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‭Philosophy‬
‭FINT believes that good communication is integral to the successful life of a school.‬

‭FINT also strives to be transparent in how we work and communicate with students and‬

‭parents. FINT staff is aware that there may be occasions when students or parents‬

‭disagree with decisions made by the school or have concerns that involve the‬

‭environment at school. In such a situation, there are specific steps that shall be taken.‬

‭The communication chain helps to ensure that questions and concerns do not develop‬

‭into serious problems.‬

‭Objective‬
‭This document shall contribute to the predictable handling of complaints in regard to the‬

‭psycho-social school environment and any pedagogical practices.‬

‭What can a complaint be based upon?‬
‭The complaint can be based on one or both of the following two criteria:‬

‭1.‬ ‭The student does not experience a secure and safe psycho-social environment.‬

‭2.‬ ‭The student or parents experience a pedagogical practice that is unsatisfactory.‬

‭Who is Responsible for Handling Complaints?‬
‭The person receiving the complaint (most often the class teacher) is responsible for‬

‭ensuring that the complaint is brought to the principal.  FINT is obligated to assist‬

‭students/parents in furthering a complaint if this is what the student/parents seeks. In‬

‭cases where groups of students have a complaint, then the class representative should‬

‭put forward the complaint on behalf of the student-group and consider if the issue‬

‭should be brought to the student council prior to forwarding the complaint to the‬

‭principal.‬



‭How will FINT handle a Formal Complaint?‬
‭There are two categories of complaints:‬

‭Category 1 - Complaints where the student does not experience a secure and safe‬

‭psycho-social environment. Such a complaint will automatically follow the School’s §9a‬

‭Action Plan Process. 9a refers to the Norwegian law that requires each school to‬

‭provide a safe psycho-social school environment and requires the school to create a‬

‭plan for any student who needs support (such as violence, discrimination, harassment,‬

‭or bullying). The complaint must be dealt with within five working days.‬

‭Category 2 - Complaints where the student or parents find a pedagogical practice‬

‭unsatisfactory. This is in accordance with Article 6 within the IB to address internal‬

‭complaints. The complaint must be addressed within ten working days.‬

‭General Guidelines‬
‭From time to time, students or parents may have questions or concerns that they wish‬

‭to bring to the attention of FINT staff. Students and parents are encouraged to discuss‬

‭problems and complaints through emails, phone calls, scheduled conferences, and‬

‭formal written complaints.‬

‭The following general procedures will help to ensure that all communication is timely‬

‭and effective:‬

‭1. Contact the class teacher when a problem concerns a student’s academic work,‬

‭instructional materials, and/or psycho-social or classroom environment.‬

‭2. Contact the PYP/MYP coordinator or principal when questions are related to the‬

‭academic programme requirements or assessments.‬

‭3. Contact the principal if you are unsure who to contact or have questions or concerns‬

‭you would like to take up with the administration.‬

‭Formal Complaint Procedure‬

‭1.‬ ‭Written complaint to the class teacher or principal stating:‬

‭a.‬ ‭A formal complaint is being made in either category 1 or 2 or both.‬



‭2.‬ ‭Clearly state your concern.‬

‭3.‬ ‭A complaint should receive confirmation of receipt within 1 or 2 working days.‬

‭4.‬ ‭Follow-up‬

‭5.‬ ‭The complaint will be registered into FINT’s digital archive.‬


