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1. Introduction and Aims 

At Magdalen Gates Primary School, we believe that clear, open communication between the 
school and parents has a positive impact on pupils’ learning because it: 

• Gives parents the information they need to support their child’s education. 
• Helps the school improve, through feedback and consultation with parents. 
• Builds trust between home and school, which helps the school better support each 

child’s educational and pastoral needs. 
 

We recognise that our school community is diverse, and we aim to ensure communication is 
clear, accessible and inclusive for all families. 

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

• Explaining how the school communicates with parents. 
• Setting clear standards and expectations for responding to communication from 

parents. 
• Helping parents 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. 
• Ensuring communication is managed in a way that allows staff to prioritise teaching, 

safeguarding and supporting pupils. 
 

Clear communication processes are in place to ensure fairness and consistency for all 
families. 

In the following sections, we will use ‘parents’ to refer to both parents and carers. 

 

2. Roles and Responsibilities 

2.1 Headteacher 

The headteacher is responsible for: 

• Ensuring that communications with parents are effective, timely and appropriate. 
• Monitoring the implementation of this policy. 
• Regularly reviewing this policy. 

 

2.2 Staff 
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All staff are responsible for: 

• Responding to communication from parents in line with this policy and the school’s 
ICT and internet acceptable use policy. 

• Working with other members of staff to make sure parents get timely information, if 
they cannot address a query or send the information themselves. 

• Supporting the school office in directing communication to the appropriate member of 
staff. 

 

In most cases, queries should be directed to the class teacher in the first instance. 
Communication should be made via the school office to ensure queries are managed 
efficiently and consistently. 

 

Staff will aim to respond to communication, including emails and requests for phone calls, 
within 3 working days during term time. Part-time staff may take longer to respond, as they 
are not in school every day. 

Staff will aim to respond during core school hours (8:30am to 3:30pm), or within their 
contracted working hours if they work part-time. In line with promoting staff wellbeing, staff 
are not expected to respond to communications outside of these hours, during weekends or 
during school holidays. Staff may choose to do so on occasion, but this should not be 
expected. 

 

During the school day, staff are teaching or supporting pupils and are therefore not available 
to respond immediately or take unscheduled calls. In line with DfE guidance, lessons will 
never be interrupted for staff to take calls or respond to emails. 

 

2.3 Parents 

Parents are responsible for: 

• Ensuring that communication with the school is respectful at all times, in line with our 
Parent Code of Conduct. 

• Making every reasonable effort to contact the appropriate member of staff in the first 
instance, using the contact list in Appendix 1. 

• Responding to communications from the school, such as requests for meetings, in a 
timely manner. 

• Checking all communications from the school regularly, including emails and Reach 
More Parents notifications. 

• Allowing reasonable time between communications on the same matter, so that staff 
have the opportunity to respond. 

 

Parents should not expect immediate responses or direct access to staff during the school 
day, including the SENDCo or pastoral support staff, as staff are teaching or supporting 
pupils. 

 

3. 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 
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sure they do not miss important communications or announcements that may affect their 
child. 

 

3.1 Reach More Parents App 

We use Reach More Parents as our main communication platform for sharing information 
with families. This includes messages and updates, letters and important information, event 
reminders, and whole-school and class communications. 

Parents are expected to check Reach More Parents regularly to ensure they do not miss 
important information. Please note that Reach More Parents is used by the school to 
communicate with parents and is not a direct messaging channel. To contact the school, 
please use email or telephone as set out in Section 4. 

 

3.2 Email 

We use email to keep parents informed about: 

• Meeting requests. 
• Written follow-up to meetings or conversations about a child’s progress, wellbeing or 

concerns, where appropriate. 
• School surveys or consultations. 
• Class activities or teacher requests. 

 

3.3 Text Messages 

We will text parents about: 

• Short-notice changes to the school day. 
• Emergency school closures, for instance due to adverse weather.   
• Attempts to make contact by phone, where we have been unable to reach you 

directly. 
 

3.4 School Calendar and Newsletter 

Our school website and fortnightly newsletter include key dates and upcoming events. 
Where possible, we aim to give parents at least two weeks’ notice of events or special 
occasions, including non-uniform days, special assemblies, visitors or requests for pupils to 
bring in items. However, this is not always possible. Key events will also be shared through 
Reach More Parents. 

 

3.5 Phone Calls 

We may contact parents by phone during the school day where necessary, for example if a 
child is unwell, to discuss wellbeing or behaviour, to share important information, or to follow 
up on a concern. Parents can request a phone call by contacting the school office, and calls 
will be arranged at a mutually suitable time. 

 

3.6 Letters 

We send the following letters home regularly: 

• Letters about trips and visits. 



Magdalen Gates Primary School  —  Home-School Communication Policy 

Page 5 of 9 

• Consent forms. 
• Our fortnightly newsletter. 
• Updates relating to behaviour, attendance, wellbeing or special educational needs, 

where appropriate. 
 

All letters are sent electronically via Reach More Parents or email. Paper copies are 
available on request. 

 

3.7 Reports 

Parents receive reports from the school about their child’s learning, including: 

• An annual end-of-year report covering achievement across the curriculum, how well 
their child is progressing, and their attendance. Reports are sent home in the Spring 
term for Years 1 to 6, and at the end of the Summer term for EYFS. 

• A report on Key Stage 1 and Key Stage 2 statutory assessment results, where 
applicable. 

 

We also arrange regular meetings where parents can speak to their child’s teacher about 
achievement and progress (see section 3.8 below). 

 

 

3.8 Meetings 

We hold two parent consultation meetings during the year, in the Autumn and Summer 
terms. 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. 

We also offer an optional report-based meeting following the annual written report. 

The school may also contact parents to arrange additional meetings if there are concerns 
about a child’s achievement, progress or wellbeing. Parents of pupils with special 
educational needs, or who have other additional needs, may be invited to attend further 
meetings to review progress and support throughout the year. 

 

3.9 School Website 

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

• School times and term dates. 
• Important events and announcements. 
• Curriculum information. 
• Key policies and procedures. 
• Contact information. 
• Information about before and after-school provision. 

 

Parents are encouraged to check Reach More Parents and the school newsletter in the first 
instance for key dates, events and announcements. 
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4. How Parents and Carers Can Communicate with the School 

Please use the contact list in Appendix 1 to identify the most appropriate person to contact 
about a query or concern, including the school office telephone number and email address. 

 

4.1 Email 

For non-urgent queries, parents should email the school office in the first instance. Please 
include your child’s full name and year group in the subject line. 

We aim to acknowledge all emails within 3 working days, and to respond in full, or to arrange 
a meeting or phone call where appropriate, within 5 working days. If the matter is more 
complex, we may indicate that we will respond in full within 10 working days. If a query is 
urgent and a response is needed sooner, parents should call the school office. 

 

For SEND queries, parents may also contact the SENDCo directly by email. For pastoral or 
family support queries, parents may also contact Carrie Brown (Pastoral Lead) directly. 
Details are in Appendix 1. For all other queries, please use the school office. 

 

4.2 Phone Calls 

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

If the matter is urgent, parents should call the school office. Urgent matters include family 
emergencies, safeguarding or welfare concerns, and a child being taken unwell during the 
school day. 

 

4.3 Meetings 

If parents would like to arrange a meeting with a member of staff, they should contact the 
school office by phone or email. When requesting a meeting, parents will be asked to briefly 
outline the nature of their concern. This helps us ensure the right member of staff is available 
and that the meeting is as productive as possible. We aim to schedule all meetings within 10 
working days of the request. 

Teachers are available briefly at the classroom door for short messages: in EYFS and KS1, 
at both the start and end of the school day; in KS2, at the end of the school day. The door is 
intended for brief exchanges only. For anything beyond a short message, parents should 
arrange a meeting through the school office. 

If the matter is urgent, please call the school office and we will endeavour to have a senior 
member of staff available. During the school day, staff are teaching or supporting pupils and 
are not available for immediate responses or unscheduled contact, including the SENDCo 
and pastoral lead. 

Class teachers know your child best and are best placed to respond to concerns about their 
learning, progress, day-to-day wellbeing or behaviour. Please raise concerns of this kind 
with the class teacher in the first instance. The class teacher will involve the senior 
leadership team where appropriate. If, after speaking with the class teacher, a parent feels 
their concern has not been resolved, they may request a meeting with a member of the 
senior leadership team. 
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Safeguarding concerns are treated differently. If a parent believes a child may be at risk of 
harm, they should contact the school’s Designated Safeguarding Lead (DSL) directly and 
without delay. It is not necessary to speak to the class teacher first. If a parent is unsure 
whether their concern is a safeguarding matter, they should contact the school office and will 
be directed to the right person. 

 

4.4 Reach More Parents App 

Reach More Parents is used by the school to send communications to parents and is not a 
direct messaging channel. To contact the school, please use email or telephone as set out in 
sections 4.1 and 4.2 above. 

 

5. Accessibility 

It is important to us that everyone in our community can communicate easily with the school. 

 

5.1 Parents with Additional Communication Needs 

We aim to make communications accessible to all. We have taken the following steps to 
achieve this: 

• All whole-school announcements and communications are made available in multiple 
formats where possible. 

• All communications are written as clearly and concisely as possible. 
• Accessibility is considered when designing and updating the school website, 

including providing alt text for images and using clear colour contrast. 
• Staff will endeavour to provide information in an accessible format on request. 

 

Parents who need help communicating with the school can request reasonable adjustments, 
such as communications in accessible formats or a sign language interpreter for meetings. 
Please contact the school office to discuss these. 

 

5.2 Parents with English as an Additional Language (EAL) 

We are committed to ensuring all families can access school communications. Parents who 
use Reach More Parents can translate school communications into their preferred language 
directly within the app, which supports over 100 languages. For written communications 
outside the app, translation can be arranged on request. We can also arrange an interpreter 
for meetings or phone calls. Please contact the school office to discuss this. 

 

6. Monitoring and Review 

The headteacher monitors the implementation of this policy and will review the policy 
annually. The policy will be approved by the governing board. 

 

7. Links with Other Policies 
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This policy should be read alongside our policies on: 

• Parent Code of Conduct 
• ICT and internet acceptable use 
• Staff Code of Conduct 
• Complaints 
• Home-school agreement 
• Staff wellbeing 

 

Appendix 1: School Contact List 

If you have a question about any of the topics below, or would like to speak to a member of 
staff, please contact the school office in the first instance: 

 

School office telephone: 01603 622675 

School office email: office@magdalengates.co.uk 

SENDCo direct email: sendco@magdalengates.co.uk 

Pastoral Lead (Carrie Brown): cbrown@magdalengates.co.uk 

Office hours: 8:30am to 3:30pm, Monday to Friday (term time 
only). 

 

Remember: check Reach More Parents and the school newsletter first for key dates, events 
and announcements. 

 

I have a question about… Who to contact 

My child’s learning Your child’s class teacher 

My child’s wellbeing or pastoral 
support 

School office, or Carrie Brown (Pastoral Lead) directly (see 
above). 

Special educational needs (SEND) School office, or the SENDCo directly (see above). 

Reporting an absence Please call the school office before 8:45am on the first day 
of absence. For ongoing absences, please continue to call 
each day. 

Requesting term-time absence School office. 

Bullying or behaviour concerns Your child’s class teacher in the first instance, via the 
school office. 

School payments School office. 

School trips and visits School office. 

Uniform and lost property School office. 

School events and key dates Please check Reach More Parents and the school 
newsletter first, then contact the school office if needed. 
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Before and after-school clubs School office. 

PTA School office. 

Governing board School office. 

Catering and school meals School office. 

Formal complaints Please follow the procedure set out in our Complaints 
Policy, available on the school website. 

 


