LessonKind Complaint Response Framework

PARENT COMMUNICATION - ALL GRADES

Complaint Response

A framework

Why this matters

Most teacher-parent complaints are not about what they appear to be about. The angry email
about Friday's homework is rarely just about homework. It's often about feeling unheard, anxious
about a child, or carrying stress from elsewhere. Handled well, a complaint can become the start
of a stronger relationship. Handled badly, it becomes a year-long grievance, sometimes longer.
This framework gets you through the first 24 hours and the response itself.

First 24 hours

Don't reply immediately Acknowledge receipt within 24 hours
Especially if the email is angry. Read it. Sleep on Even if you can't respond fully. 'Thank you for your
it. Drafts of replies written hot are usually wrong. email — I've received it and will respond properly

by [date].' Buys you thinking time.

Talk to a colleague Check the facts

Before responding to anything serious, run it past What actually happened? When? Who saw? Don't

your phase leader or SLT. Two pairs of eyes catch | respond on memory alone.

issues.

Look for the real concern If serious, escalate

What's the email REALLY about? Often it's Allegations about staff, safeguarding, formal

anxiety, not anger. The complaint is the surface. complaints — go straight to SLT. Don't try to
handle alone.

Phrases that work / phrases to avoid
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Try

Thank you for taking the time to write to me.

Avoid

I'm sorry you feel that way.

| understand this is concerning.

| think you may have misunderstood.

Let me share what happened from my side.

That's not what happened.

| can see why that came across that way.

You're wrong about that.

I'd like to understand more.

| don't have time to discuss this.

What would help resolve this?

There's nothing more | can do.

I'm sorry that this has caused upset.

| apologise for the inconvenience.

Let's meet to discuss.

| trust this matter is now closed.

Template — initial acknowledgement

Subject: Re: [their subject] Dear [parent name], Thank you for your email and for taking the time to share your
concerns. | want to make sure | respond properly, so I'd like to look into this more carefully and respond by
[day, date]. If this is urgent, please call the school office on [number] and ask for me — I'll come to the phone.

With care, [Name]
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Template — fuller response

Subject: Re: [their subject] Dear [parent name], Thank you again for your email. I've taken time to look into the
situation properly. [ACKNOWLEDGE] | can absolutely see why this has been concerning. [Name back what
they raised — shows you read it.] [EXPLAIN] What happened from my side: [Brief, factual. No defence. No
excuses. Just what happened, what you noticed, what you decided.] [OWN ANYTHING YOU GOT WRONG]
Looking back, [if you got something wrong, say so. 'l should have contacted you earlier about this." Owning
small things rarely makes things worse and often makes them much better.] [OFFER A WAY FORWARD] I'd
like to suggest [specific next step — meeting, change of approach, etc.]. Would [day / time] work for you? And
please — if anything else comes up, get in touch sooner rather than later. I'd much rather hear from you in
October than December. With warmth, [Name]

When to escalate

ESCALATE TO SLT IMMEDIATELY for: ¢ Allegations against any member of staff e
Safeguarding concerns disclosed in the email « Threats of formal complaint, legal action, social
media ¢ Pattern of complaints from the same family ¢ Anything related to discrimination, equality,
protected characteristics ¢ If the email feels like it's about more than the surface issue For
anything serious, do NOT respond without your phase leader or SLT having seen the email and
your draft response. FOR EVERYTHING ELSE, drafting your own response with one colleague's
eyes on it is enough. Most complaints are honest concerns expressed strongly. Most resolve
when the parent feels genuinely heard.

After the response

1. LOG IT. Schools should keep a record of complaints and how they were resolved. Put a note
in your file. 2. FOLLOW THROUGH. If you said you'd do X, do X. Within the timeframe. 3.
CHECK BACK IN. A week or two later, an unsolicited ‘wanted to check things have been better'
email rebuilds trust enormously. 4. DON'T HOLD A GRUDGE. The family who complained needs
to feel as welcome as anyone else. If you hold a grudge, the relationship is permanently
damaged. 5. LEARN. Was there a system issue you could fix? A communication that should be
standard? Most complaints reveal something genuinely fixable.
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