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Handling of Complaints

The purpose of ISGR’s procedures for the handling of complaints is to
identify and prevent shortcomings within the organisation. According to the
Education Act (2010:800) Chap. 4 Section 8, there should be written
procedures at the school for receiving and investigating complaints about the
education.

If you as a student or guardian believe that something does not meet your
expectations of the school’s education, you have the opportunity to make
your complaint orally, when notes are taken, or in writing using the specified
form.

Your written complaint will be documented and investigated by the school’s
management or another person that the management deems appropriate.
Provided that the complaint is not submitted anonymously, you will receive a
confirmation that the complaint has been received within 7 days. A written
response will be provided when the investigation has finished, but no longer
than 14 days.

The complaint will firstly be communicated to the person concerned. This
will preferably be done through a discussion between the persons concerned
in close connection to the incident(s) that led to the complaint being
presented.

Complaints about the school’s activities will be made in the following order:
1. Orally or in writing to the staff or tutor concerned

2. Orally or in writing to the principal or Deputy principal

3. In writing to the Principal

4. In writing to the Swedish Schools Inspectorate
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The Complaint (Education Act, Chap. 28, Section 16)

As a guardian you have the opportunity to complain about certain decisions
taken by the Head.

The decisions that can be complained about are:

Action programme
Special support in special education groups
Adapted curriculum

If you are dissatisfied with a decision and would like to complain you should
consider the following:

The complaint should arrive within 3 weeks from when the decision
was taken.

Write what decision you are complaining about, what change you want
and why. If you want the Board of Appeal for Education to take note of
certificates or other documents, you should send these too.

Write name personal ID number and contact details

Sign the complaint.

The complaint should be sent to

ISGR

FAO: Head of School National Section or International Section
Molinsgatan 6

SE-411 33 Gothenburg

Sweden

The Head of Schol, or the person the Head of School has designated
considers the decision. If the decision is not changed as you wish, the Head
forwards the appeal to the Board of Appeal for Education.
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The School’s Internal Investigation into the Handling of
Complaints

According to Chapter 4 Section 8 of the Education Act, there should be
written procedures for receiving and investigating complaints about the
education at the school.

* Pupils, parents or guardians who are dissatisfied and have a complaint
about the education must firstly communicate the matter to the person
involved and in close connection to the incident(s) that led to the complaint
being made.

* The principal is responsible for, as soon as possible, conducting an
investigation into the complaint about the circumstances that the complaint
relates to and that necessary measures are taken to rectify any
shortcomings. The Head is responsible for ensuring that those who complain
are informed about how the confirmed shortcomings are rectified.

* The principalis responsible for ensuring that the complaint, investigation
and measures taken are documented and that the documentation is stored
in an appropriate manner.

* If those who complained are not satisfied with the measures taken by the
Head the matter must be forwarded to the Head of School/CEO



* The Principal/MD then asks the Head to carry out an additional
investigation and suggest appropriate measures. Furthermore, those who
complained shall be informed about what measures are taken with reference
to the complaint.
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Svensk forfatningss...
Du som handlégger ett klagomal &

- foljer den arbetsging som beskrivs i nedanstiende tabell:

Arbetsgéng for handliggning av klagomal

tre veckor frin att klagomilet

- Ommissnoje kvarstir ges
information om hur irendet
Kan tas vidare

1. Utreda — 2. Analysera — 3. Atgirda —
- Kontrollera fakta Analysera resultatet av. - Genomfor de itgirder som kan
- Prata med berbrda undersskningen i relation till genomforas 1
- Lisigenom dokumentation Klagomalet - Planera for de dtgéirder som
sésom protokoll, rutiner osv. Avgor om dtgird krivs samt inte kan genomforas direkt
som ror klagomslet vilka itgirder som &r limpliga -  Kontakta andra forvaltningar
- dokumentera hanteringen av eller stodfunktioner vid behov.
sirendet direkt i klagomils- - Finns befintliga rutiner for att
‘blanketten* itgirda klagomilet ska dessa
- Klagomilsirenden ska utredas anviindas, ex. arbetsmiljoplan
skyndsamt
4. Aterkoppla — 5. Filjaupp — 6. Avsluta
- Aterkoppling ges till den som Folj upp vidtagna dtgirder. - All dokumentation sparas.
Iimnat in klagomilet s snart Blev utfallet som véintat? - Omett drende handliggs av
som méjligt, dock senast inom Behivs ytterligare dtgirder? annan in forskolecheffrektor

*Dokumentera och datera samtal med den Klagande och andra beriirda personer, beslut som har fattats m.m.
Denna dokumentation ir viktig att kunna visa upp om irendet till exempel gir vidare till Skolinspektionen.
Dokumentationen ska forvaras pi en siker plats utan itkomst for obehoriga under utredningen och skickas till
forskolecheffrektor nir arendet avlutas.

** Niir det gilller personal- eller eleviirenden iterkopplar vi till den som imnat klagomélet med en Gvergripande
information sasom att iirendet hanteras av berdrd forskolechef/rektor eller att klassldraren pratat med eleven.
Nirmare information om exakt vilka tgirder som vidtagits ska inte limnas.

+++ Aterkoppling ska ske aven om itgird inte bedoms vara nodvindig. DA ska dterkopplingen innefatia
motivering, exempelvis att drendet hanterats efter gillande rutiner eller att
atgiird planeras ska den klagande f3 information om tidsplan och erbjudas aterkoppling nir drendet ar dtgirdat.

inkom till verksamheten. Obs! handlagda srendet ill

Allinformation i clev- och firsolechef/rekior vid rendets

personalirenden inte ska avslut

limnas ut** - Forskolecheffrektor sparar E
- Aterkoppling kan besti av en irendet digitalt.

ligesrapport cller av - Dokumenten dops med datum.

information om atgirder som enhet och drende, tex "111117:

vidtagits eller planerats **% Hammar,
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Date The case concerns

Department Class

Complaint

Name E-mail Phone number
Signature Date

School information

The complaint has arrived (date)

Decision of responsible investigator

Confirmation sent (date)

Investigation shows

Any measures taken




Written reply sent (date)

The case is concluded (date)




