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Leading Off
Face-to-Face: Creating Healthy Dialogue Through Parent
Feedback Forums

By Jennifer van Frank, communications and community relations
coordinator, Morris School District, Morristown, N.J.

 
Through Parent Feedback Forums, schools can build trust and partnership
with parents as well as gain insight that would lead to productive
outcomes. Morris School District leaders used this model to establish a
healthy, productive dialogue with their parent community and to grow as

a “learning organization” responsive to the needs of students and families. The dialogue also
culminated in a communications and community relations action plan, which at the school level,
principals can model to communicate with parents and develop school-wide communication
efforts.

  

 

 

Crisis Communications
Critical Incident Stress Debriefing

When a traumatic experience occurs, students and staff are often thrown so
far out of the range of equilibrium that it becomes a struggle to restore a
sense of balance in their lives. In the aftermath, they seek to reconstruct
their equilibrium. This past year has had its share of these types of
experiences.

 
Group processing, or Critical Incident Stress Debriefing, is a crisis-focused

discussion to help regain that equilibrium. This type of debriefing allows everyone to process the
event and reflect on its impact.

 
The end of this school year is an opportune time for principals to debrief with their staff, who in
turn will likely be called on to lead or support debriefing with students in the classroom
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turn will likely be called on to lead or support debriefing with students in the classroom.
 

Debriefing sessions should be led by school counselors, social workers or psychologists, who have
specific training in critical incident stress debriefing or related practices. Mental health or trauma
experts may be contracted to facilitate school staff debriefing sessions.

 
Consider these objectives for a critical incident debriefing: 
 

Help affected people process and share their emotions.
  

Educate people about stress reactions (e.g., nightmares, fear, trouble concentrating) and how
to cope with them.

  
Understand the school’s response to the incident and what will be done going forward.

  
If needed, provide information about and opportunities for additional support.

  

Source: The Complete Crisis Communication Management Manual for Schools — 4th Edition
  

 

 

 

Customer Service
Red Carpet Service: Conduct and Standards

In nearly every aspect of day-to-day life, the feelings that people have about
an organization like a school comes down to communication. Staff members
are critical to effective two-way communication. Frontline employees who see
and talk with families and community members will need training and
support to fulfill their communication obligations.

 
Deer Valley Unified School District in Arizona detailed expectations and

standards for school staff through its Red Carpet Service initiative. The district developed a tip
sheet, which is available in NSPRA’s Gold Mine, with standards for emails and phone interactions.

 
Principals can introduce these standards in their own schools to ensure they are providing the
highest quality customer service.

 
Email Standards:

Use the correct email address.
Be specific in the subject field.
Copy (CC) anyone mentioned in the email.
Use a standard signature.
Maintain respectability and professionalism.

  
Phone Standards

 

https://www.nspra.org/complete-crisis-communication-management-manual-schools-4th-edition?utm_source=civicrm&utm_medium=prcomm&utm_campaign=crisis-20-april
https://www.nspra.org/files/audio/RedCarpetServiceACustomerServiceProgramForDVUSDEmployees.pdf
https://www.nspra.org/gold-mine?utm_source=civicrm&utm_medium=prcomm&utm_campaign=gold-mine-21-april&utm_content=text-link
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Answer on the first 2–3 rings. Identify yourself with a clear, friendly voice.
Be a good listener; provide the same service you’d like to receive.
Don’t bounce the caller around. Assure the caller that if you can’t help, you will find someone
who can.
Forward calls to a co-worker or voicemail if you are away from your office.
End the call with, “Is there anything else I can help you with?”
Return calls promptly and follow-up.

  

Sources: Making / Marketing Your School the School of Choice, 2nd Edition and tip sheet in NSPRA’s
Gold Mine

  

 

 

Best School PR Activities
Discover or Affirm Your School’s Mission

Identifying a school’s mission is a discovery process. As staff members have
a mission-focused dialogue, principals will see what emerges from the
different perspectives of their staff.

 
Following are the specific steps and questions principals can use for this
activity: 
 

Step One: Ask participants to identify the noble purpose (mission) of their school.
 
Step Two: Record their responses on a flip chart or in a virtual note taking system, so they
can refer to ideas as they confirm the purpose in the mission statement.

  
Step Three: Ask participants the following questions to help develop or affirm the mission:

Why does our school exist?
What is our contribution to society?
How do we make a difference?

  
Note that some schools may already have a mission statement. If that’s the case, ask participants if
that mission statement is acceptable to them. If it accurately reflects the purpose of the school,
there may not be a need to change it too much. If the mission statement needs revision, request
members make suggestions. Ask them to come to an agreement on those revisions by
brainstorming adjustments and prioritizing until they reach a revision that everyone agrees on.

 
Principals can incorporate this activity during a staff meeting, whether it is held virtually or in
person. 
 

Source: The Politics of Authentic Engagement
  

 

https://www.nspra.org/store/making-marketing-your-school-school-choice-2nd-edition?utm_source=civicrm&utm_medium=prcomm&utm_campaign=market-20-april
https://www.nspra.org/files/audio/RedCarpetServiceACustomerServiceProgramForDVUSDEmployees.pdf
https://www.nspra.org/gold-mine?utm_source=civicrm&utm_medium=prcomm&utm_campaign=gold-mine-21-april&utm_content=text-link
https://www.nspra.org/politics-authentic-engagement-perspectives-strategies-and-tools-student-success?utm_source=civicrm&utm_medium=prcomm&utm_campaign=engage-20-april
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Staff Communications
Equity Tool: Personal Readiness Checklist

Everyone carries a personal wealth of knowledge and life experience. Who
and how we are in the world is based on each of our unique foundations,
held together by our beliefs, attitudes and perspectives. There is rarely a
time when people have the time to look back and self-reflect in order to
evaluate their ideas or test their assumptions.

 
Following is a tool that principals can provide to their staff to give them a

chance to self-reflect before having conversations as a team. Principals can use this checklist as an
activity before a staff meeting to help guide a discussion on how to develop a school culture that is
equitable and inclusive.

 
Principals should note to their staff that this is not a test and not a tool for self-judgment. It is
simply a way for them to discover where they are today.

 
Activity: Consider the following statements and rate yourself 1 through 5 (1 = never; 5 = always).

 
To what extent are you:

  
Comfortable with being uncomfortable?
Willing to receive a ‘hard truth’?
Willing to deliver a ‘hard truth’?
Comfortable sharing your views and experiences?
Willing to engage in controversial issues?
Appreciative of different points of view?
Open to having your views challenged?
Able to see the world from someone else’s perspective?
Comfortable working through disagreements and conflicts?
Willing to examine the sources of your biases and assumptions?
Able to understand how privilege and oppression affect our lives?

  

Source: NSPRA’s Diversity Communications Toolkit
  

 

 

https://www.nspra.org/store/diversity-communications-toolkit?utm_source=civicrm&utm_medium=prcomm&utm_campaign=diversity-20-april
https://www.nspra.org/national-seminar
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NSPRA 2021 National Seminar Early Bird Rates Available Through May 14
 

The NSPRA 2021 National Seminar is now open for both in-person and virtual attendee registrations. No
matter how you choose to attend, you will get high quality, thought-provoking professional development
full of actionable ideas and strategies to elevate your work!

 
At the Seminar, mask-wearing, social distancing and room capacity restrictions will help ensure a safe and
healthy event for in-person attendees. All in-person attendees will have access to the virtual format, and if
an in-person session reaches room capacity, they will be able to participate in a virtual session as an
alternative.

 
Learn more about the Seminar program, registration options, the differences between in-person and virtual
attendance, and health and safety measures at the Seminar.

 
Please note that early bird registration is available through Friday, May 14. The NSPRA housing block is
also now open at the Sheraton New Orleans Hotel.

  

 

 

Days to Celebrate
 

 Keep track of important dates, holidays, accomplishments and historical events with NSPRA’s Resources for
Planning the School Calendar 2021–2022.

  

• May 1–31:
 Asian Pacific American Heritage Month

 Join in paying tribute to the generations of Asian and Pacific Islanders who have enriched America’s
history and are instrumental in its future success. Learn more. 
 

• May 1–31:
 Better Hearing and Speech Month

 Sponsored by the American Speech-Language-Hearing Association, this month provides an opportunity to
raise awareness about communication disorders. The theme for 2021 is “Building Connections.” Learn
more.

  
• May 3:

 World Press Freedom Day
 Learn more about this day on the United Nations website.

  
• May 3–7:

https://www.nspra.org/national-seminar
https://www.nspra.org/national-seminar
https://www.nspra.org/reserve-your-room
https://www.nspra.org/resources-planning-school-calendar-2021-2022?utm_source=civicrm&utm_medium=prcomm&utm_campaign=calendar-20-april
https://asianpacificheritage.gov/
https://www.asha.org/bhsm/
https://www.un.org/en/observances/press-freedom-day
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National Teacher Appreciation Week

 Access the Teacher Appreciation Toolkit from the National PTA, and be sure to #ThankATeacher on social
media.

  
• May 6:

 National School Nurse Day
 This event helps to foster a better understanding of the role of school nurses. It is celebrated the

Wednesday of National Nurse Week, which is May 6–12 every year. Learn more.
  

• May 7:
 School Lunch Hero Day

 Recognize the hardworking school nutrition professionals in your school cafeterias and the difference
they make in children’s lives. Celebrate with the School Nutrition Association. 
 

• May 9:
 Mother’s Day

  
• May 9–15:

 Food Allergy Awareness Week
 Sponsored by the Food Allergy Research and Education (FARE) organization. Learn more.

  
• May 31:

 Memorial Day
  

 

 

 

Good Stuff
 

Student Voice: A Book on the COVID-19 Experience
Second-graders in Nixa (Mo.) Public Schools were given a challenge by their teachers to write about their
experiences dealing with COVID-19. Some talked about the challenges of wearing a mask, others wrote
about not being able to see friends due to social distancing. The writing and illustrations will now be
compiled to share with families in a hardbound book. The process is shown in a video shared by Zac
Rantz, the district’s chief communication officer and safety coordinator.

  

 

 

PR Tips
 

Mitigate Isolation as Principal

https://www.pta.org/home/events/PTA-Teacher-Appreciation-Week
https://twitter.com/search?q=%23ThankATeacher%20&src=typeahead_click
https://www.nasn.org/advocacy/school-nurse-day
https://schoolnutrition.org/schoollunchheroday/
https://www.foodallergy.org/food-allergy-awareness-week
https://www.youtube.com/watch?v=aOLtZs4HYdY
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Principals need a vibrant support system that won’t tell them what they want to hear, but what they need
to hear. They need to connect, communicate and collaborate to keep from becoming isolated.

 
Below are some tips on how to cultivate school building and community relationships to mitigate isolation
as a principal:

• Develop and maintain a key communicator network that’s more than an email list or followers on social
media.

  
• Have a two-way communication advisory system built on strategic messaging and listening.

  
• Create a principal blog, podcast or YouTube channel and post on it at least twice a month on topics

pertinent for your school building community.
  

• Work with the school building or district IT department and communications department to assess if your
personal and professional communication tools are current, fresh and fully integrated.

  

Source: NSPRA’s Making Communication Work for You and Your Schools
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