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Introduction
Our vision is rooted in 1 Corinthians 16:13-14: ‘Keep alert, stand firm in your faith, be courageous, be strong. Let all that you do be done in love.’ To this end, and in order to create a positive learning environment, this policy suite has been designed to provide parents with the information needed to support their child(ren) to get the most out of school, and to appropriately challenge school if this is not happening.
This suite of policies aims:
· to give parents an overview of the key information they need to know from our various policies and procedures;
· to let parents know how to raise issues and complaints with school;
· to identify behaviour that the school considers to be unreasonable from third parties.
This policy suite contains the following chapters:
Chapter 1: Overview of key information for parents
Chapter 2: Charging for activities (charging and remissions)
Chapter 3: SEND Information
Chapter 4: Complaints procedure
Chapter 5: Unreasonable behaviour
Complaints and whistleblowing
Complaints should follow the procedures as set out in the Complaints Policy at chapter 4. Staff also have a responsibility to raise any concerns following the school’s whistleblowing policy. 
Compliance
This policy is set out in line with the DfE Good Practice Guidance on Complaints Procedures.

[bookmark: Chapter1]CHAPTER 1: OVERVIEW OF KEY INFORMATION FOR PARENTS
This chapter brings together the information from the other policy suites that is of most relevance to parents. You are, of course, welcome to read any or all of our policies in detail should you wish to. You will find most of these on our website, and all are available on request from the school office.
1.1	Admissions
We welcome all children to Orleton and Kimbolton schools, regardless of whether their families attend church. We also frequently have children attending from outside the catchment area. For more detailed information, please see our ‘Admissions Frequently Asked Questions’ on the website.
1.2	Attendance
Unless a child is ill, it is expected that they will be in school each day by 8.35 (Orleton) or 8.45 (Kimbolton). If your child is ill, please let us know as soon as possible and by 9.30 at the latest. You can let us know by telephone, email, text or written note. If your child is not in school and we have not heard from you by 9.30, we will try to contact you, and will keep trying until we get in touch with you, so we all know your child is safe. If we cannot get in touch with you, we may try to contact other people on your contacts list.
If you wish to take your child out of school for any reason other than illness then please discuss this with the headteacher, but please be aware that there are only very limited circumstances in which the headteacher and governors are allowed by law to approve this.
1.3	Behaviour
Our emphasis is on encouraging positive behaviour; we want to enable children and staff to be kind and to be the best they can be. At a very basic level, we expect adults and children alike to be mutually polite when addressing each other, to respect others and their needs, to treat property with care and respect, and to take pride in their appearance. We aim to create an environment where all pupils and staff feel able to be themselves, free from discrimination or  abuse. If people do feel bullied or discriminated against then we take this very seriously, so please let your class teacher or the headteacher know as soon as possible (or encourage your child to do so) if you have any concerns at all.
We consistently reward good behaviour both in individual classes and across the school in collective worship. Poor behaviour will be sanctioned, for example through a verbal reprimand, or missing break-time, speaking with parents, not being able to represent the school in an activity for a short period of time etc.. Where a child has behaved poorly, we will encourage them to reflect and consider what could go better next time.
Staff members do not have a responsibility for managing behaviour of pupils outside school, but we are willing to support if our pupils are involved in child-to-child abuse outside school, either in-person on online. Please let us know if you have any concerns that this may be the case.
Some children have specific behavioural difficulties and in these cases we will work with parents (and other professionals when appropriate) to understand the root causes of the problem and develop a package of support.
Exclusions (fixed-term or permanent) will only ever be used as a last resort. If the headteacher and governors decide that it is necessary to exclude a pupil then parents will be informed immediately and told about the implications. The local authority will also be informed.
Staff are allowed to use reasonable force to control a situation where there is otherwise a significant risk of negative impact on others. Staff are trained where this is an anticipated need, and parents will always be informed as soon as possible if this has been necessary.
1.4	Home learning (or homework)
Small amounts of work completed at home are a useful way to reinforce learning at school, and we ask that parents support their children in this. It will include a combination of:
1. practising skills and knowledge, including 1:1 reading, spelling practice, and times tables practice, and;
2. research, for example finding out information for work done in school, practical challenges to build and make, use of specific online resources recommended by school, and online learning platforms to submit work.
As a general guide, we expect that children will complete around 30-60 minutes of homework per week in the early stages of school, rising to around 2 hours per week by Year 6.
1.5	Food in school, including allergies
Breakfast
Both schools have a breakfast club which offers a rotating menu of varied healthy food items.
Morning Snacks
All our Reception, Year 1 and Year 2 children are entitled to free fruit under the free fruit scheme, so these classes include a morning break-time snack of washed fruit for all children. KS2 children bring snacks from home and we encourage parents to make this a healthy snack.
School dinners
All our school meals are catered by Orleton School Food CIC. Menus and ingredients are prepared in line with the School Food Standards, which ensure a balanced diet for all pupils. School meals are free for those in Reception, Year 1 and Year 2. 
Packed lunches
Children are welcome to bring a packed lunch with them. This should be a balanced lunch, including a substantial item like a sandwich, wrap or pasta. As school dinners include a pudding each day, children can also pack an item such as a piece of fruit or a cake to be eaten with the packed lunch (and not as a break-time snack). We do not allow confectionery such as chocolate bars at any time, and only water may be sent with packed lunches, although a fruit smoothie may be included as a pudding.
Food allergies
We acknowledge that it is impractical to enforce an allergen-free school. However, we would like to encourage pupils and staff to avoid certain high-risk foods to reduce the chances of someone experiencing a reaction. These foods include:
Packaged nuts
Cereal, granola or chocolate bars containing nuts
Peanut butter or chocolate spreads containing nuts
Peanut-based sauces, such as satay
Sesame seeds and foods containing sesame seeds
All parents will be advised that all of the above are not allowed in school, if staff see any they will be removed immediately from the premises. However the school can not 100% guarantee there will be none in school as this is not a guarantee any school can provide.
1.6	Online safety
Pupils are taught in school how to remain safe online, and we encourage parents to reinforce this message at home. The online world develops and changes at speed, so the school’s approach is to focus on the essential knowledge and behaviours which underpin safe internet use and acceptable online behaviour. This approach includes enabling children to make judgments about what they see online so that they do not assume that it is true, valid or acceptable, understand how companies use marketing, and can identify risks. They will also learn how to navigate the internet responsibly and how to recognise the ways in which online anonymity and invisibility can be manipulated or used for harmful behaviours such as using fake profiles, incitement to hate crimes, and online grooming.
It is also important that young people are aware of the potential negative impact of social media on their own identity, self-esteem, confidence, body image and well-being, and having a healthy self-image forms part of the school’s approach to Personal, Social and Health Education and to Relationships Education. We will model a responsible approach to social media presence. We will not show images of children without parental consent nor breach the privacy of its staff or pupils. We may share general information via social media but will not use social media to communicate with individual parents/carers.
Pupils are not allowed to bring their own electronic devices into school. This means that, within school, all access to the internet is via school-owned devices. If a child tries to search for inappropriate information, to access an inappropriate website, or to send a message or information that may constitute online child-on-child abuse then the headteacher will be alerted. The same applies to staff when they are using devices on the school’s network. Staff members are allowed their own devices in school but they are not allowed to take pictures of children, or school activities, on them.
We ask that parents support us in encouraging children to remain safe online. Parents are encouraged to:
· set parental controls and boundaries around internet use;
· be aware of the minimum age requirements for social media sites (usually 13);
· take an interest in their children’s online world, including online friends and favourite websites;
· be open with their children that they can always feel comfortable to discuss their online activity, including where there is cause for concern.
[bookmark: _Hlk92532477]Posting pictures online of children in school uniform (other than your own) should be avoided, unless they are images from our official Facebook page. Photos of other children from alternative sources must not be posted online without their parents’ consent. Using social media to harass members of staff or other families, or to damage the school’s reputation, is not acceptable.
1.7	Visitors, volunteers and helpers
We welcome visitors, volunteers and helpers into our school as a key part of our school community. If you are interested in being involved in any way, please speak to your child’s class teacher, the school office or the headteacher.
We do ask, though, that all volunteers and visitors bear in mind that they have a responsibility to act as role models and to display kind, considerate, thoughtful behaviour, not to be deliberately offensive or discriminatory, to respect the confidentiality of any information received in school, and to let us know if you observe anything that gives you cause for concern, in relation either to a pupil or to a member of staff. We also ask that volunteers and visitors do not take pictures of children whilst in school, unless on a school device and authorised by school to do so.
We will ask all volunteers to have a DBS check, which will be organised through school and which school will pay for. In some circumstances, a risk-assessment may be used instead in a very short-term situation and where the volunteer would not be alone with a child.
1.8	Staff conduct
All members of staff are expected to demonstrate consistently high standards of professional and personal conduct. School employees are role models in a unique position of influence and must adhere to behaviour that sets a good example to pupils and the wider school community, and maintains their and the school’s reputation, whether inside or outside working hours. If you have any concerns about a member of staff’s behaviour, please contact the headteacher (or chair of governors if your concern is about the headteacher).
1.9	Child protection and safeguarding
Child protection and safeguarding concerns arise when there is a concern that a child is, for whatever reason, being neglected or abused by someone at home, in school or elsewhere in the community, or online. This may include abuse by other children. By creating a positive and inclusive atmosphere in school, we aim to have a culture where pupils (and parents/carers) feel able to talk to us about any worries or concerns they may have. We know this is not always easy, so our staff are also trained to look out for warning signs that a child is being neglected or abused. If a member of staff is concerned, they will always discuss it with the headteacher in the first instance and agree an appropriate course of action, which will usually involve a conversation with parents/carers at an early stage.
1.10	Data management
All data at Orleton and Kimbolton are handled first and foremost with yours and your child’s welfare in mind. We only gather the information we need in order to deliver your child a high quality education and wider school experience. All information we do hold is kept safely and securely and only those who have a right and need to access it are able to do so. Copies of our privacy notices are available from the school office, which explain in more detail why and how we use the data we collect. Some information we are allowed to hold and use appropriately without consent, as explained in our privacy notices. For other data, you will be asked for consent. You will also be asked for consent for photographs or videos of your child to be included in displays, on the website etc. On occasion, it may be necessary for the school to share sensitive information without consent, but this will only be done in extreme circumstances (e.g. where there is a risk of immediate harm, in link with our child protection and safeguarding policy). When information is shared (whether with or without consent), it will be transferred securely and only shared with those who have a need and right to know it.
Under the Data Protection Act, you have a right to request that any data held on you or your child be shared with you. Under the Freedom of Information Act, you have a right to request that non-sensitive or non-personal information held by the school is released.
1.11	Premium funding
[bookmark: _Hlk92535731]Premium funding enables additional support at school for those who most need it, helps to close any gaps in progress and attainment, and ensures that all children have the best chance of having good physical and mental health and learning outcomes. We receive additional ‘premium’ funding for some pupils, and we encourage all families who may be eligible for additional funding to let us know so that we can make the best use of the additional support available. 


[bookmark: Chapter2]CHAPTER 2: CHARGES FOR ACTIVITIES (CHARGING AND REMISSIONS)
2.1	Introduction
We do not charge for any activity undertaken as part of the National Curriculum. There are some charges relating to school trips, residential visits, transport to and from swimming lessons, some after-school clubs, and music tuition (where this is not part of the National Curriculum). With the exception of music lessons which are invoiced directly by peripatetic music teachers, these charges are requested on a voluntary basis. Pupils for whom the school receives Pupil Premium funding are entitled to a reduction in some of these charges. The headteacher may make a discretionary subsidy available to other pupils whose families are unable to fund the full cost. The school calculates the cost based on a per-pupil figure and may have to cancel trips which are financially unviable.
Parents/carers have a right to know how each trip is funded, and we will provide this information on request. Pupils will not be treated differently based on the level of contribution which their parents/carers have paid for their participation in school trips.
2.2	School trips
School trips are organised to enhance pupils’ educational experience and enrich the curriculum and are subsidised by the school. This could include museum or theatre visits, musical or sporting events or outdoor adventure activities. School trips are expected to be self-financing.
2.3	Residential visits
If we organise a residential visit in school time (or mainly in school time) which relates directly the National Curriculum, no charge is made for staff time, but we do charge for the costs of activities, board, lodging and travel.
2.4	Swimming
We organise swimming lessons for all children in Key Stage 1 at Kimbolton and Year 2 and upwards at Orleton, which take place in school time and are part of the National Curriculum; voluntary contributions are invited towards the cost of transport. We inform parents/carers when these lessons are due to take place and seek their written permission for their children to take part.
2.5	After-school clubs
Some after-school clubs (e.g. additional sports coaching run by qualified coaches who are not members of staff) attract an additional charge towards the additional cost of qualified coaching.
2.6	Music tuition
Peripatetic music teachers who are accredited by Encore (the Herefordshire Music Service) or who are experienced music teachers charge parents/carers directly for individual lessons and for instrument hire.
2.7	School meals and milk
Parents whose children are not eligible for free school meals are asked to pay for school meals. 
Milk is provided free of charge to pupils under the age of 5. Pupils in Reception who reach the age of 5 may continue to have milk at a subsidised rate, paid for by parents. School milk is also provided free of charge to those pupils in receipt of benefits-assessed Free School Meals whose parents request it.


[bookmark: Chapter3]CHAPTER 3: SEND INFORMATION
A pupil is considered to have Special Educational Needs or Disability (SEND) if they have defined difficulties over and above those generally experienced by the majority of their peer group. 
If your child has Special Educational Needs or Disabilities then please speak with their class teacher in the first instance. Detailed information about what our schools offer to pupils with SEND can be found on the website in our SEND Policy and our SEND Information (see the ‘policies’ section of the website). A copy can be obtained from our school website or the school office or by contacting 01568 780366 (Orleton) or 01568 612691 (Kimbolton). 
Whom can I contact for further information?
Any parent who wishes to talk to someone about their child(ren)’s educational needs should contact their class teacher or the SENCo via the school office (for Kimbolton: Charlotte Hyde, admin@kimbolton-st-james.hereford.sch.uk or 01568 612691; for Orleton: Lisa Butler, admin@orleton.hereford.sch.uk or 01568 780366 ).









[bookmark: Chapter4]CHAPTER 4: COMPLAINTS PROCEDURE
[bookmark: _Toc492559046]4.1 General Principles
We have a complaints procedure in place to allow parents, or any other individual, to raise a concern or complaint relating to the school, or the services that it provides. To enable a proper investigation, concerns or complaints should be brought to the attention of the school as soon as possible. In general, any matter raised more than three months after the event, will not be considered. An anonymous concern or complaint will not be investigated under this procedure unless there are exceptional circumstances.
If you feel you wish to make a complaint, you can find our detailed complaints procedure on our website (in the ‘policies’ section), or a hard copy can be obtained via the school office (via the school office (for Kimbolton: admin@kimbolton-st-james.hereford.sch.uk or 01568 612691; for Orleton: admin@orleton.hereford.sch.uk or 01568 780366 ).



[bookmark: Chapter5]CHAPTER 5: UNREASONABLE BEHAVIOUR
5.1 Introduction
We are keen to positively and proactively work with parents, visitors, residents and contractors to resolve issues, using our resources to achieve the best outcomes for our school and, specifically, our pupils. However, there are, very rarely occasions when this is not possible. This policy has been produced to create a joint understanding of what is considered acceptable and unacceptable behaviour when working with school-based staff and school governors, including dealing with abusive, persistent or vexatious complaints and complainants. Employers have a duty to provide a safe and healthy working environment to all employees. This includes protection from peer to peer abuse, harassment and unreasonable behaviour of any kind. Section 547 of the Education Act 1996 makes it a criminal offence for a person who is on school premises without lawful authority to cause or permit a nuisance or disturbance and individuals may be dealt with under this legislation and by way of a barring order should this be deemed necessary. Although fulfilling a public function, schools are private places. The public has no automatic right of entry. Those with parental or caring responsibility of enrolled pupils have an ‘implied licence’ to come onto the school premises at certain stated times. It is for schools to define and set out the extent of such access. Parents exceeding this would be trespassing. 
5.2 What behaviour is unreasonable? 
We recognise that there may be times when people contact our school where they may have reason to feel aggrieved, upset or distressed. We do not view assertive behaviour (for example, putting forward their case in a persuasive manner) as unreasonable. However, we will manage behaviour that is aggressive, rude or abusive, or which places unreasonable demands on our staff under the terms of this policy. Unreasonable behaviour is behaviour or language, whether face to face, by telephone, social media or written that may cause staff to feel intimidated, threatened or abused.
5.3 Unreasonable requests and communication 
We ask you to recognise that, due to the volume of work with which we deal, we may not be able to respond immediately to your requests. This does not mean that your concerns are any less important to us. If we have asked for your patience but you continue to pursue your concerns, we may consider such behaviour to be unreasonable. 
Requests may be unreasonable by the nature and scale of service expected. Examples may include requesting responses within unreasonable timescales, insisting on speaking with certain members of staff, adopting a "capture-all" approach by contacting many staff members and third parties.
Communication may be considered unreasonable if, for example, individuals continually contact us while we are in the process of looking at a matter, make a number of approaches about the same matter without raising new issues, refuse to accept a decision made where explanations for the decision have been given, continue to pursue complaints/issues which have no substance, continue to pursue complaints/issues which have already been investigated and determined, continue to raise unfounded or new complaints arising from the same set of facts.
5.4 How will we manage unreasonable behaviour?
All our staff within school have the authority to manage unreasonable behaviour, including assaults by pupils upon staff. We have a zero-tolerance position on violence and threats against staff and any such behaviour from adults will always be reported to the police. In all other cases, we will only restrict communication with you if we have informed you that your behaviour is unreasonable and have asked you to modify your behaviour. We will explain what action will be taken if the warning is ignored and, if you do not modify your behaviour, we will take steps to restrict communications with you. The School’s Leadership Team will, in consultation with relevant employees, complete a risk assessment in appropriate circumstances. If we decide a restriction is appropriate, the school will consider which of the options below best fits the circumstances. The level of restriction that is applied will be proportionate, taking into account the nature, extent and impact of your behaviour on our ability to do our work. We will be transparent and explain to you what restriction we are putting in place, our reasons for doing so, and how long the restriction will apply. If the school has already made a reasonable adjustment for you, this will be taken into account when deciding upon the appropriate course of action. In exceptional cases, we may consider barring individuals from school; where this seems necessary we will work with the local authority and will always give the person concerned the right to comment before making a final decision.
Should an incident of cyber peer to peer abuse occur, the school will take steps to remove the offending material from view and where appropriate, consult with the Local Authority’s legal department regarding what action should be initiated. 
5.5 Options to restrict contact
If you continue to behave unreasonably after we have asked you to modify your behaviour, the options we will consider are as follows.
Option 1: Requiring you to contact a named staff member(s) only. 
Option 2: Restricting contact (whether via telephone, face to face, or digital) to specified days and times, as agreed with you. 
Option 3: Terminating contact if you persistently raise issues which we have already responded to in full. We will politely explain that we are unable to comment further on the matter and will ask if there are any other issues you wish to raise. If no new issues are raised and you persist in raising issues which we have already addressed, we will tell you so before ending contact. Where relevant a written warning will then be sent, with a view to limiting future communication to written communication only. If digital contact is made under a username, if necessary, we will aim to seek identity. 
Option 4: Terminating contact if you are aggressive, rude, abusive or offensive. We will politely ask you to modify your behaviour, but if the behaviour continues, we will tell you again that your behaviour is unacceptable and end the conversation. The manager of the member of staff involved will intervene including where relevant a written warning, with a view to limiting future communication to written only. As above, if digital contact is made under a username, if necessary, we will aim to seek identity. 
Option 5: Restricting the issues we will correspond on. 
Option 6: Returning documents to you if you send us a large volume of irrelevant documentation, or in extreme cases advising you that further irrelevant documents will be destroyed.
Option 7: If we have already fully explained our reasons for a decision and you have exhausted the procedure to request a review of that decision, declining to respond to further correspondence which does not raise new issues, and although reading and filing this correspondence, not acknowledging your correspondence unless you provide significant new information or evidence relating to the matter. 
Option 8: Blocking your emails if the number and length of emails sent causes difficulties for us to conduct our business. 
Option 9: Not responding to correspondence which is abusive or offensive and blocking emails that are abusive or offensive. 
Option 10: If you make a large number of reports to us which prove to be unfounded, asking that in future any further allegations you submit are supported by an independent third party such as the Citizens Advice Bureau, a legal representative or an advocate, to ensure that in future our staff resources are spent in a proportionate way. Physical violence, verbal or written abuse, threats or harassment against our staff will not be tolerated and will be reported to the police, who may decide to prosecute. Any one of the above options (or a combination of these) may be applied to an individual.
In extreme circumstances, you may be banned from the school site and asked not to communicate with any school staff, other than through a nominated representative.
5.6 Applying this policy to complainants
In some circumstances, someone who has raised a complaint with the school may be considered persistent or vexatious. For example, where they are making unreasonable demands on staff to respond rapidly; repeatedly make the same complaint when it has already been responded to; display aggressive or abusive behaviour etc. 
When the decision has been taken to apply this policy to a complainant, the Solicitor to the School will contact the complainant in writing to explain why we have taken the decision, what action we are taking, the duration of that action, the review process of this policy, the right of the complainant to contact the Director of Children’s Wellbeing about the fact that they have been treated as a vexatious/persistent complainant. The Solicitor to the School will enclose a copy of this policy in the letter to the complainant. Where a complainant continues to behave in a way which is unacceptable, the Solicitor to the School in consultation with the Local Authority Director of Children’s Services may decide to refuse all contact with the complainant and stop any investigation into his or her complaint. Where the behaviour is so extreme or it threatens the immediate safety and welfare of staff, we will consider other options, for example reporting the matter to the police or taking legal action. In such cases, we may not give the complainant prior warning of that action. In incidents which are deemed as being severe, Herefordshire Council will, in conjunction with the police, initiate legal action. 
The status of a complainant judged to be unreasonably persistent or vexatious will be reviewed by the Solicitor to the School after three months and at the end of every subsequent three months within the period during which the policy is to apply. The complainant will be informed of the result of this review if the decision to apply this policy to them has been changed or extended. In some cases, relations between schools and unreasonably persistent or vexatious complainants break down completely while complaints are under investigation and there is little prospect of achieving a satisfactory outcome. In such circumstances, there may be little purpose in following all the stages of the complaint’s procedure. Where this occurs, the Ombudsman may be prepared to consider a complaint before the procedure has run its course.
5.7 Record keeping
Adequate records will be retained of the details of the case and the action that has been taken. The Solicitor to the School will retain a record of the name and address of each individual who is treated as abusive, vexatious or persistent, when the restriction came into force and ends, what the restrictions are, when the individual and departments were advised, where this relates to a pupil, parents/guardians/carers will also be advised The lead executive member for complaints will be provided with an annual report giving information about individuals who have been treated as vexatious/persistent as per this policy.
5.8 Health & Safety
All incidents where the member of staff feels aggrieved will be reported by the employee and management, to Herefordshire Council’s Health and Safety Officer, who will complete a RIDDOR report for the HSE whenever necessary.
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