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Riverside Primary School Communication Policy 

Introduction and Aims 
At Riverside Primary School, we believe that clear, open communication between the school and 
parents/carers positively impacts pupils’ learning because it: 

●​ Provides parents/carers with the information they need to support their child’s education. 
●​ Facilitates school improvement through feedback and consultation with parents/carers. 
●​ Builds trust between home and school, enhancing the support for each child's educational 

and pastoral needs. 

The aim of this policy is to promote clear and open communication by: 

●​ Explaining how the school communicates with parents/carers. 
●​ Setting clear standards for responding to communication from parents/carers. 
●​ Helping parents/carers reach the member of school staff best placed to address their specific 

query or concern to ensure a prompt response. 

We will only communicate with parents regarding their own child at the school. Requests to raise a 
concern on behalf of another parent will be declined, as will requests for information about another 
child. Any correspondence received from legal advisers will be shared with the Local Authority Legal 
Team. 

In this policy, ‘parents’ refers to both parents and carers. 

 

Roles and Responsibilities 
Headteacher 

The Headteacher is responsible for: 

●​ Ensuring that communication with parents is effective, timely, and appropriate. 
●​ Regularly reviewing this policy for its relevance and effectiveness. 

Staff 

All staff are responsible for: 

●​ Responding to communication from parents in line with this policy, the staff Code of Conduct, 
and the school’s Acceptable Use policy. 

●​ Collaborating with colleagues to ensure parents receive timely information, especially if they 
cannot address a query themselves. 

●​ Ensuring they check their email and other communication channels at least once each 
working day. 



Staff will not respond to communications outside of school hours (8:30 am – 4.30pm) or during school 
holidays.  

Members of the Senior Leadership Team may respond outside of working hours in certain 
circumstances, exercising their professional judgement. 

The school office team may contact parents in exceptional circumstances, for example, essential 
updates regarding clubs, payments, and urgent matters during school holidays.  

On occasion, staff may feel it necessary to have a second member of staff present during meetings 
with parents to ensure transparency and support. 

Parents 

Parents are responsible for: 

●​ Ensuring that communication with the school is always respectful. 
●​ Making every reasonable effort to address communications to the appropriate member of 

staff in the first instance. Please see Appendix 1. 
●​ Responding to communications from the school, such as requests for meetings, in a timely 

manner. 
●​ Regularly checking all communications from the school. 
●​ Providing the school with the most up-to-date contact and medical information for their child, 

submitted in writing via email to the school office. 
●​ Communicating significant events: we understand that significant life events, such as 

bereavements or family changes, can impact a child's wellbeing and performance at school. 
We encourage parents to inform us about any important events in their child’s life, so we can 
provide appropriate support and understanding. 

Other Professionals 

Communications from professionals working for other organisations will be respected in line with 
their employer's policies. However, any communications deemed disrespectful, abusive, or 
threatening will be referred to the Headteacher. 

 

Communication with Parents and Carers 
The following sections outline how we keep parents informed about their child’s education and what 
is happening at school. Parents should monitor all communication channels regularly to ensure they 
do not miss important updates or announcements. This includes: 

●​ School newsletters and other letters and messages sent via ParentPay  
●​ Any emails/text messages from the school 
●​ For EYFS, posts and messages on SeeSaw 
●​ For some select families, where their children access our SEND provision, Tapestry may be 

used 

 

 



The School Office 

Please note that our office hours are Mon-Thurs 08:30 - 16:30, Fri 08:30 - 16:00, term time only and we 
typically respond within 2 working days. Emails received during a school closure period may not be 
responded to until the school is open again.   

Meetings 
●​ Face-to-face conversations at drop-off or pick-up times are suitable for brief, quick messages 
●​ For more detailed conversations, if a member of staff is unavailable, or if an immediate 

conversation is not possible, parents should email the school office to request an 
appointment, which the school will aim to arrange within 5 working days.  

●​ Staff availability outside of teaching hours should not be assumed, as they may have 
additional duties. 

●​ Parents who approach the school to request unscheduled meetings during the school day will 
be unable to meet with staff, as school hours are dedicated to teaching and running daily 
operations. All meetings must be pre-arranged to ensure minimal disruption to learning. 

●​ The Headteacher will decide which staff member will attend a requested meeting. On 
occasion, staff may feel it necessary to have a second member of staff present during 
meetings to ensure transparency and support. 

●​ Two parents’ consultation meetings are held each year to discuss children’s achievements, 
progress, and wellbeing. Additional meetings may be scheduled if required. 

●​ Parents of pupils with special educational needs (SEN) will be invited to extra meetings, 
including One Plan meetings 

●​ Some meetings may be held virtually. 

Email 

●​ Parents are welcome to email the school at admin@riverside.essex.sch.uk  or the class email 
addresses for non-urgent issues. See appendix 1. 

●​ Emails should be concise and clear to facilitate timely responses. 
●​ The school will aim to respond within 2 working days. If a longer response time is needed, a 

revised timeline will be communicated. 
●​ Changes in a child's medical needs should always be shared via email through the school 

office. 
●​ Where an informal conversation has been had with a member of the school team, the parent 

should always support this with written communication for the school record when the 
situation is complex. 

Parent Pay 

Parent Pay is our preferred communication tool because: 

●​ It reduces the risk of data breaches caused by human error when sending emails to large 
groups. 

●​ All messages from the school can be accessed in one place, reducing the risk of important 
messages being overlooked. 

Through Parent Pay, we keep parents informed about: 

●​ Upcoming school events 
●​ Scheduled school closures (e.g., staff training days) 
●​ School surveys or consultations 
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●​ Class activities or requests from teachers 
●​ Consent forms 
●​ A weekly newsletter 

Phone Calls 

For urgent concerns: 

●​ Parents should call the school office directly at 01702 230911. Staff availability may be limited 
due to teaching commitments and other duties. 

●​ For non-urgent queries, parents should email or call the school office, with staff aiming to 
respond within 2 working days. 

●​ Parents must notify the school office via telephone by 9:20am if their child is absent on the first 
and subsequent days of absence 

●​ The school will call parents if their child presents as unwell during the school day. If there is a 
head injury a text message will be sent to inform parents along with a written ‘bump note’. 

●​ It should be noted that some parents may email staff during the day regarding who is 
collecting their child. Parents are reminded that the office is their first contact during the day 
to pass on changes in collection, in case teachers don’t see their class email before home 
time. 

Our Approach to Calling Home 

At Riverside, we aim to keep communication purposeful and efficient. While we want to keep you 
informed about your child, there are some instances where we will contact home and others where 
we will not, to help minimise unnecessary interruptions to the school day and promote pupil 
independence. 

We will ring home for: 

●​ Forgotten packed lunches 
●​ Illness that means a child is not well enough to remain in school, including: 

●​ High temperature 
●​ Vomiting or diarrhoea (following public health guidance, children must stay home for 48 

hours after the last episode) 
●​ Significant pain or discomfort (e.g. headaches, stomach aches) 
●​ Symptoms that prevent the child from participating in learning or school activities 

●​ Significant injury during the school day (i.e. injury requiring further medical treatment) 
●​ Changes to medical needs or queries around the administration of medication 
●​ Behavioural incidents that require immediate follow-up or present safeguarding concerns 
●​ Changes to pick-up arrangements that are unclear or potentially unsafe 
●​ Emergencies or significant wellbeing concerns​

 

We will not ring home for: 

●​ Minor injuries during the school day. A text message will be sent along with a ‘bump note’ for 
head bumps that may require further monitoring. 

●​ Mild illness or temporary symptoms such as: 
○​ Occasional coughs or sneezes with no other signs of illness 
○​ Minor cuts or grazes that have been treated by first aid staff 
○​ Complaints that appear to resolve quickly (e.g. a tummy ache that improves after a 

short rest) 



○​ Tiredness or emotional upset that is being appropriately supported in school 
○​ These decisions are made with care and professional judgment by trained first aid staff, 

always keeping your child’s wellbeing at the centre. 
●​ Forgotten water bottles — water is always available in school, and children will be given a 

spare cup or bottle if needed 
●​ Forgotten PE or swimming kits — children will still be expected to participate where possible, 

and reminders will be sent home if this becomes a pattern 
●​ Forgotten money for small events such as PTA sales or book fairs — children may take part 

within limits or be given a reminder for next time 
●​ Non-urgent items such as reading books, pencil cases, or coats 
●​ Minor playground issues that are resolved successfully in school 
●​ Missing homework or home reading records – these will be followed up via normal classroom 

systems 

These decisions reduce disruption to learning and help the office team prioritise urgent matters.  

Social Media and Online Platforms 

●​ The school will not respond to concerns raised via social media or online platforms such as 
Google Classroom or Seesaw. 

●​ Any threats, defamatory comments or abusive behaviour towards staff or pupils observed on 
social media will be reported to the Police and legal advice sought. The content may be 
removed. 

School Calendar 

●​ Important events and announcements are communicated via the school calendar on our 
website and on the school newsletter 

●​ Parents are given at least 2 weeks’ notice of events, including non-uniform days or special 
assemblies wherever possible. 

Reports 

Parents receive regular reports on their child’s learning, including: 

●​ An end-of-year report covering achievements in each part of the curriculum, progress, and 
attendance. 

●​ A report detailing the outcomes of any statutory assessments that have been completed. 

School Website 

Key school information, including: 

●​ School times and term dates 
●​ Notable events and announcements 
●​ Curriculum information 
●​ Important policies and procedures 
●​ Contact information for staff 
●​ Information about Breakfast Clubs and After-School clubs 

is available on our website. Parents should check the website and newsletters for information before 
contacting the school. 



 

Inclusion 
We aim to ensure that all members of our community can communicate easily with the school. Our 
website features a translation tool, and parents who require additional support can request all 
communications sent via email rather than phone call to allow for easier translation. 

 

Types of Unacceptable Behaviour and Communication 
At Riverside Primary School, we believe that positive, open communication between parents and staff 
is key to supporting every child’s education and wellbeing. We welcome discussions with parents and 
are committed to addressing concerns. However, all interactions must be conducted in a respectful 
manner. We expect all communication to reflect the values of mutual respect and kindness, ensuring 
that our school remains a safe and welcoming environment for everyone. 

Certain types of behaviour and communication are deemed unacceptable, including but not limited 
to: 

●​ General rudeness or disrespect, including dismissive, condescending, or hostile behaviour 
that undermines the dignity of staff or other members of the school community. 

●​ Shouting/raised voices  
●​ Using offensive language. 
●​ Physical aggression (e.g. pushing, hitting, kicking). 
●​ Excessive emails/phone calls regarding the same issue over a short period. 
●​ Intimidation or aggressive gestures towards staff or pupils. 
●​ Threatening comments about staff or pupils, either in person or online. 
●​ Sending abusive messages via any medium. 
●​ Posting defamatory or derogatory comments on social media. 
●​ Disrupting school operations or breaching security procedures. 

This list is not exhaustive but serves to illustrate behaviours that have no place in our school 
community. 

Interactions Between Parents on School Premises 
At Riverside Primary School, we encourage positive and respectful interactions between all members 
of our community. However, to maintain a safe and welcoming environment, the following behaviours 
are deemed unacceptable on our school site: 

●​ Shouting or raised voices 
●​ Use of offensive, aggressive or threatening language 
●​ Physical actions such as pushing, shoving, or intimidation 

The school does not act as a mediator in disputes between parents, and conflicts that occur off 
school premises are beyond our remit. If parents have concerns about a disagreement or conflict 
with another parent, we advise them to seek independent legal advice for resolution. 

 



Actions in Response to Unacceptable Behaviour 
In response to unacceptable behaviour, the school may take the following actions: 

1.​ Ask the parent to desist or leave the site if behaviour occurs on school premises. Serious 
incidents may involve police contact. 

2.​ Gather information regarding allegations of unacceptable behaviour, potentially involving 
witnesses. 

3.​ If unacceptable behaviour is confirmed, the following actions may be considered: 
○​ Verbal or written warning regarding the unacceptable nature of their behaviour. 
○​ Requirement for future meetings to be attended with a second person present. 
○​ Establishing a contact plan limiting communication to written correspondence with a 

specified staff member. 
○​ Issuing a warning letter or an immediate ban from the school site. 
○​ Police involvement for behaviour that is criminal in nature. 
○​ Seeking legal advice on further actions. 

The school will respond proportionately to incidents, with the final decision resting with the 
Headteacher and, where necessary, the Governing Body. 

 

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

 

Monitoring and Review 
The Headteacher will monitor the implementation of this policy and review it every three years. The 
policy will require approval from the Governing Body. 

 

Links with Other Policies 
This policy should be read alongside: 

●​ SEND Policy 
●​ Homework Policy 
●​ Complaints Policy 
●​ Acceptable Use Policy 

 
 
 
 
 
 



Appendix 1: 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 the most appropriate address.  
●​ Include your child’s full name and class in the subject line.  
●​ Any other enquiries in the first instance should be directed to the school office 

admin@riversideprimary.co.uk who can then forward your email on to the most appropriate 
person. 

 
Remember: check our website and school newsletters/letters first - much of the information you need 
is posted there.  

School Contact Information: 
The Office: Mrs King, Miss Cousins, Mrs Wisewell, 
Mrs Barnes 

●​ Email: admin@riversideprimary.co.uk  
●​ Phone: 01702 230911 
●​ Please note that our office hours are 

Mon-Thurs 08:30 - 16:30, Fri 08:30 - 16:00, 
term time only and we typically respond 
within 2 working days.  Emails received 
during a school closure period may not 
be responded to until the school is open 
again.   

Class email addresses: class@riversideprimary.co.uk  
For example: bear@riversideprimary.co.uk  

Learning mentor: Mrs Wellington welfare@riversideprimary.co.uk  

SENCO/INCO: Miss Marshall/Mrs Rice sen@riversideprimary.co.uk  

Phase Leaders EYFS: leopard@riversideprimary.co.uk  
KS1: seal@riversideprimary.co.uk  
LKS2: turtle@riversideprimary.co.uk  
UKS2: koala@riversideprimary.co.uk  

Deputy Headteachers admin@riversideprimary.co.uk   

Headteacher admin@riversideprimary.co.uk  

Governing Body via Clerk l.usherwood@riversideprimary.co.uk  

PTA pta@riversideprimary.co.uk  
 
I have a question about: Who you need to talk to: 

A safeguarding concern Designated Safeguarding Leader - Mrs Claire 
Smith 
Deputy Designated Safeguarding Leaders - Miss 
Emma Shaw,  Mrs Kim Watts, Miss Steph 
Marshall, Miss Tammy King, Mrs Danielle Rice, 
Mrs Sandra Wellington 

My child’s learning/homework Class Teacher 
Phase Leader 
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My child’s wellbeing/pastoral support Class Teacher 
Learning Mentor - Mrs Sandra Wellington 

My child’s medical needs Class Teacher 
Pupil Administrator & Pediatric First Aider - Miss 
Tammy King 

Payments Pupil Administrator - Miss Tammy King 
Finance Manager - Mrs Ruth Wisewell 
School Business Manager - Ms Julie Cousins 

School trips Pupil Administrator - Miss Tammy King 

Uniform lost and found Class teacher 
Pupil Administrator - Miss Tammy King 

Attendance Pupil Administrator - Miss Tammy King 
Attendance Lead - Miss Emma Shaw 
Headteacher - Mrs Claire Smith 

Absence requests Pupil Administrator - Miss Tammy King 
Attendance Lead - Miss Emma Shaw 
Headteacher - Mrs Claire Smith 

Bullying and behaviour Class Teacher 
Phase Leader 
Deputy Headteachers 
Headteacher 

School events/the school calendar Pupil Administrator - Miss Tammy King 
Headteacher - Mrs Claire Smith 

Special Educational Needs SENCO - Miss Steph Marshall 
INCO - Mrs Danielle Rice 

Breakfast/Twilight club Pupil Administrator - Miss Tammy King 

Other extra-curricular clubs Pupil Administrator - Miss Tammy King 

The PTA Head of PTA  

The Governing Body Clerk - Mrs Louisa Usherwood 

Complaints Headteacher - Mrs Claire Smith 
School Business Manager - Ms Julie Cousins 
Clerk - Mrs Louisa Usherwood 

 
 
 
 
 
 
 
Appendix 2: Parent Flyer 
 



Riverside Primary School Communication Policy:  
Essential Information for Parents 

At Riverside Primary School, we value clear and open communication between our school and families. 
Effective communication positively impacts your child's learning and development. This leaflet flyer outlines 
key aspects of our Communication Policy to help you navigate our communication channels. 

How We Communicate: 
●​ Newsletters & Updates: We share regular newsletters via ParentPay, emails, and text messages, 

keeping you informed about school events and your child's education. 
●​ Meetings: We hold two parent consultation meetings annually to discuss your child's progress. Parents 

of pupils with special educational needs (SEN) will be invited to extra meetings, including One Plan 
meetings. All parents can request other appointments; we aim to schedule these within 5 working 
days. For more complex issues, written communication is encouraged for clarity. All meetings must be 
pre-arranged to ensure minimal disruption to learning. Staff availability outside of teaching hours 
should not be assumed, as they may have additional duties. 

●​ Email: For non-urgent matters, please email us at admin@riversideprimary.co.uk or your child’s class 
email. We aim to respond within two working days. Please note that part-time staff may have delays in 
responding based on their working schedule. 

●​ Phone Calls: For urgent concerns, contact the school office at 01702 230911.  
●​ The school website: The school website provides key information, including school times, term dates, 

notable events, curriculum details, important policies, staff contacts, and information about 
breakfast and after-school clubs. 

●​ Please note that our office hours are Mon-Thurs 08:30 - 16:30, Fri 08:30 - 16:00, term time only and we 
typically respond within 48 hours.  Emails received during the school closure period may not be 
responded to until the school is open again.   

Important Reminders: 
●​ Questions or Concerns: Face-to-face conversations at drop-off or pick-up times are suitable for brief, 

quick messages only. For other matters, please first contact the appropriate staff member via 
telephone/email. Our school office can also assist you in directing your queries. For urgent matters, 
please call the school office directly. 

●​ Keeping Contact Information Updated: Ensure we have your current contact information and inform 
us promptly of any changes. 

●​ Significant Life Events: We encourage you to inform us of any significant life events (e.g., 
bereavements, family changes) to support your child's wellbeing. 

●​ Changes in Medical Needs: Inform us of any changes to your child's medical needs via email and 
ensure completion of relevant forms. 

●​ Absence: Please notify us by 9:20 am if your child is absent and on each subsequent day they are 
absent. 

●​ Collection Arrangements: Please communicate any changes regarding who will collect your child 
directly to the school office to ensure proper notification. 

●​ Open and Respectful Communication: We encourage all communication to be respectful and 
constructive. 

●​ The school has a zero-tolerance policy for unacceptable behaviour from parents: To ensure a safe 
and welcoming environment, unacceptable behaviour includes: rudeness, shouting, offensive 
language, physical aggression, excessive communications on the same issue, intimidation, 
threatening comments, abusive messages, defamatory social media posts, and disruptions to school 
operations. This list is not exhaustive but highlights behaviours that are not tolerated in our school 
community. 
 

For Full Policy Details  
For a comprehensive understanding of our communication policy, please visit our website. 

Thank you for your support in making Riverside Primary School a positive and supportive 
learning environment for all of our children. 
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