowledge, skills, values, and attitudes to
address global challenges

Accomplishment: Consistent approach to achieve to potential

Leadership: To develop universal leadership skills enabling high expectations from self

and others

At AFIA, we undertake to provide a friendly and safe environment in which pupils will be helped to
achieve their potential, both academically and socially. We believe that a close partnership between the
school, parents and pupils is essential to ensure pupils’ progress and well-being.

Through our programme of meetings between parents and teachers, as well as through informal contact,

we provide opportunities for parents to raise matters of concern. Whilst most concerns can be dealt with

through informal discussions and phone calls, sometimes parents may feel that their concern is of a more
serious nature and needs to be dealt with through a formal complaints’ procedure.

Procedures for dealing with complaints:

Stage 1: The school has a designated email address for registering complaints;

camplaints@alfaisalinternational.com

Before sending an official complaint, the parents must address their concerns to staff through Teams.

At this stage the teachers are responsible for resolving any issues within 1 working day.
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Parents should file official complaints through designated email address only if the matter is not resolved
by the teacher or admin staff initially contacted by the parents.

An official message will be sent to the parents on the same day the complaint is filed, to acknowledge
receipt of the complaint and to give an immediate appointment for urgent cases or within two working
days for non-urgent cases.

Stage 2: Once the official complaint is filed by the parents, the complaints committee is responsible for
resolving the matter within 2 working days and for recording the same through internal filing procedures.
The official complaint form issued by MOEHE must be used to record the complaint.

In case of involvement of more than one student in any case, all parents will be given separate
appointments for meetings. All meetings are recorded and filed through internal filing procedures.

The committee must verify the complaint, collect evidence, and prepare relevant statements related to
the submitted complaint.

The complainant should be interviewed at the specified appointment, which should not exceed two
working days from the date of complaint submission.

The complaint should be resolved, closed, and communicated to the parent in a timely manner, not
exceeding the third day from receiving the complaint.

The school's management will take appropriate actions to rectify any issues and apply suitable penalties

in case of employee misconduct, following the internal employee disciplinary policy of the school.

These policies should be documented and kept in a dedicated file.

At this stage, the committee can determine if the complaint is resolved and record the same through

internal filing procedures or they may escalate the matter to the director.

Stage 3: In cases where the committee escalates the matter to the management, the management will
arrange a meeting with the parents as far as possible at a mutually convenient time. At the meeting and
through discussion, the management will seek an acceptable outcome to the satisfaction of all parties
involved. In all cases, once the matter has been raised to stage 3, the school has a further three days to

resolve the matter.
Stage 4: If the matter is not resolved at stage 3, or in case of a complaint of a serious nature, the HOS

will start official investigation by appointing an investigating officer to gather evidence and conduct

preliminary interviews. The staff involved will be officially informed that they are under investigation.
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The investigating officer will prepare and present a confidential investigation report to the complaints
committee. The “Complaints Committee” will consider any written material and may also give the
person making the complaint an opportunity to state their case and to question the other side as deemed
appropriate. The “Complaints Committee” will ensure that all parties are treated fairly. The committee
will reach a decision within three working days of receiving the case and will confirm it in writing, along
with the reasons for their decision and inform the parents.

For an unresolved case, school management can refer the matter to MOEHE at designated email address
at ps-complaint@edu.gov.ga with a comprehensive report in Arabic. This report should include all the

procedures followed and attach evidence supporting or refuting the claim within a maximum period of
5 working days.

The school has the right to take necessary actions for malicious complaints filed by parents in case of
actual verification and confirmation of such behavior by the Ministry of Education and Higher

Education.

The Complaints committee will submit a quarterly report on the committee’s performance, including a

count of resolved and closed complaints, as well as those that remain unresolved.

Complaints Committee Members

Permanent Members of Complaints Committee AY 2025-26

Kawther Olayan Director

Sadiaa taher Deputy Director
Mourad Bougerra DH

Basma Abdulnabi Student Affairs
Amira samy Receptionist
Noha El Sayyed Social Worker
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Complaints Committee - Roles and Responsibilities

| Job Title || Name I Responsibilities

* Directly supervises the committee’s work and guides its members
to ensure all complaints are handled fairly and transparently.

* Approves the final decisions issued by the committee.

* Ensures all parties comply with the academy’s policies and official
procedures.

* Follows up on cases that have a significant impact on the school’s
reputation or students.

» Coordinates committee meetings and regularly follows up on
meeting minutes.

* Ensures the implementation of decisions and recommendations
across departments.

Vice Principal ||Saadia Taher |* Oversees communication between parents and administration
regarding complaint outcomes.

* Submits monthly reports to the principal showing the level of
commitment to resolving complaints on time.

* Ensures the confidentiality of information related to complainants.

Kawthar Al-

Principal Alyan

 Handles academic complaints (e.g., assessments, grades, teacher
performance).

» Conducts fair academic investigations to ensure objectivity in
decisions.

* Recommends corrective actions such as reassessment or
adjustments in teaching methods when necessary.

* Contributes to the development of academic policies to reduce
future complaints.

* Provides analytical reports on patterns of academic complaints.

Academic Mourad
Deputy Bouguera

* Receives student complaints daily and records them in the official
system.

* Ensures the accuracy of information attached to each complaint.

« Communicates with parents when necessary to explain the
complaint handling process.

* Follows up on the implementation of solutions and closes cases
after confirming satisfaction of all parties.

* Submits weekly reports to the committee on the number and types
of complaints.

Student Basma Al-
Affairs Officer||Nabawi

» Handles complaints of behavioral or social nature.

* Provides psychological and social support sessions for affected or
complaining students.

Social Worker [[Noha Elsayed |* Analyzes the root causes of behavioral complaints and develops
intervention plans.

* Participates in preparing awareness workshops for students on
conflict resolution and positive communication.
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| Job Title

H Name

I Responsibilities

* Follows up on bullying or abuse cases and documents them
officially.

Receptionist

Amira Sami

* Professionally and neutrally receives complaints from parents and
visitors, and is responsible for receiving complaints via the hotline.
* Records complaints using approved official forms and provides a
receipt to the complainant.

* Forwards complaints to the relevant committee member on the
same day.

* Follows up on initial responses with the complainant.

» Maintains confidentiality and adheres to ethical standards in
dealing with parents.

** HOS may add other members of staff in the committee as per the nature of the complaint such as

Class teachers or subject teachers

Coordinators

Admin supervisors
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