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1. Equality Statement
At Carlton VC Church of England School, we actively encourage, celebrate and value the diversity of all our community. Our school ethos also actively promotes the principle of  equality for all. As a Church school we aim to ensure that everyone within our community is treated fairly, with respect and dignity. We seek to eliminate any form of inequality, bullying or discrimination. 
All telephone calls into and out of the school are recorded.  For incoming calls there is a message to tell callers their call is being recorded.   

2. Intent
Carlton Primary is a caring Christian school where good values are embedded into its practice. The children are the first priority in all decisions made and, on that basis, we expect parents/carers or any visitors to bear this in mind and act with respect when dealing with school staff either in person or via other communications. 

3. Expectations

The expectations of parents, carers and visitors are as follows:

· We encourage visitors to our school but ask everyone to ensure they adhere to our safeguarding entry rules and processes.  These will be given by a member of staff on reception and can all be found in our safeguarding policy. 
· To always be polite to staff, children and other adults within the school grounds.   We are always happy to make an appointment to discuss any concerns you may have and will listen with respect to any issues you may need to raise. 
· Please behave in a polite and courteous manner to staff, pupils, visitors and other parents or carers.  This is the same expectation we have of all our pupils and staff. 
· It is expected that parents and carers will be good role models with respect to conduct and managing individual concerns. 
· We also have the same expectations of courtesy when contacting the school either by telephoning the office, emailing or dojo-ing. We will not tolerate aggressive, violent, abusive or anti-social behaviour towards anyone on the school site. Should there be clear evidence that there has been a breach of this behaviour code, we will take action to protect members of the school community. This may include banning the individual from the school premises or pursuing other legal action.   All of our telephone calls to and from the office are recorded. 


4.  	Communications
We believe that clear, open communication between the school and parents/carers has a positive impact on pupils’ learning because it:
· Gives parents/carers the information they need to support their child’s education
· Helps the school improve, through feedback and consultation with parents/carers
· Builds trust between home and school, which helps the school better support each child’s educational and pastoral needs
· Explaining how the school communicates with parents/carers
· Helping parents/carers reach the member of school staff who is best placed to address their specific query or concern so they can get a response as quickly as possible

4.1  Communication from Parents/Carers to school
A flow chart that explains the process of dealing with incoming telephone calls, emails and Dojo messages can be found in Appendix A.
Parents/carers are responsible for:
Ensuring that communication with the school is respectful at all times
Making every reasonable effort to address communications to the appropriate member of staff in the first instance
Responding to communications from the school (such as requests for meetings) in a timely manner
Checking all communications from the school
Ensuring that there is no over-loading of staff with enquiries – all enquiries are to go through the admin team as per the table in Appendix A.
Any communication that is considered disrespectful, abusive or threatening will be treated in line with this code of conduct policy. 
Parents should not expect staff to respond to their communication outside of the hours of Monday to Friday, 8am to 5pm or during school holidays. 

4.2  Communication from School to Parents
What the school is responsible for and what parents can expect from communications with the school:
· All staff communication to parents should be within working hours from 8am until 5pm.  In line with promoting staff wellbeing and helping our staff find a suitable work-life balance, staff may work around other responsibilities and commitments and respond outside of these hours, but they are not expected to do so. 
· All staff communication to parents/carers is to be respectful at all times.
· Making every reasonable effort to ensure that any communication from parents is responded to in a timely fashion (within 48 hours). 
· Safeguarding communications will be dealt with by the Designated Safeguarding Leads promptly (within the school working day). 

5. Examples of unacceptable behaviour 

Types of behaviour that are considered serious and unacceptable include (but are not limited to): 
· Excessive demands on staff regarding communications. 
· Shouting at members of staff, either in person or over the telephone 
· Physically intimidating a member of staff e.g. standing very close to her/him 
· The use of aggressive hand gestures
· Threatening behaviour or language either verbally or in a dojo or email.
· Shaking or holding a fist towards another person
· Swearing
· Pushing
· Hitting e.g. slapping, punching and kicking 
· Spitting 
· Breaching school security procedures

6. Advice to Parents/Carers for raising concerns with staff:
· Make an appointment to see the relevant person. If you just turn up at the school, they may not be able to give you the time you need. 
· Make a note of the things that you are unhappy about. It will help to clarify the issues and help you when you meet the member of staff. 
· When sending an email please allow yourself a few minutes before you send it through and re-read your email to make sure it is not threatening.  
· Avoid jumping to conclusions. What made you angry may not be exactly what has happened in reality. Take the time to listen to all parties concerned. 
· Avoid arriving at school whilst angry. An angry confrontation will normally get a defensive response rather than a helpful one. 
· Consider having a friend with you, when you have your meeting, to support you. 
· Don’t expect an immediate solution. The person you are talking to may need to investigate your concerns before being able to take any action or reach a solution. 
· If you feel that your concern has not been dealt with effectively, you should ask for a copy of our complaints procedure. This will tell you the informal and formal procedure for taking your concerns further. 



7. Procedures following an incident of unacceptable behaviour: 

If a parent, carer or visitor to school behaves in an unacceptable way towards a member of the school community, the Headteacher or designated senior member of staff, will seek to resolve the situation through discussion. 
 

Following an incident there are a number of options the Headteacher may wish to take. These can include: 
· Inviting the parent to a meeting to discuss the event.   
· Clarifying to the parent what is considered acceptable behaviour by the school.  
· Forming strategies to manage future situations of potential conflict.  
· In more serious cases of actual or threatened aggression/violence, or persistent abuse/intimidation, the Headteacher may need to consider whether it is safe for the parent to continue to come onto the school site or enter the buildings and may withdraw permission for a person to enter the site for a defined period.
· Contacting the police where appropriate and necessary. 

Following any incident, the Headteacher will write to the parent to outline any course of action taken by the school in the best interests of all staff and children. 

Appendix A – Communication Processes for Parents, Carers and Visitors
	Type of Communication
	When
	How
	School acknowledgements

	Telephone Calls

	Safeguarding
	If you have a safeguarding issue you should put this in writing to the school office via email admin@carltonvcprimary.co.uk. 
	N/A

	
	Reporting an absence
	All absences should be reported to the office before 8:30am.   This can be achieved by calling the telephone number and pressing the number indicated.   This will take you through to a messaging system where you can leave a message.
Under no circumstances should you use Class Dojo for this. 
	No acknowledgement needed but a phone call may be made to ascertain the nature of the absence. 

	
	General enquiry
	In the first instance you should always check the information on the website.   However, if you still require information, please do call and a member of the admin staff will try to help you. 
	N/A

	
	Requesting information on an event
	In the first instance you should always check the calendar on the website.   However, if you require further information you should email the office. 
	N/A

	
	Reporting changes to pickup
	Telephone the office as soon as possible and the admin staff will get a message to the class teacher. 
Under no circumstances should you use Class Dojo for this.
	N/A

	
	To talk to a specific member of staff.
	It is very difficult for a staff member to leave their classroom due to teaching the children.  A message will be taken and given as soon as possible.   
	The teacher will email with a time for a call within 48 hours. 

	Emails
	Safeguarding issues


	All safeguarding issues must go via the office – they must have a subject heading of ‘Safeguarding’
admin@carltonvcprimary.co.uk
	Reply within the school day.

	
	Reporting changes to pickup
	The best way to communicate this is through a telephone call.  However, if you are emailing for the same day – the email must have a heading of urgent. 
	Acknowledgement will be sent as soon as possible.

	
	Reporting an absence
	In the first instance all  e-mails should be sent via admin@carltonvcprimary.co.uk 
The Admin Team will then distribute accordingly.
	No acknowledgement will be needed.

	
	Requesting information
	In the first instance we would direct all parents to look at the website/parentmail or school dojo, but if you still require further information, all  e-mails should be sent via admin@carltonvcprimary.co.uk 
The Admin Team will then distribute accordingly.
	Reply within 48 working hours. 

	
	Requesting a ‘leave of absence’ or medical appointment. 
	In the first instance all  e-mails should be sent via admin@carltonvcprimary.co.uk
The school will need confirmation of medical and dental appointments.  This can be in any written form or a screen shot of the appointment. 
The Admin Team will then inform the relevant staff. 
	If needed an acknowledgement will be sent within 5 working days. 

	
	Complaints
	All complaints should follow the complaints policy procedure which can be found on the website. 
	As per the Complaints policy.  

	Dojo 
Dojo’s will mainly be used to give you information about the school day.   
Teaching staff  also use dojo to communicate accidents and incidents that we feel you should know about.


	

We ask you to contact the school office if you have an enquiry on dojo content.  This is because the teachers are busy teaching and are not able to read or reply to any dojo’s during school hours.
















Appendix B – Communication Processing for Staff
Phone CallsPhone Call From Parent, Carer or Visitor to main office





 Non-Safeguarding Enquiry

Safeguarding Issue






Admin to Direct to Designated Safeguarding Lead or Deputy Safeguarding Leads immediately.
Admin to let parent know they will receive response before 5pm

Office Staff to take message.  
Office staff to inform parent that staff will respond with 48 hours unless it is urgent. 










Admin to CPOMs phone call and let Designated Safeguarding Lead or Deputy Safeguarding Lead know immediately 

Office Staff to inform member of staff in person as soon as possible, reminding them to respond within 48 hours. 








DSL or DDSL to deal with enquiry and CPOMS.    

Office staff to follow up with email and CPOMS call. 



Dojos


Dojo From Parent or carer to staff

 Reply to Dojo within school day to ensure the parent knows it is being dealt with. 

Staff to respond to Dojo messages within 48 hours if a reply is needed. 

 Dojo to be copied and attached to a CPOMS incident immediately. With DSLs tagged in.

 Dojo to be copied and attached to a CPOMS incident immediately. With DSLs tagged in.

 Non-Safeguarding Enquiry

Safeguarding Issue


Emails

e-mail from Parent, carer or visitor





e-mail From Parent, carer or visitor to main office

e-mail from Parent, carer or visitor to member of staff




Safeguarding

Non-Safeguarding


Safeguarding


Non-Safeguarding



Staff member to forward to DSL or DDSL – send email and tell parent we will respond within the school day. 


Admin to forward to DSL or DDSL – send email and tell parent we will respond within the school day. 


Admin to respond to parent that response will be within 48 hours. 
Admin to forward to staff member and CPOMS 







Staff member to respond within 48 hours   


Staff member to CPOMS. 

Admin to add to CPOMS. 




Staff member to CPOMS. 


DSL or DDSL to deal with issue. 
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