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Executive Summary

The purpose of this report is to inform elected members of the proposed revised North
Lanarkshire Strategy for Parental Engagement. This replaces the Strategy for Parental
Involvement which was approved by the Council in October 2009. The revised strategy,
which has been informed by a wide−ranging consultation with schools and parents,
creates a framework for increased levels of effective parental engagement in
education. There is a statutory requirement for each authority to publish its strategy for
parental involvement and to produce an annual report on its progress.

Recommendations

It is recommended that the Education Committee note the content of this report and
approve

(i) the revised parental engagement strategy.

(ii) the publication of an annual report indicating the activities undertaken by the
authority during the previous 12 months to support the policies set out in the
strategy.

Supporting Documents

Council business • Support all children to reach their full potential
plan to 2020 • Improve outcomes for all children and young people

and minimise the poverty related gap in attainment
Engage with children, young people, parents and
families to help children reach their full potential

Appendix I North Lanarkshire Council Strategy for Parental Engagement
Appendix 2 Parental Engagement − Schools' Survey
Appendix 3 Parental Engagement − Parents' Survey
Appendix 4 Procedures for dealing with parental enquiries and complaints

to the education section of Education, Youth and Communities



Background

1.1 The Scottish Schools (Parental Involvement) Act 2006 and subsequent
amendments require the authority to have a strategy for parental involvement
which will form part of the annual statement of improvement objectives and be
reflected in school improvement plans. This strategy must cover our duties to:

• involve parents in their child's education, and that provided by a school to its
pupils generally

• give advice and information to parents in respect of their own child
• promote and support Parent Councils in schools
• involve Parent Councils in the school improvement planning process and

the appointment of head teachers and depute head teachers
• establish and maintain a complaints procedure for our duties under the Act
• publish the strategy and produce an annual progress report

1.2 The present strategy was approved by Council in 2009. However, subsequent
amendments contained within the Education (Scotland) Act 2016 and the
aspirations of the National Improvement Framework mean that a revised
strategy is now required. Authorities must now publish their strategy and report
annually on the progress of the policies contained within it. Accordingly, a
revised strategy has been prepared for consideration by the Education
Committee.

2. Report

2.1 The authority undertook a review of its parental involvement strategy in Autumn
2016. This review included extensive consultation with both schools and
parents to ascertain the impact of the strategy and the required next steps for
improved, effective parental engagement. Surveys were undertaken with both
groups with responses being received from 114 schools and 1140 parents.

2.2 The surveys focussed on the three main aspects of parental engagement that
authorities are required to address. − learning at home, the home−school
partnership and formal parental representation. The responses highlighted a
number of areas for further development at both authority and establishment
level. These included:

• more effective communication between school and parents
• more specific and parent friendly reports on pupil progress
• a need to encourage greater involvement of parents in their children's

learning to help close the attainment gap
• more effective Parent Councils both working in partnership with the

school to raise standards and maintaining effective communications with
the Parent forum

• sharing the Council's parental engagement strategy more widely.



2.3 Following the conclusion of the surveys and the analysis of the responses, a
draft revised strategy was drawn up. It took cognisance of the areas for
improvement identified in the consultation and the requirements of the 2016 Act
and the National Improvement Framework. A subsequent formal consultation
exercise with our Parents' Consultative Group and a Parental Engagement
Strategy Group composed of head teachers, parents, authority representatives
and young people produced an agreed final draft of the revised strategy.

2.4 This strategy (Appendix 1) fulfils the statutory requirements of the 2006 Act and
all subsequent amendments and outlines the authority's continued commitment
to developing effective parental involvement in our educational establishments
and support for parents generally. It also reinforces the requirement on
establishments to promote meaningful parental engagement that impacts
positively on education and supports raising attainment including closing the
attainment gap.

2.5 The strategy includes the department's policy for dealing with parental enquiries
and complaints (Appendix 4) as required under the terms of the 2006 Act. This
policy conforms to the corporate model previously adopted by the Council.

2.6 Education, Youth and Commurities will now create an action plan to drive the
revised strategy and ensure that both the statutory requirements and all the
additional areas for development are adequately addressed.

3. Implications

3.1 Financial Impact
No additional costs have been identified. It is anticipated that the strategy can
be delivered with existing financial and human resources.

3.2 HR/Policy/Legislative Impact
The revised parental engagement policy conforms with the requirements of the
Scottish Schools (Parental Involvement) Act 2006 and all subsequent
amendments. Otherwise there are no policy or HR impacts.

3.3 Environmental Impact
No environmental impact has been identified.

3.4 Risk Impact
No significant risks have been identified.

4. Measures of success

4.1 More effective parental engagement by North Lanarkshire educational
establishments.

4.2 Increased numbers of parents engaging in activities that will support
educational improvement and help to close the attainment gap.



4.3 Increased engagement by Parent Councils with the school and the Parent
Forum

4.4 More inclusive parental representation on the Parents' Consultative Group.

4.5 Increased awareness of the policies of the strategy by all stakeholders.
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Isabelle Boyd, Assistant Chief Executive (Education, Youth and Communities)



Appendix I

Strategy for Parental Engagement

1. Background

1.1 North Lanarkshire Council is committed to promoting parental engagement with all of its schools'.
The value and importance of parents2 to the education process is readily acknowledged and it is
recognised that when schools and families work together young people generally do better. This
strategy provides a framework for effective parental engagement at school and authority level.

1.2 This strategy is informed by the requirements of existing legislation relating to additional support
needs, disability discrimination and race equality. It builds on and strengthens the existing duties
placed on Education by the Scottish Schools (Parental Involvement) Act 2006 3 and the subsequent
amendments pertinent to parental involvement in the Education (Scotland) Act 2016.

It is also informed by the National Improvement Framework5 (NIF), How Good Is our School? 41h
edition (HGIOS4) and the authority's survey of schools and parents in school session 2016−2017.

1.3 Parental engagement is recognised in the NIF as one of seven key drivers in achieving excellence and
equity in Scottish education to help raise attainment for all. The framework states that 'we want to improve
and increase ways in which parents and families can engage with teachers and partners to support
their children and increase the voice of parents in leading improvements with schools.'

2. Strategic Aims

2.1 The aims of North Lanarkshire Council's Parental Engagement Strategy are in line with the
authority's specific duties under the 2006 Act and subsequent amendments, namely to:

• involve parents in their own child's education and that provided by a school to its pupils generally
• give advice and information to parents in respect of their own child
• promote the establishment of Parent Councils in schools and support their operation
• establish and maintain a complaints procedure for its duties under the Act
• publish the strategy and produce an annual report of the authority's activities to address its

priorities.

2.2 The Act outlines the three main ways parents can get involved in supporting their children's
learning:

• Learning at home − As the first and ongoing educators of their children, parents should receive
information and support to help develop their child's learning at home, in the community and at
school.

• Home−school partnership − Schools must be open to the involvement of parents in the work they
do and they should consider ways of providing information that helps parents engage with the
school and their children's education.

• Parental representation − Parents are automatically members of the Parent Forum at a school
and have a right to have their views represented to the school, the education authority and others
through a representative Parent Council for the school.

North Lanarkshire is committed to supporting parental engagement in all three areas.

3. Review of Parental Involvement

3.1 A review of the existing Parental Involvement Strategy was carried out in Autumn 2016 to consider
the progress made to date and propose the next steps for development with regard to parental
engagement. The review involved surveying schools and parents to determine the impact of the
I Throughout this document, the term 'school' should be taken to include, Pre−five centres, primary, secondary and special

Schools.
2 Throughout this document; the term 'parent' should be taken to include foster carers, residential care staff and carers who

are relatives or friends
3 The Scottish Schools (Parental Involvement) Act 2006 Scottish Parliament June 2006
4 Education (Scotland) Act 2016 Scottish Parliament February 2016



5 National Improvement Framework for Scottish Education, Scottish Government January 2016
6 How good is our school?(4th edition) Education Scotland 2015

previous strategy and to establish the steps required for further improvement. The response to the
respective surveys was very informative, (credibly with 114 schools and 1140 parents responding) the
summaries of which are included in the school survey (Appendix 2) and parental survey (Appendix 3).

Further engagement on the revised strategy included consultation with the Parent Consultation Group
and consideration and approval by the Parental Engagement Strategy Group.

3.3 The outcome of this consultation highlighted the following areas for development:

• more effective communications and the exchange of information between school and parents
• provide parents with more specific reports on pupil progress
• improve parental engagement with respect to involving parents in their child's learning to help

close the attainment gap
• encourage Parent Councils to develop strategies to engage fully with the school and keep the

Parent Forum fully informed of developments
• share the Council's Parental Engagement Strategy more widely

3.4 The authority will support these areas for development by:

• exploring successful practice and making use of the variety of methods available to improve
communication between school and parents

• seeking ways to improve tracking pupils' assessment and reporting
• encouraging schools to continue to provide a range of opportunities for parents to become more

engaged in their child's learning
• ensuring that heads of establishment provide parents with adequate opportunities to engage in

school policies and decision making
• providing opportunities for Parent Councils to share good practice
• publishing the Parental Engagement Strategy and promoting its aims
• encouraging a fuller representation on the Parents' Consultative Group including Early Years

establishments.

4. Promoting parental engagement

'Parents and families are the most important and influential people in children and young
people's lives, and are central to achieving our aims of raising attainment for all and closing
the attainment gap. We will support all schools to further improve parental engagement and develop
family learning programmes that support children's progress and achievement. This also means
empowering parents and enabling them to be active participants and effective contributors
to the life of the school and to school improvement'

Delivering Excellence and Equality in Scottish Education4.1

All North Lanarkshire schools are required to have a strategy in place which both recognises that
parents are partners in education and encourages their involvement in the life and work of the school.
We will ensure that our schools prepare an annual improvement plan which takes account of the
authority's strategy on parental engagement and includes the school's own proposals to improve
parents' engagement in their children's learning.

Furthermore, we will ensure that our schools' annual improvement reports (with reference to quality
indicators 2.5 and 2.7 in HG 10S4) indicate how parents are involved in decision making and to what
extent school improvement plans have been co−created with parents. These will be monitored by the
Continuous Improvement Service.

7 Delivering Excellence and Equality in Scottish Education − A delivery Plan for Scotland Scottish Government June 2016



5. Supporting Learning at Home

5.1 North Lanarkshire Council acknowledges that many parents want to support their children's
learning and play a key role in Curriculum for Excellence. Working in partnership with schools and
centres, parents can support their children to develop as successful learners, confident individuals,
responsible citizens and effective contributors. Additionally, it is accepted that parental and family
engagement is a key factor in helping all children achieve the highest standards, reducing inequity and
closing the attainment gap.

5.2 The authority will continue to work with parents and schools to support local and authority wide
home learning initiatives. We have already built on existing good practice in schools and nurseries
providing them with home learning packs for parents to support their children at the crucial early stages
of learning. These materials provide quality opportunities for parents and children to learn together. We
will continue to support the development of effective home learning materials in schools.

5.3 School−based workshops provide excellent opportunities for parents to explore ways they can
support their children's learning effectively. Curriculum workshops, for example in numeracy and
Literacy, allow parents to look at what their children learn and how it is taught. Workshops on
homework and how pupils can study, revise and prepare for examinations, allow parents to identify
how they can best support their children at home. We will ensure that schools continue to provide an
appropriate range of opportunities for parents to engage in ways to support their child's learning.

5.4 Effective communication with parents is vital for both the authority and its schools. Parents require
information on school life and events, the curriculum and their own child. They can get such information
through many different routes including parents' meetings, pupil reports, telephone calls, letters,
emails, text messaging, newsletters, websites, leaflets, conferences, information evenings and parent
workshops.

5.5 We will encourage and support schools and Parent Councils to work together to identify those
forms of communication which parents actually prefer or require. Schools must ensure that all relevant
communications are available to all parents. We will ensure that they have appropriate arrangements in
place to communicate effectively with parents who do not live with their children, those whose first
language is not English and those who have difficulties with written or aural communication.

5.6 We will ensure that parents have access to relevant information on policies or issues relating to the
education of their child and will respond to any reasonable request for advice from a parent. The head
teacher and staff of the school will also be available to give advice and information to the parent.

5.7 Under the Education (Additional Support for Learning) Scotland Act 2009, parents of a child with
additional support needs can request assessment of and information about their child's needs and how
these are to be met. The authority and its schools will ensure that parents receive a response to any
such requests within the stated timescale.

5,8 The authority acknowledges that parents and carers have a crucial role if looked after and
accommodated children are to have the opportunity to succeed. Accordingly, we will work together with
parents of looked after children, foster carers and others with parental responsibilities to encourage
them to support their children's education. We will also ensure that all relevant information relating to
the child is provided to both parent and carer unless the care plan specifically states otherwise.

5.9 If the authority places a pupil at an independent special or grant−aided special school outwith North
Lanarkshire, we will ensure that there are appropriate arrangements in place for the pupil's parents and
carers to receive any advice and information they need to be involved with and to support their child's
education.

6. Removing barriers to parental engagement

6.1 For some parents there are barriers, real and perceived, which may discourage or inhibit them from
becoming involved in their child's education or maintaining contact with the school. These barriers may
include such issues as low self−esteem, lack of confidence, their own negative experiences of school,
physical disability, childcare issues, work commitments, literacy or numeracy difficulties, language
barriers, cultural differences and challenging family circumstances.



6.2 Where these barriers present ongoing challenges to schools in their attempts to improve parental
engagement we will work with head teachers, staff, community learning and development workers and
Parent Councils to develop effective strategies to overcome these barriers. Strategies will vary from
establishment to establishment but they may include some or all of the following:

• making the school more attractive and welcoming for parents
• ensuring disabled access
• providing parent workshops which use appropriate language and learning styles
• providing enjoyable and effective home−learning activities
• offering positive parenting courses
• providing crèche facilities for parent events
• offering flexible parent times to acknowledge working practices
• communicating effectively with parents, providing information in different formats
• praising parents' involvement in supporting their child through praise letters or phone calls
• providing translators and/or interpreters for bilingual parents or those with language

communication difficulties
• demonstrating sensitivity to cultural traditions and religious beliefs
• using community learning and development workers and home school partnership officers

effectively
• working with other agencies to support families with specific issues

6.3 We will continue to ensure that schools use self−evaluation to reflect on their current structures and
ways of working to remove any potential barriers to effective parental engagement. From time to time,
we may also issue guidance on specific aspects of parental engagement. Schools will also be
encouraged to share good practice with other establishments through headteachers' meetings and
inservice.

7. Parental Representation

7.1 In order to encourage and support parental representation, the authority has a dedicated Parental
Engagement Team based in Education headquarters. This team will continue to:

• promote effective parental engagement
• promote good practice across the authority
• organise parents' activities e.g. dedicated sessions at the North Lanarkshire Learning Festival
• create opportunities for parental views to be heard through; the Parents' Consultative Group,

Parents and Families workshops and online parental surveys.
• promote and support Parent Councils, in particular via the Council's dedicated intranet and

training sessions with external providers
• provide information for parents on the Council's website.

8. The Parent Forum

8.1 All parents who have a child attending a North Lanarkshire school are automatically members of
the Parent Forum for that school and are entitled to have a say in what happens at the school. As
members of a Parent Forum they can expect to:

• get information about what their children are learning
• get information about events and activities at the school
• get advice on how they can support their children's learning at home
• be told about opportunities to be involved in the school
• have a say in how Parent Council members are selected.

9. Parent Councils

9.1 Parent Councils have been well established in almost all North Lanarkshire schools. Each one is
unique, having been established by the members of its Parent Forum and reflecting their views.

9.2 A Parent Council's activities will include some or all of the following:

• supporting the work of the school to raise standards



• gathering and representing parents' views to the head teacher, education authority and Her
Majesty's Inspectorate of Education (HMIe)

• promoting contact between the school, parents, pupils, providers of nursery education and the
local community

• acting as a consultative body for both the authority and the Scottish Government
• involvement in the school improvement planning process
• involvement in the appointment of head teachers and depute head teachers in schools
• fundraising and organising events.

9.3 We will continue to

• promote the establishment and operation of Parent Councils within each school
• support Parent Councils to enable them to carry out their functions
• encourage Parent Councils and head teachers to work closely together to develop a shared vision

for the school
• advise and inform the Parent Council on any matter in response to reasonable requests
• consult with Parent Councils and allocate funding for administrative expenses, training, and costs

incurred in carrying out functions
• include Parent Council members in the appointment procedures for Head Teachers and Depute

Head Teachers
• provide a designated team to give advice and guidance to Parent Councils and schools in relation

to parental involvement
• organise training, regular events and meetings with senior officers from Education, Youth and

Communities and elected members
• include parents in the authority's quality assurance procedures
• provide services including insurance cover

9.4 Parent Councils should regularly communicate with their Parent Forums. This can be done through
newsletters, meetings and electronic communications systems. We encourage schools to provide a
Parent Council section on the school website to allow contact between the Parent Council and parents.

Additionally, the authority provides intranet access (via First Class) for all members of Parent Councils
to allow them to access information, discuss topics of mutual interest and share good practice. The
intranet forum also contains a frequently asked questions section to support the operation of Parent
Councils and allows the authority to consult and communicate directly with Parent Council members on
a range of issues.

9.5 In those few schools where no Parent Council presently exists, we will actively encourage the
formation of a Parent Council on an annual basis. Additionally, should members of the Parent Forum
express an interest in establishing a Parent Council at any time, the Parental Engagement Team will
support them through each stage of the process.

10. Council involvement in the appointment of senior staff in schools

10.1 North Lanarkshire Council will continue to ensure that Parent Councils are actively involved in the
appointment of head teachers and depute head teachers. We will continue to provide appropriate
training to all Parent Council members who sit on appointments panels.

Full details of Parent Councils' involvement in the appointment process are contained within Standard
Circular F2 −'Appointment of Teachers to Promoted Posts: General Policy' and Standard Circular F3 −
'Appointment of Teachers to Senior Promoted Posts: Selection Procedures'.

11. Parents' Consultative Group

11.1 North Lanarkshire Council established a Parents' Consultative Group in 1996. This has proven to
be an effective forum for consultation and discussion between the authority and parents. The group,
which is composed of representatives from the primary, secondary, special and pre−five sectors, has
been instrumental in the development of a range of authority policies including dress code, parents'
meetings, homework and the authority's parental engagement strategy.

11.2 The membership of the Parents' Consultative Group was extended to include representatives from
all Parent Councils. However, it is important that the group continues to remain an effective forum for
discussion and consultation. Accordingly, its purpose and composition is regularly reviewed by the



authority and the Parents' Consultative Group's members. We will continue to consider how the
Parents' Consultative Group can best support the authority in fulfilling its duties under the Education
(Scotland) Act 2016.

12. Support for parents of early years children

12.1 The authority will ensure that early years establishments continue to involve parents in their
children's education and learning. We will continue to support effective home learning strategies in the
early years and seek the views of pre−five providers when reviewing any aspects of our parental
involvement strategy. We will ensure early years representation on the Parents' Consultative Group
and at our annual learning festival. We will also support Parent Councils in their duty to contact parents
of nursery children who are prospective pupils of their school.

13. Complaints procedure

13.1 The authority has an established parental complaints procedure (Appendix 4). It is designed to
allow issues to be resolved at as early, and as local, a stage as possible. We acknowledge that many
issues can be dealt with at school level and so we will continue to ensure that head teachers have
effective arrangements in place to deal with parental concerns or complaints. In the event that a parent
complains directly to the authority, they will be encouraged to use the formal procedures agreed by the
school in the first instance.

13.2 These procedures are consistent with the Council's corporate complaints procedures. Information
on the authority's complaints procedure is available to all parents through its website or on request.
Schools and their websites also provide this information. The nature and frequency of complaints will
be monitored and the information used to improve the service.

14. Equal opportunities

14.1 The authority has policies in place to ensure that no parent is discriminated against on grounds of
race, disability, gender, sexual orientation, language, faith or belief, and age. Wherever possible, we
will put in place positive measures to remove any discrimination either direct or indirect, intentional or
unintentional.

15. Monitoring and evaluation of the strategy

15.1 An action plan has been developed to support this strategy. This is monitored by the authority's
Parental Engagement Strategy Group, which consists of the Head of Education, members of the
Parental Engagement Team, representatives of school and educational establishments and
Community Learning and Development and school students.

The strategy will be reviewed on a triennial basis in consultation with parents, staff, pupils, key partners
and the wider community to assess its impact and success.

16. Annual Report

16.1 The authority will prepare and publish each year a report on the activities undertaken by the
authority in pursuance of the general policies set out in this strategy.



Parental Engagement − Schools' Survey

I:

QI In what ways do you communicate with your parents?
Answered: 114 Skipped: 0

Newsletter

(paper)

email

school website

texting

Appendix 2

H

70 80 90 100%

Regularly
a

Occasionally Rarely

Regularly Occasionally Rarely Total Responses

Newsletter (paper) 85.8% 11.5% 2.6% 113
Email 27.9% 34.4% 37.6% 93
School Website 73.8% 17.8% 8.4% 107
Texting 58.7% 32.1% 9.2% 109
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Q2 To what extent do you involve all stakeholders in the school activities below?

Staff

Pupils

Parent Council

Parent Forum

Wider Community

TT

. T'.

−,

20 30 40 50

O S c h o o l p o l i c i e s
Self−evaluation

60 70 80 90 100%

Planning for Improvement

School Policies Self−evaluation Planning for Improvement Total Responses
Staff 99.1% 98.2% 98.2% 112
Pupils 51.4% 94.6% 85.6% 111
Parent Council 79% 86.7% 75.2% 105
Parent Forum 42.6% 92% 75.2% 101
Wider Community 19.1% 73.5% 61.8% 68

Answered: 112 Skipped: 2



Parental Engagement − Parents' Survey
Appendix 3

Qi Could you please indicate which sector your responses relate to. (If you have children
in more than one sector and wish to comment, you will have to complete another survey).

Sector Total Responses

Early Years Centre 70

Primary School 790

Secondary School 267

ASN Provision 13

Overall response 1,140

02 Read the statements below and select the button which best describes your
relationship with your child's school.

Strongly Agree Disagree Strongly Unsure Total
As a parent I am; agree disagree

warmly welcomed into the school 60.37% 34.09% 3.60% 0.62% 1.32% 1,138
687 388 41 7 15

supported to meaningfully engage in my 40.93% 45.25% 9.51% 1.50% 2.82% 1,136
child's learning 465 514 108 17 32

provided with regular opportunities to 32.95% 46.57% 14.59% 2.28% 3.60% 1,138
discuss learning with school staff 375 530 166 26 41
well informed about my child's progress 29.55% 48.02% 14.34% 3.34% 4.75% 1,337
and learning 336 546 163 38 54
informed on how to help my child's 25.09% 47.18% 18.57% 3.70% 5.46% 1,136
learning at home 285 536 211 42 62
kept informed about the curriculum 24.41% 50.04% 16.92% 3.79% 4.85% 1,335

277 568 192 43 55
offered opportunities to engage in 18.77% 35.42% 27.14% 5.29% 13.39% 1,135
family learning programmes 213 402 308 60 152
confident to express my views about 32.83% 42.78% 13.38% 2.90% 8.10% 1,336
education and learning in our school 373 486 152 33 92
encouraged to play a more active role in 24.43% 40.48% 18.69% 5.82% 10.58% 1,134
the school's decision making 277 459 212 66 120
satisfactorily represented through the 27.46% 39.35% 9.51% 4.05% 19.63% 1,336
Parent Council 312 447 108 46 223
aware of training and information 26.74% 40.07% 15.89% 4.85% 12.44% 1,333
evenings for Parent Councils 303 454 1 180 55 141
aware of North Lanarkshire Council's 13.70% 28.74% 31.21% 8.93% 17.42% 1,131
Parental Involvement Strategy. 1 155 325 353 101 197



Parental Engagement Survey − Summary of Parents' Comments

Of the 1140 parents who completed the survey, 154 took the opportunity to add a comment. These
were largely an extension of the 12 questions asked in the survey and mostly constructive.

While the comments covered a wide range of school based issues, the common ones could be
broadly banded into five groups.

(a) Very positive comments with respect to the education received by their child, the welcoming
approach from the school and communications between school and home. (28 comments)

The school always seeks the views of the wider parent body at all curriculum based/parent evenings. Ifeel
very well informed about the key initiatives being developed within the school and receive quality feedback
through newsletters, social media sites and the school website.

The school tries to engage parents by keeping them updated throughout the year. Meet the teacher evening is
always a success and encourages parents to get involved. It is a school that is incredibly welcoming and Ifeel at
complete ease anytime I have to speak to a member of staff.

(b) Poor communications and information from schools regarding meetings, inadequate notification,
unsuitable timings and lack of feedback. (23 comments)

At my children's school I know parents are valued but one area I'd like to mention is effective communication
with parents, giving adequate notice of events or parents evening appointments so attendance can be
maximised.

The nursery offers no opportunities of times for working parents to attend the nursery in the form of parent
meetings or to discuss the curriculum & I have little information on my child's progress.

(c) Insufficient detail in a child's reports, both written and verbal, regarding student progress and
what children are learning in terms of the new curriculum. (17 comments)

There is very little communication outside of parents' nights on progress of children. Non−existent input from
parents who are not on parent council. Primary school is very inclusive of parents and showcasing children's
work and talents. High school only does this for high achievers.

Ifeel the best way to improve parental engagement would be to simply improve communication from the
school − this is what we're learning this week/month/term and you can help at home by doing a, b, c.

(d) Improve parental engagement with schools in terms of involving parents in pupil's learning,
workshops to outline new curriculum, methodology and advice to support homework, role and
input of the parent council. (19 comments)

Ifeel more opportunities could be created to involve parents positively in their children's learning journey at
school. We have little or no engagement and parental input appears disregarded with ineffectual parent
council.

It can sometimes feel like parental involvement is just a "tick in the box" exercise. Schools ask for help but never
pursue it much. / am lucky that the school knows / would like to get involved and they ask me but / think other
parents would like to get involved, but i f not elected on Parent Council, then they don't know how else to be
part of the school's life.

In addition four comments were made highlighting the rising costs of letting the school for PC
meetings and the prohibitive nature of such costs.

Finally, there were four comments specifically for the Council in terms of supporting Parent Councils
and sharing advice on the NLC website.



Appendix 4

North Lanarkshire Council

Education, Youth and Communities

Procedures for Dealing with Parental Enquiries and Complaints to the education
section of Education, Youth and Communities

General Information

Parents have the right to ask for information about their children's education at any time and
Education, Youth and Communities aim to provide this.

Initially, a parent's first contact will be with the head teacher or another senior member of staff at the
school as they are best placed to offer help to solve any problem. The majority of issues will be
amicably resolved at this level. However, in the event that there is no resolution at school level, a
parent can contact the authority directly.

The authority operates a helpline service, accessed by telephone and via the authority's website, to
deal with parental enquiries and concerns. The helpline is staffed by a dedicated Customer and
Information Services Officer. Where a parent submits a concern using the online system, he/she will
be contacted, in the first instance, by the Customer and Information Services Officer. In some
instances, parents with concerns may present themselves at the Education, Youth and Communities
offices. They will be seen by the Customer and Information Services Officer and/or a Continuous
Improvement Officer.

All complainants are treated fairly and in accordance with both the corporate complaints policy of
North Lanarkshire Council and the policy of the Education section of Education, Youth and
Communities.

In accordance with the Data Protection Act 1998, callers and visitors are informed that the details of
their enquiry or complaint are being recorded on an electronic database and that they have the right
to access this information. The database allows the authority to:

• identify common issues of concern in schools
• identify areas of concern for parents
• seek solutions for common concerns
• challenge and support schools

If the issue raised by the complainant relates to a particular establishment, he/she will be asked if
he/she has already contacted the head teacher. If not, he/she will be advised to contact the head
teacher directly to resolve the issue, as the head teacher is the first point of contact and should offer
the quickest solution.

If the parent does not wish to contact the head teacher, the Customer and Information Services
Officer will offer to contact the head teacher on his/her behalf and request that the school tries to
resolve the issue by contacting the parent directly.

The Customer and Information Services Officer will offer the complainant advice and support using
his/her professional judgment, expertise, policy and practice in an attempt to resolve the issue at this
stage.

When a parent wishes to remain anonymous, the Customer and Information Services Officer will
only offer general advice.



Where the complaint relates to the head teacher/head of establishment, the Customer and
Information Services Officer will refer the matter directly to the appropriate locality education officer.

If a parent feels that his/her concern has not been resolved satisfactorily, he/she is entitled to lodge
a complaint with the Assistant Chief Executive (Education, Youth and Communities). The corporate
procedures for formal complaints are as follows:

Stage I − Complaint

Should the Customer and Information Services Officer be unable to resolve the parent's concerns,
the complaint will move to a formal stage. It will be given a reference number, logged and fully
investigated. The locality education officer will then provide a formal response to the parent within 5
working days.

Stage 2 − Appeal

If the parent is unhappy with the outcome of his/her complaint, he/she can appeal the decision. The
matter will be investigated and reviewed by the Head of Education). A written acknowledgement of a
request for an appeal will be sent within 5 working days and a response within 20 working days. It
will explain the outcome, the reasons for it, any management action to be taken or proposed, and
any further action the complainant may take.

If necessary, the Head of Education will discuss the issues raised with the complainant in more
detail. At any meeting in connection with the complaint, a supporter or interpreter may accompany
the parent.

Stage 3 − The Ombudsman

If the parent continues to remain dissatisfied with the outcome or does not believe that it was
properly handled, he or she can submit a complaint to the Scottish Public Services Ombudsman
(SPSO). The Ombudsman will consider complaints about poor service, failure to provide a service
and administrative failure. If the complaint is upheld or partially upheld, Education, Youth and
Communities will try, if possible, to correct what went wrong, ensure that a similar problem does not
arise in the future and offer an apology where appropriate.

The Ombudsman can be contacted at:

SPSO SPSO Freephone: 0800 377 7330
4 Melville Street Freepost EH641 Online contact www.spso.orq.uk/contact−us
Edinburgh Edinburgh Website: www.spso.org.uk
EH3 7NS EH3 OBR Mobile site: http://m.spso.orQ.uk


