Mapledown School     [image: ]


   

Working & Learning Together to Achieve our Best


Mapledown School Parents’ Communication strategy 

	[bookmark: _30j0zll]Name of School 
	Mapledown School

	This policy was written in 
	September 2025

	This policy is to be ratified at FGB
	November 2025

	This policy is to be reviewed in
	September 2026




PART A Audience: All stakeholders.  

At Mapledown school, we know that when communication between parents, carers and school staff is positive it brings about the best outcomes for our children.  

All staff and parents/carers should adhere to the school’s expectations for communication (see Annex A and Annex B). These expectations have been drawn up in consultation with parents and governors. We train our staff to adhere to and uphold these expectations. 

Enquiries
All emails and phone calls, in person enquiries should go through the office. 
Email: office@mapledown.barnet.sch.uk 
Phone number: 020 8455 4111

Response time
At Mapledown, we respond to parents and carers in a timely manner through email or phone. Emails will still be acknowledged on reading, with a holding email where appropriate:
· routine (packed lunches, swimming enquiries - on same day)
· academic/learning - within 48 hours
· request for planned absence - within a week 

Information
We would ask parents and carers to keep up to date with relevant information through:
· The school calendar on the website;
· The newsletter;
· Emails sent directly to parents from the office or by leaders (regarding events such as EHCP reviews, parents’ workshops and coffee mornings, fundraisers, etc).

The school appreciates it when parents and carers check the calendar on the website, and the most recent letter or newsletter,  before contacting the school office directly. 

Mapledown School appreciates that parents’ and carers’ whatsapp groups are extremely useful. However the school urges parents to seek clarification from the school through the office, rather than rely on the accuracy of information in whatsapp groups. 

Phone calls
The school office may leave voice mail messages, so that parents do not see the school number and worry, having no idea what the call is about.  Therefore, parents should listen to the message before ringing back to save their own time.  

Drop off and pick up times
These are valuable opportunities for communication between parents/carers and class teachers or school staff, however, important messages should go through the school office, so they can be responded to effectively.  
Good uses of drop off and pick up for parents:
· messages about a child’s mood/wellbeing;
· minor ailments; 
· sleepless nights;
· queries about the timetable.

Things to avoid:
· messages about appointments or changes in pick up arrangements; 
· issues that need long conversations, or that are personal and emotional. 

Information in this strategy will be shared with parents on a regular basis throughout the year, through the newsletter, website and any other events as appropriate. 

Persistent non-adherence to the guidelines above will be deemed by the school to be vexatious and unreasonable behaviour, which impacts negatively on pupils’ outcomes and the wellbeing of staff, and against which the school will take appropriate action. 











Annexes

Annex A

Communication between parents and school staff

At Mapledown school we highly value the strong and positive relationships which exist between the school and its parent body.  We believe that these relationships contribute significantly to the school’s success and to the happiness, security and achievements of each one of our pupils.

In order for communication to be useful and supportive to pupils and staff, it is essential that it is always conducted in a polite and respectful manner, whether in person, by phone or by email. Our staff know we expect this of them, and we provide ongoing support and training for them to ensure that this happens. 

The vast majority of complaints and concerns are managed very successfully in an informal but thorough manner. However, a very small minority of parents/carers raise concerns or complaints that are vexatious or unreasonably persistent or conduct themselves in such a way that it is extremely difficult for the school to operate effectively or to maintain a safe and secure environment for staff, learners, visitors and parents/carers alike. 

Complainants may make what we consider unreasonable demands on the school for example through: 
•the amount of information they seek; 
• the nature and scale of service they expect ; 
• the number of approaches they make.

Examples of vexatious parents may include: 
• Making excessive demands on the time and resources of staff -for example excessive telephoning or sending emails, writing lengthy complex letters or emails regularly or expecting immediate responses; 
• Being abusive, intimidating, passive aggressive or threatening to staff, either by telephone, in writing (including emails and social media) or in meetings; 
• Arriving at School without an appointment and demanding to see staff (including the demand to see particular members of staff); 
• Refusing to leave the School premises when requested; 
• Expecting or demanding return telephone calls or responses within an unreasonable timeframe; 
• Refusing to accept the requirements or process outlined in the Complaints Policy; 
• Refusing to accept the outcome of the Complaints Policy

Parents expectations of the school 
Parents/carers/members of the public who raise either concerns with the school can expect the school to: 
• Respond within a reasonable time; 
• Respond with courtesy and respect; 
• Attempt to resolve problems using reasonable means 
• Ensure that the Complaints policy and this policy are available on the school’s website

The schools’ expectations of parents/carers/members of the public 
The school can expect parents/carers/members of the public who wish to raise concerns with the school to: 
• Treat all school staff with courtesy and respect; 
• Respect the needs and well-being of pupils and staff in the school; 
• Avoid any use, or threatened use, of violence to people or property; 
• Avoid any aggression, verbal abuse or other intimidating behaviour; 
• Avoid being threatening or passive aggressive in tone either verbally or in writing; 
• Ensure that written communications state the facts surrounding the concern without using threatening or unpleasant language; 
• Recognise the time constraints under which members of staff in schools work and allow the school a reasonable time to respond; 
• Use the appropriate channels to make contact with the school; 
• Avoid contacting the Headteacher constantly for small matters that can be dealt with by other members of staff; 
• Avoid being derogatory about the school or members of staff on social media; 
• Avoid using social media to rally other parents to their cause; 
• Recognise that resolving a specific problem can sometimes take some time.

We recognise that parents and carers sometimes contact the school when they are under pressure and concerned about their child.  We also accept that the school sometimes gets things wrong and that parents and carers may have cause to feel dissatisfied.  However, even in these trying circumstances it is essential that communications are always conducted in an appropriate way. 

Therefore we request that parents and carers always speak to school staff, both teaching and non teaching, in a polite, calm and respectful manner.  Our staff understand that parents will sometimes be upset, but they should not be expected to tolerate raised voices or inappropriate language.

We ask that email communications are also conducted in a polite and respectful manner.

Finally, we request that parents and carers always follow school communication procedures as set out in our communication strategy,  our website and in the school newsletter.  This makes for more efficient and cordial communication and means that issues and enquiries can be resolved more speedily. 






















Annex B

Examples of unreasonable and vexatious parental behaviour (also refer to our “Dealing with inappropriate behaviour” policy). 

1. Persistent and excessive communication
· Repeatedly making unreasonable demands via emails, phone calls, or meetings.
· Sending excessive correspondence, especially when issues have already been addressed.
· Refusing to accept school policies, decisions, or explanations and continuously challenging them.
2. Aggressive or intimidating conduct
· Using threatening, abusive, or offensive language towards staff, students, or other parents.
· Making baseless allegations or personal attacks against school staff.
· Engaging in confrontational behaviour, such as shouting or making threats in person or online.
3. Misuse of our communication processes
· Repeatedly raising the same issue despite it being addressed.
· Making frivolous or malicious complaints against staff members.
· Demanding unreasonable responses or actions beyond the school's capacity.
4. Disrupting the school environment
· Interfering with school operations, such as refusing to leave school premises when asked.
· Repeatedly disrupting classrooms, school events, or meetings.
· Encouraging pupils or other parents to act against school policies.
5. Social media harassment and defamation
· Posting false or misleading information about the school or staff online.
· Organizing online harassment or campaigns against the school.
· Using social media to spread rumours, incite hostility, or threaten individuals.
6. Failure to cooperate with reasonable school requests
· Refusing to comply with school policies, including safeguarding and behavioural expectations.
· Ignoring school procedures and attempting to bypass established channels for complaints.
· Failing to engage constructively in their child’s education while demanding special treatment.
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