
 

 
 
 
 
 
 
 
Dear Parent/Carer 

 

20 September 2019 

 

Dear Parents / Carers  

 

We have had an excellent start to the year, and a great response to our Parents’ Information 

Evenings.  This letter is about something different but very important.  I didn’t enjoy writing it 

and feel slightly apprehensive about sending it, but I hope that, once you have read it, you will 

understand why I have sent it, whether it applies to you or not.  As I start my third year as 

Headteacher, I would like to take the opportunity to thank you for your support.  The positive 

changes and huge progress we have made over the last two years at Framwellgate School 

Durham would not have been possible without this support and your trust.  I am incredibly 

grateful that our parents are so supportive of the school and hope you will read the 

remainder of this letter with that in mind. 

 

I truly believe that this year will see us make further significant progress and my aim is to ensure 

that we can continue our impressive improvement journey by ensuring that the very best staff 

remain at Framwellgate School Durham, rather than choose to move elsewhere or leave the 

profession altogether.  Unfortunately, given the circumstances I will outline below, I believe we 

have reached a point where I need to be concerned for the wellbeing of my staff and would ask 

for your collective support in helping us to move forward positively.  

 

I have written to you before about the fact that we live in a society where blaming others has 

become commonplace and where it is easy to sit behind a keyboard or smartphone and fire off 

complaints or negative comments through email or social media.  There is often little thought to 

the workload, offence or hurt that such comments can cause to staff.  With 27 years’ experience 

of working in all types of schools, I know that the situation is much worse now than it has ever 

been and is not unique to us; it is affecting all schools.  Even though this letter concerns a very 

small number of parents, the impact of relentless emails, complaints, phone calls and verbal 

abuse is quite significant.  We are thick-skinned and resilient, but we are also human. 

 

I have listed below just some examples to illustrate my point.  This is not exhaustive: 

 

• Our front-line staff on reception have been sworn at or verbally abused by parents, and 

our amazing Heads of Year and pastoral staff are sometimes fearful about talking to 

certain parents because of their attitude, aggression, rudeness, or unreasonable 

behaviour.  

 

• Behaviour at our school is very good, but on some occasions when we apply a sanction for 

poor behaviour, the parents of that child write or ring in to complain.  They agree to high 

standards and understand the need for consequences, just not for their child. 

 

• Whilst our uniform policy is, I believe, very clear (plain black means plain black; ankle 

socks not trainer socks; natural hair colour not blue hair; nose piercings not allowed) 

some parents believe their child can dress differently and will complain to us when we ask 

them to correct it  

 



 

• Every day, members of our senior leadership team and pastoral team spend a significant 

proportion of their time dealing with emails and phone calls from a small number of 

parents questioning decisions, complaining, or trying to dictate our policy. 

 

• One parent last year sent us over 50 emails 

 

• We regularly spend time reassuring or explaining issues to parents who have read things 

on Facebook or other social media platforms that are malicious, inaccurate and simply 

untrue. A small number of parents continue to make serious accusations of bribery or 

corruption relating to the awarding of the uniform contract or criticise school policy, and 

sometimes named staff, on-line. 

 

As I said earlier, the overwhelming majority of our parents are supportive and may well be 

shocked reading this.  I genuinely believe that every single one of you has the best interests of 

your child at heart.  When I started here in 2017, I tried to make the school more outward facing, 

communicate more regularly with parents, and make better use of social media, with regular 

news and updates.  For the first time this year we are holding Parents’ Information Evenings for 

each year group in September.  This approach appears to have been welcomed and, for the most 

part, has worked.  I don’t want to prevent parents from contacting the school when it is 

necessary or making legitimate complaints in an appropriate and polite way.  Our complaints 

policy supports this: https://www.framdurham.com/wp-content/uploads/2016/01/Complaints-

Policy-2019-1.pdf 

 

This letter is not aimed at stifling legitimate concerns; it is aimed at stopping 

unreasonable, rude or aggressive communication, but also, however well intentioned, 

excessive communication.  We now have over 1250 students on roll, and if every parent 

phoned or emailed us, or called in regularly, we simply couldn’t do our jobs properly.  Every 

minute spent dealing with these issues is time when we could be planning great lessons, running 

fantastic extra-curricular experiences and ensuring that every student is safe, happy and doing 

well in school.  Just because our staff work in public service does not mean they should accept 

the questioning of their judgment or professionalism, criticism or abuse.   

 

In just two years, our exam results have improved significantly, the school has grown in 

popularity at an exceptional rate (25% more students in two years), we have a new ethos and 

uniform, and we are embracing the latest research to transform our teaching.  This has only been 

possible because of the amazing staff that I have, and the support of most parents.  As you will 

understand, I am disappointed that the negative actions outlined in this letter have continued 

within this context.  It is becoming exhausting, upsetting and unacceptable and will increasingly 

detract from the positive work our staff do for your children.   

 

I know that most of you will find the following obvious, if not patronising, but please be assured 

that it is probably not aimed at you.  I write all of this with consideration of what is ultimately 

best for our students. 

 

To be clear to that small number of parents:  

 

• Abuse against our staff will not be tolerated. We will no longer respond to abusive emails 

and we will end abusive conversations.   

 

• Every time you contact us to criticise, complain or challenge us in this manner, it is time 

away from supporting your child and other children in the school.  I simply ask you to 

consider others. 

 

• Accept that our high standards and, on occasions consequences, help children learn.  

Support us in upholding these high expectations for behaviour, even for your own child. 

 

https://www.framdurham.com/wp-content/uploads/2016/01/Complaints-Policy-2019-1.pdf
https://www.framdurham.com/wp-content/uploads/2016/01/Complaints-Policy-2019-1.pdf


 

• We are an organisation which deals with people and therefore not every issue is 

straightforward.  Our decisions are never taken lightly, and you won’t always agree with 

them.  Sometimes though, what your children may tell you may be wrong, or you may not 

have the complete picture.  Please don’t jump to conclusions. 

 

• No school has time to have email conversations, lengthy meetings and phone calls.  Most 

of my leadership and pastoral teams teach and there are 1250 children to support.  Please 

consider if your contact is worth taking them away from working with our fantastic 

students.  Again, we ask you to consider others. 

 

I believe our policies on behaviour, uniform and teaching are the right ones for us, but recognise 

that every school is different. You have every right to consider alternative schools if you aren’t 

happy, but I would rather you trust us to do our jobs (we do know what we are doing) and 

remember we are human beings who work incredibly hard and care deeply.  This year we are 

focusing on kindness and manners.  We all respond well when people are kind or polite to us, and 

my staff are no exception. 

 

To our supportive parents: 

 

• Thank you to those who stand up to the negativity, and challenge those who criticise or 

spread misinformation on social media.  

  

• Thank you to those who talk to us in a friendly manner and respect and accept the 

decisions we make, however difficult.  

 

• Thank you to those who are appreciative of the work of our staff.  This means a lot to 

them and it motivates them to help you 

 

I have said many times before that we do make mistakes.  When we do, I can assure you they 

are simply that.  Mistakes.  There is no malicious intent or hidden agenda.  We will apologise 

when we make them and seek to do better next time.   

 

Many thanks for your support and trust and for taking the time to read this.  I realise that this is 

another long letter and, after the last one I worry I might get a reputation for being preachy.  As 

before though, when I felt it important to speak out about intolerance, I think it is important to 

seek to protect my staff because, ultimately this will help your children.  We have a lovely, 

successful school, brilliant children and thankfully a lot of very supportive parents.   

 

Thank you for reading this 

 

Yours faithfully, 

 

 

 

 

 

Andy Byers 

Headteacher 

 

 

 

 


