PISM Feedback Procedure

Access

We aim to provide the highest quality holistic education to all our service users. For this reason we encourage an
atmosphere of open, constructive feedback. All students and parents are given the contact details of all relevant
personnel for direct Parent-Teacher communication when issued with the Parent-Student Handbook. They are
also encouraged to provide feedback via:

1. Our paper-based and online earning programme evaluations
Parent attendance and involvement at Parent Days and Open Days

3. Telephone, Email or on-line form completion on the Contact Us page on our
website http://www.myanmareducationservice.com/index.php/en/contact-us

4. Written feedback dropped into our suggestion boxes, situated in all of our receptions.

5. The Principal’s open door policy.

6. Completion and submission of the School’s official Feedback Form, downloadable on the school’ website
and also available in hard copy at Reception.

All feedback will be heard in private and unless there is a specific reason not to do so, kept confidential.
Levels and Stages
Most feedback will be heard at any of three levels:

1. Informally by the staff member who may or may not be the subject of the feedback
2. By Principal
3. By Managing Director

Our procedure does not suggest that a feedback can only be escalated to the next level if the school permits it.


http://www.myanmareducationservice.com/index.php/en/contact-us

Our Response
Feedback needs to be considered and resolved as quickly and efficiently as possible.
Our response procedure follows standard customer care protocol which is:

Acknowledge feedback within 24 hours, by email, letter or telephone call
Repeat or paraphrase feedback back to parent or student, whichever is applicable

3. Where immediate resolution of the cause of the concern is not possible, provide assurance that a
response will be provided within a specified time frame, which for this school usually means three
working days

4. Investigate the issue, which may include a hearing

5. Remedy if necessary

6. Report back to the complainant, which may include a written response, and also a remedy or apology
where warranted

7. Record all on the Bilingual feedback Form, downloadable on the school’s website and available at the
Reception.

It is intended that all feedback and complaints are closed within one week.
Hearings

A Hearing will normally require the attendance of the complainant, Principal, relevant members of staff including
any or all HoD’s, the Registrar (Discipline Officer) and where appropriate, the complainant’s child.

For complaints which may not be resolved at this level, the Managing Director may also be present.
The following procedure will be observed:

1. Afterintroductions, the complainant is invited to explain their feedback, and be followed by their
witnesses.*

2. The Principal may seek clarification from both the complainant and the witnesses after each has spoken.

3. Where there is a dispute, the Principal is then invited to explain the school’s actions, followed, if
necessary, by the school’s witnesses.*

4. The complainant may question both the Principal and the witnesses after each has spoken.

The complainant is then invited to sum up their feedback.

6. The Principal is then invited to sum up the school’s actions and response to the feedback.

g

*Witnesses are only required to attend for the part of the hearing in which they give their evidence.



Outcomes
Likely outcomes may include, but are not limited to:

e Adismissal of the feedback where it is seen to be unfounded

e Upholding the complaint

e Anapology

e An explanation

e An admission that the situation could have been handled differently or better

e An assurance that the event complained of will not recur

* An explanation of the steps that have been taken to ensure that it will not happen again
e An undertaking to review school policies in the light of the feedback

Recording feedback

All feedback and subsequent outcomes will be recorded on the School’s official Feedback Form which will then be
kept confidential and held in a secure location.

Summary

We like to resolve concerns quickly and amicably and all feedback, whether from parents or children, will be
received sensitively and proceedings conducted in as welcoming a fashion as possible.

We believe that effective feedback and feedback procedures can also identify areas of agreement and can be an
opportunity to clarify any misunderstandings that might have occurred.

Where this is not the case, Complainants will also be encouraged to state what actions they feel might resolve the
problem as sometimes we can identify issues that need to be addressed, and they can serve as useful indicators
that evaluate the school’s performance.
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