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3 July 2024 
Dear Parents/Carers 
 
Aggression Against Staff 
 
The Brighter Futures Learning Partnership Trust recognises that parents and carers are the single biggest influence on 
their children and their achievements. Therefore, we are committed to building positive and responsive relationships 
with parents and carers so that our young people can make the most of their time with us. 
 
We are committed to dealing with concerns and complaints impartially and providing a high-quality service to those 
who complain. This is why the Trust complaints policy has several escalation points which we would hope parents/carers 
would access to ensure a complaint is reviewed thoroughly and fairly. We do not usually limit the contact our 
complainants have with our schools. However, we do not expect our staff to tolerate unacceptable behaviour and will 
take action to protect staff from behaviour which is abusive, offensive or threatening, including posts of an offensive 
nature on social media. 
 
We genuinely encourage partnerships with parents and carers, and we will work hard to maintain mutual respect and 
recognition of shared responsibility for the young people in our care. We acknowledge that the vast majority of our 
parents and carers work positively with the Trust’s schools and we are proud of the many positive relationships we 
share. 
 
This said, in a very small minority of cases, the behaviour of a few parents and carers can cause disruption, and we 
would like you to be aware of the impact this can have on the day-to-day running of the school. We are sure you will 
agree that all members of the Trust community have a right to expect that their school is a safe place. Being respectful 
is the cornerstone of the behaviour we wish to model for our children and young people as we know that this will be a 
key factor in how well they do in the workplace and in future society. 

The types of behaviour which we consider serious and unacceptable, which will not be tolerated in relation to members 
of staff, and other members of the community include but are not limited to: 

• Use of threats or intimidation which include shouting or swearing, either in person or over the phone; 
• Use of abusive, offensive or discriminatory language; 
• Sending emails which are sarcastic, combative or aggressive in tone and language, including constant emails 

and/or phone calls which amount to threats, harassment and intimidation, despite the school’s best efforts to 
address a situation;  

• Sending of inappropriate electronic activity including publishing abusive or inappropriate content with regards 
to the school, teachers or students on social networking websites such as Facebook and Twitter, in class 
WhatsApp groups or in email communication;  

• Any form of physical violence, such as pushing or hitting; 
• Physical intimidation, e.g. standing unnecessarily too close to staff; 
• Use of rude or aggressive hand gestures, including shaking or holding a fist towards another person; 
• Allegations that turn out to be vexatious or malicious; 
• Excessive demands on school time by frequent, lengthy and complicated contact with staff whilst a complaint 

is being investigated; 
• Changes to the basis of the complaint as an investigation proceeds; 
• Unjustified complaints about staff who are trying to deal with issues and insist the complaint is dealt with in 

ways which are incompatible with the complaints procedure or Trust policy; 
• Refusal to accept the findings of the investigation where the Trust’s complaint procedure has been fully and 

properly implemented and completed. 

We will always act to ensure the school remains a safe place for students, staff and all other members of our community 



2 

and therefore abusive, threatening or aggressive behaviour will not be tolerated. We also believe from experience 
that when parents/carers engage in this manner, this will ultimately lead to a child feeling unhappy or alienated in 
school. The consequences for children when adults fail to work collaboratively have a very real impact on their wellbeing 
and happiness in school. 

We feel strongly that if our children and young people are to be successful throughout their education, parents/carers 
need to work in tandem with the school. We have strong evidence that this positive approach will help to secure much 
better outcomes and your child will feel more positive about school when we work jointly to resolve concerns, even if 
this means escalating concerns to the relevant personnel identified in the Trust’s complaint policy. 

If, however, parents/carers behave in an abusive or threatening manner, it is with regret that we will have no choice 
but to implement the following procedures which are set out in the Trust’s policy. 

 
The following actions will be taken when a parent’s/carer’s behaviour is deemed unacceptable: 
 
Informal complaint 

• If a parent, carer, or visitor behaves in an unacceptable way towards a member of the school community, the 
Headteacher/and/or appropriate senior staff will seek to resolve the situation through discussion and mediation. 
Records will be kept of the incident. 

• Such discussion will highlight how the behaviour of the parent/carer did not meet the school’s expectations and 
a request will be made that future communications with the school are modified in the light of this. 

• A letter or communication will normally be sent to the parent/carer to confirm this request. 

We believe that by taking informal concerns seriously at the earliest stage, this will reduce the number that develop 
into formal complaints. Concerns should be handled, if possible, without the need for formal procedures and in the spirit 
of shared respect and willingness to find a mutually acceptable resolution. The requirement to have a formal 
complaint’s procedure does not in any way undermine efforts to resolve the concern informally. 
 
Formal complaint 

• Following any interaction with a parent/carer or visitor, a member of staff does retain the right to submit a formal 
complaint about the incident to the Headteacher. 

• Should such a formal complaint be made, then the Headteacher or designated member of the Leadership team 
will investigate the complaint, by speaking with the parent/carer and the member of staff. Records will be kept 
on file with the actions taken by the leadership team. 

• During the investigation, any contact with the school will be through a designated member of staff and by prior 
appointment only. 

• The parent/carer will be informed of the outcome of the investigation by letter. 
• The Headteacher will determine any action to be taken in response to the findings of the investigation. 
 

Actions that could follow an investigation 
Following the completion of the investigation, the Headteacher, or member of the school’s leadership team in their 
absence, will decide the level of action to be taken. 
 
Notwithstanding these general responses, Headteachers can use their discretion to act in the best interests of the 
school, its staff and any affected children. 

• A request to meet with the Headteacher to discuss events 
• A letter clarifying to the parent/carer what is considered acceptable behaviour by the school 
• The designation of one member of staff to act as the conduit for communication between the parent/carer and 

the school 
• As a last resort, withdrawing permission for the parent/carer to enter the school site and/or buildings without  
• prior appointment 
• If Parents/Carers/visitors who have had permission to enter the school premises withdrawn and continue to 

cause a nuisance, will be deemed to have committed a Section 547 offence. They will be considered as 
trespassers. In these circumstances, the individual(s) may be removed from the school grounds. This may be 
carried out by a police officer or person authorised by the Trust.  Legal proceedings may be brought against the 
individual(s) in this situation. 
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Abuse/bullying using cyber technology 
Cyber abuse/bullying may consist of threats, harassment, embarrassment, humiliation, defamation, or impersonation. 
It may take the form of general insults, or prejudice-based abuse, e.g. homophobic, sexist, racist, or other forms of 
discrimination. It may involve email, virtual learning environments, chat rooms, websites, social networking sites, mobile 
and fixed-point phones, digital cameras, games and virtual world sites. Whilst there is not a specific criminal offence 
called cyberbullying, activities can be criminal offences under a range of different laws. These include: 
 

• The Protection from Harassment Act 1997 
• The Malicious Communications Act 1988 
• Section 127 of the Communications Act 2003 
• Public Order Act 1986 
• The Defamation Acts 1952 and 1996 

 
The school will request that in line with the Trust’s acceptable use IT policy, the material is taken down.  In cases of 
actual/suspected illegal content, or any communications which are deemed as malicious or offensive the school will 
contact the police. The above are all considered as criminal offences and could result in prosecution or a criminal record. 
 
We are saddened to have to write this letter as we appreciate that many of our parents are reasonable, caring and 
supportive advocates of education and our schools. We also appreciate that we don’t always get things right first time, 
but we thank those of you, who are prepared to work with us, for your support and understanding. However, we remain 
concerned that a minority of parents/carers have not been willing in recent months to pursue their concerns through 
appropriate channels. Not only does this fail to instil respect or right from wrong in their own children, but their actions 
distract school leaders from the essential business of improving the quality of education, adding to the challenges 
around staff recruitment and retention which all public services are currently facing. We hope that you will support your 
school if you truly believe, like we do, that education opens doors to the very best futures and provides young people 
with the financial stability they need to be successful. 
 
As a parent myself, I appreciate that there will be times that parents will feel infuriated by decisions which may appear 
to impact unfairly on their child. Schools should also be held to account for their decisions. I am, however, mindful that 
adults have a duty to model self-control and discipline and there is no room for rude and poor behaviour – we are all 
responsible for the education of our children. I would urge anyone who has a concern to deal with it appropriately and 
avoid the harsh realities of undermining our education system. If we want the very best for our children, we all have a 
duty to model and be part of it. Working with us and not against us will lead to better outcomes for all. 
 
Yours sincerely, 
 

 
Mrs Redford-Hernandez 
CEO Brighter Futures Learning Partnership Trust 


