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Statement of Intent 
For the purpose of this document the term visitor will include parent/carers, any representative or family member of a pupil, that either comes on to the school site, contacts school or chooses to comment on the school in a negative manner on social media platforms.
This policy has been agreed by the Senior Leadership Team and by our Governing Body. The policy will be reviewed annually in line with the changing school community. 
It has been written with the intent of reminding visitors to our school of their expected conduct, to ensure the longevity and mutual understanding and respect of the importance of the benefits of positive relationships between home and school. 
The staff and Governors at Pelsall Village School continue to work hard to cement the positive relationships between home and school, it is hoped that parent/carers/visitors understand the importance of a positive relationship to equip children with the necessary skills for adulthood. For this reason, we continue to welcome and encourage parents/carers to participate fully in the life of our school.  

The Governing Body and the Senior Leadership Team will not tolerate any form of aggression; be it physical or verbal, towards staff members or anyone who is on the school site therefore: 
Pelsall Village School reserve the right to terminate a phone call if it is abusive, threatening, offensive or derogatory to the staff member
Pelsall Village School reserve the right to terminate a meeting if any staff member feels threatened or experiences any form of abuse
The Headteacher and Chair of Governors reserve the right to ban anyone who poses a risk, from the school site for a specified amount of time
This policy is to be read alongside the Complaints Procedure Policy that can be found on the school website www.pelsallvillage.co.uk 








Expectations
As well as following the guidance set out in our Home School Agreement, we expect visitors to:
· Respect our school ethos
· Understand that the relationship between home and school greatly benefits the children
· Treat all staff members with respect and set a good example in their choices of language and approaches to staff
· Recognise that for our children, school is a safe and predictable place for them in which to learn and flourish
· Seek to clarify a child’s version of events with the school’s view in order to bring an informed resolution to any issue
· Correct their own child’s behaviour especially in public, where it could otherwise lead to conflict or aggressive and unsafe behaviour
· Approach and work with the school to help resolve any issues of concern
· Support us in not being expected to release a child to anyone under the age of 18 or to an individual who appears to be heavily under the influence of drugs and/or alcohol, or presents in a manner that suggests that the child/ren would be at risk if we were to release to them
· That the complaints procedure is followed in its entirety and that any concerns are brought to the school’s attention as soon as possible
· That parents will not use staff as threats to admonish children’s behaviour

In order to support a peaceful and safe school environment, Pelsall Village School will not tolerate parents, carers or visitors exhibiting the following: 
· The use of offensive language on school site, swearing and/or shouting at staff 
· Sarcastic and/or derogatory comments, to or about staff
· Threatening to cause actual bodily harm to a staff member 
· Deliberate damage or destruction of school property
· Disruptive behaviour that could interfere or threatens the operation of a classroom, office or any other area on the school site at any time 
· Abusive or threatening e-mails, texts, voicemails, phone messages or written forms of communication towards or about staff or the school
· Abusive, offensive or threatening phone calls
· Defamatory, malicious or unfounded threats to contact OFSTED
· Defamatory, malicious or unfounded accusations made to OFSTED
· Visitors arriving on site with the intention to approach other adults to intimidate, threaten or cause an affray
· Approaching someone else’s child in order to discuss or chastise them because of a perception or actual action towards their own child 
· The use of physical chastisement to a child/ren is unacceptable and could result in a call being made to Children’s Services and/or the police
· Smoking, vaping, drinking alcohol and using or being under the influence of drugs and/or alcohol is not acceptable  
· Bringing dogs or other animals onto the school site
· Adults arriving to collect children who appear to be unsafe or appear to be heavily under the influence of drugs and/or alcohol 
· Taking photographs on school site that include other children when requested not to  


Social Media/Social Networking
Governors and the Senior Leadership of Pelsall Village School consider the use of social media to fuel campaigns against the school and/or school staff to be unacceptable and not in the best interests of the children or the whole school community.   
· It is unacceptable for parents/carers/visitors to use social media platforms to vent their personal opinions of the school, processes or individual staff members
· If defamatory or libellous comments are found on social media, school will report them through the appropriate reporting systems
· It is expected that the individual who posted the comments will remove them to prevent further action
· Pelsall Village School will not hesitate to consider its legal options to deal with misuse of social media

The use of threats, offensive language and/or physical abuse towards any adult on site will not be tolerated. This could result in the police being called to attend the school and/or individuals being banned from the school site.














Managing serial and unreasonable complaints
Pelsall Village School and our Governing Body are committed to dealing with all complaints fairly and impartially and to provide a high quality process to those who complain.
Whilst we would not wish to limit the contact that complainants have with our school, it is not acceptable for staff to be subjected to abuse, offensive or threatening behaviour or comments and we will take steps to protect staff from such actions. 
Pelsall Village School and the Governing Body defines unreasonable behaviour as ‘That which hinders our consideration of complaints because of the frequency or manner of the complainant’s contact with the school’. 
This includes:
· Refusing to articulate their complaint or specify the grounds of a complaint or the outcome sought by raising the complaint, despite offers of assistance
· Refusing to co-operate fully with the complaints procedure
· Refusing to accept that certain issues are not within the scope of the complaints procedure
· Insisting on the complaint being dealt with in ways which are incompatible with the complaints procedure or with good practice
· Introducing irrelevant information which they expect to be taken into account and commented upon
· Raising large numbers of detailed but unimportant questions and insisting on them being fully answered often immediately and to their own timescales
· Making unjustified or abusive complaints about staff who are trying to deal with the issues, and seeks to have them replaced
· Changing the basis of the complaint as the investigation deepens
· Repeatedly making the same complaint, despite previous investigations or responses, concluding that the complaint is groundless or has been addressed
· Refusing to accept the findings of the investigation into the complaint where the school’s complaints procedure has been fully and properly implemented and completed 
· Refusing to have a particular member of staff teach their child 
· Seeking an unrealistic outcome
· Making excessive demands on school time by frequent, lengthy and complicated contact with staff regarding the complaint in person, in writing via e-mail and telephone whilst the complaint is being dealt with
· Using threats to intimidate
· Using abusive, offensive or discriminatory language or actions
· Knowingly providing false information 
· Publishes unacceptable information on social media or other public forums  
Complainants should try to limit their communication with school that relates to their complaint whilst it is being dealt with. It is not helpful if repeated correspondence is sent; either by letter, phone, e-mail or text, as it could delay the outcome being reached.
If the unreasonable behaviour continues, the Headteacher will write to the complainant explaining that their behaviour is unreasonable and will ask them to change it.
A meeting with the Chair of Governors may be offered to the complainant to discuss the complaint in-line with the Complaints Procedure Policy. 

Policy summary
The safety of our children and staff at Pelsall Village School is our priority. In response to any aggressive, hostile or behaviour that challenges this, the police will immediately be contacted.  The Headteacher and the Chair of Governors may also ban the person/s from the site for as long as is felt necessary. Support from the Local Authority Legal Department may also be sought. Should concerns be raised of the safety of a child/ren when they are being taken off site by a person that appears to pose a risk to their well-being, the child/ren will not be released and Children’s Services may be contacted.   
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