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1. Purpose & Scope dlaillg 4ol .1

This Policy sets out how The Montessori Children's Garden Sygwsiigall Jabl dbg) dilas> Jlbiwl T duwluwll 630 3353

Nursery (TMCG) receives, records, investigates, resolves o plailly Ll Lgsd gudinilly Lol (solSuinll (TMCG)

and learns from complaints raised by parents, staff or any
other stakeholder. It standardises informal and formal
complaint handling, protects complainants' identities, and

LS 5T iso Loy (sl ol Guabsgall ol 903l cldol (o 33)g clow
pado 490 ooy ooyl jutg drowoyll (solSidl dadlao 256

ensures every complaint is treated fairly, transparently and Aoy dudladg Blaih seSud JS go Joledl JaSig « seSuill
confidentially. 503 cllgly dilasdl oaboo graz Lle dwluwll 030 (s
The Policy applies to all TMCG staff, parents and legal Hloilly (padlaiall leasdl (39309 (usigilall cluog3ly
guardians, contracted service providers, and visitors o b Glasdl a0 Oalolazall

interacting with the Nursery in any capacity.

Regulatory and Internal References

dals il deandaisl] g>lyall

ADEK EEI Complaints Policy, v1.0 — September 2024. ekl 8515 (e 8)slall )Suall puleidl Wluwgel (solSuidl duwlew

2024 i - 1.0 )lauo (ddyeally
Federal Decree-Law No. 33 of 2021 Regulating Labour ONe aulais Olin 2021 duwd (33) @) (533l (Heildy pguw el
Relations. : Jeall
Federal Decree-Law No. 45 of 2021 Concerning the ULl Glos Hlin 2021 duwd (45) @8) (531l (gilis pgasyell
Protection of Personal Data. : Aol
Federal Decree-Law No. 31 of 2021 Promulgating the Crimes @bl 9938 )lausly 2021 diwd (31) p8) a3l Heily pgunyall
and Penalties Law. lgasllg
TMCG Child Protection & Safeguarding and Staffing policies. .TMCG (9 ylisnizall cabgilly diguwog Jalall dslas> biwlw
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ADEK | ISO 9001:2015 | ISO 45001:2018 oboil - Sremiisall Jlabl disg) Glax

Regulatory and Internal References

ISO 9001:2015 clauses 9.3 and 10.2; ISO 45001:2018
requirements.

dals il deandaisl] g>lyall

Sldlaieg 1ISO 9001:2015 (o 10.29 9.3 sl
.ISO 45001:2018

2. Definitions Ol il .2
N ] R

Complaint Any expression of dissatisfaction by wadd @ Loyl pae e el 6'
an individual with an aspect of the Alasdl doss Cilgs (o wils olsi
Nursery's service. T o
Concern A query about a matter causing 0 1538 s Ao (e )lundiul dlassll
worry or unrest, short of a formal S G835 Ol e Uo Zlepdl ol 3lall
complaint. : dauy GeSad
Informal Complaint Dissatisfaction expressed verbally or 2o DS of ligas dic yie} o) pac daowyll jaf (oSl
in writing with the expectation of a 29 (539 J> LIl Jwosill gdes
friendly, quick resolution. - i :
Formal Complaint Dissatisfaction expressed verbally or DS of Lgaddh dic y3e5 L) pac Aoyl (g9Suinl
in writing and expected to be iy 389 Lo dizdles gboidy
addressed officially, sometimes T i L s L
' -48y2ally eddaidl 8)3l5 ol 8)la3] J>a5
requiring management or ADEK o 2l ol B3 J>
involvement.
Complainant The person who raises a complaint OB slgw 1 5oSill pady Al pasull oSl pado
— a parent, staff member, contractor L3515 of 138lazo of Walsgo of yol Lo
or visitor. .
Grievance A formal complaint about something &bls il adied yol iy duow) oS elail

believed to be wrong or unfair,
especially workplace discrimination,
harassment or unfair treatment.

o Uyl o sl Logs 3g @l o
Je2ll HlKe u—9 dbslell yue dolenll

Whistleblowing Disclosure by a staff member of Glasdl Jols blis e cabgo zlasd] OlaJlwll e E'_)L_\;!I
f’:l"CtIVI:y.Wlthln tlhe Nurfsery ?eer:eld ol pé ol ugbud_ ol Sioild e a2
illegal, immoral, unsafe or fraudulent, P53 o dislos go o] o
with protection against retaliation.
EE Director The senior staff member responsible Oldec e Joduuall Lledl Calbgall SLVVN W E | YAV
for the Nursery's operations and the Aol 03g) Wlallg &ilaxll
owner of this Policy. )
DSL Designated Safeguarding Lead — 909 ‘Jalll e swieall Jogumall i)l Jogamall
the staff member accountable for Jabl Gla> (e Josunall Cabsgall JabJl dilexd
child protection and rights. ) L N
.d9g0>9
NDA A legal contract used to protect Ologleall dhlas) pasiw igild sdc al..a.égl pac dSLas51
sensitive information disclosed dlles <L Lgic pundd il bl
during complaint handling. ' o
sl
ADEK Abu Dhabi Department of Education w29 .uébgj - d8y20lly Euleidl 3yl dd,a0llg el 8l
and Knowledge, the licensing T Elasd dasyell dgall
authority for the Nursery. ’
CPC Child Protection Centre operating euladl 8513 Wl Jabll lo> 3Syo Jabll dile> jSyo

under ADEK.

.d8y20llg
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ADEK | I1SO 9001:2015 | ISO 45001:2018 oboil - Sremiisall Jlabl disg) Glax
3. Policy Statement dwluldl o .3
TMCG welcomes complaints as a driver of continuous Lgaogs ($olSuil (§yguniigall Jlabl dudg) diLas> asyi
improvement. Every complaint is acknowledged within ass Ja> (seSis d_g"?g-,-,,,l‘., 39 paianall aunsill Byoo

one working day, investigated fairly and resolved within

° (Ing A 83330 Olgl Goud Jig «8lail Lgsd (Gixdg 3>l Joc
defined timelines. Complainants are supported

throughout the process, protected from retaliation and wes i ipallinos e 53Ul ‘“"‘"“’1‘; ‘sss‘”;j lj" m‘}""‘”
informed in writing of the outcome. Al LS gl (alisidl o

4. Parent Complaints 29031 sl;_.lgi Solsw .4
o

Parents may complain verbally (by phone or in person) or in ol Uyoui> ol Cailgll Hgad (soSuinll @ad5 yg03l cldg¥ (3o
writing (by email, communication app, free text or Form Z3saill yuc ol y> yaw ol Juolgill TS ol LigySI3l 3yl s
F-01). All routes receive the same treatment. 15 gotmall .;;ij'ﬂl Jolszi'g F-01

e s 4.2

The designated first point of contact is the EE Director. In dic Ogig HSaall el pae o Saaisall W93l Jlaidl dlass
their- abser-lce, the Deputy Director acts. Contact fjetails are 2031 o Juds 8 Juoladl bl s ’£9 b Jb 8 paall b
published in the Parent Handbook, Parent Induction Pack ) i JUbiwdl dsg) Llcg Hg03l ;L.J;l' e B

and on the Reception board.

4.3 Informal Complaints daounyll jus (s9lSuinl 4.3
Informal complaints are brought promptly to the EE Director. 899339 1599 3Suall euleidl oo Lo duounyll e solSill uo)su
Parents are expected to communicate respectfully in oxgiudy . olullg 8pilly dalll Lo plyi>3U aludl 203l Lo o
language, tone and conduct. Informal resolution is targeted as ‘nbi 3) cu>b J¥s s 2 I J>

within three (3) working days.

4.4 Formal Complaints Aoyl sol8inll 4.4

Formal complaints are logged on Form F-01 and handled 399 ajh_-’;-’ .F-01 E;‘sﬁ-i-" ole dnowny)l solSuinll | 2
through the four-stage Complaints Management Process 6 all L9 83ylgll duclipll (solSuinll Byl) d
in Section 6. e al & Ca L dsloe

5. Staff Complaints oxtbgall (solsuw .5

5.1 Informal and Formal Complaints

dsnnnlly dxannyll 3ué (S9lSuiall 5.1

All informal complaints received by line managers are Oosuall lgludiuwy Sl duounyll jul (ol guo> EI.U
communicated to the EE Director, even after team-level oo Lle lgl> 323 Lis Saall euleil pae Ll Herdiloall
resolution, using Form F-04. Formal staff complaints are = am B8 S e
deouwpll (solSidl Jouuig .F-04 g0l juc llig . |
registered on Form F-02 and entered on the Complaints Log e fg y 9_3. ¢ 9NJ HE .9 ‘SJ)QJ
(F-08). -F-08 (solsuidl Jouw 9 uiiig (F-02 g3g0ill Lle (ralogall
il 5.2
Staff grievances — including perceived discrimination, 9T gVJeS) 9T junad QI youaid o Lgad Loy . puabgall Colollas L9;9)
harassment or unfair treatment — are documented in writing Sup 9T Ollaso 9T F-02 z3gail yuc Ghs (dsle yué dloleo

via Form F-02 or a signed letter/email. The procedure is Lide wrabandl Cangs wous chadl . 15i2iwde .2d |
covered at staff induction, referenced in the Staff Handbook HUbg wOaaboall carsl £978 04 L 7t &”9)&‘

and aligned with the TMCG Staffing Policy. o el Qe o R U il J‘JJ_'F"\;;"(J;
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5.3 Whistleblowing

The Nursery operates a confidential whistleblowing route on
Form F-03. The whistleblower's identity is protected wherever
possible; retaliation, wrongful termination or detrimental
treatment are prohibited under Federal Decree-Law No. 33 of
2021. If a concern involves management or the owner, it is
escalated directly to the independent reviewer named on
F-03 and, when warranted, to ADEK.

6. Complaints Management Process

Every formal complaint follows four stages:
Acknowledgment . Investigation - Communication -
Review. The full case journey is tracked on Form F-05
(Complaint Case File).

m Time, Owner & Key Action

1. Acknowledgment < 1 working day ¢ EE Director

Log on F-05 and send written
acknowledgment.

2. Investigation < 10 working days ¢ EE Director /

DSL
Gather evidence, interview parties
and assess child risk.

3. Communication < 15 working days ¢ EE Director
Deliver the written outcome and
corrective / preventive actions.

4. Review Quarterly « Top Management

Analyse trends, close CAPAs and
escalate to ADEK if needed.

6.1 Escalation

If a complaint is not resolved within the target time or the
complainant is dissatisfied, the case is escalated to: (a) the
Managing Director; (b) the ADEK Complaints Channel (800
555); and (c) the appropriate law-enforcement authority or
Child Protection Centre where a rights breach or criminal
matter is alleged.

6.2 Special Complaints

Complaints beyond the Nursery's investigative scope —
including alleged breach of a child's or adult's rights, criminal
action, or health-and-safety incidents — are referred to the
appropriate authority under the TMCG Child Protection &
Safeguarding Policy.

TMCG-POL-COM-01 | Version 1.0

Sl dawluw
ool - Srsuiigall Jlabl du) dila>

lallall e §3031 5.3

F-03 z5gaill pue olalliall e 303 &y 8US dilandl Jais
humaill Juadll of plazidl ylands olSepl )38 aleall g Laxdg
i (33) 08 (5oLl 09ils poanyall (399 Ll dlolaall o
25,028 (Al ol 8)la3l clacl asl sgSuidl oy 13]g .2021
dicg [F-03 8 Lomall Jasmall g2l ] 8pilio ¢3U1
d8y20llg aaleill 8515 )l claiddl

Soluinl Byls] dulacs .6

« Gainill < 51,531 1 J>le @)l duowsy $eSuis JS o
ole JolsIy dudill Lo Jouuds dazlrall « Jolgill
(S9Sainll duad Cils) F-05 Z 3904l

it it

sSuall qalaill o * 3>lg Joc pgy = Hé31.1
o> )hsl Jlw)lg F-05 Lle Juzanill
/ Saall palaidl e+ Joc pbi < 10 Gadxil 2
Jabll &3lox) seizall Jobuoll
asiiy LBlb Y dbliog 453l gax
Jabll Lle bl (sgiue
»Suall qalaidll o Joc pgy < 15
OlehzBlg dudasdl dagidl @aluns
-ABglly duouuaill

Juolgill 3

Lladl 81531 * (o0 g daslyell 4
Olelyz3l G¥ely lalaidl Julo
sic @8y2ally @alstll 83ls Ll ausuailly
cLazdil

susuail 6.1

pado gindy o of Sagiumall CSoll Gaws ssStll Jod o 13]

83 () @ tplall ypaall (1) : )] duadl a&as ol soSil
3lail dg> (z) @ (555 800) dbyally @alaill 8315 (53 (5918l
ol o> gl eleadl sic Jaball Gla> jSpo ol duaisnall (gilall
bz J=s 5L

duolill sglSuinll 6.2

lasd Loy «@ilasdl J51s Gadimnidl Glas jolais Sl (salSindl JUod
E3lg> ol iz J2b OISl of (@l of Jab Goi> gl sleol
Jabl 3lo> duwluw (399 duaizall dgal Ll dodlully dsuall
TMCG 3 b3aiall diguog
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6.3 Confidentiality

All complaint discussions and documents are strictly
confidential and restricted to the EE Director and directly
involved staff. Where required, an NDA is signed. Records
are held in the secured Complaints File, separate from child
or staff files.

7. Recording of Complaints

Complaint records are stored and disposed of in compliance
with Federal Decree-Laws No. 33 and 45 of 2021 and other
applicable law. Each record includes the complainant,
complaint details, receipt date/time/channel, receiver, child-
risk level, actions, meetings, investigation, outcome, CAPAS,
care plan, risk review and resulting practice or policy
changes. Records are retained for seven (7) years from
closure; personal data is redacted from statistical reports.

Sl dawluw
bl - ) suiisall Jlabl dsg) &l

a5yl 6.3

&y 59l dalany dalazall (§56glly olinliall gaa> Jolod
Osibgally sSsall palsidll o e lasle eI puaityg dol
(NDA) L] pac 4,851 gbod «sLaib3l sicg byidlio (upisoll
Olalo e duadio (850l (solSuinll Cale 8 cdlaunll Jaasd
odbgally Jlab3l

09l rogmrall (399 lgio yaliidy (solSuidl ¥ Jaass
Gl zlg )3T (593lB (slg 2021 diwad (45)g (33) ed) (53l
L8y 899 70)Ug lgluuolaly (soSuidl pado Jzuw JS (owaing
Oleh>3lg Jaball Gle bl sgiuog Jebiunall guly adliwl
45lBgllg dympmuat)l Wlshiz Bl dagiilly Fadmilly leloiz Sl
Auolpuad] ol dwyloall (8 1425 (Slg Mblnall dozlrog dileyll dasg
Cnndy (BUER )b o Dlgins (7) gams ol Jaasd
Alas P )il e duasuidl ULyl

8. Roles & Responsibilities Oldggauallg Hlgadl .8

o e

EE Director Owns the Policy; acts as first
contact; opens F-05; approves

outcomes; liaises with ADEK.

Acts for the EE Director in their
absence.

Deputy Director

DSL Assesses child risk for every
complaint and escalates rights

breaches to the ADEK CPC.

Line Managers Report every informal staff complaint
to the EE Director on F-04, even
after resolution.

Reception Receives verbal complaints; logs
them on F-01 or F-02; hands them to
the EE Director within one hour.
Administration Maintains the Complaints Log (F-08),
controls document versions and
manages retention.

All Staff Know the complaints route; escalate
promptly; treat every complaint

respectfully and confidentially.

9. KPIs & Monitoring

Complaints performance is reviewed monthly by the EE
Director and quarterly by top management under ISO
9001:2015 clause 9.3. Corrective and preventive actions
are tracked to closure under clause 10.2.

Jloi3l dnds g *duwlouml llioy »Saall paladl 330
1oLl aninyg 1F-05 pidyg ! Jo3l
49)20lly ealeill 8515 go Juolging

Alg L9 Suall galeill pae He gl Rl LS

JS 8 Jakall Ll sblall sotune i) saigall Josamall

S Bedxdl Ll ssuayg « s9Sud Jahbll o)
eudesll 8313 @l Jaball o> jSyo
8,2y

58S JS ySsall palaill o ool Gamblaall glosannall
i F-04 Ll uabgol) duow) il
Lgl> aey

lelwng tduganidl (oLl Judiun Jiiw |
230 Gl lgaluyg (F-02 of F-01 e

Baolg el Jis ySenll aulatll

busyg [F-08 (solSuidl Jouw Jrasy
Jaasdl sae pag (36l llawsl

aylaBl 5)ls3l

1ed L@Jg.\ﬁ.;a._gg 159l )l )99y
gy ooy 55 S oplelans

daliollg s3] Olpisgo .9

81331 dalyig (Urguds solsuiall slsi ySsall ealaill a0 @21
&g ISO 9001:2015 e 9.3 ixll §59 (Soimw g1y Lilsll
il §99 BMLFI Li> duilglly dusuzuaill Wisly>3l grox>
10.2
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Target: < 1 working day
Definition: Working days between

receipt and written acknowledgment.

Target: < 3 working days
Definition: Informal complaints
closed within three working days.

Target: < 15 working days
Definition: Formal complaints closed
within fifteen working days.

Target: = 90%
Definition: Complainants satisfied
with the outcome (F-07 survey).

Target: < 5%
Definition: Same complaint theme
raised within 90 days of closure.

Target: 100%

Definition: Corrective / preventive
actions closed by the due date.

Target: 0

Definition: Zero tolerance; every
incident opens F-06.

Sl dawluw

bl - ) suiisall Jlabl dsg) &l

e TargeaDetiiion wipdl dagiusa

3>lg Jac pgy = 18agiunall

51838l a3l oy Jeall abl iy yaill
sl

Jac pbi < 3 1Cagiuall

dauyll jut (solSuidl BME] 1 ayyeill
Jac pbl B Jil>

Joc pgr < 15 1dngiwell

IV dpowl solSill BN tayyeill
> 90% :Cdxgiuall

bl solSuill Lorbe duws 1iyyeill
F-07 ol (399 dogiid] (ye

< 5% 1 9agiuoll

@il (saSuinll g gusg0 )1y tiyyaill
BB o Lagy 90 Jal>

%100 : 9 giuall

/ ozl Oleha3l $3e] 1y yeill
Glaiwdl 7,5 Jolou &3]l

0 :Coagiuoll

JS sy tlillnoe poluwl] pac ieiyyeill
F-06 3904l dably

W83l yoj

el e J2l o)

oyl J2Jl goj

SoSuill pade Lo,

8yxSiall (solSuinll

Olelyo Bl GAE] dunis

@yl Slgil

Controlled Forms F-01-F-08 F-01-F-08 dbguaall g3kl

m English Title sl Hlgisll

F-01 Parent Complaint Form

F-02 Staff Complaint / Grievance Form
F-03 Whistleblowing Report

F-04 Line Manager Notification

F-05 Complaint Case File

F-06 Confidentiality Incident Record
F-07 Complainant Satisfaction Survey
F-08 Complaints Log

TI9adl

203 Lo (98 z3gai  F-01
Cabgall ellai / (59Sub zigai  F-02
Olalall ge gl gy F-03
2okl Joguuoll Hloi]  F-04
oSl duad ale  F-05

&yl Wgisl deblg Jouw ~ F-06
oSl paso Loy luiwl - F-07

oSl Jouww  F-08
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10. Compliance & Enforcement

This Policy is effective from the start of Academic Year
2025/26 (Fall term). TMCG expects full compliance by the
start of Academic Year 2026/27 (Fall term).

¢ Non-compliance may result in disciplinary action and,
where warranted, escalation to ADEK.

e Legal accountability is governed by ADEK regulations
and Federal Decree-Laws No. 31, 33 and 45 of 2021.

e This Policy is reviewed annually and whenever ADEK
or ISO requirements change.

Sl dawluw
bl - ) suiisall Jlabl dsg) &l

3laidly JUiiedl .10

bl alall dlay Go sl duwload] 038 (§pansi

JolsJl JUio 3l TMCG gdgiiy -(asl Juadll) 2025/2026

(82301 Juadll) 2026/2027 uwlyall plall dlay Joloy

sicg (daali Wlsha] 30l JUiedl pas Lle iy 5 ¢
d8y0ally @alaill 8yls LI sumsadl sLaidl

dSyn0lly paaill 8yls dakas¥ dugili)l Aslunall guass «
Qi (45)g (33)g (31) pld)i dyalonil Gwileits paswlrelly
.2021

85513 Olillaie 8 sariti (sl xicg gimw duoluanl 030 g2y «
IS0 yulee oi ddyally palsill

11. Approvals & Signatures &8lgilg Wilslosicdl .11

e o ) e 77

Owner
EE Director

Reviewer
DSL | Safeguarding Lead

Approver
Managing Director

Document Control Statement

This bilingual edition has been proofread for language,
translation, right-to-left Arabic order, print layout and
consistent internal references. If interpretation differs,
management should verify the controlling regulatory text and
the Nursery's approved controlled copy.

/ y93JI
UlaJl
sSsall palaidl 30

&l

Jabll Glexd seinall Jeguumall
EVSZYN|

pladl naell

GHUSI Caiip dozyilly dalll 54830 ALl Al 030 Casuir>
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