SOP: Communication Guidelines for Parents,
Students, and Staff

This SOP defines communication guidelines for parents, students, and staff, detailing effective channels,
response times, appropriate language and tone, confidentiality standards, and protocols for addressing concerns and
feedback. The objective is to ensure clear, respectful, and consistent communication to foster a positive and
collaborative educational environment.

1. Objectives

Promote clear and consistent information exchange among all stakeholders.
Ensure timely responses to inquiries and feedback.

Maintain professionalism, respect, and confidentiality in all communications.
Encourage positive relationships to support student learning and well-being.

2. Approved Communication Channels

Stakeholders | Channels Examples
Email, Parent Portal, Scheduled Meetings, Phone Calls, Progress reports, event reminders,
Parents . .
School Newsletters urgent notifications
School Email, Learning Management Systems, In-person Assignment updates, feedback,
Students : .
Meetings, School Announcements academic support
Staff Internal Email, Staff Meetings, Messaging Apps (e.g. Administrative updates, schedules,
Teams/Slack), Notice Boards collaboration

3. Response Times

Email/Portal messages: Respond within 2 business days of receipt.

Phone calls: Return voicemails within 1 business day.

Emergency communications: Respond immediately or as soon as safely possible.
Inquiries outside business hours: Acknowledge receipt on next business day.

4. Language and Tone

Be clear, concise, and use professional language.

Use respectful and inclusive language at all times.

Avoid jargon or abbreviations unless commonly understood by the audience.
Address individuals by their preferred names and titles.

5. Confidentiality Standards

Do not share private or sensitive information over unapproved communication channels.
Ensure compliance with data protection laws and institutional policies.

Discuss student matters only with authorized individuals (parent/guardian, relevant staff).
Avoid discussing confidential matters in public or open areas.

6. Addressing Concerns and Feedback

—_

Reception: Acknowledge receipt of the concern or feedback within the expected response timeframe.

2. Assessment: Determine the nature of the issue and escalate to the appropriate staff member or department
if necessary.

Resolution: Communicate actions taken and follow-up steps clearly to the stakeholder.

Record Keeping: Document all communications related to concerns and resolutions as per school policy.

5. Escalation Procedure: If the issue remains unresolved, direct the concern to a designated supervisor or
administrator.

How



7. Roles & Responsibilities

o Staff: Initiate and respond to all communications professionally and within designated timeframes; safeguard

confidentiality.
¢ Parents: Communicate concerns constructively; use official channels; respect response times.

e Students: Express academic or social/emotional concerns appropriately; adhere to respectful

communication standards.
¢ Administration: Monitor compliance with SOP; provide training; address breaches of guidelines.

8. Review and Updates

e This SOP will be reviewed annually or as required based on feedback and evolving communication needs.
e Updates will be communicated to all stakeholders through official channels.
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