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The Model Zero Tolerance Policy

Why are we introducing this Model Policy
• To support you and your governors to ensure a safe, respectful 

and supportive environment for you and your staff
• To be clear that you have a strict approach to violence, bullying, 

harassment, abuse and discrimination of your staff
• To support you to address parent and customers where they:

• use aggressive or abusive behaviour
• have unreasonable demands
• have unreasonable levels of contact
• unreasonably use the complaints process for repeated 

matters

Who does the policy apply to
• Parents
• Suppliers
• Contractors
• Local Authority staff
• Customers of the school’s facilities (e.g. where they hire)



Purpose of the Model Zero Tolerance Policy

This model policy and the associated resources will support you to:
• Clarify expectations – be clear with all members of your school community as 

to the standards you expect of them
• Build staff confidence – so they feel that they can respond to incidents and 

feel secure that you will enforce action where required
• Aid community understanding – improve awareness of standards and the 

importance of maintaining a safe environment

This policy is needed to:
• Address challenges of rising concerns around how some parents and 

customers engage with the school
• Support staff wellbeing concerns
• Support you to fulfil health and safety and employment laws and duties
• Supports you to mitigate risk in relation to physical aggression, verbal abuse 

and online harassment
• Make clear the action you will take where individuals are not acting in 

accordance with a respectful culture in how they present a concern or 
complaint to the school



Part of a wider policy and guidance framework

This model policy sits alongside a number of other policy areas to help you and your governors to 
develop and maintain a safe and respectful culture, including:

A policy and guidance map is available within the Zero Tolerance resources

• The Model Schools Communication Policy
• The Dignity at Work Policy 
• The Violence and Aggression at Work Procedure 
• Your Accident and Incident Reporting Procedure 
• Your Acceptable Use of IT and Social Media Policies 
• Your staff grievance or resolving workplace issues procedures
• Other HR procedures (conduct, appraisal and capability) to address staff to 

staff incidents of bullying, harassment issues arising from poor staff 
awareness, knowledge, skills or conduct

This policy framework involves contributions from various sold services including:
• Hampshire Legal Services
• Health and Safety
• Education People Services



The key components of the policy and associated 
guidance

• Provides a set of suggested principles and expectations that 
the school will have of parents and customers

• Unacceptable behaviours and actions are defined and 
examples provided

• Provides a clear and transparent process of how you will deal 
with unacceptable behaviours and actions and associated 
resources, such as posters and guidance for staff, to reinforce 
the policy intent

• Proportionate responses – focus is on harmful behaviour; 
escalating through warnings before implementing restrictions, 
ensuring decisions are proportionate



The key components of the policy and associated 
guidance

• Makes clear that where staff feel it necessary, they can implement an 
immediate safety response to ensure that immediate action is taken to 
protect all involved where there is a specific incident

• Provides advice on capturing issues (may be incidents, or specific 
communications) so that the pattern of behaviour can be evidenced

• Provides a clear pathway to escalate where behaviour continues with 
template warning letters and template letters to impose restrictions on 
a parent or customer

• Provides examples of the types of restrictions that could be put in 
place

• For maintained schools, provides a route to escalate to the Local 
Authority to seek support where restrictions have been put in place 
and behaviour continues.  Academy Trusts may wish to consider a 
similar approach for their schools.



Dealing with an issue under the Zero Tolerance Policy

Direct parent to complaints 
process if appropriate

If having concluded the process 
or the matter is not related to a 

complaint, commence using 
Record of contact

Where behaviours continue, 
review guidance and consider 

if a warning letter is 
appropriate

Issue a Parent or Customer 
Contact Restriction Warning 

letter
Continue to monitor behaviour

Where behaviour continues, 
issue a restriction letter if this 

is appropriate

Continue to monitor 
behaviour

Maintained schools can 
request support from 

Hampshire County Council
Continue to monitor behaviour

If behaviour continues, seek 
support on legal actions 
available to you (e.g. an 

injunction)



What resources are available to support you

For your websites (require localisation):

• Model Zero Tolerance statement

• Model Zero Tolerance Policy

Guidance for managers:

• How to Guide

• Preventative and Reactive Measures Flowchart

• Record of Parent and Customer Contact

• Template Parent or Customer Contact Restriction Warning Letters

• Template Parent or Customer Contact Restriction Imposition Letters

• Escalation Form (for maintained schools to escalate to Hampshire County Council)

• Guidance on dealing with stalking and harassment of staff by parents or customers



What resources are available to support you

Guidance for staff:

• A quick reference guide for staff

• Guidance for staff on simple ways to ‘call it out’

Other resources:

• Posters for visitor / reception areas

• Posters for staff areas

• Suggested wording for school telephone systems



What action should you take?

• Review the model policy and 
associated resources

• Share them with your governing 
body and discuss how this might fit 
within your existing framework of 
policies

• Consider if there are other policies 
that need adopting or adapting as 
part of this approach – is your 
School Communication Policy fit for 
purpose, do you want to consider 
adopting the Dignity at Work Policy



Summary

This model policy has been developed to:

• support you to be clear to your whole school community about expectations 

• encourage your staff to raise concerns so that these matters can be captured and logged

• empower the school community to uphold and promote a respectful environment

• provide a clear pathway for dealing with those whose unacceptable behaviours and actions 
continue



Hampshire’s current work programme:

Zero tolerance policy and 
resources launching today

Stress risk assessment: 
Whole staff

Ofsted
Headteacher

Individual cases

Development of a new 
section within the Manual 

of People Practice -  
Managing Culture and 

Climate

Developing guidance for 
schools on communications 
following a significant event 

or crisis

The Power of You - 
workshops

Development of the HIAS 
Leadership Moodle site for 
Headteacher Professional 

Resilience – sharing of 
quality assured resources

Reviewing governor 
training materials and 
engagement to ensure 
advice to  governors in 
relation to Headteacher 
professional resilience is 

clear

Developing a specific 
Governor Training session 

on Headteacher 
Professional Resilience

• Thank you for prioritising yourselves

• Committed to supporting you



The Power of You: professional resilience and wellbeing of school leaders

https://leadership.hias.hants.gov.uk/course/index.php?categoryid=85


Shared work – provides strength

Colleague support has infinite value- 

sense of not being alone

Your contributions please:

• examples of your documentation, 

approaches, what has worked well…

• collation of

hias.publications@hants.gov.uk

mailto:hias.publications@hants.gov.uk
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