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IF YOU HAVE A COMPLAINT, YOU SHOULD DO THE FOLLOWING: 
 
For complaints about accommodation, academics, catering or welfare (whilst still at school): 
 

1. In the first instance, you should speak to our Customer Liaison Officer or a member of the relevant 
department. Please make an appointment by emailing info@cavendishschool.com. 

2. If you are not satisfied with the result, you should take your complaint directly to the Operations 
Director, who operates an open-door policy. 

3. If you are still not satisfied, you are advised to make a formal complaint in writing to the Managing 
Director, Marcus Panke-Barber. 

 
For all other complaints (and after you have left the school): 
 

1. In the first instance, you should speak to the Operations Director & DSL. Please make an appointment 
by emailing guardianship@cavendishschool.com. 

2. If you are not satisfied with the result, you should then take your complaint to the Managing Director, 
Marcus Panke-Barber. You will be provided with the appropriate contact details. 

3. If you are still not satisfied, you may make a formal complaint to AEGIS, who will attempt to mediate. 
 

AEGIS (The Association for the Education and Guardianship of International Students)  
The Wheelhouse, Bonds Mill Estate 
Bristol Road, Stonehouse 
GL10 3RF 
Email: info@aegisuk.net  
Tel: +44 (0) 1453 821293 
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HOW WE KEEP WRITTEN RECORDS OF COMPLAINTS 
 
Cavendish School of English maintains a clear and transparent system for recording all formal complaints. This 
includes: 

 A written record of every formal complaint received, regardless of whether it is upheld. 
 A record of all actions taken, including meetings, decisions, resolutions, and follow-up steps. 
 Secure storage of complaint records on our internal safeguarding and compliance system. 
 Restricted access to complaint files, limited to the Operations Director, Managing Director, and DSL. 
 Retention of complaint records for a minimum of three years, or longer where safeguarding 

considerations apply. 
 Regular review of complaint trends to support quality assurance and continuous improvement. 

 
This ensures full accountability, transparency, and compliance with AEGIS standards. 
 
PRINCIPLES GOVERNING OUR MANAGEMENT OF COMPLAINTS 
 

 We believe that, wherever possible, issues are best resolved informally between the individual and 
Cavendish School of English Guardianship. 

 We aim to resolve all complaints within three working days. 
 Where a complaint is escalated to the Managing Director, we recommend that all key points are set out 

in writing. 
 The Managing Director will again aim to resolve the complaint within three working days. 
 All complaints will be managed with professionalism, impartiality, and confidentiality. 

 


