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Purpose and ethos 

Stonyhurst Penang values open, respectful and timely communication with parents. We believe that 
most issues are best resolved through positive, day‑to‑day dialogue and do not consider all feedback 
to be a complaint. This policy sets out how feedback, concerns and complaints are handled in a clear, 
proportionate way. 

Feedback, concerns and complaints – what is the difference? 

● Feedback / query: Day‑to‑day questions or information‑sharing (e.g. timetable, PE days, 
logistics). These are usually answered immediately. 

● Concern: An issue causing worry or dissatisfaction (academic, pastoral or operational) 
where reassurance or action is sought. 

● Complaint: A formal expression of dissatisfaction where informal steps have not resolved 
the matter. 

The school encourages parents to raise feedback and concerns early so that they can be resolved 
informally wherever possible. 

Informal routes for feedback and concerns 

Parents have two main avenues: 

1. Teaching staff (academic and pastoral matters) 

Parents may: 

● Email teaching staff (addresses published in Junior School and Senior School handbooks); 
● Arrange a meeting via the Front Desk; or 
● Raise matters at scheduled Parent–Pupil–Teacher Consultations. 

Teaching staff address academic and pastoral feedback and may escalate internally if required. 

2. Pupil & Parent Services Team (PPST) 

Led by the Director of Parent Relations, the PPST: 

● Manages operational matters (e.g. transport, pick‑up, uniform, food); 
● Supports parents who may need translation or feel less confident contacting teaching staff; 
● May receive concerns or informal complaints about any aspect of school life, including the 

academic team. 
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Substantive concerns and informal complaints (beyond routine queries) are recorded on the Pupil 
Wellbeing & Feedback Register and coordinated to resolution. 

Handling direct emails to senior leaders 

Parents may sometimes contact the Principal, Deputy Principal or other senior leaders directly with 
questions or concerns. Unless a parent clearly states that they are raising a formal 
complaint, such communications will normally be treated as feedback or a concern, not as a 
complaint. 

These matters will be: 

● Handled proportionately through normal school systems; 
● Logged, where appropriate, on the pupil’s academic or pastoral record or internal 

wellbeing/feedback registers; 
● Directed to the most appropriate member of staff for resolution. 

To avoid misunderstanding, a matter will only enter the formal complaints procedure where the 
parent: 

● Clearly states in the subject line and body of the communication that they are raising a 
formal complaint; and 

● Has already attempted informal resolution, or explains why this has not been possible. 

When a matter becomes a formal complaint 

If a parent remains dissatisfied after the informal stage, they may raise a formal complaint. 

Stage 1 – Formal complaint (school level) 

● The complaint must be submitted in writing (email or letter) and labelled as ‘Formal 
Complaint’. 

● It should clearly state the issue, previous steps taken, and the desired outcome. 
● It will be investigated by a member of the Senior Leadership Team (SLT) not directly 

involved. 
● A written response will normally be provided within 15 school days. 

Stage 2 – Review by the Board of Governors (BoG) 

● If unresolved, or the parent disputes the outcome at Stage 1, the parent may write to the 
Chair of the Board of Governors, via the School Office, labelling the letter/email as 
‘Formal Complaint Stage 2’. 

● The Chair will determine whether the matter is reviewed by a complaints panel. 
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● Any panel will: 
○ Consist of at least three people, one of whom is independent of school 

management; 
○ Allow the parent to attend and be accompanied. 
○ Provide written findings and recommendations. 

Timeframes and expectations 

● Complaints should normally be raised within three months of the issue arising. 
● If timelines cannot be met, parents will be informed of revised timescales. 
● Parents must follow the stages set out above; complaints not raised through the correct 

route may not be progressed. 

Recording and confidentiality 

● A written record is kept of all formal complaints, outcomes and actions taken. 
● Records are stored securely and confidentially. 

Serial, persistent or vexatious complaints 

Once a complaint has completed all stages, it is considered closed. The school may decline to 
respond to repeated correspondence on the same issue unless new and significant information is 
provided. 

Where behaviour becomes unreasonable or disruptive, the school may: 

● Restrict communication to a single point of contact; 
● Limit the frequency of contact; 
● Conclude the matter formally in writing. 

These measures are applied to the issue, not the individual, and only after reasonable steps to 
resolve the concern. 

Safeguarding matters 

Any complaint relating to safeguarding or child protection is handled under the School’s 
Safeguarding and Child Protection Policy. 
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