Zero Tolerance: Preventative Measures and Reactive Measures Flowchart

Prevention
Schools can see to prevent instances of bullying, discrimination, harassment or abuse by:
· having a clear and consistent policy framework
· communicating the policy framework to staff and parents/customers
· ensuring the policies are followed and directing individuals where they are not following the relevant policy
The policy and guidance map outlines all the relevant policies to support Zero Tolerance. This particularly includes:
· the Model School Communications Policy available from Hampshire Legal Services
· the Model Zero Tolerance Policy and associated resources available from the Hampshire Improvement and Advisory Service Leadership Moodle
· various policies available from Education People Services to support staff to raise concerns and to support schools to deal with concern about staff behaviour
· the Violent Incidents and Aggression Policy and Incident Reporting process from Health and Safety
Access to these policies will vary depending on whether you are a maintained or academy school and whether you have a Service Level Agreement or not.   
Whilst having policies is the first step, it is important that these policies are shared with the relevant individuals and are followed and lived by the school so that they become part of the school’s culture. Schools must ensure that:
· they communicate with parents so they understand how they will be communicated with; how they can raise concerns and how any poor behaviour from them will be dealt with
· they communication with staff so that they understand the policy framework that applies to them as staff where they have concerns or if they are the alleged perpetrator of any concerns regarding bullying, discrimination, harassment or abuse as well as the policy framework that the school will apply to parents
Policies should therefore be part of communication with new parents with periodic reminders sent to all as well as part of induction, INSET and/or staff meetings for the school staff.



Parent and Customers: Reactive Measures Flowchart
The process below relates to instances of inappropriate behaviour by parents or customers. Where the alleged perpetrator of the inappropriate behaviour is a member of staff, the school should follow the relevant staff process. Throughout the process below, ensure that staff affected by the behaviours of a parent/customer are supported.

	Where appropriate, direct the parent/customer to the school’s complaints procedure and follow through complaints process.


	

	If having concluded a complaints process, or issue is not related to a complaint matter, commence using the Record of Parent and Customer contact to collate evidence and documentation in relation to the concerns or behaviours.


	

	Where behaviours continue, review the guidance in the Zero Tolerance Policy and How to Guide and consider if appropriate to issue a warning letter.


	

	If having reviewed the guidance, you feel it is appropriate, issue a warning letter (two templates are available in the resources).


	

	Continue to monitor the parent/customer’s behaviour and contact using the Record of Parent and Customer contact to collate evidence and documentation. 


	

	If behaviour continues and having reviewed the guidance, you feel it is appropriate, issue a Parent or Customer Contact Restriction notification letter. For maintained schools it is expected that the Chair of Governors will be aware and is supportive.


	

	Continue to monitor the parent/customer’s behaviour and contact using the Record of Parent and Customer contact to collate evidence and documentation.


	

	*Maintained schools only*

If behaviour continues and having reviewed the guidance, you feel it is appropriate, you can request support from the Local Authority to write the parent or customer.  You should complete the Zero Tolerance escalation form. This will be reviewed by a school improvement officer. It is expected that the Chair of Governors will be aware and is supportive of the request. The Local Authority will review and determine whether to issue a letter on a case-by-case basis.


	

	Continue to monitor the parent/customer’s behaviour and contact using the Record of Parent and Customer contact to collate evidence and documentation. 


	

	If behaviour continues, you should seek support from Hampshire Legal Services on whether there are further legal actions available to you to manage the parent’s contact and/or behaviour (e.g. an injunction). Please note, the threshold for such action is high. It is expected that the Chair of Governors will be aware where contact is being made.






