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1. Introduction 
All communication at Green Lane School should keep staff, pupils, parents, Governors and other stakeholders well informed in a timely manner. Communication should be honest, ethical and professional and should use the channel of communication that is most appropriate to audience, message and context. This policy will be put into practice when communicating between staff, outside agencies, parents and pupils. This policy can also be found on the school website. On-going monitoring will take place for impact and effectiveness. We believe that effective partnership working is key to the implementation of our aims, values and policy aspirations. In particular, this policy relates to our working closely with the Governing Body, Local Authority and other relevant organisations.
Please note that in this policy, ‘parents’ refers to ‘parents and carers’.
2. Roles and responsibilities
2.1 Headteacher
The headteacher is responsible for:

· Ensuring that communications are effective, timely and appropriate

· Monitoring the implementation of this policy

· Regularly reviewing this policy

2.2 Staff

All staff are responsible for:

· Responding to communication in line with this policy and the school’s ICT and internet acceptable use policy

· Working with other members of staff to make sure colleagues and stakeholders get timely information (if they cannot address a query or send the information themselves)
Staff will aim to respond to communication during directed time. 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. 

2.3 Parents

Parents 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

· Respond to communications from the school (such as requests for meetings) in a timely manner

· Checking all communications from the school
· Ensuring that all communication is respectful and polite
Parents should not expect staff to respond to their communication outside of school hours or during school holidays. 
3. Internal Methods of Communication
3.1 Face- to- face communication 

· Communication between colleagues should remain professional and friendly. 

· All staff are expected to communicate regularly with colleagues. Nobody should work in isolation and opportunities should be found by staff to share information and network with colleagues in a way which enables them to fulfil their role. All staff should be made to feel included and welcome. 

· Communication should be in person where possible. Where there is misunderstanding or disagreement between colleagues, face to face communication between the two colleagues should be undertaken in the first instance. 
3.2 Email 

This section outlines the school’s expectations of email and electronic message protocol to ensure fluid, productive and appropriate communications in and out of school using the school’s email servers and contact addresses. 

Emails and electronic communication can be a huge time saving device and can be highly useful communication tools. They should be used, where possible to communicate effective and reduce workload. This guide is intended as a guide to good practice that is conducive to healthy work/ life balance and professional standards. 

· All emails and communications should be succinct and to the point. They should not take excessively long to read or write. 

· Emails and communications regarding work should only be sent or replied to between the weekday hours of 8:00 and 18:00. There is no obligation to reply to any email after 17:00 on weekdays or on weekends. This includes emails from parents – although there is no expectation that staff give parents their email address. 
· Some emails are automated (e.g. I AM Complaint, CPOMS and Behaviourwatch). These emails may arrive outside of the 8:00-18:00 window. Again, there is no obligation for staff to read or respond after 17:00 on weekdays or on weekends.
· Emails sent outside of this time should be sent with delayed delivery or saved as drafts so they arrive during the recommended hours. 

· Urgent communications outside of these hours should be made via phone or email, only if absolutely necessary. 

· Staff should be aware that the tone of emails can be misinterpreted and that sensitive conversations should be had in person to avoid risk of misinterpretation. 

· School email accounts must not be used for personal communications. 

· Emails to parents or in response to staff requests should be responded to, if requested, within 48 hours or ASAP for serious or safeguarding concerns. 

· Emails should be checked for spelling, punctuation and grammar and should be suitably checked for the intended recipient. There is a difference between informal and formal emails. 

· Emails sent from/at work are monitored periodically and emails sent using the school email system may be monitored by the leadership team of the school to maintain safeguarding and professional standards. 

· Pupil initials should be used in the header of an email to ensure that confidentiality is not breached. Where possible names or initials should not be used in the headers of emails. 

· Attention must be given to who receives or is copied into an email. All staff should only be emailed when the content is relevant to all staff. Groups or individuals should be identified and addressed to ensure unnecessary emails are kept to a minimum. 

· Good communication with parents is important. If you are unsure of how to respond to a parental email, please consult with a member of the Leadership Team before replying. 

· Email communication with pupils should always be using a school email account and content should reflect appropriate and professional standards. 

· Staff must not contact pupils or parents, or conduct any school business, from a personal email address or via social media. 

3.3 Meetings 

· All staff should have regular opportunities to meet with their Line Manager. 

· All meetings that take place can be requested to be recorded appropriately. 

· For all staff there is a programme of meetings. All staff are invited to contribute to the meeting. All meetings should be structured to reflect school priorities, preferably with the agenda shared prior to the meeting. Any minutes should record actions from the meetings. Staff are expected to attend on time. 

· For staff with management responsibilities, meetings should occur with their line manager. The frequency should be determined by the demands of their role. Both parties should feel free to bring up matters arising. 

· Where a member of staff needs more support, line managers can arrange a series of meetings. Formal minutes with actions and deadlines should be taken to evidence the support and participation.

· Meetings should be scheduled using the school’s online diary system.

3.4 Written Communication 

These are placed in staff pigeon holes, or placed in a secure location that is made known to staff. Staff are expected to check for written communication regularly. 
3.5 Telephone Calls 

· These should take place using the school networks. 

· It may be preferable to use personal mobile phones to contact a member of staff, particularly if they are not available in their office. This is permissible but professional judgement should be used here. 

· Staff should avoid using personal mobile phones to contact parents. If this is unavoidable e.g. then staff should remove their caller ID.

· Staff should never contact pupils using their personal mobile phone. 

· Staff should endeavour to reply to phone messages with 24 hours (Mon-Fri), particularly regarding outside communications.

4. External Methods of Communication

· Communication should be clear and professional at all times. 

· Staff should endeavour to reply to phone messages within 24 hours (Mon-Fri), particularly regarding outside communications. 

· All communication should be responded to within 48 hours (Mon-Fri). Where more time is needed an acknowledgement of the communication should take place within this time period. 

· Where informal communication takes place, staff should be mindful of their professional responsibility. If issues or actions arise from the communication, this should be shared with relevant parties and logged on SIMS and any documents should be placed in the pupil’s file.

4.1 Email 

· External emails should be treated in the same way as internal emails. 

· All letters will be checked for accuracy and clarity by the Headteacher.

4.2 Meetings 

· All relevant parties should be invited to meetings. 

· Meetings should be arranged at a time that is convenient to all relevant parties. 

· Meetings, particularly with parents, should rarely take place without a prior appointment 

· All meetings should be scheduled using the School Office 365 calendar. 

· All meetings that take place can be requested to be recorded appropriately. All formal actions should be noted. 

4.3 Written Communication 

These are placed in staff pigeon holes, or placed in a secure location that is made known to staff. Staff are expected to check for written communication regularly. 

· A letter received from a parent/ carer or outside agency pertaining to a pupil should be replied to in writing within 48 hours and placed on the pupil’s file. In discussion with SLT, staff may scan and save information in the home school diary, relating to welfare. 

· Any letter of complaint should be shared with line managers for advice. 

· Any communication of complaint regarding a member of staff must be sent to the Head Teacher. 

· If the complaint is about the Head Teacher this should be forwarded to the Chair of Governors. 

· All letters of complaint and their subsequent replies should be forwarded to the Office Manager for logging.

4.4 Telephone Calls 

· These should take place using the school network. 

· When making a call, staff should introduce themselves, their role and the name of the school. They should establish who they are speaking to before continuing the conversation. 

· Incoming calls should be announced by the receptionist. They should state the name of the caller, the institution they represent and or the students’ name and the purpose of the call. 

· Office staff are expected to ensure that answerphones are checked regularly and that messages are responded to promptly.
5. How we communicate with parents and carers

The sections below explain how we keep parents up-to-date with their child’s education and what is happening in school. 

Parents should monitor all of the following regularly to make sure they do not miss important communications or announcements that may affect their child.

5.1 Email

We use email to keep parents informed about the following things:

· Upcoming school events

· Scheduled school closures (for example, for staff training days)

· School surveys or consultations

· Class activities or teacher requests
· Annual Review Arrangements
5.2 Parentmail Text messages

We will text parents about:

· Payments

· Short-notice changes or updates to events
· Emergency school closures (for instance, due to bad weather)

5.3 School calendar

Our website includes a full school calendar for the year.
Where possible, we try to give parents at least 2 weeks’ notice of any events or special occasions (including non-uniform days, special assemblies or visitors, or requests for pupils to bring in special items or materials).

Any such event will be included in the school calendar. 

5.4 Phone calls
Staff may contact parents by phone for a range of reasons, such as:

· To share good news or good work

· To let parents know if their child is ill or to advise a visit to the pharmacy or GP

· To discuss resources that are needed or need replenishing e.g. spare clothes, medication, hygiene products

· To inform parents of a significant incidents 

· To discuss welfare concerns

· To follow attendance procedures
5.5 Letters

We send the following letters home regularly:

· Letters about trips, visits and events
· Consent forms

· Headteacher letters
5.6 Home School Diaries
Home school diaries are used for pupils whose communication needs make it challenging to share information, discuss their day or pass on messages from home. Some pupils use student planners (as appropriate).
5.7 Reports
Parents receive reports from the school about their child’s learning, including:

· An end-of-year report covering their achievement in a range of curriculum areas, how well they are progressing, and their attendance

· Termly IEPs
· Annual review documentation
· Information about qualifications gained
We also arrange regular meetings where parents can speak to their child’s teacher about their achievement and progress (see the section below).

5.8 Meetings

We hold a ‘meet the team’ event each September so that parents can meet their child’s class team and share key information. 

We hold 2 parents’ evenings per year. During these meetings, parents can talk with teachers about their child’s achievement and progress, the curriculum or schemes of work, their child’s wellbeing, or any other area of concern. 
Each child has an Annual Review meeting each year to discuss progress towards Education, Health and Care Plan outcomes and to review their child’s provision at the school.
The school may also contact parents to arrange meetings between parents’ evenings if there are concerns about a child’s achievement, progress, or wellbeing.
Parents of children who are new to the school are invited to a meeting prior to their child starting school where they introduced to key people and key information is shared.
5.9 School website

Key information about the school is posted on our website, including:

· School times and term dates

· Important events and announcements

· Curriculum information

· Important policies and procedures

· Important contact information

Parents should check the website before contacting the school.
5.10 Home-school communications app 

The school uses Evidence for Learning to share photos, videos and activities of their child’s learning with parents. Parents can also share photos, videos and activities with school. 
5.11 Social Media

The school has a Facebook account. This is used to share: 

· Examples of pupil work or activities

· Updates or reminders about school events

· Key messages about how parents can support their child at home 
· Signpost to other services

· Information about relevant community events
The school does not respond to messages or requests via social media.
6. How parents and carers can communicate with the school

Parents should use the list in appendix 1 to identify the most appropriate person to contact about a query or issue, including the school office number and email address.

6.1 Email

Parents should always email the school, or the appropriate member of staff, about non-urgent issues in the first instance.

If a query or concern is urgent, and parents need a response sooner than this, they should call the school. 

6.2 Phone calls

If parents need to speak to a specific member of staff about a non-urgent matter, they should email the school office and the relevant member of staff will contact them within 2 working days.
If this is not possible (due to teaching or other commitments), someone will respond to schedule a phone call at a convenient time. 

If the issue is urgent, parents should call the school office. 

For more general enquiries, please call the school office.

6.3 Meetings

If parents would like to schedule a meeting with a member of staff, they should email the appropriate email address, or call the school to book an appointment. 

We try to schedule all meetings within 5 working days of the request.
While teachers are available at the beginning or end of the school day if parents need to speak to them urgently, we recommend they book appointments to discuss:

· Any concerns they have about their child’s learning

· Updates related to pastoral support, their child’s home environment, or their wellbeing
6.4 Home-school communications app

The school uses Evidence for Learning to share photos, videos and activities of their child’s learning with parents. Parents can also share photos, videos and activities with school. This app is not used as a day-to day messaging device. Any key messages should be shared with school via phone, email or speaking to a staff member, dependent on the urgency.

7. Monitoring and review

The headteacher monitors the implementation of this policy and will review the policy every 3 years, or sooner if there is a significant change. 

The policy will be approved by the governing board. 

Appendix 1: school contact list

Who should I contact?

If you have questions about any of the topics in the table below, or would like to speak to a member of staff:

· Email or call the school office on 01925 811617 or office@greenlaneschool.co.uk
· Put the subject and the name of the relevant member of staff (from the list below) in the subject line (for emails)

· We will forward your request on to the relevant member of staff

Remember: check our website first, much of the information you need is posted there.

	I have a question about…
	Who you need to talk to

	My child’s learning/class activities/lessons/homework
	Your child’s class teacher on 01925 811617 or office@greenlaneschool.co.uk or via the home/school diary

	My child’s wellbeing/pastoral support
	The family support team (Carly Dumican, Lian White) on 01925 811617 or office@greenlaneschool.co.uk 

	Payments
	Chris Beeton on 01925 811617 or office@greenlaneschool.co.uk 

	School trips
	Your child’s class teacher on 01925 811617 or office@greenlaneschool.co.uk or via the home/school diary

	Uniform/lost and found
	The school office on 01925 811617 or office@greenlaneschool.co.uk

	Attendance and absence requests
	If you need to report your child’s absence, call: 01925 811617
If you want to request approval for term-time absence, contact the school office and ask for an absence request letter.

	Bullying and behaviour
	Initially your child’s class teacher on 01925 811617 or office@greenlaneschool.co.uk or via the home/school diary
For serious concerns contact Mike Gaskell on 01925 811617 or office@greenlaneschool.co.uk 

	School events/the school calendar
	The school office on 01925 811617 or office@greenlaneschool.co.uk

	Special educational needs (SEN)
	Luke Bennett on 01925 811617 or office@greenlaneschool.co.uk

	Hiring the school premises
	The school office on 01925 811617 or office@greenlaneschool.co.uk

	Friends of Green Lane
	Andrea Machin on 01925 811617 or office@greenlaneschool.co.uk

	Governing board
	Alan Lee/Andrea Machin on 01925 811617 or office@greenlaneschool.co.uk

	Catering/meals
	The school office on 01925 811617 or office@greenlaneschool.co.uk


Complaints

If you would like to file a formal complaint, please follow the procedure set out in our complaints policy. This can be found on the school website.
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