OMARDEEN SCHOOL OF ACCOUNTANCY LTD
Complaints Policy

Context
Omardeen School of Accountancy Ltd (OSAL) is committed to providing a learning and working environment in which students’ complaints are responded to promptly, with minimum distress and maximum protection to all parties. The School views students’ complaints as providing an opportunity to review and improve its policies and practices, and also to gain insight into student levels of satisfaction. 
Purpose and Scope
This policy pertains to all aspects of the student’s educational experience here at OSAL. Students may file a complaint on issues against: other students, support staff, lecturers, and affiliates of the school. Students may also make a complaint regarding any matter which relates to their program of study at the school. The scope of this policy is to address all the issues that may impede the learning experience at OSAL. 
Definition of a Complaint
A complaint is a statement expressing dissatisfaction about a specific issue made to a member of staff, lecturer, or management, which requires an action or response. It must be understood that the identity of the person making the complaint (“complainant”) will have to be made known to the person complained about (“the respondent”) on matters that are disputable. OSAL is proactive in improving their services by seeking the feedback from students by distribution of  performance surveys, conducted during the course of the term. 
Policy Provisions
The School‘s procedure in handling student complaints are based on confidentiality, impartiality, fairness, protection from victimization and prompt resolution. Complaints would be handled at the lowest level of management, however, depending on the sensitivity or severity of the issue, senior management will get involved. 
· Procedural fairness will be observed in all aspects of handling a complaint. This means that all parties involved in a complaint will be made aware of the complaint, the specific allegation, and would be given the opportunity to respond to the accusation. 
· Complaints should be dealt with in a professional manner. Therefore all members of staff should exercise proper complaint handling principles, and apply relevant policies and procedures.
· It is preferred that students first lodge their complaint directly with the person concerned. If however the student is uncomfortable, or the matter goes unresolved then they should contact an  appropriate member of management from the branch they are attending. 

· A complaint should initially be in writing and addressed to the person responsible for the action, on the matter that has given rise for the complaint. 
· If the matter cannot be satisfactorily resolved, the complainant may refer to any of the following persons:

· Karen Ali Omardeen – 657-9919 or 683-1747 or e-mail karen@omardeen.com
· Idrees Omardeen – 657-9919 or 678-3356 or e-mail idrees@omardeen.com
· Sohaila Omardeen – 657-9919 or e-mail sohaila@omardeen.com
· Complaints will be handled speedily, and the complainant and respondent will be kept informed of any progress in writing at all stages of the procedure. The rights of the individuals involved with respect to confidentiality will be upheld. Any material about the outcome of the complaint will be kept in the complaints file.
It is the intention of Omardeen School of Accountancy Limited to address complaints within one week from date received. Any changes in deadlines will be communicated to the students. 
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