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Communication and Complaints Policy

1. Purpose

At St Aidan’s, effective communication is central to our vision of being; Together – community and inclusion, Kind – kindness and peace, and Strong – sustainability and resilience. We believe open, respectful, and timely communication nurtures positive relationships, strengthens our community, and supports every pupil’s wellbeing and success.

This policy sets out how we communicate with families and how concerns or complaints should be raised and managed, ensuring a clear, fair, and constructive process for all.



2. Our Leadership Structure and Communication Routes

To ensure your concerns and queries are addressed efficiently and appropriately, please use the following communication routes:

· Class Teachers: Your first point of contact for day-to-day questions about your child’s learning, wellbeing, and classroom matters. They know your child best and can often resolve issues quickly.

· Phase Leaders: Responsible for overseeing specific key stages and classes. Contact them if your concern is not resolved by the class teacher or relates to broader phase issues.

· Assistant Headteacher: Oversees broader school operations and supports phase leaders. Contact for issues not resolved at phase level or more complex concerns.

· Head of School: Responsible for day-to-day leadership and management. Contact for serious matters or if previous contacts have not resolved your concern.

· Executive Headteacher: Provides strategic leadership across the school. Please note that the Executive Headteacher does not handle routine queries or initial complaints. Communication should only be directed here after following the appropriate steps below.

· Chair of Governors: Oversees governance and complaints at the highest level. Contact only if you have exhausted the school’s formal complaints process
3. Communication Channels

We communicate through:

· School newsletters and termly letters.

· Class communications on Google Classroom. 

· School website and social media.

· Email for queries and information sharing.

· Telephone for urgent matters or safeguarding concerns.

· Face-to-face meetings by appointment for detailed discussions.

We encourage two-way communication and welcome your input on how we can work together to support your child’s learning and wellbeing.



4. How to Raise a Concern or Complaint

We aim to resolve concerns quickly and fairly. Please follow these steps to ensure your issue is addressed appropriately:

Step 1: Speak to the Class Teacher or Phase Leader

· Most concerns are resolved at this level. Contact them by email or through the school office to arrange a meeting.

Step 2: Contact the Assistant Headteacher

· If the concern is unresolved or more complex, escalate to the Assistant Headteacher for further investigation.

Step 3: Contact the Head of School

· For serious concerns or if previous steps have not resolved the issue, contact the Head of School in writing.

Step 4: Formal Complaint to the Executive Headteacher

· If dissatisfied after the above steps, you may submit a formal written complaint to the Executive Headteacher. This should detail your concerns and any previous steps taken.

Step 5: Escalate to the Chair of Governors

· If you remain unhappy after the Executive Headteacher’s response, you may escalate your complaint to the Chair of Governors. Contact details are available via the school office or website.

5. Response Times and Respectful Communication

· We will acknowledge receipt of concerns or complaints within 3 school days.

· We aim to provide a full response within 10 school days.

· Please understand that staff are focused on teaching during the school day; therefore, responses may not be immediate.

· We expect all communication to be respectful and courteous. Abusive or aggressive behaviour will not be tolerated and will be referred to senior leaders.



6. Communicating Absences

To support pupil safety and attendance monitoring, please notify us of any pupil absence as soon as possible by:
· Emailing absence@staidansprimary.org.uk, or

· Leaving a message on the school absence line with your child’s name, class, and reason for absence.



7. Parental Engagement and Inclusion

We are committed to personalised, two-way communication that supports your child’s learning and wellbeing. We welcome your views and involvement and will provide support for families with additional communication needs.



8. Publication and Review

This policy is published on the school website and reviewed annually.



By following this clear structure, we can work together effectively, ensuring your concerns are addressed promptly at the right level, and maintaining a positive, respectful school community where every pupil can thrive.
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