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The International Baccalaureate Mission

The International Baccalaureate aims to develop inquiring, knowledgeable
and caring young people who help to create a better and more peaceful world
through intercultural understanding and respect. To this end the organization
works with schools, governments and international organizations to develop
challenging programmes of international education and rigorous assessment.
These programmes encourage students across the world to become active,
compassionate and lifelong learners who understand that other people,with
their differences, can also be right.

X.L.X Vision

To cultivate future leaders with a Chinese heart and a global mindset, who will
contribute to sustainable development and meaningful worldwide engagement.

X.L.X Mission

Nurture a Chinese identity, broaden global perspectives, foster joyful learning
and critical thinking, and develop expressive and collaborative abilities.

X.L.X Motto

Shanghai PUdong District X.L.X Kindergarten is dedicated to holistic
education that honors diversity in cultures and beliefs. We foster children’ s
curiosity, empathy, and intellectual growth, nurturing them to become
compassionate global citizens and lifelong learners with strong roots in
Chinese identity.

X.L.X Slogan
Bridging Cultures, Embracing the World; Joyful Learning, Shining Future.
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Standard and Practices (2022)

Rules-Article 6: Internal complaints procedure

Article 6.1: The school must have in place written procedures for how it will
deal with complaints and students ’ requests for appeals against IB
programme decisions taken by the school, ensure that details of these
procedures are made widely available and accessible to all students, and
operate in accordance with such procedures.

Article 6.2 The school must inform parents or legal guardians about the
schools's procedures for addressing complaints and students' requests for
appeals of IB programme decisions taken by the school.

Leadership 4.4:The school ensures that students and legal guadians are
informed of the general characteristics of relevant programme(s) and how the
school implements them(0201-04-0400)

Approaches to assessment 3.4: The school implements, communicates and
regularly reviews consistent and fair systems and processes for reporting
student progress and handing appealsor challenges.(0404-03-0400)

Introduction

The kindergarten highly values all members of the school community and
recognizes the significance of sincere feedback. Should parents have any
concerns, they can rest assured that these will be taken seriously and
addressed in accordance with established procedures. The kindergarten
ensures that this procedure is accessible to all parents of currently enrolled
students and also makes it available on the kindergarten's website. Parents of
students who inquire about it are informed of its existence, availability, and the
format in which it is published or made accessible. Concerns raised by
parents of former students will only be handled under this procedure if, at the
time the concern was initially raised, the student in question was still

10
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registered as a student at the kindergarten.

"Parents" refers to the individual(s) or guardian(s) holding parental
responsibility for the student to whom the concern relates.

What Constitutes a Concern?

A concern represents an expression of dissatisfaction stemming from a real or
perceived issue. It may pertain to the school as a whole, a specific
department, or an individual staff member, and encompasses situations where
a parent is discontented and seeks action from the school within the
framework of this procedure. A concern is likely to emerge if a parent believes
that the school has erred, neglected to fulfill a responsibility, or acted unfairly.

Parents can be assured that all concerns will be addressed with the utmost
seriousness and confidentiality. Furthermore, a child will not face any
penalties or negative consequences for a concern raised in good faith by
themselves or their parents.

Timeframe for Dealing with Concerns

All concerns raised by parents will be dealt with in a serious and considerate
manner, and they will receive a response within five working days.

It is in the best interests of all parties to address concerns as swiftly as
possible. The kindergarten aims to complete the first two stages of the
procedure within 20 working days (calendar months) from the date the
concern is lodged, and then conclude Stage 3, the Appeal Panel Hearing,
within a further 20 working days (calendar months).

For the purposes of this procedure, a working day is defined as any day within
the term time as published on the kindergarten's calendar or website. If a
concern is received shortly before or during a school holiday, the kindergarten
will handle it promptly after the holiday period, adhering to the aforementioned
timeframes.

Recording Concerns and Use of Personal Data

Following the resolution of a concern, the kindergarten will maintain a written
record of all concerns raised and resolved at Stage 1 (the informal stage),
Stage 2 (the formal stage), or those that proceed to Stage 3 (the hearing
stage), as well as any actions taken by the kindergarten in response to these
concerns, regardless of whether they are upheld.

11
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The kindergarten processes data in compliance with its policies, as well as
district, city, and national regulations. When addressing concerns, the
kindergarten (including any panel members appointed during the Stage 3
process) may handle a variety of information, which is likely to encompass the
following:

Date when the concern was raised

Name of the parent

Name of the student

Description of the concern

Records of all investigations (if applicable)

Witness statements (if applicable)

Name and contact details of staff member(s) handling the concern at
each stage

Copies of all correspondence regarding the concern (including emails and
records of conversations)

® Notes and minutes from the hearing

® The panel's decision

This information may include 'special category personal data' (potentially
including sensitive information such as that relating to physical or mental
health) when necessary due to the nature of the concern. This data will be
processed in accordance with the kindergarten's policies, as well as district,
city, and national regulations.

The kindergarten will retain records of formally submitted concerns, as well as
hearing records, as required. In most cases, these records will be kept for a
period of at least ten years after the student leaves the kindergarten, in
accordance with its policies and district, city, and national regulations.

Correspondence, statements, and records relating to individual concerns will
be kept confidential, except where an officially authorized government body
conducting an inspection requires access to them.

The Three-Stage Concerns Submission Procedure

Stage 1 — Informal Resolution
1.1 Itis hoped that concerns will be promptly and informally resolved.
1.2 If parents have a concern, they should normally get in touch with their

child's Homeroom Teacher. In many instances, the matter can be resolved
12
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immediately through this approach. If the Homeroom Teacher are unable to
address the concern alone, they may need to consult with the relevant Head
of Department, or even the Kindergarten Principal.

1.3 Concerns raised directly with a Head of Department, or even the
Kindergarten Principal, will typically be referred back to the Homeroom
Teacher, unless the Head of Department, or the Kindergarten Principal
consider it appropriate to deal with the matter personally.

1.4 The Homeroom Teacher will keep a written record of all concerns and the
date they were received. If the matter is not resolved within five working days,
or if the staff member and the parent are unable to reach a satisfactory
resolution, parents will be advised to proceed with their concern in
accordance with Stage 2 of this Procedure.

Stage 2 — Formal Resolution

At this stage, the Principal may delegate responsibility to another senior
member (typically the Division Administration). Therefore, all references to
‘Principal’ under stage 2 shall automatically be deemed to include the Division
Administration where applicable.

2.1 If the concern cannot be resolved informally, parents should submit their
request in writing to the Division Administration. After considering the concern,
the Division Administration will decide on the appropriate course of action to
take.

2.2 In most cases, the Division Administration (or their nominee, as concerned)
will arrange a meeting with the parents to discuss the matter, normally within
five working days of receiving the concern. Every effort will be made to reach
a resolution at this stage.

2.3 It may be necessary for the Division Administration (or their nominee) to
carry out further investigations, which might involve speaking to the parents to
discuss the concern in more detail.

2.4 The Division Administration (or their nominee) will maintain written records
of all meetings and interviews held in relation to these concerns.

2.5 Once the Division Administration (or their nominee) is satisfied, to the
extent practicable, that all relevant facts have been established, a decision will
be made, and parents will be informed of this decision. The Division
Administration (or their nominee) will also provide reasons for the decision. In

13
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most cases, the Division Administration will make their decision and provide
the parents with reasons within 20 working days of the submission of the
concern, as outlined in paragraph 2 above.

2.6 If the parents are not satisfied with the decision, they should proceed to
Stage 3 of this procedure.

Stage 3 — Panel Hearing

If parents wish to initiate Stage 3 (following the failure to reach an earlier
resolution), they should submit their appeal in writing to the Principal Office
within five working days of receiving the Stage 2 decision, clearly stating their
grounds for appeal. Any supporting evidence that parents intend to rely on
should also be included with their appeal grounds.

3.1 The Principal Office will then forward the appeal to the School Panel for
consideration. The Panel will comprise three individuals not directly involved
in the matters detailed in the concern, with one member being independent of
the kindergarten's management and operations. The Panel will be chaired by
Principal. On behalf of the Panel, the Principal Office will acknowledge receipt
of the concern within five working days and schedule a hearing to take place
as soon as practicable, normally within 20 working days.

3.2 If the Panel deems it necessary, it may request that further details of the
concern or any related matter be provided in advance of the hearing, or that
further investigations be conducted. Copies of such details shall be supplied
to all parties, normally no later than five working days prior to the hearing.
Only the parents who submitted the concern are permitted to attend the
hearing.

3.3 The Panel will decide whether it would be beneficial for witnesses to
attend the hearing as well.

3.4 Concerns can only involve one family at a time and cannot be submitted
on behalf of whole groups of students or by representatives.

3.5 The manner in which the hearing is conducted shall be at the discretion of
the Panel.

3.6 If possible, the Panel will resolve the parents' complaint without the need
for further investigation. Where further investigation is deemed necessary, the

Panel will determine how it should be carried out.
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3.7 After due consideration of all relevant facts, whether or not they pertain to
the Stage 2 decision, the Panel will make findings as to the reasonableness of
the concern and accordingly decide whether to: dismiss the concern in whole
or in part; uphold the concern in whole or in part; and may make
recommendations.

3.8 The Panel will inform the parents of its decision and the reasons for it,
normally within five working days of the hearing (although additional time may
be required if further investigations are necessary following the hearing). The
decision of the Panel will be final, and parents will be required to sign a
declaration acknowledging and accepting this fact at the beginning of Stage 3.
A copy of the Panel's findings and recommendations (if any) will be filed in the
school records for archival purposes.

To Submit Your Concerns
X.L.X PUdong Kindergarten: hp@ys—edu. com. cn

Review

The kindergarten's policies have been developed and refined in alignment
with the revised IB standards and practices. This policy undergoes updates as
an integral part of the kindergarten's review cycle, with relevant feedback from
the community being incorporated accordingly.

Drafted: September 2024

Updated: September 2025

Next review: September 2027

This document will be subject to review and revision every two years.
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Initial Committee responsible
Principal, and PYP Coordinator.

for drafting this policy: Principal Director,
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