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1. Policy Statement
Roby Park Primary School believes that strong communication between school and home is essential in supporting children's learning, wellbeing, attendance and safety.

We are committed to communication that is respectful, clear, timely, proportionate, focused on the best interests of the child and accessible wherever reasonably possible.

We ask all parents and carers to communicate with staff in a way that supports positive working relationships and the effective running of the school.

This policy sets out how parents and carers can communicate with the school, what parents and carers can reasonably expect from the school, what the school reasonably expects from parents and carers, expected response times, how concerns should be raised, when communication becomes excessive, unreasonable or abusive, and when matters should be escalated to the school's Complaints Policy.

This policy should be read alongside the school's Complaints Policy, Positive Relationships Policy, Safeguarding and Child Protection Policy, Inclusive Attendance Policy, Online Safety Policy and Data Protection/Privacy information.

2. Aims
promote effective and respectful communication between home and school;
help parents and carers understand the most appropriate route for different matters;
support staff to respond consistently and fairly;
set realistic expectations about response times;
reduce misunderstandings and unnecessary escalation;
protect staff wellbeing whilst maintaining open communication;
ensure communication remains focused on the child's welfare, education and safety.

3. Principles
children's needs and best interests should remain central;
communication should be courteous and professional;
most day-to-day concerns are best resolved quickly and informally;
staff will do their best to respond within reasonable timescales but immediate replies cannot always be provided;
staff are entitled to work free from intimidation, unreasonable pressure, abuse or harassment;
communication should follow school procedures so that concerns can be managed efficiently and fairly;
the school will take account of accessibility needs, language needs and reasonable adjustments where appropriate.

4. Who Parents and Carers Should Contact
4.1 Day-to-day class or pastoral matters
These should usually be directed to the class teacher in the first instance. Examples include minor friendship worries, home learning queries, routine classroom questions, general pastoral concerns and updates that may support the child in school.

4.2 Attendance and absence
These should be reported through the school's usual attendance reporting route.
4.3 Safeguarding or urgent welfare concerns
Any matter relating to a child's immediate safety or welfare should be raised without delay through the school office for the attention of the designated safeguarding lead, safeguarding team or another urgent school contact route.

4.4 Serious or unresolved concerns
Where a matter has not been resolved through the usual route, parents and carers should contact the relevant senior leader or the Headteacher, depending on the issue.

4.5 Formal complaints
If a parent or carer remains dissatisfied after reasonable informal attempts at resolution, the matter should be raised under the school's Complaints Policy.

5. Methods of Communication
Parents and carers may communicate with the school through appropriate school channels, including telephone calls to the school office, emails to the school office, written notes or letters, arranged meetings via the office, responses to official school communication systems and messages via Arbor.

The school may communicate with parents and carers through email, telephone, meetings, letters, text messages, newsletters, our Arbor app and the school website.

Staff will not be expected to respond to parents and carers through personal phone numbers, personal email accounts, personal work emails or personal social media accounts.

6. Reasonable Expectations: Response Times
6.1 General enquiries
The school will usually aim to acknowledge general parent/carer enquiries within 3-5 school days or sooner.

6.2 Routine communication to teaching staff
Where communication is sent to a class teacher or another member of staff via the office about a routine matter, parents and carers should normally expect a response within 3-5 school days.

6.3 Matters requiring investigation or consultation
Where a matter needs to be looked into, staff may need additional time to gather information, speak to others or check records. In such cases, the school will usually acknowledge the matter first and then provide either a full response within 5 school days or an update explaining the next steps and likely timescale.

6.4 Urgent matters
Urgent safeguarding, welfare or safety matters will be prioritised as quickly as possible.

6.5 Meetings
Where a meeting is needed, the school will aim to offer this within a reasonable timeframe, normally within 5 school days where possible, subject to staff availability and the nature of the issue. Meetings are offered based on staff availability. 

6.6 Formal complaint timescales
If the matter moves into the formal complaints process, the timescales in the Complaints Policy will apply.
Stage 0 informal concerns are acknowledged within 2 school days and usually discussed/reviewed within 5 school days;

Stage 1 formal complaints are acknowledged within 3 school days;
Stage 1 investigations begin within 5 working days of receipt;
A written Stage 1 outcome is usually issued within 10 school days from the start of the investigation;

A Stage 2 request must usually be made within 10 school days of the Stage 1 outcome;
A Stage 2 panel is usually arranged within 20 school days;
The written Stage 2 decision is usually issued within 5 school days of the hearing.

6.7 Out-of-hours communication
Messages/emails sent outside school hours, at weekends or during holidays will not be read until the next working day or term-time working period, unless they relate to an urgent safeguarding matter and use the appropriate route.

7. Reasonable Expectations: Conduct and Tone
The school expects all communication from parents and carers to be polite, respectful, truthful, focused on facts, relevant to the issue, proportionate in tone and frequency, free from insults, threats or discriminatory language, and mindful that school staff may be teaching, supervising children or carrying out other duties.

In return, parents and carers can expect communication from school to be professional and courteous, clear and honest, focused on the child and the issue raised, proportionate and timely, and handled with appropriate confidentiality.

Should tone or conduct not be acceptable, and a meeting has been requested, the meeting will be postponed until the individual has had sufficient time to calm down, so that the discussion can take place in a calm, respectful and productive manner.

8. Meetings With Staff
Parents and carers are welcome to request meetings where appropriate. To ensure meetings are effective, meetings should normally be arranged in advance, the purpose of the meeting should be clear, the most appropriate member of staff should attend, expectations should be realistic about what can be resolved immediately and notes may be taken where necessary.

Parents and carers should not expect teaching staff to engage in lengthy discussions on the playground or during busy transition times in the presence of children; instead, we encourage parents and carers to arrange a meeting so that sufficient time and attention can be given to the matter and any necessary actions can be properly recorded.

Where a concern is complex or emotionally sensitive, the school may suggest a planned meeting rather than attempting to resolve it through repeated informal contact.

9. Communication About Children
The school will always seek to communicate in ways that protect confidentiality, safeguarding and good professional boundaries.

The school may decline to discuss matters where the parent/carer is not the appropriate person with parental responsibility or agreed contact rights, sharing information would create a safeguarding risk, the matter relates to another child, the matter falls within data protection restrictions or the issue is subject to a different statutory process.
10. Use of Social Media and Public Platforms
Parents and carers should use official school communication routes for school matters. Parents and carers should not:
make allegations about staff, pupils or families on social media or public platforms;
share confidential school matters;
pursue complaints outside the published procedure;
encourage hostility or speculation;
post content that may damage working relationships or the wellbeing of the school community.

11. When a Concern Becomes a Complaint
Most concerns can and should be resolved informally at the earliest possible stage.

However, a matter may become a formal complaint where informal resolution has not worked, the parent or carer remains dissatisfied, the matter is serious enough to require formal investigation, or the issue relates to actions taken, or a lack of action, by the school.

If a communication is clearly a complaint, the school may direct the parent or carer to submit it through the Complaints Policy rather than continuing prolonged informal correspondence.

12. Excessive Communication and Demands
The school recognises that parents and carers may sometimes feel worried, frustrated or upset and that this can affect how often they contact school. The school will always seek to listen and respond fairly. However, communication may become excessive where the frequency, volume, nature or manner of contact places an unreasonable burden on staff time or prevents the school from dealing with the matter properly. For example,
sending multiple emails in a short period on the same issue;
demanding immediate responses without allowing reasonable time for staff to investigate or reply;
repeatedly contacting several staff members or governors about the same matter at the same time;
sending long lists of repeated questions or demands that go beyond what is necessary to resolve the issue;
continuing to pursue the same matter after the school has provided a clear response, without significant new information;
refusing to engage with the agreed communication route while insisting on escalation or urgent response.

13. Managing Excessive, Unreasonable or Abusive Communication
The school recognises that persistence alone is not necessarily unreasonable. A parent or carer may be persistent because they feel a matter has not been handled properly. For that reason, the school will focus on the nature and impact of the communication, not simply the fact that someone continues to raise a concern.

Before placing any restriction on communication, the school will usually consider whether the matter has been handled properly so far, communication from the school has been clear, there is any significant new information, any accessibility, disability, mental health, language or communication needs require reasonable adjustment, and whether a meeting, clarification or single point of contact may help resolve the matter.

Where necessary, the school may take one or more of the following steps:
remind the parent/carer of this policy;
ask that communication is limited to one agreed route;
nominate a single point of contact;
ask that contact is made no more than a specified number of times per week;
respond only within set timescales rather than to every message individually;
decline to respond to duplicate messages that do not add significant new information;
require meetings to be pre-arranged;
end a telephone call or meeting if behaviour becomes abusive or threatening;
communicate only in writing for a period of time;
move the matter into the formal complaints process.

Any restriction will be reasonable and proportionate, confirmed in writing, normally time-limited, and reviewed after a stated period.

14. Abusive, Threatening or Discriminatory Communication
Communication that is abusive, threatening, intimidating, discriminatory or harassing is unacceptable. For example,
swearing at staff;
shouting or intimidation;
hostile or derogatory language;
discriminatory comments;
threatening remarks;
repeated aggressive emails or messages;
harassment online or in person.

Where this occurs, the school may end the conversation, call or meeting, require future communication to be in writing, restrict contact to named channels, remove a person from the premises if necessary and lawful, or seek advice from governors, local authority services, police or legal services where appropriate.

15. Accessibility and Reasonable Adjustments
The school recognises that some parents and carers may need additional support with communication. Adjustments could include:
interpretation or translation support where possible;
accessible formats;
a nominated point of contact;
allowing support from an advocate, interpreter or representative;
flexibility where there are identified communication or disability needs.

16. Recording Communication
The school may keep appropriate records of significant communication with parents and carers, including key telephone calls, meetings, agreed actions, warnings about unreasonable communication, restrictions placed on communication, and outcomes of concerns or complaints.

Records will be managed in line with school procedures and data protection requirements.

17. Linked Policies and Escalation Routes
This policy should be read alongside the Complaints Policy.

If a parent or carer is dissatisfied with the school's handling of an issue, the usual escalation route is:
class teacher / relevant staff member;
senior leader or Headteacher;
formal complaint under the Complaints Policy;
Stage 2 Governors' Complaints Panel, where applicable.
18. Monitoring and Review
This policy will be reviewed annually, or sooner if required by changes in school practice, legislation or guidance.

The Headteacher and governors may review patterns of communication, concerns and complaints in order to improve practice, support staff wellbeing and maintain strong relationships with families.

Appendix 1: Quick Parent Summary
At Roby Park Primary School, we value positive, respectful communication with parents and carers. We aim to acknowledge most enquiries within 2 school days and respond to routine matters within 3 school days wherever possible. More complex matters may take longer if investigation is needed. If a concern cannot be resolved informally, it may be managed through the school's Complaints Policy. Communication that is excessive, abusive or unreasonable may be managed through a restricted contact approach in line with school policy.

Appendix 2: Key Complaints Policy Timescales
	Complaints stage
	Timescale

	General enquiry
	Within 3-5 school days or sooner

	Informal concern acknowledgement
	Within 2 school days

	Informal discussion / meeting / review
	Within 5 school days of receipt

	Stage 1 complaint acknowledgement
	Within 3 school days of receipt

	Stage 1 investigation begins
	Within 5 working days of receipt

	Stage 1 written outcome
	Within 10 school days from start of investigation

	Stage 2 request deadline
	Within 10 school days of Stage 1 outcome

	Stage 2 panel / decision
	Panel within 20 school days; written decision within 5 school days of hearing
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