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RATIONALE: 
Research consistently finds that students achieve more when schools and parents/carers 
work together.  Positive parent/carer engagement is associated with: 

• higher academic achievement  

• increased attendance rates  

• positive student attitudes and behaviours  

• increased student readiness and interest in their work  
 

The issues faced:  In recent years, communications between home and school have shifted 
quite dramatically to online platforms.  At SMCC these include emails, ClassCharts and the 
Gateway app, with more automated systems planned in the future.  Nonetheless, much of 
our communication with parents/carers at SMCC remains via telephone conversations and 
face-to-face meetings.  As much as we value these communications, our teachers and wider 
staff are finding that the amount of time spent on meetings and telephone conversations that 
are simply information sharing increasingly adds to their already onerous workloads. This has 
simply become unmanageable for a school and impacts negatively on our core business of 
educating young people. 
INTENT: 

Emails: At SMCC, our first priority is to deliver high quality teaching and learning. Teachers 
cannot and are actively discouraged from monitoring and managing their communication 
inboxes during lessons or at other times in the day, when they should be planning and 
preparing for lessons, assessing student work or carrying out school duties.  

We all recognise that email provides us with a quick, cheap and easy means of 
communication. As a result, it is used for such a wide range of communications, it has also 
become increasingly difficult to distinguish between formal and informal 
communications.  The ease of communication via email has many advantages but there is an 
increasing expectation for almost instantaneous reply.     

Whilst administration staff, support staff and School Leaders may be able to access emails 
more routinely, their primary function is to support teachers and students. Constantly 
monitoring and responding to emails, in a school, leads to staff focusing on the immediate 
task of responding to an email instead of concentrating on the delivery and support of 
teaching and learning.  

Unannounced arrivals: The same applies when parents/carers arrive in reception 
unexpectedly, requesting to meet with a member of staff immediately without arranging an 
appointment, or making similar demands via the telephone. Much like other sectors we have 
found that this is unmanageable and unacceptable. We have asked our administration staff 
to triage unannounced visits, then arranging an appointment, if necessary, with the most 
relevant member of staff. This may not be the staff member you have requested when you 
arrive and will almost certainly not be an immediate appointment. Please be aware that 
administration staff are simply carrying out instructions from the school leadership and it is 
not under any circumstances appropriate to direct any frustrations or anger you may have, at 
the time, towards them. In the event of any unnecessary confrontation, you will be asked to 
leave the school premises. To avoid an unnecessary visit to the school appointments are best 
made by phone or email. 

What you can expect from us: The school works hard to provide parents/carers with timely 
and informative information concerning their child’s progress throughout the year.  Currently 



these are: Progress Reports and one parent-teacher or parent tutor meeting each year. There 
are also other formal and calendared events to support students and parents/carers. In 
addition to this, staff may also telephone, write or email a parent/carer to inform them of a 
serious incident or serious ongoing concerns about a child’s behaviour or attitude to learning. 
They would not be expected to maintain a running dialogue about such matters unless it has 
been agreed as part of a Student Support Plan. Similarly contact will be made by staff when 
good news and positive progress is being celebrated. 

School procedures: The following outlines school procedure with regard to email and 
telephone communication between home and school. These procedures also apply when a 
parent/carer arrives in reception without an appointment, requesting to speak to a member 
of staff. 

When a matter is raised with us the following can be expected.  

• Within 48 hours - receipt of an email, telephone message or personal visit to reception 
will be acknowledged (during term time but not over a weekend or during days off for 
part-time staff).  

• All communication will be triaged in order to determine the urgency and course of 
action required. It will also be directed to the most appropriate member of staff to 
deal with the matter. 

• Within 5 working days – the school will provide a response to the email, telephone 
message or personal message.  This response may be by telephone or in writing 
(including email). This may include informing the sender that more time is required to 
provide a full response. If this is the case, staff will indicate a timeframe in which a 
response should be expected.  

• If a member of staff is not able to deal with the email directly then they will pass it on 
to the most appropriate person and where possible, inform the sender that they have 
done so.  

• Staff will not be expected to monitor or respond to emails out of their normal working 
hours (including weekends and published school holidays).  Whilst parents may 
compose emails at various hours to suit their own needs, we would ask that emails 
are not normally sent outside of a member of staff's normal working hours. Mobile 
phones and other electronic devices that enable staff to access their school emails 
when away from school can make it difficult to ‘ignore’ a message from a parent, 
leading to unnecessary worry and anxiety on the part of the staff. We will direct our 
staff not to read or respond to out of hours emails until they return to school. 

• If a member of staff receives an email or communication which is of an aggressive 
tone, sets unreasonable demands or could otherwise be interpreted as harassing, or 
if the exchange is not moving forward constructively, they will refer this to a more 
senior member of staff, who will contact you to ask you to modify your approach.  
Regrettably, if this persists, the school will be unable to help you further with your 
query. At any point you are of course at liberty to use the school’s complaints 
procedure which is available on our website or by contacting 
enquiries@smcc.devon.sch.uk 

Some suggestions for home school communication (this is mutual process) 

It is important that all communications follow a protocol of mutual respect. 

• An aggressive email or one that is perceived as such, will undoubtedly cause an issue 
and can lead to a breakdown in communication and neither the parent/carer nor the 



staff member wants this. Following our school value of ‘Respect’ can enhance 
communication.  

• Positive, courteous, and diplomatic communication is essential. This applies in written 
and spoken communications. Remaining calm and consideration of the appropriate 
choice of words used. Email should not be sent when either party is angry or upset. 

• Assumptions and accepting one side of a story can immediately set the tone. As a 
school we will always investigate or have evidence which ‘on the balance of 
probability’ leads us to our conclusion. Parents/carers should recognise that they may 
initially only have your child’s version of events about an issue, so be prepared to hear 
an account which may run counter to this. 

• No member of staff will deliberately accuse a child of something that has not 
happened. All staff want a student to conform to school rules, do the right thing and 
be respectful of decisions made. 

• It would be very much appreciated if parents could raise any issues they may have 
with one person in the first instance as raising an issue with multiple staff members 
slows down the process of the issue being dealt with. The staff member receiving the 
initial email may decide that a particular colleague is best placed to address the 
concern and will forward the initial email. They will inform the parent/carer that this 
has been done. 

Other things to consider  

When communicating with the school, please bear in mind that a great many staff are working 
extremely hard in trying to help our children achieve well. We would never wish to discourage 
parents from communicating with staff, establishing a relationship and working together. 
Parental communication is essential; we do not always get it right and we need your feedback 
to help us to continue to improve.  

Many of you will be facing the same challenges in your own workplace from an increasing 
expectation of anytime, anywhere communications. Some readers may be of the view that 
this is simply the way the world works now. However, the school has a duty of care to staff, 
as it does to children. This includes a responsibility to ensure that the staff workload is 
manageable and does not unreasonably intrude into their private life.  

It is interesting to note that even Ofsted have acknowledged the increasing demands on 
teacher time and the impact that this is having on the profession.  Hence, these references in 
the new Ofsted Framework:   

Ofsted Framework September 2019 Teacher workload and wellbeing  

• Inspectors will consider the extent to which school and college leaders take account 
of the workload and wellbeing of staff. 

• Leaders and managers must demonstrate that they are aware of and take account of 
the pressures on staff and that they are realistic and constructive in the way they 
manage staff, including their workload. 

• Inspection judgements of ‘outstanding’ leadership and management require that staff 
consistently report high levels of support for wellbeing issues. 

• Leaders protect staff from bullying and harassment.  

 

 



 IMPACT: 

What this means….. 

• Standard email, letters or text messages will be sent to inform home of detentions or 

academic catch ups set after-school. This may become automated in time. These are 

for misdemeanours where no extended discussion is required. e.g. failure to attend 

lunchtime academic catch-up. This will result in our staff being able to focus on our 

key roles.  

• Where an after-school catch-up or detention is required for a misdemeanour then 

notice of 24 hours will be given, but there is to be no negotiation about the evening 

this will take place on. To avoid inconveniencing their families children should modify 

their behaviour and adhere to rules, it should be noted that it is not the school 

causing the inconvenience.   

• With sanctions being by and large without negotiation (i.e. set by the school) and 
undertaken as requested, sanctions will have a more immediate impact in modifying 
behaviour.  

• Where a concern is raised by parent/carer, a clear timeline for responses operates.  

• Concerns will be triaged and directed to the appropriate member of staff, increasing 
the quality of response. 

• Unannounced visits will not be supported and will result in an appointment or call back 
being made. 

• Rude, aggressive, or confrontational communication will not be tolerated. 
 

CONCLUSION: 

Our staff go over and above every day and we want to keep them in a profession they are 
fully committed to.  Unreasonable workloads are contributing to the national recruitment and 
retention crisis in our profession.    

Our staff wish to support every student in our care in order that they can achieve the best 
possible outcomes. In order to do this, students will be challenged when their behaviour or 
conduct does not reach expected standards or where our vales of Ready, Resilient, Respectful 
are not adhered to. This is never done for any reason other than to ensure that students make 
the right choices and get the most out of the high quality education that we provide. 

It is important that home and school, work together in a climate of mutual respect to ensure 
that the educational experience and outcomes are the best they can be.  


